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Abstract:

This study aimed to determine the impact relationship marketing on the quality of
customer service based on two main elements: after receiving customer complaints and
strengthening the relationship with customers as an independent variable and service
quality as a dependent variable Bank of Bordj Bou Arreridj where the data obtained

was processed using the spss22 program.

Among the most important conclusion that have been reached is the existence of a
significant impact relationship with statistical significance for each of the after customers
complaints and the strengthening of the relationship with customers the study reached a
set of recommendation the most important of which are: the need to establish a cell
that takes care of customers complaints and suggestion and to spread the culture of
relationship marketing and the quality of customer service in all departments of
institutions giving priority to existing customers by forming permanent and
distinguished relationship with them because the satistied customer is the best way to
promote and attract other customer continue to discover the reasons that may raise the
levels of customer satisfaction and loyalty create a website in order to facilitate

customers to submit their complaints without trouble.

Keywords: relationship marketing, service quality, customer complaints,

strengthening the relationship between the institution and the customer.
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Statistiques de fiabilité
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Alpha de Cronbach

Nombre d'éléments

,891
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Statistiques de fiabilité

Alpha de Cronbach

Nombre d'éléments

,730
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Statistiques de fiabilité

Alpha de Cronbach

Nombre d'éléments

, 740

Statistiques de fiabilité
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Alpha de Cronbach

Nombre d'éléments

,842 17
sl B35 (o ML gt sl S lad ol jlou) s —1
Récapitulatif des modéles
Modéle R R-deux R-deux ajusté Erreur standard de I'estimation
1 ,580% ,337 ,331 ,47951

a. Prédicteurs : (Constante),™ X1

ANOVA?

Modele

Somme des carrés

dd!

Carré moyen

F Sig.
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1 Régress b
] 12,836 1 12,836 55,825 ,000
ion
Résidus 25,292 110 ,230
Total 38,128 111

a. Variable dépendante :& X3

b. Prédicteurs : (Constante),? X1

Coefficients?®
Coefficients
Coefficients non standardisés standardisés
Modéle B Ecart standard Béta t Sig.
1 (Constante) 1,365 ,278 4,911 ,000
&X1 ,588 ,079 ,580 7,472 ,000
a. Variable dépendante :& X3
Récapitulatif des modéles
Modéle R R-deux R-deux ajusté Erreur standard de I'estimation
1 523 273 267 49343
a. Prédicteurs : (Constante),? X2
ANOVA?
Somme des
Modele carrés ddl Carré moyen F Sig.
1 Régression 9,712 1 9,712 39,889 ,000°
Résidus 25,809 106 ,243
Total 35,521 107
a. Variable dépendante :& X3
b. Prédicteurs : (Constante),? X2
Coefficients®
Coefficients
Coefficients non standardisés standardisés
Modéle B Ecart standard Béta t Sig.
1 (Constante) 1,667 ,284 5,877 ,000
SX2 ,500 ,079 ,523 6,316 ,000
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a. Variable dépendante :& X3

Aozl Bgr o OB grsmd) Slaf FY 23 et —(3)

ANOVA®
Modéle Somme des carrés ddl Carré moyen F Sig.
1 Régression 12,858 2 6,429 29,788 ,000°
Résidus 22,662 105 216
Total 35,521 107

a. Variable dépendante :&: X3
b. Prédicteurs : (Constante),& X2,% X1

Coefficients?

Coefficients

Coefficients non standardisés standardisés

Modéle B Ecart standard Béta t Sig.

1 (Constante) 1,144 ,300 3,812 ,000
SX1 415 ,109 ,405 3,818 ,000
EX2 ,237 ,101 ,248 2,333 ,022

a. Variable dépendante :& X3

fadsd) 839 o DB gl Sl S Suanddl o) jlou¥l gits (4

ANOVA?
Modele Somme des carrés ddl Carré moyen F Sig.
1 Régression 12,858 2 6,429 29,788 ,000b
Résidus 22,662 105 ,216
Total 35,521 107
a. Variable dépendante :& X3
b. Prédicteurs : (Constante),® X2, X1
Coefficients®
Coefficients non standardisés Coefficients standardisés
Modéle B Ecart standard Béta t Sig.
1 (Constante) 1,144 ,300 3,812 ,000
X1 415 ,109 ,405 3,818 ,000
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