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Descriptive Statistics

N Skewness Kurtosis
Statistic Statistic Std. Error Statistic Std. Error
ALl clidle 5 ) 60 -1.089 .309 1.213 .608
Laadl) 5 ) guall 60 -.677 .309 435 .608
Valid N (listwise) 60

Reliability Statistics
Cronbach's Alpha N of ltems
.889 26

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
i Al clide 5 lap . Enter

a. Dependent Variable: 4all 5 ) suall

b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 6722 451 442 .382

a. Predictors: (Constant), ¢kl <dédle 5 )l



ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 6.944 1 6.944 47.697 .000P
Residual 8.443 58 .146
Total 15.387 59
a. Dependent Variable: sl 3 ) sall
b. Predictors: (Constant), ¢l <iSle 3l
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.006 .287 6.978 .000
ALl clEdle 3 ) .489 .071 672 6.906 .000

a. Dependent Variable: 4alll 5 ) suall

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 il clEde 3 lalb . Enter
a. Dependent Variable: “lall 4l 3 seall
b. All requested variables entered.
Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .6062 .368 .357 .468

a. Predictors: (Constant), ¢t <il&dle 3 )



ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 7.398 1 7.398 33.710 .000P
Residual 12.728 58 .219
Total 20.126 59
a. Dependent Variable: &0l Aadll 5 ) suall
b. Predictors: (Constant), ¢kl <lidle 3 )
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.012 .353 5.701 .000
Sl clidle 3 ) .505 .087 .606 5.806 .000

a. Dependent Variable: dall Aadll 5 ) gall

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 Sl clide 5 lap . Enter

a. Dependent Variable: 4:5¢ sall 413l 3 suall

b. All requested variables entered.



Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .5092 .259 .246 434

a. Predictors: (Constant), cibll clidle 3l

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 3.828 1 3.828 20.278 .000P
Residual 10.948 58 .189
Total 14.776 59
a. Dependent Variable: &:5¢ sl 21811 3 ) suall
b. Predictors: (Constant), ¢l <l8Sle 5l
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.405 .327 7.347 .000
Ll Ble 5l .363 .081 .509 4.503 .000

a. Dependent Variable: 4:5& yll 433 3 ) gall



Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 Sl clEdle 3 lalP . Enter

a. Dependent Variable: sl 4l 5 guall

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .6542 427 418

491

a. Predictors: (Constant), il l@le 5 )l

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 10.426 1 10.426 43.310 .000P
Residual 13.962 58 .241
Total 24.387 59
a. Dependent Variable: sl 4l 3 ) pall
b. Predictors: (Constant), ¢l <iédle 3l
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.601 .370 4.331 .000
Ll clBle 5l .599 .091 .654 6.581 .000

a. Dependent Variable: il il 5 suall



Descriptive Statistics

N Mean Std. Deviation

gl 60 4.07 .972
g2 60 4.15 1.005
g3 60 3.88 1.010
g4 60 4.02 1.017
g5 60 3.88 1.075
Ol 3l S 5 ) 60 4.00 702
Valid N (listwise) 60

Descriptive Statistics

N Mean Std. Deviation
g6 60 4.12 .922
q7 60 4.22 .993
g8 60 4.15 .954
q9 60 3.97 .920
gqlo0 60 4.27 .841
gqll 60 4.02 1.127
gl2 60 3.48 1.172
) aadl) 5 ) pall 60 4.03 .584
g13 60 3.95 1.016
ql4 60 4.25 914
g15 60 4.00 .844
g16 60 3.92 1.109
ql7 60 4.28 .940
g18 60 3.72 .976
g19 60 2.88 1.195
45t pall 4l 3 ) guall 60 3.86 .500
g20 60 4.25 751
g21 60 4.02 .983
g22 60 4.30 .869
g23 60 4.37 .901
g24 60 3.77 1.212
925 60 3.75 .932
026 60 3.53 1.096
Ll Aiadl) 5 sual) 60 4.00 .643
4adl) 5 ) guall 60 3.96 511
Valid N (listwise) 60
caiall
Cumulative
Frequency Percent Valid Percent Percent

Valid U8 31 51.7 51.7 51.7

r 100



Sl 29 48.3 48.3 100.0
Total 60 100.0 100.0
Cmadl
Cumulative
Frequency Percent Valid Percent Percent

Valid 430 e 26 43.3 43.3 43.3

4is 50 e Bl ) 30 A (e 32 53.3 53.3 96.7

G5t Led 4 50 (4 2 3.3 3.3 100.0

Total 60 100.0 100.0

el oA (g giasall
Cumulative
Frequency Percent Valid Percent Percent

Valid s e J 3 5.0 5.0 5.0

Lyl 9 15.0 15.0 20.0

e cilud 5 48 80.0 80.0 100.0

Total 60 100.0 100.0

Ak ol
Cumulative
Frequency Percent Valid Percent Percent

Valid ) 18 30.0 30.0 30.0

il 5 20 33.3 33.3 63.3

b 4 6.7 6.7 70.0

A 18 30.0 30.0 100.0

Total 60 100.0 100.0




Correlations

Lol CEe B Hla) A dll 5 sall ALy

bl e 5,18 Pearson Correlation 1 672" .940"

Sig. (2-tailed) .000 .000

N 60 60 60
4adll 5 ) puall Pearson Correlation 672" 1 .884™

Sig. (2-tailed) .000 .000

N 60 60 60
alany) Pearson Correlation .940" .884" 1

Sig. (2-tailed) .000 .000

N 60 60 60

**_Correlation is significant at the 0.01 level (2-tailed).
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Abstract:

This study aims to address the issue of the role of customer relationship management in
improving the mental image, and the Bank of Agriculture and Rural Development was chosen as the
agency 488 Tebessa as a study model, and the study included a group of the bank's customers and a
questionnaire was designed, while the number of questionnaires for all data and information where
60 questionnaires were distributed and the SPSS program was used to analyze that data and
information.

The results of the study showed that the role of customer relationship management in the bank
had a positive impact on improving the mental image of the Bank of Agriculture and Rural
Development Agency 488 Tebessa, and a set of recommendations were proposed aimed at increasing
the contribution of customer relationship management in improving the mental image of the bank,
represented in acquiring and building the relationship and maintaining customers, which achieves
their satisfaction and loyalty .

Keywords: customer relationship management, mental image, customer satisfaction, customer

loyalty.



