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Study summary

The customer is a major hub for any private service organization, including banks, as it has become
a center of attention due to the main role it plays in light of the various transformations that the business
world is witnessing today from very intense competition, and this is what forced many institutions to apply
marReting

Relationships in order to build good relationships with customers for the longest possible period,
and here the customer retention factor emerges as a constant priority to build confidence and achieve
commitment and access to what is called loyalty, which ensures a high competitive achievement for various
service institutions

From this standpoint, this study came to clarify the extent of the impact of adopting marketing
requirements in relations on the retention of Zeon in the Algerian external bank - Tebessa Agency -, where

the study found that there are high levels of dimensions of marketing relations relations, as the study ﬁ

showed the existence of an effect of the independent variable requirements of markReting relations in various

dimensions on Keeping the customer in the bank under study

The study concluded with a set of recommendations that emphasize the necessity of adopting every
step of managing the relationship with the customer by relying on information technology to improve the
quality  of  customer  service  and  maintain  the  relationship  with  him.

Key wor:

relationship marketing, customer retention, information technology, quality o
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