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The impact of organizational culture in managing the relationship with
customers
A case study of the Agricultural and Rural Development Bank in Skikda

2021/06/10 : y443 s 2021 /05/08 :Jgsal! fus)ls 2021 /04/24 :Jluy) s
Z5pd Jeslow] | s @lo
Email : s.chalabi@univ-skikda.dz . 5152}l LARES jsee (808080 <1955 gl 20%ael> !

Email : guira52@yahoo.fr. 3zl 548080 <1955 cigf 20 dasls 2

. 514
.

Ladll Laslal dadassdl 283l 5T 28me JI dwl,dl cléun
Alidmdl Asllaall Laslals b3l ae &Ml 5y10) @ ASsladly 4slely2
A LaSaul alasl M calgr 13 Lo lalmsl cidssl Gy Aggladll
Blaal Guamdly  BuSSun Al Al Mall cliy lagha] @F Ao
(B)lerec¥l ccMzmadly 3UsI1 AaoMULI) Apmiin cilgal S Cardsss @3 dAwlyll
@ Azl Amalin)! sda Gaubaty cdie cadllil gl =l slai¥) ae 3uds
Slusll 8508 o> Llezme @ 095 Laiadd! @lidl oo sue dl duogall
Loasl i) Uy Jaad @l ulally @all opey 8lat)l z ) e Auausdl
Aadsdl B3> 3adz (o Miad (Jueall Glid g ol pledls

o A dadadl WG slayl e 28ladl delall ol

Email : s.chalabi@univ-skikda.dz « o mle ekl algll

— 7

1
=/

omy
4“¥


mailto:s.chalabi@univ-skikda.dz

S Gt | a1 i Ml et el il : ] o0 ] 8500 (P et | il sl
Ol Jul ] /(gm0

Abstract:

The study aimed to find out the impact of organizational
culture with its value, procedural and behavioural dimensions, in
managing the relationship with customers in its operational,
analytical and cooperative dimensions.The study took a
methodological approach with three aspects experimental,
exploratory and descriptive. The study was conducted at BDR
Bank of Skikda.

When the study embarked on achieving its objectives, it
used three methodological tools: observation, documents and,
questionnaire which are consistent with the methodological
direction from which it started. By applying this methodological
strategy, a number of empirical results were reached, revolve
around the ability of service institutions to produce culture,
instilling values and satisfying the needs of the customer, as well as
achieving competitive advantage and service quality.

Keywords Organizational culture; dimensions of organizational
culture; relationship with the customer; dimensions of the
relationship with the customer.
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