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Summary:

The aim of this study is to clarify the impact of the mental image on consumer behavior in
banks, considering consumer behavior as an independent variable and the mental image as
a dependent variable, to analyze this topic, the Bank of Agriculture and Development was
chosen as an agency -488- Tebessa as one of the banks that have a good mental image.

To achieve the objective of the study, a questionnaire was designed with 24

guestions addressed to the Agency&#39;s workers and employees, as well as to the Agency's
clients.

The study has reached a set of results, summarized as follows:
-Quiality of services provided: Quality of services plays a crucial role

-Trust and credibility: Mutual trust between the bank and its customers is a key factor in
Improving the mental image.

-Effective communication: Continuous and transparent communication with customers
enhances their positive mental image towards the bank.

Keywords:

Consumer behavior, mental image, customers.
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i)

Frequency Percent Valid Percent Cumulative
Percent
S 16 41.0 41.0 41.0
Valid & 23 59.0 59.0 100.0
Total 39 100.0 100.0
& gl
Frequency | Percent | Valid Percent Cumulative
Percent
gl 5 12.8 12.8 12.8
el 33 84.6 84.6 97.4
Valid
Al sise 1 2.6 2.6 100.0
Total 39 100.0 100.0
Add 5l
Frequency Percent Valid Percent Cumulative
Percent
e gac i panalids g 21 53.8 53.8 53.8
Aaladins salihs 5o 3 7.7 7.7 61.5
Valid
e 15 38.5 38.5 100.0
Total 39 100.0 100.0
Jaal
Frequency Percent Valid Percent Cumulative
Percent
<8 20000 12 30.8 30.8 30.8
(= 200001 40000 2 5.1 5.1 35.9
. (= 40000.Y 60000 10 25.6 25.6 61.5
vald = 60000 Y 80000 6 15.4 15.4 76.9
(%1 80000 9 23.1 23.1 100.0
Total 39 100.0 100.0

Reliability Statistics
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Cronbach's N of ltems
Alpha
.922 24
Tests of Normality
Kolmogorov-Smirnov? Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
SAlginnalls L .098 39 .200" .956 39 .135
i lls ) guall 119 39 175 .932 39 .021
*, This is a lower bound of the true significance.
a. Lilliefors Significance Correction
Tests of Normality
Kolmogorov-Smirnov? Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
JSSilyiY) .098 39 .200" .956 39 .135

*, This is a lower bound of the true significance.

a. Lilliefors Significance Correction
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Statistics

pradileorie Bl Ly <y =i BADR ity BADR <l sy BADR <l 35 BADR <lise 58 BADR <livexdy BADR <l 8 BADR lidilalaiall jaahy ety BADR <l & BADR
ilalanadlaife siddd | dpasilldain Yl | 1S sl it wdlii jand [ 4 el haSlginalS ghu | sllatinadlin @ jlade | & 3 pras sl o shly | s il shaibibanad jha | aDALaSleinalls sls il BADR axisll Ade| e Y sleadlidlS [ iy HalBalrall y shay

23Dkl 5 axalalxipilideasilosial s AY & i yaalgiles aileady a5 yilleiD ADlecdal i pa o peadllelalivg
Valid 39 39 39 39 39 39 39 39 39 39 39
N Missing 0 0 0 0 0 0 0 0 0 0 0
Mean 4.03 3.59 3.64 3.18 3.56 3.92 3.56 3.77 3.38 3.79 3.56
Std. Deviation .873 1.186 .959 1.144 1.142 .929 1.142 1.180 1.115 1.005 1.334
Minimum 2 1 2 1 1 1 1 1 1 2 1
Maximum 5 5 5 5 5 5 5 5 5 5 5

Statistics

<ull=y; BADR <y 5 BADR liigy BADR 32521b sy BADR ifsy BADR HLidaay &y 5 BADR <liisy BADR <l BADR <lidigy BADR <l jisy BADR

prlSliaalaiiie judgany | alleadeiidic Hully Doaiubgdlenllaille |l sleallgaiigiiallic | BADRU siubgilers |5 aiall ganallgleriy ABlexile b juiiic ranlleY g gm juu€d | Caall ARalL slrallopaiy | Hphallgizanddaiaily 5l
Ay ¢ Manllia s analalrillilena ety
Valid 39 39 39 39 39 39 39 39 39 39 39
N Missing 0 0 0 0 0 0 0 0 0 0 0
Mean 341 3.62 3.77 3.54 3.59 3.56 3.51 3.23 3.85 3.79 3.95
Std. Deviation 1.093 .907 .902 1.022 1.044 .940 .823 1.202 1.065 .978 .916
Minimum 1 2 1 1 1 2 2 1 1 2 2
Maximum 5 5 5 5 5 5 5 5 5 5 5
Statistics
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AL A e loriailoal [ 1 el yin Yl g 30 s
Lealabaisglandiaalian | alalailulen jialin )l
il Slidle

Valid 39 39

N
Missing 0 0
Mean 3.69 3.87
Std. Deviation 1.195 951
Minimum 1 2
Maximum 5 5

One-Sample Test

Test Value =0
t df Sig. (2-tailed) | Mean Difference 95% Confidence Interval of the
Difference
Lower Upper
UilaTe siied 8 jadilerde FilSille
P 28.791 38 .000 4.026 3.74 4.31
253andl 53 gilalazas
&by 2 BADR
derallerialMNa ot blldais Vi 5 I 18.905 38 .000 3.590 3.21 3.97
analdlaiy
<liasy BADR
. ) 23.701 38 .000 3.641 3.33 3.95
AV sl lEedendlss jlaud
<l sy BADR
o 17.355 38 .000 3.179 2.81 3.55
iyt SIS gl
by 355 BADR
B 19.484 38 .000 3.564 3.19 3.93
&) slk#iaa Ll @ jlale
<l 8 BADR
o . 3 26.383 38 .000 3.923 3.62 4.22
A paallgilont 5 g il sty
<linasy BADR
19.484 38 .000 3.564 3.19 3.93
allexing 5 5l ) glaidianad Hla
<l 8 BADR
B . 19.946 38 .000 3.769 3.39 4.15
A s rillgiealDlaiaSlginalls sl UL
elidaldUs il jaty BADR dndlall 18.959 38 .000 3.385 3.02 3.75
sy BADR
Sacdal A padlile] ) sdlaadlidEs 23.588 38 .000 3.795 3.47 4.12
4
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16.689

19.477

24.905
26.094

21.621

21.468

23.674

26.653

16.782
22.559

24.228

26.915

19.288

25.428

38

38

38
38

38

38

38
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38
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38

.000
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3.564

3.410
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Statistics
Apadd AS sluldl o 48 suilal 5o Apudilal 5o ASIAARANE ) pall | A se salldiiadlle ) sall | AS jaalliadis ) suall

Valid 39 39 39 39 39 39
N Missing 0 0 0 0 0 0
Mean 3.6090 3.7051 3.5385 3.6282 3.5385 3.8269
Std. Deviation 71817 .88829 .89137 .67831 .75989 .83342

Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 .680? 462 448 .51540
a. Predictors: (Constant), 4l sall
ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 8.445 1 8.445 31.792 .000P
1 Residual 9.829 37 .266

Total 18.274 38
a. Dependent Variable: cllgiwalS
b. Predictors: (Constant), 4:ialls ) sall

Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) 1.077 .458 2.352 .024

: 4adlls ) guall .693 123 .680 5.638 .000

a. Dependent Variable: cllgiulS sl
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