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The impact of relationship marketing on customer loyalty in Algerian

commercial banks
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Abstract: The aim of this study is to determine the impact of relationship
marketing on customer loyalty in Algerian banks, Case study of Netxis Bank in
Setif. The SPSS V23 statistical package program has been used to process data
collected by distributing160 questionnaires to a sample of the Bank's customers,
various statistical tests such as the PEARSSON test were used to study the
correlation between variables, and the multiple and simple linear regression
analysis to verify the impact of the marketing relationships on customer loyalty.
The results of the study showed that the dimensions of relationship marketing
(customer communication, continuous improvement of services, strengthening
of relationship with customers, handling of complaints) have a positive and
strong impact on customer loyalty.

Key words: Relationship marketing, customer relationship management,
customer loyalty.
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