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The aim of this study was to investigate the eftect of Relationship Marketing
on the quality of banking services, and the relationship of each customer
satisfaction, as well as to test the impact of demographic variables, such as sex, age,

educational level and job satisfaction to customers.

The study data were collected through a questionnaire distributed to
customers Bank of Agriculture and Rural Development Medea, where the sample

size was 197 customers were selected at random.

To test the hypotheses of the study was the use of a set of statistical methods

in order to reach the objectives of the study



s

The study found the following results:

~There is a statistically significant effect of marketing relations on the quality of

banking services;

~-There is a correlation statistically significant positive correlation between

relationship marketing and customer satisfaction;

~There is a correlation statistically significant positive correlation between the

quality of banking services and customer satisfaction.

-The study also revealed the existence of statistically significant differences in
customer satisfaction due to the variable sex; educational level and function, and
the lack of statistically significant differences in customer satisfaction due to the

variable age.

Key words: Relationship Marketing, managing the relationship with the

customer, quality banking service , client satisfaction.
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Reliability Statistics

Cronbach's
Alpha

N of Items

,988

31

Reliability Statistics

Cronbach's
Alpha

N of Items

,960

5

Reliability Statistics

Cronbach's
Alpha

N of Items

,985

22
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Reliability Statistics

Cronbach's
Alpha

N of Items

,951

4

3l

ElagsS W Jalas 2(3) o3y goelo

1Ok Sl Aoz t\.ﬁ;u’ﬁ Jotre 1(1) o3y Jgur

t BN 3y o) O ylad Endy t\,ﬁj;wi Jolrs 1(2) By Joulr

i ol Aadsd) 8352 Sl Il g STUT Julas 1(3) o3y Jaukr

196



3l

Kolmogorov-Smirnovy:>\ gits :(4) o3y ebs
(OB igeill 2ndy Kolmogorov-Smirnovyl=> gt (1) o3y Jadr

One-Sample Kolmogorov-Smirnov Test

A
N 197
Normal Parameters® Mean 3,6000}
Std. Deviation ,91362
Most Extreme Differences Absolute ,238
Positive ,142
Negative -,238
Kolmogorov-Smirnov Z 3,337
Asymp. Sig. (2-tailed) ,000]

a. Test distribution is Normal.

1l L) 839 Ll KoImogorov-Smirnovyss it :(2) oby Jgier

One-Sample Kolmogorov-Smirnov Test

B
N 197
Normal Parameters® Mean 3,5335
Std. Deviation ,74120]
Most Extreme Differences ~ Absolute ,202
Positive ,103
Negative -,202
Kolmogorov-Smirnov Z 2,842
Asymp. Sig. (2-tailed) ,000]

a. Test distribution is Normal.
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One-Sample Kolmogorov-Smirnov Test

D
N 197
Normal Parameters® Mean 3,6256
Std. Deviation ,96911
Most Extreme Differences  Absolute ,270]
Positive ,162
Negative -,270]
Kolmogorov-Smirnov Z 3,785
Asymp. Sig. (2-tailed) ,000]

a. Test distribution is Normal.
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 ,881° N 776 ,35095

a. Predictors: (Constant), A

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 83,661 1 83,661 679,242|,000°
Residual 24,018 195 ,123
Total 107,678 196

a. Predictors: (Constant), A
b. Dependent Variable: B

Coefficients®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) |,959 ,102 9,413],000
A ,715 ,027 ,881 26,062(,000

a. Dependent Variable: B
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,892° ,796 , 795 43914
a. Predictors: (Constant), A
ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 146,473 1 146473 2| 000
41

Residual 37,605 195 ,193

Total 184,078 196
a. Predictors: (Constant), A

:(T) @y goee

(AU Ly 9 &2 paadl Clausd) B34 and) oUW L) fdow il
P L2y 3 ddpaddl Slatsd) 8397 ) Jloutl jla) Jolow wils (1) oy Jaur

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,899° ,808 ,807 ,42565
a. Predictors: (Constant), B
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 148,749 1 148,749 821,019(,000°

Residual 35,329 195 ,181

Total 184,078 196

a. Predictors: (Constant), B

b. Dependent Variable: D
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(AU Loy g dwgededl Colgadl o Jaad) jluou¥l jlas ! oo il 1(2) @By Joer

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,853° 727 726 ,50740
a. Predictors: (Constant), E
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 133,874 1 133,874 519,983(,000°

Residual 50,204 195 ,257

Total 184,078 196

a. Predictors: (Constant), E

b. Dependent Variable: D

(AU Loy 9 B! Jand! Jlout) Lt Judow il 13 @y Jgur

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,872° ,761 ,760 47507
a. Predictors: (Constant), F
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 140,068 1 140,068 620,609/,000°

Residual 44,010 195 ,226

Total 184,078 196

a. Predictors: (Constant), F

b. Dependent Variable: D
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,826° ,683 ,681 ,54746
a. Predictors: (Constant), G
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 125,634 1 125,634 419,177(,000°

Residual 58,444 195 ,300

Total 184,078 196

a. Predictors: (Constant), G

b. Dependent Variable: D
(AU Loy 9 O o o) Jlowit) et ko il 1(5) o8y Jaubr

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,892° ,795 ,794 ,43953
a. Predictors: (Constant), K
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 146,406 1 146,406 757,839(,000°

Residual 37,672 195 ,193

Total 184,078 196

a. Predictors: (Constant), K

b. Dependent Variable: D
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,848°7 ,720 ,718 ,51424
a. Predictors: (Constant), L
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 132,513 1 132,513  501,111{,000°

Residual 51,565 195 ,264

Total 184,078 196

a. Predictors: (Constant), L

b. Dependent Variable: D

Independent-Samples T Test lz>) Jodou ndls 1(8) o3y 3oehs

Independent Samples Test

t-test for Equality of Means

95% Confidence Interval of the

Sig. (2- Mean Std. Error Difference

t df tailed) Difference | Difference Lower Upper
[Equal variances

3,711 195,000 ,52400 ,14122 ,24548 ,80251
assumed
Equal variances not

3,573 120,490(,001 ,52400 ,14664 ,23367 ,81432
assumed
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One-Way ANOVA ¢33 ool Jolows 1(9) o) 3oeke
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ANOVA
D
Sum of Squares df Mean Square F Sig.
Between Groups 2,770 31,923 ,983 ,402
Within Groups 181,308 193],939
Total 184,078 196

s o ) Ly i G BV 281 el oot ) b £(2) 3y I

ol (6 gramnal!
ANOVA
D
Sum of Squares df Mean Square F Sig.
Between Groups 27,747 4 6,937 8,519(,000
Within Groups 156,331 192|,814
Total 184,078 196

BB s o ) Ly i G Y 281 ) ol ) b 2 3) 3y g

ANOVA
D
Sum of Squares df Mean Square F Sig.
Between Groups 14,885 2 7,442 8,534],000
Within Groups 169,193 194],872
Total 184,078 196
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