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The role of adopting a customer relationship management strategy in
achieving competitive excellence -Case study of the Algerian People's Loan
Bank, CPA, Annaba-
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Abstract :
The strategy of competitive excellence adopted by the establishment, It is achieved through

the institution’s adoption of a customer relationship management strategy. This study aims to
find out the role of CPA Bank's adoption of a customer relationship management strategy in
achieving him competitive excellence.

And the most important findings of this study Is that interest in implementing the strategy of
managing the relationship with the customer enables customers to satisfy and gain their

loyalty And keep them permanently, And from it achieving competitive excellence, Thus, the
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bank should pay more attention to the sustainability of the relationship with its customers By
meeting new requirements, Continuous monitoring of customer satisfaction and loyalty levels.

Keywords : Customer Relationship Management, Competitive Excellence, Satisfaction,
Loyalty, Popular Loan Bank Algeria.
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