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Abstract:

This study aims to investigate the impact of customer relationship management
(CRM) on service quality in banking institutions. The study was conducted at
BADR Bank, El-Bayadh Branch, Algeria. To achieve the objectives of the study,
a survey was distributed to a sample of 100 customers. The data was analyzed
using SPSS 27 to examine the relationship between the dimensions of CRM and
the dimensions of service quality. The results of the study showed that the
implementation of CRM in the bank has a positive impact on improving service
quality. There is a strong correlation between the dimensions of CRM and the
dimensions of service quality.

Keywords: Customer relationship management, service quality, banking
institutions.
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