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Abstract

This study examines the effect of relationship marketing on customer
retention in the commercial banks in Algeria, It also aims to measuring
how the commercial banks In "elouadi”, adopt the relationship marketing
with their different dimensions, and its impact on customer satisfaction
and retention.

The study was applied to a sample of clients dealing with four
commercial banks, the exploratory approach and analytical descriptive
method were used to analyze the questionnaire, which included 50
paragraphs.

The most important Results of this study are: The level of adoption of
the relationship marketing strategy with their different dimensions, is



medium, and the most important dimension was the response, then the
other dimensions respectively: empathy, trust, communication and
commitment.

The results of the study showed that there is a statistically significant
effect , for the dimensions of relationship marketing (empathy, trust,
communication, commitment) on customer retention, while the response
dimension did not have a significant effect on customer retention, as for
the demographic variables of clients, it did not have a significant effect
on customer retention in the study sample.

Key words: commercial Banks, Banking Marketing, Relationship
Marketing, customers satisfaction ,customers retention.
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