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Abstract:

The main objective of this study used to understand the consumer relationships managementin its
theoretical context and to apply it in the reality especially the Algerian reality, this is why we chose the
national Bank of Algeria, division 871 mostaganem. The main focus of this research is the quality of the
services from the consumer perspective and how does this agency proceed to keep its market services
and to guarantee that its clientele is happy and satisfied by its operations, from the actual results of the
study we found that the understanding of this concept by the high management level of this agency is
still very superficial and doesn’t reach the principal factors that constitute the good consumer
relationship management and by consequence the procedures used for this purpos are also obsolete,
however from the clientele perspective implementing the factors that constitutes a good consumer
relationship marketing will greatly help to increase its market share and financial benefits.

Keywords: marketing relationship, consumer relationship management, consumer satisfaction.
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