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Resume

Danslecontexte des changements rapides qui ont [ieudans (e
domaine de (a banque, allie a une concurrence intense
rencontreeparlesbanquesoulesinstitutionsnonbancairesse
concentrent pour gagner (a satisfaction du client, et par (a
construction des relations fortes et comtinues avec ses
clienteles.

De ce point ¢ cette etude s’est preter (e but didentifier (a

commercialisation desservicesbancaireset delewr impact sur

(a satisfaction de (a clientele, et datteindre (es objectifs de

(‘etude, 280 questionnaires ont ete distribue, et pour tester (es

fypotheses de (etude on a utilise un ensemble de methodes




statistiqueset (‘etude a reveleune serie de resultats,ycompris:

Iy aune forte correlation entre (a qualite des services et (a
refation de (a satisfaction du client.
Lepoint de depart pour se rendre ala qualite des serviceset (a
satisfaction du client Neil commence a se concentrer sur
(ameliorationdesprocessusinternesdanstouteslessectionsde
(a banque, afin dassurer (a prestation de services de haute
qualite a ses clients.
Il n'a pasune demande reelle pour [a commercialisation des
services bancaires.
Mots cles: marketing bancaire, qualite de service, (a

satisfactionduclient.

Abstract

Inthecontextoftherapidchangestakingplaceinthebanking
arena, coupledwithintense competition faced by the banksor
non-banking institutions focus on customer satisfaction has
become towin, andbybuildinga strong ongoingrelationships
with him.
Fromthispoint of thisstudyitwastoidentifythemarketingof

banking services and their impact on customer satisfaction,




and achieve the objectives of the study were distributed 280

questionnairesandtotestthehypothesesofthestudywastheuse

of a set of statistical methods and the study found a range of

results,including:
Thereisastrongcorrelationbetweenthequalityofservicesand
customer satisfaction relationship.
Thestartingpointtoget tothe qualityofservicesandcustomer
satisfaction Neil begins to focus on improving internal
processesinallsectionsofthebankinordertoensuredeliveryof
highqualityservicestocustomers.

It does not have an actual application for the marketing of
banking services.
Key words: banking marketing, service quality, customer

satisfaction.
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Statistiques de fiabilité

Alpha de

Cronbach

Nombre

d'éléments

Statistiques de fiabilité

Alpha de
Cronbach

Nombre

d'éléments

914 12 941 13

Indice KMO et test de Bartlett

Mesure de précision de I'échantillonnage de Kaiser-Meyer- | ,909

Olkin.

Khi-deux approximé | 2148,790
ddl | 66

,000

Test de sphéricité de Bartlett

Signification de Bartlett

Indice KMO et test de Bartlett

Mesure de précision de I'échantillonnage de Kaiser-Meyer- | ,957
Olkin.

Test de sphéricité de Bartlett 3045,970

Khi-deux approximé

ddl | 78

Signification de Bartlett | ,000

Statistiques de fiabilité

Alpha de Cronbach  Partie 1 Valeur

Nombre d'éléments

Partie 2 Valeur

Nombre d'éléments

Nombre total d'éléments
Corrélation entre les sous-échelles
Coefficient

de Spearman- Longueur égale

Brown Longueur inégale

Coefficient de Guttman split-half




Statistiques de fiabilité

Alpha de

Cronbach

Nombre

d'éléments

Statistiques de fiabilité

,914

12

Alpha de

Cronbach

Nombre

d'éléments

,941

13
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Matrice de corrélation

1 adysbadl | 2685 el | 3885 ladl | 4a8,5,50adl | Sa8,8 Ll | Gaiysadl | 74,5 ladl | 8ad s lall | iy lall | 10,5 kadl | 11 8,5 kel | 12 48,3 La))
I BE B 1,000 ,709 311 ,306 ,253 ,280 ,259 ,149 ,243 ,308 ,230 ,285
2 6855 k) ,709 1,000 ,280 ,287 ,233 ,280 ,180 144 ,268 ,250 ,088 ,193
3 A,y n kel ,311 ,280 1,000 ,400 ,387 ,390 ,388 ,291 418 ,407 ,347 ,350
4 68,3 )l ,306 ,287 ,400 1,000 ,708 ,794 ,746 ,588 ,631 ,644 577 ,665
5 @b,y 5kl ,253 ,233 ,387 ,708 1,000 ,664 ,598 ,537 ,658 ,598 444 ,555
6 @b, 5kl ,280 ,280 ,390 ,794 ,664 1,000 ,808 ,632 ,641 ,598 ,520 ,653
Corrélation
7 b5kl ,259 ,180 ,388 ,746 ,598 ,808 1,000 ,623 ,598 ,642 ,633 ,626
8 b,y 5kl ,149 144 ,291 ,588 ,537 ,632 ,623 1,000 ,562 ,595 ,545 ,578
9 ab,y 5kl ,243 ,268 418 ,631 ,658 ,641 ,598 ,562 1,000 ,629 ,397 ,545
10 &8, 3kl ,308 ,250 ,407 ,644 ,598 ,598 ,642 ,595 ,629 1,000 ,609 ,591
11 8,3kl ,230 ,088 ,347 577 444 ,520 ,633 ,545 ,397 ,609 1,000 ,550
12 83 ksl ,285 ,193 ,350 ,665 ,555 ,653 ,626 ,578 ,545 ,591 ,550 1,000
1 a8, 5kl ,000 ,000 ,000 ,000 ,000 ,000 ,006 ,000 ,000 ,000 ,000
2 a8, 5kl ,000 ,000 ,000 ,000 ,000 ,001 ,008 ,000 ,000 ,072 ,001
3688kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
4 a8, 5kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
5688k ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
6 a5kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
Signification (unilatérale)

7 88kl ,000 ,001 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
8 a5 kel ,006 ,008 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
9 a5kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
10 a8, 5kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
11 685kl ,000 ,072 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
12 a8 )5kl ,000 ,001 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000

Légende du tableau




Matrice de corrélation

ESEBESN BE BTSN B SEBESN B PESESUN B SESESU - FESEN B BE-SESI B- SRS i BESEN B SRS RS B SRS TSN - BES T B SRR
13 14 15 16 17 18 19 20 21 22 23 24 25
13 a8, 5 kel 1,000 , 754 ,664 414 ,660 ,689 ,673 ,634 , 725 ,665 677 742 , 732
14 &3 Ll , 754 1,000 127 478 ,659 ,702 677 ,591 ,658 ,656 ,608 ,667 , 707
15 a8,y 5 kel ,664 127 1,000 574 ,657 ,672 ,678 ,627 ,650 ,627 ,598 ,653 ,633
16 &3 Ll 414 478 ,574 1,000 ,373 ,369 ,340 ,376 ,384 ,372 ,463 ,404 337
17 85kl ,660 ,659 ,657 ,373 1,000 ,689 ,749 ,565 ,688 ,599 ,519 ,648 ,675
18 a8, 5kl ,689 ,702 ,672 ,369 ,689 1,000 , 7124 ,650 ,670 ,657 ,566 ,656 , 767
Corrélation 19 @8, 5 ki ,673 677 ,678 ,340 , 749 724 1,000 579 ,662 ,643 ,573 ,682 ,720
20 @85kl ,634 ,591 ,627 ,376 ,565 ,650 ,579 1,000 ,659 ,580 ,588 ,580 ,701
21 @B, 5 kel , 725 ,658 ,650 ,384 ,688 ,670 ,662 ,659 1,000 ,748 ,657 , 750 ,701
22 @855kl ,665 ,656 ,627 ,372 ,599 ,657 ,643 ,580 ,748 1,000 ,646 ,665 ,685
23 a5kl 677 ,608 ,598 ,463 ,519 ,566 ,573 ,588 ,657 ,646 1,000 ,673 ,598
24 &8, 5 )kl ,742 ,667 ,653 ,404 ,648 ,656 ,682 ,580 ,750 ,665 ,673 1,000 , 705
25 A3 )kl ,732 ,707 ,633 337 ,675 , 767 ,720 ,701 ,701 ,685 ,598 ,705 1,000
13 a8, 3kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
14 a8, 3 bl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
15 a8, 3 bl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
16 a8, 3kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
17 @8, 3kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
18 a8, 3kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
Signification (unilatérale) 19 a8, 5 bl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
20 A3kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
21 a5kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
22 A5kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
23 A5kl ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
24 A 53 )l ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
25 A3 kel ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000

a. Note de bas de page




