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Abstract

This study aims to analyze the impact of the bank marketing mix on customer relationship management

(CRM) at the Banque Extérieure d’Algérie ( BEA ) — Saida branch .

A descriptive and analytical approach was adopted through a questionnaire distribution to a sample of

144customers.

The questionnaire covered seven dimensions of the marketing mix (  product,price,

disribution,promotion,processes,and physical evidence ) addition to a CRM measurement scale

The results revealed That all marketing mix dimensions are positively and significantly correlated with
customer relationship management, with a coffivient of determination (R2=0.87),indicatingthatthe marketing

mix ewplains a large portion of the variance in CRM .

The*’people’’dimension(employees)hadthestrongestinfluenceon CRM, followed by product quality and

pricing policy

The study recommends investing in human resource training, improving the quality of banking services, and

strengthening and trust in the bank.

Keywords : banking marketing mix, customer relationship management, BEA, saida .
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