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The impact of customer value proposition on customer loyalty - a field study on
commercial banks in the city of Djelfa-
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Abstract:

The study aims to know the impact of the value provided to the customer with its variables
represented in (functional value, emotional value, financial value) on customer loyalty, in the
commercial banks in the state of Djelfa, which number 07 banks represented in (Local
Development Bank, Foreign Bank of Algeria, National Bank of Algeria, Bank of Agriculture
and Rural Development, Gulf Bank, National Savings and Reserve Fund, Algerian Popular
Credit), and in order to achieve the goal of the study, a questionnaire was designed to collect
the necessary data for statistical analysis, where 100 questionnaire forms were distributed to
customers of the commercial banks under study in varying proportions for each bank, and
after analyzing the data, it was concluded that there is an impact of the value provided to bank
customers with its dimensions (functional value, emotional value, financial value) on
customer loyalty.

Keywords:

Customer value proposition; dimensions of customer value proposition; customer loyalty;
banks.
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