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Abstract

This study aims to identify the extent to which stakeholders contribute to
customer risk management within banks, considering that the customer is the main
element in banking activity and the focal point upon which various banking
services and operations are based. A good relationship with customers contributes
to achieving the bank’s objectives and improving its performance; however,
customers may sometimes be a source of risks that affect its activity and stability.
To achieve the objectives of the study, the descriptive-analytical approach was
adopted by making use of the literature, previous studies, and theories related to
the subject, while addressing the theoretical and practical aspects of customer risk
management. A field study was also conducted using a questionnaire directed to
bank employees who deal directly with customers, with the aim of identifying the
role of stakeholders in managing these risks within Algerian banks. The collected
data were analyzed using SPSS version 22, and the study reached several findings,
the most important of which are:

— The study showed that the success of banks in managing customer risks is
largely linked to the contribution of stakeholders, especially governance,
employees, and customers, as employees play a key role as the direct link
with customers. Effective governance also contributes to strengthening the
management of these risks and reducing their effects, which helps banks
maintain customer trust and improve their performance and stability.

Keywords : Risk managemant, customer risks, governance, stakeholders .
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)
Pourcentage Pourcentage
Fréquence  Pourcentage valide cumulé
Valide  _s3 19 59,4 59,4 59,4
Sl 13 40,6 40,6 100,0
Total 32 100,0 100,0
and)
Pourcentage Pourcentage
Frégquence  Pourcentage valide cumulé
Valide 30 Ji 6 18,8 18,8 18,8
> 31 40 11 34,4 34,4 53,1
> 41 N 50 13 40,6 40,6 93,8
e 50 sl 2 6,3 6,3 100,0
Total 32 100,0 100,0
Jasal
Pourcentage Pourcentage
Fréguence Pourcentage valide cumulé
Valide ol 5o 3 9,4 9,4 9,4
e 4 12,5 12,5 21,9
Siule 6 18,8 18,8 40,6
(il 12 37,5 37,5 78,1
deua 1 3,1 3,1 81,3
RS 1 3,1 3,1 84,4
sl 5 15,6 15,6 100,0
Total 32 100,0 100,0




5 _add)
Pourcentage Pourcentage
Fréquence Pourcentage valide cumulé
Valide i e 4w 1 31 31 31
e din 5 & i 7 21,9 21,9 25,0
< 6 A 15 A 18 56,3 56,3 81,3
S e 15 s 6 18,8 18,8 100,0
Total 32 100,0 100,0
Akl
Pourcentage Pourcentage
Fréquence Pourcentage valide cumulé
Valide — <b n 2 6,3 6,3 6,3
o) dalas 7 21,9 21,9 28,1
SA 23 71,9 71,9 100,0
Total 32 100,0 100,0
Statistiques
x1 X2 X3 ql
N Valide 32 32 32 32
Manquant 0 0 0 0
Moyenne 4,25 4,25 4,19 4,2292
Ecart type ,762 ,508 ,738 48221
Statistiques
x4 X5 g2
N Valide 32 32 32
Manquant 0 0 0
Moyenne 4,06 3,97 4,0156
Ecart type ,759 ,695 ,64112

Statistiques
X6 X7 x8 X9 q3

N Valide 32 32 32 32 32



Manquant 0 0 0 0 0
Moyenne 3,91 3,22 4,16 3,75 3,7578
Ecart type 734 ,906 ,574 ,842 ,52550
Statistiques
x10 x11 x12 x13 q4
N Valide 32 32 32 32 32
Manquant 0 0 0 0 0
Moyenne 4,34 3,81 3,78 4,00 3,9844
Ecart type ,602 ,965 1,039 , 762 ,65972
Statistiques
x14 x15 x16 x17 q5
N Valide 32 32 32 32 32
Manquant 0 0 0 0 0
Moyenne 4,13 4,25 4,31 3,84 4,1328
Ecart type ,554 ,568 ,693 ,884 ,48769
Statistiques
yl y2 y3 y4 y5 y6 y7 y8 y9 y10
32 32 32 32 32 32 32 32 32 32
0 0 0 0 0 0 0 0 0 0
3,53 3,84 3,66 4,09 4,22 4,28 3,66 4,13 4,56 4,22
,950 , 767 ,902 , 734 ,608 ,634 ,827 ,609 ,564 ,608
Variables introduites/éliminées®
Variables Variables
Modéle introduites éliminées Méthode
1 g5, g4, g3, 92, . Introduire
q1’

a. Variable dépendante : y

b. Toutes les variables demandées ont été introduites.



Récapitulatif des modeles

Erreur standard

Modéle R R-deux R-deux ajusté de l'estimation
1 ,835° ,697 ,639 ,24840
a. Prédicteurs : (Constante), g5, g4, 93, 92, g1
ANOVA?
Somme des
Modele carrés ddl Carré moyen F Sig.
1 Régression 3,692 5 738 11,968 ,000°
de Student 1,604 26 ,062
Total 5,296 31
a. Variable dépendante : y
b. Prédicteurs : (Constante), g5, g4, 93, 92, ql1
Coefficients?®
Coefficients
Coefficients non standardisés standardisés
Modele B Erreur standard Béta t Sig.
1 (Constante) ,585 ,482 1,212 ,237
q2 -,108 ,093 -,167 -1,164 ,255
gl ,282 ,125 ,329 2,248 ,033
g3 ,407 ,113 ,518 3,610 ,001
g4 -,053 ,079 -,084 -,665 ,512
q5 ,328 ,108 ,387 3,044 ,005

a. Variable dépendante : y






