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An analytical study of the reality of banks’ adoption of social responsibility toward
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Abstract:

This study aims to highlight the reality of banks' orientation towards adopting their social
responsibility in general, and their social commitment towards their customers in particular. It also
aims to highlight the most important procedures and practices that contribute to enhancing the
social responsibility of banks towards customers. To achieve the aforementioned objectives, the
descriptive analytical approach was used to study the experience of the National Bank of Algeria
BNA in this field. Several results were finally reached, the most prominent of which is confirming
the inevitability of banks adopting their social responsibility towards their customers in order to
enhance their satisfaction and loyalty, in addition to the adoption by the National Bank of Algeria
BNA of a set of practices and measures that seek to bear its social responsibility towards its
customers

Keywords: Social responsibility, customers, satisfaction, loyalty, National Bank of Algeria.
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