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The mediating role of perceived value in strengthening the impact of customer relationship
management on customers loyalty to Islamic banks: a field study on customers sample of existing
branches of Islamic banks branches in Setif city
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Abstract:

This study aimed to test the mediating role of perceived value in improving the impact of
customer relationship management on customers loyalty in islamic banks. To achieve this goal,
the used descriptive analytical approach, where primary data was collected using a questionnaire
from a sample of 384 clients of established Islamic Banks in Setif city. The study results showed
the effect of both customer relationship management and perceived value on improving customers
loyalty, and it showed an indirect statistically significant effect of customer relationship
management on improving customers loyalty, by considering perceived value as a mediating
variable at a significance level of 0.05, finally a set of recommendations are issued by the study.

e Keywords: Customer Relationship Management; Perceived Value; Customers Loyalty.
e Jel Classification Codes : M31 ; C81 ; C12.
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