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Abstract

This study examined the role of artificial intelligence in customer relationship
management (CRM) in foreign banks in Algeria. The aim was to assess the contribution of
Al in these banks to managing and developing customer relationships through its
integration into marketing strategies.

The study focused on three foreign banks in Algeria: ASBA Algeria, Natixis Algérie,
and PNB Paribas Algérie. A case study approach was used, and 210 questionnaires were
distributed to employees of these banks, with 157 usable responses analyzed using IBM
SPSS Statistics 27 and AMOS 26 for confirmatory factor analysis.

The study found that the foreign banks in Algeria heavily rely on artificial intelligence
and show strong indicators of adopting CRM strategies. There was a significant positive
relationship between Al and CRM, particularly in the use of expert systems. Variations
were observed among the banks in Al implementation, with Natixis Algérie and PNB
Paribas Algerie sharing similar CRM strategies, differing from ASBA Algeria.
Keywords: Artificial Intelligence (Al), Expert Systems, Big Data Analytics, Dynamic
Pricing, Intelligent Agent, Customer Relationship Management (CRM).
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