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Abstract:

The objective of the study is to define the role of customer relationship management as a distinct
variable in achieving competitive advantage in the banking sector as a dependent variable. A
questionnaire was designed to measure the role of customer relationship management in the
competitive advantage of the banking sector. The Algerian National Bank, (Local agencies of the
municipality of Busaada) to represent the sample of the field study. In order to know the reality of
applying customer relationship management in these banks, we conducted a survey by conducting
a survey of 30 samples distributed among the three banks. The results of the questionnaire were
calculated to explain the degree of relationship between the dimensions of customer relationship
management and the degree of excellence of banks.

One of the most important findings of the study is the understanding of the management of the
banks in the study sample of the importance of practicing the concept of customer relationship
management, despite the lack of specialized management that practice the real according to its
known dimensions.
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