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Résumé

Relationship marketing is the cornerstone of organizations, including banks
through the activation of its five dimensions due to its positive impact on both
the organization and the client.
and this could be bith idenifying the five dimensions of relationship marketing
where the organization focuses on customers and pays special attention to them
to meet their various desires and needs and gain a long-term relationship with
them .
this study aims to diagnosis the relationship marketing dimentions in the
banking organization and to know the dimensions on the ground in the bank our
case study.

| also aims to identify and know the strength and the degree of relationship
between the bank and its customers .
to achieve thse the objecgtives of the study , a questionnaire was desgined and
distributed on a sample which consists of (41) individual emplyoees in BADR
agency in M'sila.
the study found the dimensions of relationship marketing in our case study bank.

Key words :Relationship Marketing ,the quality ,continuous improvement of
quality, Streingthen customer relationship, Customer complaints, Internal
Marketing, Customer Relationship Managemen.
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sagall Cpmadl) any
o Sard) ‘éJM
Cronbach's
Alpha N of Items
Cronbach's 827 6
Alpha N of Items
.782 5
AR (5 g
A3Mad) 4 685
Cronbach's
Alpha N of Items Cronbach's
Alpha N of Items
.781 6
.655 6
bl (Gagedl) sl duadl) Luaad) -3
Sl Wyl | Glhady) | el
Sladl sl
3 0.83007 | 3.7561 ql
6 0.99511 | 3.0976 q2
1 0.73832 | 3.8293 q3
2 0.77144 | 3.8293 q4
4 0.81375 | 3.7073 a5
5 0.94546 | 3.3902 q6
0.55136 | 3.6016 Bagall_aay (gakal
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il asll | Gl | dawsia
Ghedl | sl
4 0.83301 | 3.6098 q7
2 0.94611 | 3.8293 a8
1 0.77302 | 3.9512 q9
3 0.75869 | 3.7805 ql0
5 0.95125 |3.5366 qll
6 0.9246 3.4634 ql2
0.63563 | 3.6951 dagall il (puadl)
Ll iyl | Qe | g
Ghdl | sl
1 0.75789 | 4.0244 ql3
4 0.94223 | 3.6341 ql4
3 1.04356 | 3.7561 ql5
5 1.00122 | 3.439 ql6
2 0.90997 | 3.8537 ql7
6 0.92129 |3.4146 ql8
0.56543 | 3.687 eanlly Aaliiall cpuy cilBlal) g ks
Sl il | Qlad) | s
Ghaall | sl
2 0.94223 |3.3659 |ql9
3 0.88758 |3.3659 |q20
4 0.98092 |3.2927 |q21
1 1.00061 |3.7317 |q22
5 0.98773 |3.2195 |q23
0.70212 | 3.3951 easl] (59l
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J\jﬂ\ 3\_13)3\ g_'q\);.'b!\ L.u}ld\
L@l:uud\ ‘_ﬁl.u;l\
6 1.08538 |2.8537 |q24
3 0.92328 | 3.561 q25
1 0.89986 | 3.878 q26
2 0.99695 |3.6098 |q27
5 0.97468 |3 q28
4 0.94611 |3.1707 |q29
0.67226 |3.3455 SR Bagudl
B P Cilady) | Jaw gl
L..SJ‘:\’-A‘ ‘#L\\AM
3 0.55136 |3.6016 Bagall (gl
1 0.63563 | 3.6951 Cpmaal)
2 0.56543 | 3.687 Cladlal)
4 0.70212 | 3.3951 B\
5 0.67226 | 3.3455 Gl
0.48491 | 3.55 8 laiuy)
rcilaadl) Jalai-4
Tests non paramétriques
Test du Khi-deux
Fréquences
VARO00029
Effectif Effectif
Modalité observé théorique Résidu
1 8,2 -8,2
2 (aidie 8,2 5,2
3 Lo gie 8,2 8
4 e 27 8,2 18,8
5 s Al 2 8,2 6,2
Total 41
Test
VAR00029
Khi-deux 59,3662
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ddl 4
Signification
asymptotique ,000

Test du Khi-deux

Fréquences
VARO00030
Effectif Effectif
Modalité observé théorique Résidu
1 8,2 -8,2
2 aidie 8,2 -4,2
3 Jass gia 8,2 -2,2
4 e 24 8,2 15,8
5 Jaa dle 7 8,2 -1,2
Total 41
Test
VAR00030
Khi-deux 41,5612
ddl 4
Significat!on
asymptotique ,000
Test du Khi-deux
Fréquences
VARO00031
Effectif Effectif
Modalité observé théorique Résidu
1 8,2 -8,2
2 e 8,2 5,2
3 L sia 8,2 2,2
4 il 27 8,2 18,8
5 NS 5 8,2 -3,2
Total 41
Test
VAR00031
Khi-deux 56,4392
ddl 4
Significat!on
asymptotique 000

Test du Khi-deux
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Fréquences
VAR00032
Effectif Effectif
Modalité observé théorique Résidu
1 la Jaidie 8,2 6,2
2 Uaidia 8,2 -2
3 L sia 24 8,2 15,8
4 e 8,2 -1,2
5 0 8,2 -8,2
Total 41
Test
VAR00032
Khi-deux 43,5122
ddl 4
Signification
asymptotique ,000
Test du Khi-deux
Fréquences
VARO00033
Effectif Effectif
Modalité observé théorique Résidu
1 Jaa (aidie 8,2 -6,2
2 Caidia 2 8,2 -6,2
3 Lo i 14 8,2 5,8
4 e 21 8,2 12,8
5 I Alle 2 8,2 -6,2
Total 41
Test
VAR00033
Khi-deux 38,1462
ddl 4
Signification
asymptotique .000
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gasal

au A oS s Je

7
a &8 Jgand akia JS&
P
DF 0.995 0.975 0.20 0.10 0.05 0.025 0.02 0.01 0.005 0.002 0.001
1 | 0.0000393 | 0.000982 | 1.642 2.706 J.841 5.024 5.412 £.635 7.879 0.550 10.823
2 0.0100 0.0506 3.219 4,605 5.991 7.378 7.824 9.210 10.597 12.429 13.816
3 0.0717 0.216 4,642 £.251 7.815 8,348 9.837 11.345 12.838 14.796 16.266
4 0.207 0.484 5.989 7.779 9.488 11.143 11.668 13.277 14,860 16.924 18.467
5 0.412 0.831 7,289 9.236 11,070 12,833 13.388 15.086 16,750 15.507 20,515
6 0.676 1.237 8.558 10.645 12.592 14,449 15.033 16.812 18.543 20.791 22.453
7 0.989 1.690 9.803 12.017 14,067 16.013 16.622 18.475 20.278 22.601 24,322
8 1.344 2.180 11.030 13.362 15.507 17.535 18.168 20.090 21,955 24,352 26.124
9 1.735 2.700 12.242 14,684 16.919 19,023 19.679 21.666 23.589 26.056 27.877
10 2,156 J.247 13.442 15,987 18.307 20,483 21.161 23.209 250,188 27.722 29,588
11 2.603 J.816 14.631 17.275 19,675 21.920 22.618 24,725 26.757 29.354 31.264
12 3.074 4,404 15.812 18.549 21.026 23.337 24.054 20.217 28.300 30.857 32.909
13 3.565 5.009 16.985 19,812 | 22.362 | 24,736 | 25472 | 27.688 | 20.81% 32.535 34,528
14 4,075 5.629 18.151 21.064 23.685 26.119 26.873 20,141 31.319 34.001 36.123
15 4,601 6.2062 19,311 22.307 24,996 27.488 28.259 30,578 32,801 30.628 37.697
16 5.142 £.908 20.465 23.542 26.296 28.845 29.633 32.000 34.267 37.146 39.252
17 5.697 7.004 21.615 24,769 27.587 30.191 30.995 33.409 35.718 38.048 | 40.790
18 6,265 8.231 22.780 25,989 28,869 31526 | 32,346 | 34.805 37158 | 40136 | 42312
19 6.044 3.907 23.900 27.204 30.144 32.852 33.687 36.191 38.582 | 41.610 43.820
20 7.434 9.091 25.038 28412 31.410 34,170 35.020 37.566 39,897 | 43.072 | 45.315
21 8.034 10.283 26.171 29,615 32.671 35.479 36.343 38.932 | 41.401 44,522 | 46,797
22 8.643 10.982 27.301 30.813 33.924 36.781 37.659 40,289 42,796 | 45.962 | 48.268
23 8,260 11.689 28.429 32,007 | 35172 | 38.076 | 38.968 | 41.638 | 44,181 | 47.391 | 49,723
24 9,886 12.401 28,553 33.196 36.415 39.364 | 40.270 42,980 45,559 48.812 51.179
25 10.520 13.120 30.675 34,382 37.652 | 40.640 | 41.566 | 44,314 | 46,923 a0.223 52.620
26 11.160 13.844 31.795 35.563 38.885 41,923 42,856 | 45.642 | 48.290 51.627 54,052
27 11.808 14,573 J2.912 J6.741 40,113 43,195 44,140 46,963 49,645 53.023 55.476
28 12.461 15,308 | 34.027 | 37.916 | 41.337 | 44.461 | 45419 | 48.278 | 50.993 S4.411 56,892
29 13.121 16.047 35.139 39.087 | 42,557 | 45.722 | 46.693 49,583 52.336 55.792 58.301
30 13.787 16.791 36.250 40,256 | 43.773 46,979 47.962 50.892 53.672 57.167 59,703
ot | st | 099 | ww | | ws | e | e | | son | s | o
30 13.787 16.791 36.250 40,256 | 43.773 46.979 47.962 50.892 53.672 57.167 59,703
31 14,453 17.539 37.359 41,422 | 44,985 43,232 | 49.226 52,191 55.003 58.536 £1.093
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