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Abstract:

The study aims to try to identify the role of the integration of marketing
communication elements in the loyalty of bank customers in all its dimensions in a
sample of commercial banks, namely the Algerian Foreign Bank, the Bank of
Local Development, the Gulf Bank of Algeria in the state of Tebessa The data
collection tools, where the questionnaire was distributed electronically and paper
and were subject to scientific arbitration, and the number of valid questionnaires

for analysis (1042) were analyzed using the statistical software package
SPSS 'V 24.

The study resulted in several findings, the most important of which is the
presence of varying importance of the dimensions of integrated marketing
communications represented in public relations, personal selling, and then direct
marketing on situational loyalty, cognitive loyalty, and behavioral loyalty to
customers of the sample bank study, and also found that there are differences in
loyalty due to personal variables, such as The study suggested a set of
recommendations, the most important of which is the need to improve integration
among the elements of marketing communication and work to activate all elements
to achieve the maximum desired effect.

Keywords : integration; advertising; public relations; sales promotion; personal

selling; direct marketing, loyalty; situational; cognitive; behavioral; banking

customer.
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Lot daladl Bl ey Al Lgpall oYL alie B, X2,X3,X4, X5
el e alall Gl oaadll aall cCilasaal)
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led Asinall (sgime dady '1,123"caly 8 Ally (il paiall 3y0iall dagll DA e il B
ANy aly ggime il G e Jy 1ag (@ < 0.05) dsiad) ssise o B a5 0,000 el
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cobaall JSal 3B e Dleall Y55 AlalSial) 4 suil) VLN G ADMAE (gyine zisalll o e
(0.667) » 38 Lalay) dalas

polaall £¥y Ao Alalsial) A6 pudll LYY i :(28-3) Ad) Jgaa

Unstandardized | Standardized
Coefficients Coefficients t Sig.
Model B Std. Error Beta
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ALl gy eeatl) Y LaY) ,868 ,030 ,667 28,855 | ,000
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Ahal) cpiia G LYY Jalas :(29-3) a8 Jgaa
Sum of Mean
Model Squares df Square F Sig.
1 Regression 490,965 1 490,965 | 832,585 | ,000b
Residual 613,275 1040 ,590
Total 1104,240 1041

SPSS V24 zaliy cilajie 1 juaal)
g3as ¥y o Alaliall A8 guddl) clai¥) il Jsa Aulaal) AVal @) cldy & jlas) -2
H(Jalrd) o bl e Jalaill il i ¢ ouydll (gsinall ¢yl cuinll) ) (a8 Aaal) dde iy

cila e JS nlidl LAY Aladiad) Jal e 1385 UL au)si 48S 48 jma i GlEgall Ll J8
SY B A e 1y QULall Ay 48S A8 e ol J)
." Kolmogorov-Smirnova" jlial e alacyl ally,

Ukl 355 :(30-3) o Jsia

Kolmogorov-Smirnov* Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Ssadl Yl ,098 | 1042 | 1,000 935 1042 ,000
Somall NI ,090 [ 1042 | 1,000 952 1042 ,000
Sebudl VSl 162 | 1042 | ,000 900 1042 ,000
edead) N5 ,084 | 1042 | 1,000 934 1042 ,000
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g il Ayl Aal) o Lls O Leb LSoldl eVilly iyl sVils coisall eV il

chlaay) e slaey) s ades ahll apgll am ¥ ocblll G e 138 (@ <0.05)
aala U

ry
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el £Vl | e eVl | Soludl ¥l sNand) ¥
Mann-Whitney U | 103643,500 | 102304,000 | 93889,000 | 100460,500
Wilcoxon W 383021,500 |[381682,000373267,000| 379838,500
‘ -1,496 -1,804 -3,740 -2,222
Asymp. Sig. (2-
tatied) 135 071 ,000 026
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eVoll (3508 2ag Y Laiw ¢ (a < 0.05) VA s5ie 2ie (0.026) 5 (0.000) Loay) dags
Y1y HeSA G sl oYylly el
Aaalal) culig il A jeal 14808 pasal) Jalsad) AL e p3and) £¥5 A B cilBg i) lad) 2-2
Jalail) il gins edigal ¢ calail) (gsinnall ecpudl b Aiciall Ll sarall Jalsall U lasi eDanll Y5
'Kruskal-Wallis Test ' jlaal e slaiey) 2w celill s

Pl b o Mand) Y9 daga A iy il jlas) v

o Al ALY A pand) il Le Aol Jae iy e Dae Vs (s5iue B lig i agag HLEA) S
p Ul Joanll DA

Ceall Lo e3land) £ daa B clBg il Lidl:(32-3) ad) Jgaal)

A0sal) el | Al gVl | Sl ¥l e aadl £Yg
Chi-Square 224,371 153,215 140,465 192,844
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Asymp. Sig. ,000 ,000 ,000 000
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Case Processing Summary

Cases

Valid

Excluded?®

Total

N %o
1041 99,9
1 1
1042 100,0

Reliability Statistics

Cronbach's Alpha

N of ltems

939

8

Reliability Statistics

Cronbach's Alpha

N of Items

,951

7

Reliability Statistics

Cronbach's Alpha

N of ltems

,938

7

Reliability Statistics

Cronbach's Alpha

N of ltems

914

8

Reliability Statistics

Cronbach's Alpha

N of ltems

934

6

Reliability Statistics

Cronbach's Alpha

N of ltems

,951

7

Adalgial) A8, guil) LAY g g Flig S W Jalea
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Reliability Statistics

Cronbach's Alpha | N of ltems

,945 8

Reliability Statistics

Cronbach's Alpha | N of ltems

,914 8

Reliability Statistics

Cronbach's Alpha | N of ltems

921 6

Reliability Statistics

Cronbach's Alpha | N of ltems

977 56

Luaddl) clpiall s Aupal) Lie a8 4y :(04) a8 galall

)
Frequency Percent Valid Percent Cumulative Percent
Valid 8 747 71,7 71,7 71,7
! 295 28,3 28,3 100,0
Total 1042 100,0 100,0
)
Frequency Percent Valid Percent Cumulative Percent
Valid Jil 5 430 211 20,2 20,2 20,2
4w 40 N 31 0e 371 35,6 35,6 55,9
4w 50 N 41 ue 247 23,7 23,7 79,6
A 50 ga S 213 20,4 20,4 100,0
Total 1042 100,0 100,0

193




Al

(p'-

) (g glesal)
Frequency Percent Valid Percent Cumulative Percent
Valid Jila 5 304 29,2 29,2 29,2
EENIES 435 41,7 41,7 70,9
Lle il 303 29,1 291 100,0
Total 1042 100,0 100,0
Aagall
Frequency Percent Valid Percent Cumulative Percent
Valid 0 6 .6 .6 .6
s 59 5,7 5,7 6,2
oalall glhadll & Jalef il 5 885 84,9 84,9 91,2
3 a Aiga 61 59 59 97,0
scliia 31 3,0 3,0 1000
Total 1042 100,0 100,0
L) gon Jalal) i
Frequency Percent Valid Percent Cumulative Percent
Valid 0 3 3 3 .3
& s 05 g Ji 390 37,4 37,4 37,7
@l 10 S 05 s 246 23,6 23,6 61,3
i sin 10 e S 403 38,7 38,7 100,0
Total 1042 100,0 100,0
) g Jalad) i
Frequency Percent Valid Percent Cumulative Percent
Valid 0 225 21,6 21,6 21,6
Aapg dal (e 45 4,3 4,3 25,9
i dal o 653 62,7 62,7 88,6
oadal e 119 11,4 11,4 100,0
Total 1042 100,0 100,0
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ANOVA? i.}.u,_\.‘ajl 1._.;‘4)3]’! Jkad)
Df Mean Square
Model Sum of Squares | . 3 F Sig.
A ad) Aa d b gial)
1 Ay gl YLyl
_ 490,965 1 490,965 832,585 ,000°
ALalgaall
Nl 613,275 1040 ,590
Total 1104,240 1041
a. Dependent Variable: ¢¥5 =Sl
a. Predictors: (Constant), “Ylai¥) 48, sual) Alaliall
Df Mean Square
Model Sum of Squares | _ . F Sig.
Agal) da 3 o giall
1 Ly il Y LasY) .
490,965 1 490,965 832,585 ,000
Alal<ial)
Yl 613,275 1040 ,590
Total 1104,240 1041

a. Dependent Variable sl <Y

b. Predictors: (Constant), aldSidl 4@ sl &YLaiy)
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a. Dependent Variable:e>tesll ¥,

b. Predictors: (Constant), <&3lall dalall
c. Predictors: (Constant), sibuall 3 il ¢ GlEMNall dalal
d. Predictors: (Constant), 4l liSall, jiluall (3 gl  padll sl

b. Predictors: (Constant), il ClEall piliad) (G suil))  aad &l al) Cilagaall Japiss
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ANOVA®

Model Sum of Squares df Mean Square F Sig.

1 Regression 486,791 1 486,791 819,928 ,000°
Residual 617,448 1040 ,594
Total 1104,240 1041

2 Regression 531,639 2 265,819 482,337 ,000°
Residual 572,601 1039 ,551
Total 1104,240 1041

3 Regression 539,343 3 179,781 330,348 ,000°
Residual 564,897 1038 ,544
Total 1104,240 1041

4 Regression 546,893 4 136,723 254,387 ,000°
Residual 557,347 1037 ,537
Total 1104,240 1041
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Coefficients®
Unstandardized Coefficients Standardized
Model Coefficients t Sig.
B Std. Error Beta
1 (Constant) 1,316 ,080 16,433 ,000
Lalal) CilEa) ,629 ,022 ,664 | 28,634 ,000
2 (Constant) ,855 ,093 9,227 ,000
daladl B 511 ,025 ,539| 20,495 ,000
ks B3 g 235 ,026 ,237 | 9,021 ,000
3 (Constant) 1,227 ,135 9,081 ,000
Aalall EMA) ,518 ,025 ,546 | 20,846 ,000
b (B gud ,269 ,027 272 9,813 ,000
oadd By g -, 126 ,034 -,092| -3,763 ,000
4 (Constant) 1,123 137 8,197 ,000
Aalal) laall 414 ,037 4371 11,221 ,000
ilae B g 270 ,027 273 9,921 ,000
ol By g -, 134 ,033 -,098| -4,027 ,000
Clapall Japls 133 ,036 ,138| 3,748 ,000
a,Dependent Variable; «3wall ¢V,
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,575 ,094 16,787 ,000
Aalall Bl ,600 ,026 ,586 23,326 ,000
2 (Constant) 1,061 ,109 9,746 ,000
Aaladl SR ,468 ,029 457 15,991 ,000
ke B3 g ,261 ,031 244 8,535 ,000
3 (Constant) 1,681 ,158 10,659 ,000
dalall SEA) ,480 ,029 ,469 16,556 ,000
e By gud ,318 ,032 ,298 9,946 ,000
eadd By g -,210 ,039 -,142 -5,369 ,000
4 (Constant) 1,602 ,161 9,975 ,000
Aalall BN ,383 ,049 374 7,775 ,000
s Ba g ,296 ,033 277 8,918 ,000
ol By g -211 ,039 -,143 -5,405 ,000
SSet) ,136 ,056 122 2,419 ,016

a. Dependent Variable s s ¥
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Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,164 ,088 13,215 ,000
Al Aalall ,624 ,024 ,625 25,811 ,000
2 (Constant) 787 ,104 7,593 ,000
CHE) Adlall ,527 ,028 ,528 18,899 ,000
Gaged piba 192 ,029 ,184 6,588 ,000
3 (Constant) 615 ,110 5,615 ,000
CESal) Aalall ,388 ,041 ,389 9,354 ,000
Gryed pila ,190 ,029 ,183 6,602 ,000
apl Dl 179 ,040 ,175 4,491 ,000
4 (Constant) ,861 ,154 5,610 ,000
Al Aalall ,388 ,041 ,389 9,373 ,000
Gyl pilaa 214 ,031 ,205 6,998 ,000
R ,185 ,040 ,181 4,642 ,000
(Bi gl (ad -,085 ,037 -,059 -2,284 ,023
a. Dependent Variable & =< ¥
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,575 ,094 16,787 ,000
Al Aalall ,600 ,026 ,586 23,326 ,000
2 (Constant) 1,061 ,109 9,746 ,000
Al Aalall 468 ,029 457 15,991 ,000
Gaged pdba ,261 ,031 ,244 8,535 ,000
3 (Constant) 1,681 ,158 10,659 ,000
Clibkal) Aalal) 480 ,029 ,469 16,556 ,000
Gryedd pilaa ,318 ,032 ,298 9,946 ,000
Gyl oad s -,210 ,039 -,142 -5,369 ,000
4 (Constant) 1,602 ,161 9,975 ,000
ClENall dalall ,383 ,049 ,374 7,775 ,000
Gayed pila ,296 ,033 277 8,918 ,000
Grgell (pad s -211 ,039 -,143 -5,405 ,000
ey ,136 ,056 ,122 2,419 ,016

a. Dependent Variable S s Y5
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Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
e 2 ,008 1042 ,000 .935 1042 ,000
e sV .090 1042 ,000 ,952 1042 ,000
Sl oY 162 1042 ,000 ,900 1042 ,000
sShanl) Y ,084 1042 ,000 ,.934 1042 ,000

cilig ) JLEal :(06) by salal

osial) i GSblle Jpmall ¢ gl oYl & culig il

Mann-Whitney TesTest Statistics”
giise Y| ima Yy GSslu Y Sleall Y
Mann-Whitney U 103643,500 102304,000 93889,000 100460,500
Wilcoxon W 383021,500 381682,000 373267,000 379838,500
Z -1,496 -1,804 -3,740 -2,222
Asymp. Sig. (2-tailed) 135 ,071 ,000 026

ol sy Ssludle iynal) o sall o¥sl) 8 cnldg

Mann-Whitney TesTest Statistics”
i oYy i ma sV s Sl e eSaall e
Chi-Square 224,371 153,215 140,465 192,844
df 3 3 3 3
Asymp. Sig. ,000 ,000 ,000 ,000

alail) (gsiall g Sludle dymall o gl oVsll & il il

Mann-Whitney TesTest Statistics”

(o8 5e 2V (e oY S sla eV s Y 5 eShaall

Chi-Square 188,351 172,163 139,952 210,533

df 2 2 2 2
Asymp. Sig. ,000 ,000 ,000 ,000
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Mann-Whitney TesTest Statistics”
‘_TGJAGYJ LJJM;YJ ‘_é)lwc‘l)) eMlaYJ
Chi-Square 18,107 8,620 11,161 15,699
df 3 3 3 3
Asymp. Sig. ,000 ,035 ,011 ,001
Sl & Jaladll Connd last  Soludle  dymall ¢ Sgall Yol & ld gl
Mann-Whitney TesTest Statistics”
Chi-Square 6,088 14,400 437 6,059
df 2 2 2 2
Asymp. Sig. ,048 ,001 ,804 ,048
Sl & Jalaill Cilgid i Soladle  dypmall ¢ s85all oYl & lE; yall
Mann-Whitney TesTest Statistics®
(ol ge eV o oY s S sle oY el &Y
Chi-Square 36,883 17,268 54,613 34,417
df 2 2 2 2
Asymp. Sig. ,000 ,000 ,000 ,000
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