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 للاستبيان (: حساب معامل الثباث20رقم ) ملحق

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

0,700 24 



 

 
 

 

Statistics 

 تكنولوجيا تنظيم كبار الزبائن جودة الخذمت إدغرة علاقت الزبائن 

N Valid 25 25 25 25 25 

Missing 0 0 0 0 0 

Mean 1,5200 1,6867 1,4160 1,5400 1,6667 

Std. Deviation 0,28083 ,33617 ,27641 ,44300 ,65969 

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 0,542
a

 0,294 0,179  0 ,62270 

 

a. Predictors: (Constant), إدغرة علاقت الزبائن 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression ,317 1 ,317 5,228 0,004
b

 

Residual 1,395 23 ,104   

Total 2,712 24    

 
a. Dependent Variable: جودة الخذمت 

b. Predictors: (Constant), إدغرة علاقت الزبائن 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1,065 ,362  2,938 0,007 

 0,004 3,455 342, 235, 0,809 إدغرة علاقت الزبائن



 

 
 

 

 

 تحليل الاوحذار لأثر بعذ  كبار الزبائه على جودة الخذمت(: 20ملحق رقم )

  

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 -0,421
a

 0,176 -,026 ,34046 

 

a. Predictors: (Constant), كبار الزبائن 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression ,666 1 ,046 5,709 0,034
b

 

Residual 2,666 23 ,116   

Total 2,712 24    

 

a. Dependent Variable: جودة الخذمت 

b. Predictors: (Constant),  الزبائنكبار 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1,912 ,362  5,274 0,000 

 0,534 632,- 131,- 251, 0,159- كبار الزبائن

 

a. Dependent Variable: جودة الخذمت 



 

 
 

 

 

 الاوحذار لأثر التىظيم على جودة الخذمت تحليل(: 20ملحق رقم )

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 ,288
a

 ,084 ,355 ,34208 

 

a. Predictors: (Constant), تنظيم 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression ,721 1 ,708 6,048 ,007
b

 

Residual 2,691 23 ,117   

Total 2,712 24    

 

a. Dependent Variable: جودة الخذمت 

b. Predictors: (Constant), تنظيم 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1,584 ,252  6,282 ,000 

 677, 422, 088, 158, 067, تنظيم

 

a. Dependent Variable: جودة الخذمت 

 



 

 
 

 

 تحليل الاوحذار لأثر التكىولوجيا على جودة الخذمت(: 20ملحق رقم )

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 ,595
a

 ,354 ,326 ,27601 

 

a. Predictors: (Constant), تكنولوجيا 

 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression ,960 1 ,960 12,603 ,002
b

 

Residual 1,752 23 ,076   

Total 2,712 24    

 

a. Dependent Variable: جودة الخذمت 

b. Predictors: (Constant), تكنولوجيا 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

1 (Constant) 1,181 ,153  7,738 ,000 

 002, 3,550 595, 085, 303, تكنولوجيا

 

a. Dependent Variable: جودة الخذمت 

 



 

 
 

 

 الأبعاد و المحاورمصفوفت الارتباطاث بيه (: 20ملحق رقم )

Correlations 

 جودة الخذمت إدغرة علاقت الزبائن تكنولوجيا تنظيم كبار الزبائن 

Pearson Correlation 1 ,165 -,107 ,434 كبار الزبائن
*

 -,421 

Sig. (2-tailed)  ,431 ,612 ,030 ,034 

N 25 25 25 25 25 

Pearson Correlation ,165 1 ,309 ,775 تنظيم
**

 ,288 

Sig. (2-tailed) ,431  ,133 ,000 ,677 

N 25 25 25 25 25 

Pearson Correlation -,107 ,309 1 ,706 تكنولوجيا
**

 ,595
**

 

Sig. (2-tailed) ,612 ,133  ,000 ,002 

N 25 25 25 25 25 

Pearson Correlation ,434 إدغرة علاقت الزبائن
*

 ,775
**

 ,706
**

 1 0,542* 

Sig. (2-tailed) ,030 ,000 ,000  0,024 

N 25 25 25 25 25 

Pearson Correlation -,421 ,088 ,595 جودة الخذمت
**

 ,542* 1 

Sig. (2-tailed) ,034 ,677 ,002 ,024  

N 25 25 25 25 25 

 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 

 



 

Summary 

The aim of this study is to highlight the role played by customer relations 

management in achieving the quality of banking services in banks through the 

customer's good knowledge and expectations regarding the service. The 

emphasis on quality has become the most important advantage achieved by 

banks in the intense competition in the dynamic banking environment in which 

they are active and for the purpose of dropping In the theoretical aspect, the 

Algerian National Bank was selected as the TEBSSA 491 for conducting the field 

study. After analyzing the study data and testing its hypotheses, a statistically 

significant relationship was found at a significant level (α≤0.05) between the 

CRM and Quality of Banking service 

Keywords: Customer Relationship Management, Quality of Banking Service 
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