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Clad)
Cumulative
Frequency Percent Valid Percent Percent

Valid 83 32 53.3 53.3 53.3

Pt 28 46.7 46.7 100.0

Total 60 100.0 100.0

and)
Cumulative
Frequency Percent Valid Percent Percent

Valid = 4525 e i 12 20.0 20.0 20.0

4 35 (e Bl N 25 e 10 16.7 16.7 36.7

4 45 (e Bl 35 e 18 30.0 30.0 66.7

1w 45 e S 20 33.3 33.3 100.0

Total 60 100.0 100.0

g.dﬂ\ Ja all



Cumulative
Frequency Percent Valid Percent Percent
Valid Lo g 1 1.7 1.7 1.7
sl 25 41.7 41.7 433
=l 34 56.7 56.7 100.0
Total 60 100.0 100.0
i paal) ga Jaladl) 324
Cumulative
Frequency Percent Valid Percent Percent
Valid il i 05 se il 18 30.0 30.0 30.0
i 10 e BB ) &) i 05 (10 39 65.0 65.0 95.0
<l 5is 10 e S 3 5.0 5.0 100.0
Total 60 100.0 100.0
Js¥) Lsaall S5 ) @l e
drendl G ) S0y
e e Bl (e
sladl 55, Sl
5ib5a s 5 o padll o BEURSN P e Capadll dosy
Jagmtty Copoadl) ashy Al e Cjemdll CUlSI LY 5l daxd led ot e ¢Sanll Lia (e

Sy laa w8 el Qandl Clalgial - mpes IS YA e el e J sl S Al
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<Y e g ol S, Jrand) (3 o Axg sy 5_Sise
N Valid 60 60 60 60 60
Missing 0 0 0 0 0
Mean 3.82 4.00 4.00 4.13 4.22
Std. Deviation .873 .844 .902 .929 .940
Statistics

X1 X2 X3 X4 X Y




N Valid 60 60 60 60 60 60
Missing 0 0 0 0 0 0
Mean 4.0333 4.1208 4.1500 4.1083 4.0990 4.1563
Std. Deviation .79760 94722 .89750 .88701 77726 7727
I saall Y sad) < e
DSl G eadd) a4
aaa] Algas ol o Copadl dany Lol S
o peaall Sy 38l 4l g Jaeall laadll 33 ga Jlaca Gl gnd ISE)
Godiall Adlida L 5o &l Gleaas U8 e Ll dpulin g Aedd (ge ja3 4 pe
s Seall a5 il S o O
N Valid 60 60 60 60
Missing 0 0 0 0
Mean 4.18 4.07 4.12 4.12
Std. Deviation 1.033 1.118 1.075 .993
JaY) gaall Gl sl il jle
ot le il dany daly ISV aaley o Cipeaall ey () G penal) oy
Alai¥) aghn blal Ll e Cogeaall 8 Al La S Gl DA (e Sl
s alany 4yl el Calaal yu Jaandl o Jlaty) Aaa Adliat) il
i YIS 3 Sia g s Aledd 5 4ilatiag 3 Sy
N Valid 60 60 60 60
Missing 0 0 0 0
Mean 4.20 4.07 4.12 4.22
Std. Deviation 1.038 972 1.027 1.043
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N Valid 60 60 60 60
Missing 0 0 0
Mean 4.27 4.13 4.07 3.97
Std. Deviation 1.087 1.016 1.133 1.057
Statistics
b se ol
el L saialy o e
Gl Llaal S aae pé g 5 Sl s
psis 4l Al & b sall (5 ERENR LT g gl 2l o padll i AU @l le
L AlaiuL Llaauy) vie il 5 il Sledl Jew Gipaadll  Cilandl (e de gana el Jany e el
o peadl Jaahy I Lgiallaa g Sleadl Glaadl Gl mone IS8 sy adl dsadl a3l Bt Gl S B 8 ey
Axy ] alerd, G s Jlad JSis, 52 k. lia sl #danll i 0 Axy
N Valid 60 60 60 60 60 60 60
Missing 0 0 0 0 0 0 0
Mean 4.33 4.37 4.32 4.17 4.00 4.13 4.12 £
Std. Deviation 1.160 1.134 1.066 1.060 .939 .929 .885




Gkl

Statistics
ik ga i
A s (A pad)
i padll e eDkanll ALE ) Al il ey
303 ol aal o Saad) Jlgind e i) laadld Jae cli gl of aal b Sy sie GlaekWl pedl 8 M) sy I AP I
Lolaia) I o pmall 5350 yime sl hee sl Ladia o peml Lo Pl b pe daladll Qliall Gl Al G padll A
e JSI (50 4, e, 4> 54, & aall, A S ) Sl 5obdall e s
N Valid 60 60 60 60 60 60 60
Missing 0 0 0 0 0 0 0
Mean 4.00 4.07 4.15 4.20 4.18 4.18 4.08 £
Std. Deviation 974 .899 .880 .860 .983 .948 1.013
Model Summary
Change Statistics
R Adjusted R~ Std. Error of R Square F Sig. F
Model R Square Square the Estimate Change Change dfl df2 Change
1 .8262 .682 677 44188 .682 124.551 1 58 .000
a. Predictors: (Constant), X1
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .910 .296 3.068 .003
X1 .805 .072 .826 11.160 .000
a. Dependent Variable: Y
Model Summary
Change Statistics
Adjusted R Std. Error of R Square
Model R R Square Square the Estimate Change F Change dfl df2 Sig. F Change
1 .8652 .749 744 .39299 .749 172.792 1 58 .000




a. Predictors: (Constant), X2

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.230 .228 5.389 .000
X2 710 .054 .865 13.145 .000

a. Dependent Variable: Y

Model Summary
Change Statistics

R Adjusted R Std. Error of R Square F Sig. F
Model R Square Square the Estimate Change Change dfl df2 Change
1 .7882 .622 .615 48215 .622 95.327 1 58 .000

a. Predictors: (Constant), X3

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.322 .297 4.455 .000
X3 .683 .070 .788 9.764 .000

a. Dependent Variable: Y

Model Summary

Std. Error Change Statistics
Mod R Adjusted R of the R Square F Sig. F
el R Square Square Estimate Change Change dfl df2 Change
1 .8412 .708 .703 42387 .708 140.397 1 58 .000

a. Predictors: (Constant), X4

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.128 .261 4.315 .000

X4 737 .062 .841 11.849 .000




a. Dependent Variable: Y

Model Summary

Change Statistics

Adjusted R Std. Error of R Square Sig. F
Model R R Square Square the Estimate Change F Change dfl df2 Change
1 .9382 .879 .877 27274 879 421.175 1 58 .000
a. Predictors: (Constant), X
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 313 191 1.644 .106
X .938 .046 .938 20.523 .000

a. Dependent Variable: Y



i A 9 () a8 il (5 Y JSgd) a9 103 B (3ol



L e (I

=1

N
K
N
(o)

|
B e e —

“.w QHM.\_ IS/RECHVIRTY
ES ET TRESOR/,
CAISSE o

DOMICIL 147
TRANSF i .\\; g

; ?:.23&5.3.

APURM g1

CREDITS EXTERIEURS

ERRY

SECTION

REMDOC/ACREDOC

-ilya3ans

A Abdelmalek Laouar

CLIENTELE
»,i!.!....ﬁ.ﬁzun.

PlabaS SRS

CLIENTELE
PARTICULIERS

| CLIENTELE PROFES
1
A POURVOIR

[ CELLULE ADMINIS DES

| CREDITS ET U RIDIQUES
|

{ POURVOIR

| s

Y 1 M TR L
b URDEE

TR oNTROLE
« L

L A POURVOIR *
_

#

)
SECTION LOGISTI( ."
pTSECLKITE

SECTION ADM &
PERSONNEL

oy gala

04

s 2

i)

£

ailadi a9



vionaco o
> = - sage
A'ﬁg:x:—:ngg\"aselue = Oy edfer - 5
<= CAa3C+CRS6 ...&I5=I (a=2)] =48] >
Mor
Pa::na 'ryrrrus:lonnc
Palerme
Alger Tunis s
S S a N
@ @
.} Malte
.
- _Tunisie Tripoli
K SRt =S
N 1 x
\ {//
=
313201 =zl o sl -

Banque

@ Itinéraire [0 Enregistrer -2 Partag

Aj
(L0 (7 i ¥ L A
0 r

: E e,
e 8 T MR A LS g aa e i SRS g oaca x> o J A
s> S U ErTi ans 2%l s i

SO TE aas 231 s> 3 &5
e ————— — — — e - - —

—_—

<2 > 5 4 a——m P wr ED am o b= & T <



Sl

ahll o) 5 gaul) 4 8L rass 105 28 sala

LW | v) LT ‘,__,-.

e

- R N

]

)

Lol obebdty . AL

TSIV SR

L Rl A St R ALY ol oA

; ot 8 2
sesndl] pelss AR p pbs

)\ us Ao A\

Wil e
> Ay g S
o

Q
,

b3 3 s U Sy
£ (el i 50

B camd '.&" \ _':k¢

T R .

) P At O S R

.A : ‘\‘. ‘.. ' " ;
x.r‘J)_‘-__‘_t‘ - ALY ._“" B F g™ _-)'._ :i-—‘ S <).>4.)l f,.

“)L‘,. {‘_g)-j )‘_A)'X\A\ ' .a.&:‘.:——‘n'

4 |
] ~* 3 3 " i ) aday
ablboed £2Y0 G0 ol ¥ [~ \

4




A CPA a5 5 AN logsd GO

e L L J.’.‘lh J\—b '..L O WA

i L EN L FN

y Snt nead o)l Jaln ol ol

RV Jobial AV Jahmll A

)

-~ v'"'- WL
. . #.1 ™ ahlg '
ey ) ehd Audi pah ) O Semahel bt - mmy g d

afll et o) (lr A datls

bl o plF ady ST Ul :-_n L }_'._.
| "
o s 04._\--
o Al JabAaa LU g2

Mge . Lo dob ey e Al g

P S § sl




_.;.JJ )‘,)‘-‘./;:‘"‘J' LS .\.‘»s.'l: WY,
)J‘/\»wﬂ" -~ b\/ {,,.'f» SLLYT )
L0 LN /8005 : apanlad) il 2 il 3)S0a o byl

'J, ﬂ" J;,,raj!..; ..4...1’. l T SO 5 A__J v yob j_.l..l

g i o e

ch G

(r-J\..ok,-«ﬂ,;’.....". TS NS .

fpddiael A0V Adlall bl







dgs il allly Rl pull mila

oo A il 4 paall st o o sl Y] 5B e Gapall L) A 3l sda o
G (i) 5l e g diadl meid) Glo eVl @ g dws Ay CPA edll i)
daniaal) gl SIS el 186 (gae 48 pd dlid) Dlae e die o L) 60 m i S
Ao sl 2n0 Jon 550l L) ol e < & paall clendll 53 a3 (3 4CS
o alac¥l 2 Wbl s 4l gl il i 208 mun g 2l s g ccabalall ) i) s dalaiu) g
ol 3 SPSS26 Lieliin¥) oall dilasy) da mll Pla (e Jasall adll sV ol
AN oh il da g i) Do) S5 A gl Gl § daaa e Gl B Al g B cild
S fana 2o A paall clardl) Bagy (aad o Jpend) dasd any A A ged) N dyiliaa)
0.05

A jaal) Cledl) Bag (afiad o A ol B gl U Ailas) AN g3 il aa g
0.05 s 2

b jaal) cilardl) Baga Baal o JlaR) s i gedl) JISIDU dilan) AN g3 50 2 g
0.05 G 2

4 yaal) clardl) Baga (Gaiad ol Gl) s o gedl) LSS dilas) AN g3 il g
0.05 S5 2

Ay (A jaall claddll Sagn (dd jaall daadll (ol guddl) LN (L) daalidal) culalsl)

.CPA 205



Résumé de 1'étude en francais

Cette étude visait a identifier I'impact de I'innovation marketing sur la qualité des services bancaires
de la Banque Nationale Populaire de Crédit (CPA), Agence de Tébessa. L'approche descriptive et I'outil
de questionnaire ont été utilisés, ou 60 questionnaires ont été distribués a un échantillon de la
population. clients de la banque pour déterminer I'étendue de I'impact des dimensions nouvellement
développées de l'innovation marketing (4CS) sur... Atteindre la qualité des services bancaires pour
chacune de ses dimensions fondamentales centrées autour de la dimension de tangibilité, de réactivité,
de continuité et d'empathie. Afin de clarifier les résultats des variables de I'étude et leurs dimensions,
la méthode de régression linéaire simple a été utilisée a travers le Progiciel Statistique pour les Sciences
Sociales (SPSS26) pour mesurer la stabilité de I'outil d'étude et pour Vérifier la validité des hypothéses
de I'étude. Il a été conclu : Il existe un effet statistiquement significatif de I'innovation marketing dans
la dimension du service client sur l'atteinte de la qualité des services bancaires au niveau de 0,05.

_ |l existe un effet statistiguement significatif de l'innovation marketing pour la dimension co(t sur
I'atteinte de la qualité des services bancaires au niveau de 0,05

_ I existe un effet statistiquement significatif de l'innovation marketing pour la dimension
communication sur l'atteinte de la qualité des services bancaires au niveau de 0,05

_ Il existe un effet statistiquement significatif de I'innovation marketing pour la dimension canal sur
I'atteinte de la qualité des services bancaires au niveau de 0,05

Mots clés : innovation, innovation marketing, service bancaire, qualité des services bancaires, CPA 205
Banque.

Abstract in English .

This study aimed to identify the impact of marketing innovation on the quality of banking services at
the National Popular Credit Bank (CPA) - Tebessa Branch. The study relied on the descriptive method
and a questionnaire tool, with 60 questionnaires distributed to a sample of the bank's customers to
determine the extent of the impact of the newly introduced 4Cs dimensions of marketing innovation on
achieving the quality of banking services across its fundamental dimensions focused on tangibility,
responsiveness, reliability, and empathy. To clarify the results of the study variables and dimensions, a
simple linear regression method was employed using the Statistical Package for the Social Sciences
(SPSS26) to measure the reliability of the study tool and to verify the validity of the study hypotheses.
The findings revealed:

There is a statistically significant effect of marketing innovation in the customer service dimension on
achieving the quality of banking services at the level of 0.05

There is a statistically significant effect of marketing innovation for the cost dimension on achieving
the quality of banking services at the level of 0.05

There is a statistically significant effect of marketing innovation for the communication dimension on
achlevmg the quality of banking services at the level of 0.05

There is a statistically significant effect of marketing innovation for the channel dimension on
achlevmg the quality of banking services at the level of 0.05

Keywords: innovation, marketing innovation, banking service, quality of banking services, CPA 205
Bank.






