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Abstract

The study aimed to shed light on the quality of banking service and its impact on achieving
customer loyalty (a case study of the Crédit Populaire d'Algérie - CPA). Using the descriptive
analytical approach, the study reached the following main results:

e The results showed that the study data follow a normal distribution.

« There is a high level of reliability and consistency in the study tool, as the total Cronbach's
alpha coefficient for the questionnaire reached 0.97, which indicates high accuracy of the
results.

e The study showed that most of the sample members are from the university category (48%)
with significant professional experience (more than ten years for 52% of the sample), which
gives greater credibility to the answers.

The study recommends:
e The necessity to continue developing digital services.

e Motivating bank employees and raising their professional competence through training and
acquiring experience.

« Developing banking methods to keep pace with technological developments.

Keywords: Banking service quality, Customer loyalty, Crédit Populaire d'Algérie (CPA),
Statistical analysis (SPSS).
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