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Abstract:

This study aimed to highlight the importance of relationship marketing
in supporting customer loyalty, especially in Algerian banks. In theory,
relationship marketing focuses on building a strong relationship between
the bank and customers within the framework of a long-term partnership,
through which common goals between the two parties are achieved.
Relying on what is called customer relationship management, which most
banks have become dependent on due to its importance in attracting
customers, maintaining them and supporting their loyalty. As for the
applied side, a case study was carried out using the SPSS program and it
was concluded that there is a statistically significant effect of the
dimensions  of  relationship  marketing  (trust, commitment,
communication). , satisfaction) on customer loyalty, and the presence of
an impact of the demographic factors of customers on the degree of their
loyalty, and this study reached recommendations, the most important of
which is the need for banks to pay attention to strengthening (trust,
commitment, communication, satisfaction) on the degree of customer
loyalty to the bank.

Key words: relationship marketing, customer loyalty, dimensions
relationship marketing (trust, commitment, communication, satisfaction).
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Scale: ALL VARIABLES

Case Processing Summary

N %
Valid 50 100,0
Cases Excluded® 0 ,0
Total 50 100,0
a. Listwise deletion based on all variables in the
procedure.
Reliability Statistics
Cronbach's N of Items
Alpha
,931 26

VARIABLES=¢l ¢2 3 g4 ¢5 ¢6 ¢7 8 £9 10 11 £12 ¢13 ¢14 £15 16 wl w2 w3
wd wS w6 w7 w8 w9 wlO

/SCALE ("ALL VARIABLES') ALL

/MODEL=ALPHA.

Reliability Statistics

Cronbach's N of Items
Alpha

127 4

RELIABILITY
/VARIABLES=61 £2 £3 ¢4
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability Statistics
Cronbach's N of ltems
Alpha

, 7187 4

RELIABILITY
/VARIABLES=¢5 £6 ¢7 ¢8
/SCALE ('ALL VARIABLES') ALL

/MODEL=ALPHA.

Reliability Statistics

Cronbach's N of Items
Alpha

,855 4

RELIABILITY
/VARIABLES:69 610 &11 &12
/SCALE ('ALL VARIABLES') ALL

/MODEL=ALPHA.
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Reliability Statistics

Cronbach's N of Items
Alpha

,720 4

RELIABILITY
/VARIABLES=¢13 ¢l14 ¢15 ¢16
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability Statistics

Cronbach's N of Items
Alpha
,884 10
RELIABILITY

/VARIABLES=wl w2 w3 w4 w5 w6 w7 w8 w9 wl0
/SCALE ("ALL VARIABLES') ALL
/MODEL=ALPHA.

bl i atlas ae 1(03)6d) goukel)

Frequency Table

cuiad)
Frequency | Percent | Valid Percent Cumulative
Percent
B 33 66,0 66,0 66,0
valid <8 17 34,0 34,0 100,0
Total 50 100,0 100,0
o
Frequency | Percent | Valid Percent Cumulative
Percent
250 B 4 8,0 8,0 8,0
3441 25 o 11 22,0 22,0 30,0
44 35 oo 26 52,0 52,0 82,0
4504 i 9 18,0 18,0 100,0
Total 50 100,0 100,0
el s gial)
Frequency | Percent | Valid Percent Cumulative
Percent
il Lab (g 56 12 24,0 24,0 24,0
i =l 14 28,0 28,0 52,0
Valid s Al 24 48,0 48,0 100,0
Total 50 100,0 100,0
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Frequency | Percent | Valid Percent Cumulative
Percent
L e 10 20,0 20,0 20,0
s 5 A A e 14 28,0 28,0 48,0
Valid A5 10 A i 6 e 8 16,0 16,0 64,0
i 10 e SST 18 36,0 36,0 100,0
Total 50 100,0 100,0
Clil) g Jaladl) dagph
Frequency | Percent | Valid Percent Cumulative
Percent
SOl Gl 11 22,0 22,0 22,0
Sl 17 34,0 34,0 56,0
i o= Al 12 24,0 24,0 80,0
valid 8 16,0 16,0 96,0
iy 2 4,0 4,0 100,0
Total 50 100,0 100,0

Descriptives

Descriptive Statistics

N Mean Std. Deviation
¢l 50 4,00 ,969
&2 50 3,96 ,856
€3 50 4,00 ,990
¢4 50 3,50 1,182
Valid N (listwise) 50

DESCRIPTIVES VARIABLES=:1 ¢2 ¢3 ¢4

/SAVE

/STATISTICS=MEAN STDDEV

/SORT=MEAN (D) .

Descriptive Statistics

N Mean Std. Deviation
€3 50 4,00 ,990
el 50 4,00 ,969
&2 50 3,96 ,856
¢4 50 3,50 1,182
Valid N (listwise) 50
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Descriptive Statistics

N Mean Std. Deviation
5 50 3,78 1,375
¢6 50 3,16 1,218
&7 50 3,46 1,328
¢8 50 4,02 ,958
Valid N (listwise) 50

Descriptive Statistics

N Mean Std. Deviation
8 50 4,02 ,958
¢5 50 3,78 1,375
&7 50 3,46 1,328
&6 50 3,16 1,218
Valid N (listwise) 50

Descriptive Statistics

N Mean Std. Deviation
€9 50 3,52 1,344
¢10 50 3,30 1,515
11 50 3,48 1,389
¢12 50 3,52 1,418
Valid N (listwise) 50

Descriptive Statistics

N Mean Std. Deviation
€9 50 3,52 1,344
€10 50 3,30 1,515
11 50 3,48 1,389
12 50 3,52 1,418
Valid N (listwise) 50

Descriptive Statistics

N Mean Std. Deviation
12 50 3,52 1,418
9 50 3,52 1,344
11 50 3,48 1,389
€10 50 3,30 1,515
Valid N (listwise) 50

Descriptive Statistics

N Mean Std. Deviation
¢13 50 3,64 1,120
¢l4 50 3,84 ,976
¢15 50 3,66 1,222
¢16 50 3,74 1,046
Valid N (listwise) 50
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Descriptive Statistics

N Mean Std. Deviation
¢l4 50 3,84 ,976
¢16 50 3,74 1,046
€15 50 3,66 1,222
¢13 50 3,64 1,120
Valid N (listwise) 50

Descriptive Statistics

N Mean Std. Deviation

ol 50 3,58 1,279
o2 50 3,32 1,168
o3 50 3,78 1,055
o4 50 4,12 773
ub 50 3,88 ,961
6 50 3,74 1,046
ol 50 3,78 1,016
o8 50 3,58 1,295
o9 50 3,74 1,084
w10 50 3,82 1,137
Valid N (listwise) 50

Descriptive Statistics

N Mean Std. Deviation
o4 50 4,12 J73
) 50 3,88 ,961
w10 50 3,82 1,137
3 50 3,78 1,055
ol 50 3,78 1,016
o9 50 3,74 1,084
w6 50 3,74 1,046
8 50 3,58 1,295
ol 50 3,58 1,279
o2 50 3,32 1,168
Valid N (listwise) 50
ool L] 1(05) o3y goual
Regression
Coefficients?®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) -,099 ,223 -,444 ,659

al ,238 ,068 ,232 3,518 ,001
1 ol iy 222 ,066 ,281 3,337 ,002

Jussy) ,086 ,031 ,134 2,801 ,007

Lea )l 487 ,066 ,509 7,345 ,000
a. Dependent Variable: =¥ il
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T-Test
Group Statistics
[ Luind) N Mean Std. Deviation | Std. Error Mean
N S 33 4,0000 ,48088 ,08371
<l 17 3,2176 ,94620 ,22949
Oneway
ANOVA
VR
Sum of Squares df Mean Square F Sig.
Between Groups 17,661 3 5,887 24,773 ,000
Within Groups 10,931 46 ,238
Total 28,592 49
ONEWAY Y, BY (uull
/MISSING ANALYSIS.
ANOVA
Y
Sum of Squares df Mean Square F Sig.
Between Groups 16,755 2 8,378 33,265 ,000
Within Groups 11,837 47 1252
Total 28,592 49
ONEWAY Yol BY s alimall
/MISSING ANALYSIS.
ANOVA
N
Sum of Squares df Mean Square F Sig.
Between Groups 18,535 3 6,178 28,257 ,000
Within Groups 10,058 46 219
Total 28,592 49
ONEWAY Y g4lI BY JI jiby!
/MISSING ANALYSIS.
ANOVA
VR
Sum of Squares df Mean Square F Sig.
Between Groups 18,878 4 4,719 21,861 ,000
Within Groups 9,715 45 216
Total 28,592 49
ONEWAY Y lI BY JoolxsJl

/MISSING ANALYSIS.
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