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Case Processing Summary

N %
Valid 80 100,0
Cases Excluded® 0 0
Total 80 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha

N of Items

,868

21

Iltem-Total Statistics

Gl Yprit2U: DEck:(03)1sh Seil

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if tem Deleted Total Alpha if Item
Correlation Deleted
Aal 73,04 102,568 ,652 ,860
Aa2 73,21 105,258 ,335 ,866
Aa3 73,04 101,859 ,519 ,860
Abl 73,23 99,341 ,466 ,862
Ab2 73,05 102,605 447 ,862
Ab3 73,14 102,171 A27 ,863
Ab4 73,43 99,083 473 ,862
Acl 73,20 100,896 ,456 ,862
Ac2 73,44 100,831 ,465 ,862
Ac3 73,61 100,291 429 ,863
Ac4 73,50 97,013 ,635 ,855
Ad1 73,40 103,332 ,358 ,865
Ad2 73,11 99,266 ,542 ,859
Ad3 73,33 99,412 ,545 ,859
Ad4 72,93 103,311 ,449 ,863
Bal 73,46 103,543 ,347 ,866
Ba2 73,44 104,831 ,282 ,868
Bb1l 73,63 98,111 571 ,858
Bb2 73,25 102,443 ,353 ,866
Bcl 73,13 102,060 ,393 ,864
Bc2 73,21 98,980 ,539 ,859
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COMPUTE comunication=( Aal + Aa2 + Aa3) / 3.

EXECUTE.
COMPUTE
EXECUTE.

COMPUTE ateka=(Acl + Ac2 + Ac3 + Ac4) [/ 4.

EXECUTE.

COMPUTE ataatef=(Adl + Ad2 + Ad3 + Ad4) / 4.

EXECUTE.

COMPUTE taswi9alakat=(comunication + iltizam + ateka + ataatef) / 4.

EXECUTE.
COMPUTE
EXECUTE.
NPAR TESTS

/K-S(NORMAL)=taswi9alakat reda

/MISSING ANALYSIS.

iltizan=(Abl + Ab2 + Ab3 + Ab4 ) / 4.

One-Sample Kolmogorov-Smirnov Test

hiy3l TYiGUIE UTRNiHE: (04)!sh SOt

reda=(Bal + Ba2 + Bbl + Bb2 + Bcl + Bc2 ) / 6.

taswi9alakat reda
N 80 80
Normal Parameters®” Mean 37042 3,5854
Std. Deviation ,51518 ,56876
Absolute ,125 ,144
Most Extreme Differences  Positive ,108 ,096
Negative -,125 -,144
Kolmogorov-Smirnov Z 1,114 1,291
Asymp. Sig. (2-tailed) ,167 ,071

a. Test distribution is Normal.

b. Calculated from data.




hibrVOIe B EsthedUN; hitr2ele B FU2NiIE: (05)!sh 56l
[UFTH0E qyf-

Statistics
Aal Aa2 Aa3 comunication
Valid 80 80 80 80
Missing 0 0 0 0
Mean 3,90 3,73 3,90 3,8417
Std. Deviation ,704 ,746 ,805 ,56622
VERHIUE qy6—
Statistics
Abl Ab2 Ab3 Ab4 iltizam
Valid 80 80 80 80 80
N Missing 0 0 0 0 0
Mean 3,71 3,89 3,80 3,51 3,7281
Std. Deviation 1,116 ,842 ,920 1,125 ,64040
TusklE gy6—
Statistics
Acl Ac2 Ac3 Ac4 ateka
Valid 80 80 80 80 80
N Missing 0 0 0 0 0
Mean 3,74 3,50 3,33 3,44 3,5000
Std. Deviation ,990 ,981 1,100 1,029 ,68667
UFyHE qy6-—
Statistics
Adl Ad2 Ad3 Ad4 ataatef
Valid 80 80 80 80 80
N Missing 0 0 0 0 0
Mean 3,54 3,83 3,61 4,01 3,7469
Std. Deviation ,927 ,991 974 771 ,61559
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FTplE-

Statistics
Bal Ba2 Bbl Bb2 Bcl Bc2 Reda
Valid 80 80 80 80 80 80 80
N Missing 0 0 0 0 0 0 0
Mean 3,48 3,50 3,31 3,69 3,81 3,73 3,5854
Std. Deviation ,927 ,914 1,038 1,038 ,995 1,018 ,56876




UrstpUe GiiFyil:(06)!sp 564l
GFTHUE ayBl UrstpUS GDIRvaI-

Correlations

Aal Aa2 Aa3 Comunicatio
n
Pearson " o o
] 1 ,332 429 , 764
Correlation
Aal ) )
Sig. (2-tailed) ,003 ,000 ,000
N 80 80 80 80
Pearson - - -
) ,332 1 ,291 , 715
Correlation
Aa2 ) )
Sig. (2-tailed) ,003 ,009 ,000
N 80 80 80 80
Pearson " - o
) 429 ,291 1 779
Correlation
Aa3 ) ]
Sig. (2-tailed) ,000 ,009 ,000
N 80 80 80 80
Pearson . . o
) , 764 , 715 779 1
Correlation
comunication ]
Sig. (2-tailed) ,000 ,000 ,000
N 80 80 80 80

**_Correlation is significant at the 0.01 level (2-tailed).

1ERHIUE a8l UretpUE GDIfyv0-

Correlations

Abl Ab2 Ab3 Ab4 iltizam
Pearson Correlation 1 329" ,054 129 620"
Abl Sig. (2-tailed) ,003 633 254 ,000
N 80 80 80 80 80
Pearson Correlation 329" 1 298" ,182 659"
Ab2 Sig. (2-tailed) ,003 ,007 ,106 ,000
N 80 80 80 80 80
Pearson Correlation ,054 298" 1 ,308" 616~
Ab3 Sig. (2-tailed) 633 ,007 ,005 ,000
N 80 80 80 80 80
Pearson Correlation 129 ,182 ,308” 1 666~
Ab4 Sig. (2-tailed) 254 ,106 ,005 ,000
N 80 80 80 80 80

~08 ~



Hk

wk

wk

3

Pearson Correlation ,620 ,659 ,616 ,666 1
iltizam  Sig. (2-tailed) ,000 ,000 ,000 ,000
N 80 80 80 80 80
**_Correlation is significant at the 0.01 level (2-tailed).
SKIE ayBl UFetpUt Goiryli-
Correlations
Acl Ac2 Ac3 Ac4d Ateka

Pearson Correlation 1 215 ,079 487" 651"
Acl Sig. (2-tailed) ,055 ,484 ,000 ,000

N 80 80 80 80 80

Pearson Correlation 215 1 ,199 144 569"
Ac2  Sig. (2-tailed) ,055 ,076 202 ,000

N 80 80 80 80 80

Pearson Correlation ,079 ,199 1 454" 670"
Ac3  Sig. (2-tailed) 484 ,076 ,000 ,000

N 80 80 80 80 80

Pearson Correlation 487" 144 454" 1 ;784"
Ac4  Sig. (2-tailed) ,000 202 ,000 ,000

N 80 80 80 80 80

Pearson Correlation 651" 569" 670" 784" 1
ateka  Sig. (2-tailed) ,000 ,000 ,000 ,000

N 80 80 80 80 80

**_Correlation is significant at the 0.01 level (2-tailed).

~ 90 L



Correlations

- URVHE ayBl UFGtpUS GDiryDl—

Adl Ad2 Ad3 Ad4 Ataatef
Pearson Correlation 1 ,145 ,079 274 552"
Ad1 Sig. (2-tailed) 1199 484 014 ,000
N 80 80 80 80 80
Pearson Correlation ,145 1 467" ;318" ;741"
Ad2 Sig. (2-tailed) 1199 ,000 ,004 ,000
N 80 80 80 80 80
Pearson Correlation ,079 467" 1 327" 716"
Ad3 Sig. (2-tailed) 484 ,000 ,003 ,000
N 80 80 80 80 80
Pearson Correlation 274 ;318" 327" 1 6737
Ad4 Sig. (2-tailed) 014 ,004 ,003 ,000
N 80 80 80 80 80
Pearson Correlation 552" ;741" 716" 6737 1
ataatef  Sig. (2-tailed) ,000 ,000 ,000 ,000
N 80 80 80 80 80
*. Correlation is significant at the 0.05 level (2-tailed).
**_Correlation is significant at the 0.01 level (2-tailed).
T:1IE FTpH UretpUe iyl
Correlations
Bal Ba2 Bb1l Bb2 Bcl Bc2 reda
Pearson Correlation 1 ;343" 357" -,041 -,094 ,100 462"
Bal Sig. (2-tailed) ,002 ,001 , 718 ,405 378 ,000
N 80 80 80 80 80 80 80
Pearson Correlation 343" 1 167 113 132 ,068 505"
Ba2 Sig. (2-tailed) ,002 ,139 317 ,242 ,549 ,000
N 80 80 80 80 80 80 80
Pearson Correlation 357" 167 1 127 ,143 370" 636"
Bbl Sig. (2-tailed) ,001 ,139 ,262 ,205 ,001 ,000
N 80 80 80 80 80 80 80
Pearson Correlation -,041 113 127 1 592" 181 589"
Bb2 Sig. (2-tailed) ,718 317 ,262 ,000 ,108 ,000
N 80 80 80 80 80 80 80
Pearson Correlation -,094 132 ,143 592" 1 348" 629"
Bcl Sig. (2-tailed) ,405 242 ,205 ,000 ,002 ,000
N 80 80 80 80 80 80 80
Bc2 Pearson Correlation ,100 ,068 370" 181 348" 1 613"
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reda

Sig. (2-tailed)
N

Pearson Correlation

Sig. (2-tailed)
N

378
80
462"
,000

80

,549
80

3

,505
,000
80

,001
80

3

,636

,000
80

,108
80

3

,589

,000
80

,002
80

3

,629

,000
80

80

3

,613

,000
80

,000
80

80

**_Correlation is significant at the 0.01 level (2-tailed).
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Variables Entered/Removed?

Lsie!f bure TIZ KepOzity SIATK 2iidk: (06)ipe Lol
[UFTH0E qyf-

Model Variables Variables Method
Entered Removed
1 comunication” Enter
a. Dependent Variable: reda
b. All requested variables entered.
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 4312 ,186 , 176 ,51644
a. Predictors: (Constant), comunication
ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 4,752 1 4,752 17,818 ,OOOb
1 Residual 20,803 78 ,267

Total 25,555 79
a. Dependent Variable: reda
b. Predictors: (Constant), comunication

Coefficients®
Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta

(Constant) 1,921 ,398 4,822 ,000

comunication ,433 ,103 4,221 ,000
a. Dependent Variable: reda

VERHCE qy6-
Variables Entered/Removed?
Model Variables Variables Method
Entered Removed

1 iltizam® Enter

a. Dependent Variable: reda

b. All requested variables entered.
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Model Summary
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Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,563° ;317 ,308 ,47318
a. Predictors: (Constant), iltizam
ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 8,091 1 8,091 36,139 ,000°
1 Residual 17,464 78 ,224
Total 25,555 79
a. Dependent Variable: reda
b. Predictors: (Constant), iltizam
Coefficients®
Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta
(Constant) 1,722 314 5,478 ,000
! iltizam ,500 ,083 ,563 6,012 ,000
a. Dependent Variable: reda
Variables Entered/Removed®
Model Variables Variables Method
Entered Removed
1 ateka” Enter
a. Dependent Variable: reda
b. All requested variables entered.
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,614°% ,378 ,370 ,45158
a. Predictors: (Constant), ateka
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 9,649 1 9,649 47,315 ,OOOb

-USKIE qyb—



Residual 15,906 78 ,204

Total 25,555 79
a. Dependent Variable: reda
b. Predictors: (Constant), ateka

Coefficients®
Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta

(Constant) 1,804 ,264 6,838 ,000
! ateka ,509 ,074 ,614 6,879 ,000
a. Dependent Variable: reda

Variables Entered/Removed?
Model Variables Variables Method
Entered Removed
1 ataatef’ Enter
a. Dependent Variable: reda
b. All requested variables entered.
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,710% ,505 ,498 ,40291
a. Predictors: (Constant), ataatef
ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 12,893 1 12,893 79,424 ,000°
1 Residual 12,662 78 ,162

Total 25,555 79

a. Dependent Variable: reda

b. Predictors: (Constant), ataatef
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Coefficients?®

Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta

(Constant) 1,126 ,280 4,029 ,000
' ataatef ,656 ,074 ,710 8,912 ,000
a. Dependent Variable: reda

Ifs0yIR Silietle -
Variables Entered/Removed®
Model Variables Variables Method
Entered Removed
1 taswi9alakat” Enter
a. Dependent Variable: reda
b. All requested variables entered.
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,710° ,505 ,498 ,40291
a. Predictors: (Constant), taswi9alakat
ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 12,893 1 12,893 79,419 ,OOOb
1 Residual 12,662 78 ,162

Total 25,555 79
a. Dependent Variable: reda
b. Predictors: (Constant), taswi9alakat

Coefficients®
Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta
(Constant) ,681 ,329 2,069 ,042
taswi9alakat ,784 ,088 ,710 8,912 ,000

a. Dependent Variable: reda
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Abstract

The main purpos of this study is to présent a theoretical Framework wich and defines
the different concepts having relation with Relationship Marketing as a new strategy
For the partner’s of satisfaction,the importance of this study at detecting the impact
of Relationship Marketing on Customer satisfaction.

To achieve the objective of Our subjet we conducted a survey on simple groupe of
100custumers of the «BADR» in mila,after collecting 80 questionnaires only we
subjegated them to some statistical analyse the finding and test the défined
hypothéses as well.

The résults of the study showed that performance evaluation has a statistically
significant impact on customer satisfaction,the study showed also hay level of bank’s
passenger satisfaction.

Keywords:relationship marketingcustomer, relationship management,communication

,reliability, commitment, empathy, Customer satisfaction.
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