— 2018/(02)08 — ISSN 2253-0088 dijalniil wd) dlaa

g il ol 232> gl ks (oA Ly () SIENG B2 i) ) ol
Servperf adll gla¥ z3ped 29
AL 9 ¥ At 1 Aosankcidly - Sl iy AL ety
Pl ) Tles sl T ghens e
S5l csalll aals .1

Mt cdday, Acl.u.né.\.m@ daals 2

Measuring the relative weight of customer relationship management and its
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Abstract:
E This study aims to analyze the interaction between customer relationship management and quality of service, :
at the BADR bank in Ouargla, Algeria. The study is based on the service quality dimensions; i.e. Servperf model to :
measure the real performance of the quality level. The case study concluded that the employees evaluated the quality of
i the services of the Bank positively, with a difference in the relative importance of the dimensions, that the Bank
i attaches when evaluating the quality of services, and a significant difference in the relative weight of the dimensions of

i CRM. The results of the study showed that there is a positive and moderate correlation (42.6%) between the level of
i quality of service and relations with customers in the bank.

i Keywords: customer relationship management; service quality ¢real performance model Servperf ; bank servicesJel
i Classification Codes: M31, L15
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