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Retention: Studying the Impact on Customer Perceived Value
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Abstract:

This study aimed to define the impact of
Customer Relationship Management (CRM)
dimensions on Customer Perceived Value
(CPV) among banking clients in Setif city.
Using a descriptive method, data were
collected via an online questionnaire from a
convenience sample of 82 clients from public
and private banks. SPSS Ver. 27 was used for
data analysis. The findings revealed a
statistically significant positive impact of CRM
dimensions, both collectively and individually,
on CPV. The study offers an applied
perspective on the importance of CRM
practices in the Algerian banking sector,
highlighting their influence on enhancing
CPV, crucial for customer satisfaction and
loyalty in a competitive environment.

Keywords: Customer Relationship
Management; Customer’s Perceived Value;
Service  Quality; Customer  Complaint
Management.
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