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— sl gl g (2-tailed) | ,000 ,000
Lol 53} ey N | 132 132 132
clilal) (35 B
lgela jiuls
L yad) Singa g0 Pearson | ,789™ ,160 ,379™
Claglaa Lnslei€s e Correlation
il e WSa s | gig (2-tailed) | ,000 ,066 ,000
Leelajialy il o N 132 132 132
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4 pnall oSieige jig Pearson ,808™ 167 ,360"
Glaglen LinslyiSs e Correlation
w3 0e WSS B | g (2-tailed) | ,000 ,056 ,000
AL (e Ahagioaall A) N 132 132 132
B jeadl Sisiga eyl Pearson | ,627" ,354" 433"
& osh JSASlss o Correlation
Wlis ke Alas @ale | g, (2-tailed) | ,000 ,000 ,000
e e N | 132 132 132
lelyy
M\ ui\.gl\ RALTS K] A ki dal)
Correlations
Alsal) L aDle aSicunsia Jasi TualeY) dgalsll silage Cijas
on ke Ay s A e A0
S e cilagled
ol aad hdals
plalin) gl pale
Gbadal) bl dDle Pearson Correlation | 1 ,601" 578"
Sig. (2-tailed) ,000 ,000
N | 132 132 132
e Ayl oSiunge Jasd Pearson Correlation 601" 1 ,280"
Gl g lashaal) gan Sig. (2-tailed) | ,000 001
pedle Dl 2l el N | 132 132 132
agilalial agdy
Ll dgaloll silige Capns Pearson Correlation | 578~ 280" 1
Ak ddjea L3 Sig. (2-tailed) | ,000 ,001
N | 132 132 132
Lol dgall silage ayn Pearson Correlation | ,660™ ,266" 450
Cilod o8 (e Jhaiubs Sig. (2-tailed) | ,000 ,002 ,000
R el g N | 132 132 132
Sl
Ohiasls Agalsl) silase autis Pearson Correlation ,804™ ,283™ 3377
el o piS8 Gl 0 Sig. (2-tailed) | 000 001 ,000
Sl sl N | 132 132 132
BaleY) dgalsl) silisa i Pearson Correlation | ,798™ 342 ,283™
O S Syl Ga by Sig. (2-tailed) | ,000 ,000 001
pébleny pgdlan sk N | 132 132 132
e L padl aSinie payas Pearson Correlation 656" ,350" ,216"
B el gilaos T Sig. (2-tailed) | ,000 000 013
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Qsll desial) daxal) N | 132 132 132
e byl (Snacige dass Pearson Correlation ,688" ,330" ,229"
e Linslsis clsal alassu Sig. (2-tailed) | ,000 ,000 ,008
i) e Jeclall LVl N | 132 132 132
Dhials
e A yadl (Siange g Pearson Correlation | ,742™ 536" ,300™
el Jlbl) ST 7 Sig. (2-tailed) | ,000 ,000 ,000
Pl ok (o peiS N | 132 132 132
agedll oY) slad cihlaad AL Gaal) ;L
48 gl Al 1 J4Y) sl
Correlations
Al dmall | sl i |6 sy i) Gy
e 85 i el V) Gl e 3
DA aaall il 5l 5 A Y e il A
B Y) ol i)
ddsud) diaall Pearson 1 861" 897"
Correlation
Sig. (2-tailed) ,000 ,000
N 132 132 132
e (A Byaine 83b) il Cajm Pearson 861" 1 651"
51 Clgial) DA 2l L3 Correlation
Sig. (2-tailed) ,000 ,000
N 132 132 132
e (A Syainnn 5ok hul) iy Pearson | ,897" 651 1
5l Gl Pla clig¥) ) Correlation
Sig. (2-tailed) | ,000 ,000
N 132 132 132
Lol B 5yainna 5305 i) Capey Pearson | 861 6027 678"
Y sl DI Ldgul) Correlation
Sig. (2-tailed) | ,000 ,000 ,000
N 132 132 132
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Gadall

@D P

Correlations
LY B _paosa 32 ) i) i yay By il o ey
PR Oalaall aaa 8 Y dea 85 jala
5 AY) i) JDA A3l
5 Ay @l il
Y Pearson Correlation | 1 887" 787"
Sig. (2-tailed) ,000 ,000
N 132 132 132
g (o Byaiana 83by il ym Pearson Correlation | ,887" 1 469"
BeaY) i) Pl Dldledl Sig. (>-tailed) | ,000 ,000
N 132 132 132
& Hiuae Bl ) iy Pearson Correlation | ,787" 469" 1
Slgiall DS Gl Y ana Sig. (2-tailed) | ,000 ,000
el N | 132 132 132
Jane (8 Byaiann B2l i) Cayay Pearson Correlation 738" ,389™ ,738™
Pla i) e Sl Sig. (2-tailed) | ,000 000 ,000
Bl i N | 132 132 132
Osl Uy : ) aal
Correlations
G_La) G e il ol
858 Al (Al L) (IS5 dalles
poe sl Al 3
pala) 3
G, Pearson Correlation 1 762" ,834™
Sig. (2-tailed) ,000 ,000
N 132 132 132
Ly 3 (o il oy Pearson Correlation 762" 1 ,685"
pone dalal 558 ALk LS Sig. (2-tailed) | ,000 ,000
N 132 132 132
GSd dallas o i) g Pearson Correlation 8347 ,685™ 1
palia) isal ddlady AL Sig. (2-tailed) | ,000 ,000
N 132 132 132
Ol disas e il payms Pearson Correlation , 785" 522" ,590"
&5 039 S =l Sig. (2-tailed) | ,000 ,000 ,000
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N | 132 132 132
Yara A Lalead) el Cajey Pearson Correlation 7257 ,284" ,399”
Syl Pl L3l gl<s Sig. (2-tailed) | 000 ,001 ,000
=l N | 132 132 132
Uil.a il Blaiay) : &\JS\ Qaul)
Correlations
Sl BliaY) | adlse ol i) Ghas Gy il sl
il asly P e & Osagen Ol
Oe s Gl Qs
a8 hial) 2SI Dla
Ay
Sl L) Pearson Correlation 1 7617 ,804™
Sig. (2-tailed) ,000 ,000
N | 132 132 132
s e ilse alane il o Pearson Correlation | ,761™ 1 3757
Opadlal) 45l Sig. (2-tailed) | ,000 ,000
N | 132 132 132
Osagun Ol (Al clidll (sl Pearson Correlation ,804™ 3757 1
s e 208 G s Sig. (2-tailed) | ,000 ,000
il g N | 132 132 132
& Baine 33L) il ey Pearson Correlation 8117 387" 563"
lgiadl Pa Gl oYy ¥ aw Sig. (2-tailed) | ,000 ,000 ,000
57! N | 132 132 132

Aapl el uagl) Jabails Alaial) iliil) SPSS cilasia :(06) b 3alal

Crigaieall Cililay gl Julatl) Y

Statistics
1) ) sl (sgiendl) 8ypall Gl cansdl)
N Valid 132 132 132 132 132
Missing 0 0 0 0 0
owiald)
Frequency Percent Valid Percent Cumulative Percent
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Valid S 71 53,8 53,8 53,8
S 61 46,2 46,2 100,0
Total 132 100,0 100,0
oyl
Frequency Percent Valid Percent Cumulative Percent
Valid 4,30 e 19 8,3 8,3 8,3
4. 40 N30 o~ g8 66,7 66,7 75,0
s 51 g €0 33 25,0 25,0 100,0
Total 132 100,0 100,0
) Sgiaal)
Frequency Percent Valid Percent Cumulative Percent
Valid b 21 15,9 15,9 15,9
=l 04 71,2 71,2 87,1
ble @l 17 12,9 12,9 100,0
Total 132 100,0 100,0
§uall
Frequency Percent Valid Percent Cumulative Percent
Valid Clsin 5 00 B 23 17,4 17,4 17,4
sie 10 A 5 e 43 32,6 32,6 50,0
clsin 10 oo ST 66 50,0 50,0 100,0
Total 132 100,0 100,0
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‘5-&9533\ (sal)
Frequency Percent Valid Percent Cumulative Percent
Valid e 11 8,3 8,3 8,3
pd 0ay 23 17,4 17,4 25,8
s 98 74,2 74,2 100,0
Total 132 100,0 100,0

Aatl) cifpitia Jga Cusational) cilalad) (s Ll

Statistic Std. Error
Ladlia) L aBle Mean | 1,6833 ,04018
95% Confidence Interval Lower Bound 1,6038
for Mean Upper Bound 1,7628
5% Trimmed Mean 1,6680
Median 1,8000
Variance ,213
Std. Deviation ,46169
Minimum 1,00
Maximum 3,40
Range 2,40
Interquartile Range 75
Skewness ,186 ,211
Kurtosis ,176 ,419
ldarl) syl Al Mean | 1,8106 ,04825
95% Confidence Interval Lower Bound 1,7151
for Mean Upper Bound 1,9061
5% Trimmed Mean 1,7805
Median 1,8000
Variance ,307
Std. Deviation 55441
Minimum 1,00
Maximum 3,80
Range 2,80
Interquartile Range ,60
Skewness , 754 ,211
Kurtosis 712 ,419
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Lhasall byl adle Mean | 1,8513 ,04934
95% Confidence Interval Lower Bound 1,7537
for Mean Upper Bound 1,9489
5% Trimmed Mean 1,8253
Median 1,8125
Variance ,321
Std. Deviation ,56688
Minimum 1,00
Maximum 3,50
Range 2,50
Interquartile Range , 75
Skewness ,603 ,211
Kurtosis ,147 ,419
48 sud) Auaall Mean 1,7803 ,04978
95% Confidence Interval Lower Bound 1,6818
for Mean Upper Bound 1,8788
5% Trimmed Mean 1,7447
Median 2,0000
Variance ,327
Std. Deviation ,57193
Minimum 1,00
Maximum 3,67
Range 2,67
Interquartile Range ,67
Skewness ,570 211
Kurtosis ,533 ,419
zLY Mean 2,0379 ,08420
95% Confidence Interval Lower Bound 1,8713
for Mean Upper Bound | 2,2044
5% Trimmed Mean 1,9551
Median 2,0000
Variance ,936
Std. Deviation ,96736
Minimum 1,00
Maximum 10,00
Range 9,00
Interquartile Range 1,00
Skewness 4,412 211
Kurtosis 34,332 ,419
Sl L Mean 1,6875 ,04288
95% Confidence Interval Lower Bound 1,6027
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for Mean Upper Bound 1,7723
5% Trimmed Mean 1,6700
Median 1,7500
Variance ,243
Std. Deviation 49267
Minimum 1,00
Maximum 3,00
Range 2,00
Interquartile Range ,75
Skewness ,234 211
Kurtosis -, 753 ,419
Ly Lliay) Mean | 1,9318 ,05028
95% Confidence Interval Lower Bound 1,8323
for Mean Upper Bound | 2,0313
5% Trimmed Mean 1,9018
Median 2,0000
Variance ,334
Std. Deviation ,57770
Minimum 1,00
Maximum 4,00
Range 3,00
Interquartile Range ,33
Skewness ,652 211
Kurtosis 1,711 ,419
GLI_ale_ 5l Mean | 1,7818 ,03701
95% Confidence Interval Lower Bound 1,7085
for Mean Upper Bound 1,8550
5% Trimmed Mean 1,7705
Median 1,7375
Variance ,181
Std. Deviation ,42525
Minimum 1,00
Maximum 3,07
Range 2,07
Interquartile Range ,61
Skewness 417 ,211
Kurtosis -,164 ,419
sl _elaY) Mean | 1,8594 ,03807
95% Confidence Interval Lower Bound 1,7841
for Mean Upper Bound 1,9347
5% Trimmed Mean 1,8454
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Median 1,8750
Variance ,191
Std. Deviation 43736
Minimum 1,00
Maximum 3,73
Range 2,73
Interquartile Range ,46
Skewness ,618 ,211
Kurtosis 2,423 ,419

One-Sample Statistics
N Mean Std. Deviation Std. Error
Mean
G A sl | 132 1,7818 42525 ,03701
Test Value = 3
t df Sig. (2- Mean 95%
tailed) Difference Confide
nce
Interval
of the
Differen
ce
Lower
AN aDle 5y - 131 ,000 -1,21824 -1,2915
o 32,91
4

ciludadll LAl dilnial) mitisl) SPSS cilajda :(07) i) salall

Correlations

Lagliay) oLl adle gl _o1aY)
&
Spearman's rho Ladliay! Gl Al Correlation | 1,000 349"
Coefficient
Sig. (2-tailed) ,000
N 132 132
Sugall_elY) Correlation | ,349" 1,000
Coefficient
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Sig. (2-tailed) | ,000
N 132 132
Correlations
Lldatl) gL ABe gl )Y
&
Spearman's rho Ablasl) il dle Correlation 1,000 438"
B Coefficient
Sig. (2-tailed) ,000
N 132 132
Gagell_eldY) Correlation | ,438" 1,000
Coefficient
Sig. (2-tailed) ,000
N 132 132
Correlations
Dbl _adle Agadl) el
&
Spearman's rho dlaanll ool adle Correlation | 1,000 416"
Coefficient
Sig. (2-tailed) ,000
N 132 132
Gasedll_elsY) Correlation | ,416” 1,000
Coefficient
Sig. (2-tailed) ,000
N 132 132
Hypothesis Test Summary
Null Hypothesis Test Sig.

1 issadlnul Al asleThe distribution of

.waallthe same across categories of

Independent-Samples Mann- ,048

Whitney U Test
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2 isthe &blsil 5l aleThe distribution of Independent-Samples Mann- ,627
.waallsame across categories of Whitney U Test
3 isthe ibail il aleThe distribution of Independent-Samples Mann- 819
.oaallsame across categories of Whitney U Test
4 isthe same &8, iasWThe distribution of Independent-Samples Mann- 055
.oaallacross categories of Whitney U Test
5 is the same across L,¥'The distribution of Independent-Samples Mann- ,243
.uaalicategories of Whitney U Test
6 is the same Qf\\::)'l\_b'a;rhe distribution of Independent-Samples Mann- ,692
.oaallacross categories of Whitney U Test
7 is the same uibjb_ht&;‘ﬂ\The distribution of Independent-Samples Mann- ,725
.wuallacross categories of Whitney U Test
Independent-Samples Kruskal-Wallis Test
Summary
Total N 132
Test Statistic | ,134*°
Degree Of Freedom 2
Asymptotic Sig.(2-sided test) ,935
Null Hypothesis Test Sig.
1 is&ealady) LY adleThe distribution of  |ndependent-Samples Kruskal- 935
.odithe same across categories of Wallis Test
2 isthe &bl oLl adleThe distribution of  |ndependent-Samples Kruskal- 585
.callsame across categories of Wallis Test
3 isthe ilaidl il adleThe distribution of  |ndependent-Samples Kruskal- 408
.owllsame across categories of Wallis Test
4 isthe same ddsul) LaslThe distribution of  |ndependent-Samples Kruskal- ,018
.oallacross categories of Wallis Test
5 is the same across - L,¥The distribution of Independent-Samples Kruskal- ,279

.cllcategories of

Wallis Test
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is the same ¢sLyll_Ls,The distribution of

.cxdlacross categories of

is the same (Ll LalsaYiThe distribution of

.o=dlacross categories of

Independent-Samples Kruskal-
Wallis Test

Independent-Samples Kruskal-
Wallis Test

dadlal)

0e00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000rsteststsstsrstrsrsresrseesesrstrsrsreses( Tm

814

,703

Hypothesis Test Summary

Null Hypothesis

Test

Sig.

IS Ll puY) 5Lyl 4BeThe distribution of

.~ (ssilithe same across categories of

is the &bl (5Ll adleThe distribution of
.l ssicalisame across categories of

is the 4wl 5Lyl al=The distribution of
.=laill ssicalisame across categories of

is the 44l LaxlThe distribution of

.l ssicallsame across categories of

is the same across ~L,YIThe distribution of
.adail) galicategories of

is the same 5Lyl La;The distribution of
. s=ladll ssiedlacross categories of

is the same Lyl LlaaYIThe distribution of
. =laill ssiedlacross categories of

Independent-Samples Kruskal-
Wallis Test

Independent-Samples Kruskal-
Wallis Test

Independent-Samples Kruskal-
Wallis Test

Independent-Samples
Kruskal-Wallis Test

Independent-Samples Kruskal-
Wallis Test

Independent-Samples Kruskal-
Wallis Test

Independent-Samples Kruskal-
Wallis Test

,490

434

,493

,334

,079

,664

,024

Hypothesis Test Summary

Null Hypothesis

Test

Sig.

iS dailaa) L3l aleThe distribution of

.5yalithe same across categories of

is the Lldasll L3 aleThe distribution of

.5yallsame across categories of

is the L.lasall (i3l aDl=The distribution of

.syallsame across categories of

is the same 48, daalThe distribution of

.yallacross categories of

Independent-Samples Kruskal-
Wallis Test

Independent-Samples Kruskal-
Wallis Test

Independent-Samples Kruskal-
Wallis Test

Independent-Samples Kruskal-
Wallis Test

444

,009

,085

,000
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5 is the same across CLU%“The distribution of |ndependent_8amp|es Kruskal- 7:|_74
.syallcategories of Wallis Test
6 is the same ¢illl_LaayThe distribution of  |ndependent-Samples Kruskal- 696
.spallacross categories of Wallis Test
7 is the same USLJS\.:_LM;\J\The distribution of Independent-Samples Kruskal- ,651
.5yallacross categories of Wallis Test
Hypothesis Test Summary
Null Hypothesis Test Sig.
1 is&aslpdY) Gl aBieThe distribution of Independent-Samples Kruskal-Wallis Test ,023
.2l ewalithe same across categories of
2 isthe &l 3l aieThe distribution of Independent-Samples Kruskal-Wallis Test ,310
LAl ewslisame across categories of
3 isthe ilaidl il adeThe distribution of Independent-Samples Kruskal-Wallis Test 374
.sabgll ewslisame across categories of
4 isthe same &ds.) LasliThe distribution of Independent-Samples Kruskal-Wallis Test ,089
.l ecallacross categories of
5 isthe same across ¢ )Y/ The distribution of Independent-Samples Kruskal-Wallis Test ,092
bl cewdlicategories of
6 is the same ¢4L3Y_LeayThe distribution of Independent-Samples Kruskal-Wallis Test ,029
bl ewallacross categories of
7 s the same ¢l LleaYiThe distribution of Independent-Samples Kruskal-Wallis Test ,030

bl ewallacross categories of

bl asil) Lis) :(08) al) (Galal

Tests of Normality

Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Ladlpay) LY ABle 155 132 ,000 ,920 132 ,000
bl il aBle 139 132 ,000 ,946 132 ,000
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Lladdl) Gl aBle 137 132 ,000 ,953 132 ,000
Lig) Lasll D194 132 ,000 ,895 132 ,000
WY 228 132 ,000 673 132 ,000

Gl La) 146 132 ,000 ,935 132 ,000

Gl Blaa) 929 132 ,000 ,893 132 ,000
SL_Ble 5l 067 132 200" ,980 132 ,053

sl o\ 0gq 132 006 952 132 ,000
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(A3 Bagad @it Alatl aghall & o)) g3l Balgd (i Cildbia (e dadia dag b

Lalea®¥) ileonogall aygedtll oY1 Gaens & Gsoll GBe 5l g0 1 Olsie cal

—5SSk d3Yg ey YISy (e dailase Al -

R (P R rAdlal) das) e
dadls o) sl s g Glysh

tuadla

Gl (ApalaBy) Cilecsgall Bigeddl) el Cpuat 8 O3l GBle B e dijea ) duhall cdoa
Gilall Gl ¢ ks (b Gls ) Auhall aaads @ Cos sl basll meiall o Ladiel Cangll 13
A g5 dyae Jon OIS il Culall WL igedl el ol CilBle 5l dalaiall aaliall (aje (g)kail
Gsl) wlBle lals Abdanll el CBle iy duadliny) O3l Gile Bl) Gall ClBle B slad o
Al VIS il b Al daball due S e daigs Gl aseaty @llyy L gedl) ey (Aabial
Aabdl Jae A0 VIS ehae po Allie shals L LS cCilise 132 apoxe Al 5aS€u A5 daslil)
lhaeall Jida Jaf (e SPSS duclaia¥) aglell ilanyl dajal) maliy Ulasialy APl Cloglaal) e Jsnall
Hlgal (pe il (e dles ) Uleags 5 . Aupall il b daaa Ll

Ll dange Jali)) ADle agag Liady ol e 5))a) ubily g3 Aahll Jae A0 cNIKG
Ayl Jae A VIS A igedl] el sl SBle Bla] o Aaia
Al gl ¢ getl) o3V €093l gat dngill ¢0ell ClBle Bl) dualidal) cilals

Abstract:

The study aimed to know the role of of customer relationship management in improving the marketing
performance of economic institutions. To achieve this goal, we relied on the descriptive and analytical approach,
where the study was divided into two theoretical and applied aspects. The theoretical aspect included a
presentation of the concepts related to customer relationship management and marketing performance. As for the
applied aspect, it was about knowing the type of relationship between the dimensions of customer relationship
management (strategic customer relationship management, analytical customer relationship management, and
operational customer relationship management) and marketing performance. This was done by designing a
questionnaire and distributing it to members of the study sample represented by employees of active banking
agencies in the state of Skikda. The number of employees is 132. We also conducted an interview with the
managers of the banking agencies under study to obtain the necessary information. We used the Statistical
Package for the Social Sciences (SPSS) program to analyze the data and test the validity of the study hypotheses.
We have reached a number of results, the most important of which are:

The banking agencies under study are interested in implementing customer relationship management,
and there is also a positive but weak correlation between customer relationship management and marketing
performance in the banking agencies under study.

Keywords : Customer Relationship Management ; Orientation towards the customer ; Marketing performence ;
Commercial banks.




