Aadd) Aol phoy ! & pslidl 4y gqazed!
oo Bguallgs Lapinll ae paladl 35,11
sl poles &ylmilly Lolaid¥ pglall uias

%J\.‘.z.ﬁb Lalaidyl ?3.‘.1.” p—««é

: gasall Ly slasll gglelly goqailly Xosmlmza¥l gglell :slamgall
Ryslas gole &5
glasmn]l Fegad :pmamagll

1)) s B S
-
4 ot alial] J S i 2l 1ol 31
6l gual] 2 il iy Al il 304

—ddunty &5 9 -
iy slagll gglell @ pialall dnlas Jool lales iy s

slasall gygus " mmii

A dUadl slu<|
sl gpes 0Ly -

4 4
.

daa ]!

e Bgiallyy Larantl die aalatl 35,01

2020/2019 eaale!! @il







olasty st

Jaell s 3laafl sy oo¥ Jag 32 AL @12 @389 smaad

sl il YU Il aplige ¥l mlng s2nll Jyag asmpsly
W Jlia .=

o4 s lalg @l ageyliag By taall atas @l2 agliafly Jangs @l

2iagll lnd agagiy avggomi @ Jandll Ll 3l Bagd Rad slagagiy ami

@ralall 32all xisll gean @l sloselly 2l Jy3ag gotsl i

spgmllyy bggall mgs
lpally gyl mgy tmbiaa ¥l mgumally sataly @l sagaall gtstm o
alaly @ik Llally Jule gpgpel
23ttt 3l sl sglaalell gialeall (2l a2




Klall @ @ gmdg mgasll g Rilag] 32l
@l s g il
Bsgell lgsall @ ol Lo 3l s gall simamll
"ol glya " el Rpallll
angis @agleiy @iepsil laaly gra @ull glagfl gl
"olhasllingt " 33l @l sl 02y @ils Il sugagll g

Asad g Al JILlg s J2 diMlalyy

QL Ly A el




: :\.ubd.“ udla

oasl) el sl oY e Laliall 3 A cleaddl g 3 ol ) duhall s o

bl due e A5V Clasbeal) pead g 5S Glitil manay o —Ake S5 — (gl el
zalin aladinly Gyl sy lelass clilull aea (o) <ld e a5 B3k 5O e 438l
Gl Aglany) ) (e el aladiul 23 2 ¢ SPSS delaayl ashell JSlasy) dakall

caaxially Javall lasi¥l s Lie dudyall o328 Calaal

Lyl i) e axe ) Auhall ciliags ¢lgilayis bl bl Jidail) Ades ela) aay

el 335 Aeadll Gliialse) daaise A Gleaddl kil dglas) ANS 23 ST asg

die —Alue WSy — gyhall il Gzl el sl oY o Laliall 8 (Leadiall Ll i<l
(o <0.05 ) Y g5

b Ahal) Cuagl adg

S L A daaal) ey alaaV) —dle S gyilhall el (gl oy o e
Ll sla) Ll A4S BlA sasall (e

sieayl aladiud 5ol sl —Alwe A — gyibal)l el (@l oly ooy e
Bpa ledd waiy aull ol gy <Y il V) cllpall Jie 2aall Gl i<l
O eV 8ol (B Lty Slale Jid Lg3 oS o8y ghaia Lin gl 35 aladiinly

el (m ) oy e Gy Cua il LS00 laddll (e d50me dany oGSV aac @
Aol @ha e saldially s Glead IS Alead el —dle AlS; — (5Hihall
il

23l agdll el il oY cdSull Gileadld) 3o cdSull Gileadl) X :4.\;““ Ldal) clalsl)
T o= UR 9 A Sl X
.—uéx. :\JSJ— Lﬁ)ﬁb}j\



Abstract:

This study aimed to demonstrate the impact of developing banking services on
maintaining customer loyalty in the Algerian Popular Loan Bank — Mila Agency
— and to achieve this study, the student designed an electronic questionnaire to
collect primary information from the study sample consisting of 50 individuals,
and in light of this data were collected, analyzed and hypotheses tested. Using

the SPSS statistical package.

Many statistical methods have been used to achieve the objectives of this
study, including simple and multiple regression analysis.

After conducting the analysis process for the study data and its hypotheses,
the study reached a number of results, the most prominent of which is the
existence of a statistically significant impact on the development of banking
services combined (service specifications, service quality, technology used) in
maintaining customer loyalty in the Algerian Popular Loan Bank — Mila Agency
— at a significant level ( o <0.05).

The study recommended:

» The Algerian Popular Loan Bank — Mila Agency — should pay attention to
developing the banking service because of its impact on improving quality and

creating customer confidence towards the bank.



The Algerian Popular Loan Bank — Mila Agency — must expand and increase
the use of modern technological devices such as ATMSs, electronic cards,
points of sale, and provide modern services using advanced technology, as
they represent a major factor in increasing customer loyalty.

* Not being satisfied with a limited number of traditional banking services, as
the Algerian Popular Loan Bank— Mila Agency — must diversify its services,
innovate new services, and benefit from the expertise of competitive banks.
Key words: development of banking services, quality of banking services,

customer loyalty, Bank Popular Algerian — Mila Agency -.
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(bany) Jalail) il : 03 8, salal

Ll e 28 Agalls 4818 sasdll Lailadl)

HET= NIk |
Qwiald)
Cumulative
Frequency Percent Valid Percent Percent
Valid 83 28 56,0 56,0 56,0
Pt 22 44,0 44,0 100,0
Total 50 100,0 100,0
1l -2
ezl
Cumulative
Frequency Percent Valid Percent Percent
Valid 30 Jilé 4w 22 44,0 44,0 44,0
4w 35 SN 31 e 16 32,0 32,0 76,0
440 N 36 o« 5 10,0 10,0 86,0
35 40 e S 7 14,0 14,0 100,0
Total 50 100,0 100,0
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a5 giasal)
Cumulative
Frequency Percent Valid Percent Percent
Valid — Jils st 8 16,0 16,0 16,0
ERIES 29 58,0 58,0 74,0
o553 ¢ ysinala) Lle il 52) 13 26,0 26,0 100,0
Total 50 100,0 100,0
tli) aa Jaladl) 300 —4
i) ga Jaladll 304
Cumulative
Frequency Percent Valid Percent Percent
Valid =~ 4 ge 15 30,0 30,0 30,0
Gl 53 S A e 13 26,0 26,0 56,0
Gl s 6 A 4 e 12 24,0 24,0 80,0
O g B (ga S 10 20,0 20,0 100,0
Total 50 100,0 100,0
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G Jaal
Cumulative
Frequency Percent Valid Percent Percent

Valid 18000 Jili 72 8 16,0 16,0 16,0

18001 - 30000 ¢z 12 24,0 24,0 40,0

30001- 50000¢z- 21 42,0 42,0 82,0

50001 sl z» 9 18,0 18,0 100,0

Total 50 100,0 100,0

Reliability Statistics
Cronbach's

Alpha N of Items

,878 5

Reliability Statistics
Cronbach's

Alpha N of Items

,854 6
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Reliability Statistics
Cronbach's

Alpha N of Items

,860 6

Reliability Statistics
Cronbach's

Alpha N of Items

,926 14

Reliability Statistics

Cronbach's

Alpha N of Items

,958 32
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One-Sample Statistics

N Mean Std. Deviation = Std. Error Mean
4za Jala (oAl i) Sladd alats 50 4,2600 ,82833 , 11714
33 gall Axdi po Cléial ga
Clalgial a2 sadeie Ciledd Slidl o33y 50 4,1600 ,91160 , 12892
oz
5 Adrany dadi ) cilerd cliial 50 50 4,0400 , 75485 , 10675
il Sladd aa 45 )8ally 3508 5 e
s AY
sl Jhata 7 5l aaiy eliil) o 68 50 4,1000 ,83910 , 11867
saaall adladd Jea
b Cilial) saseie ek Sl axiy 50 4,0000 ,90351 , 12778

Llaal) YIS g Ll (pe 3das (o
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One-Sample Test

Test Value =0

95% Confidence Interval of

the Difference

Mean

t Df Sig. (2-tailed) Difference Lower Upper
Jalai (3] eli) iladd atads 36,366 49 ,000 4,26000 4,0246 4,4954
33 gall 42l jo laial gay 4za
pe D Baxie Cladd Gl oy 32,268 49 ,000 4,16000 3,9009 4,4191
O Slalgal
g i) Clead Cliial 5 37,845 49 ,000 4,04000 3,8255 4,2545
o ARl 5 S 8 yed 5 Ay
oAV il claad
dhaia 7l apaiy il o 8y 34,551 49 ,000 4,10000 3,8615 4,3385
syaall ales Jn 903l
Cilial) saie cilead elid) L0y 31,305 49 ,000 4,00000 3,7432 4,2568

A 5 Lol (e Adais g B
Al
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One-Sample Statistics

N Mean Std. Deviation = Std. Error Mean
Giladd Lgy alaii Al da al) 33 gal) 50 4,1400 , 72871 , 10306
e\di:\a.u\ :\.\an )\)Sﬁ u}a)ﬂ JA;J sﬂ.'gj\
Giladdl) sda
ot o Gl Lelasy Al Axend) 50 4,1200 ,68928 ,09748
4iledA BJ).;J T
A8lS ane Jala (oAl) il cladd 5 50 3,8200 ,96235 , 13610
cilexd (e ST il 5 ilalal
Crmdliall
oSay il Glaad e il 30l ) 50 4,0800 ,96553 , 13655
228 gy qiali il 53 gal) (5 siase
Slaadll
O Bpaie dead aaaii e clidl a ay 50 4,0000 ,90351 , 12778
1Y) 5l
el 35S g yay il il e aialy 50 3,7000 1,03510 , 14639
s3a) Laadll
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DS g0 iad el cilasa
Cilaadll 538 alasinl dlec

e o i) Lelany 3 dnand)

et 835l =y poaa

4za Jalat g0 i) lead S
G S il 5 5 bilalial S

Oadliall cileaa

il cleas e callall 20l )

s e (1 83 sl (5 sunn (suny
Cleadl) oda
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One-Sample Test

Test Value =0

40,173

42,266

28,068

29,880

31,305

25,276

Df

49

49

49

49

49

49

Sig. (2-tailed)

126

,000

,000

,000

,000

,000

,000

Mean

Difference

4,14000

4,12000

3,82000

4,08000

4,00000

3,70000

95% Confidence Interval of

the Difference

Lower Upper
3,9329 4,3471
3,9241 4,3159
3,5465 4,0935
3,8056 4,3544
3,7432 4,2568
3,4058 3,9942
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One-Sample Statistics

N Mean Std. Deviation = Std. Error Mean
Q12 50 4,0200 , 74203 ,10494
Q13 50 3,9400 ,81841 , 11574
Q14 50 4,0200 , 71400 , 10097
Q15 50 4,0000 ,83299 , 11780
Q16 50 4,0200 ,93656 ,13245
Q17 50 4,5400 , 70595 ,09984

One-Sample Test
Test Value =0

95% Confidence Interval of

the Difference

Mean
t Df Sig. (2-tailed) Difference Lower Upper
Q12 39,812 49 ,000 4,02000 3,8171 4,2229
Q13 33,955 49 ,000 4,00000 3,7633 4,2367
Q14 30,351 49 ,000 4,02000 3,7538 4,2862
Q15 45,474 49 ,000 4,54000 4,3394 4,7406
Q16 32,011 49 ,000 4,22000 3,9551 4,4849
Q17 64,305 49 ,000 4,56000 4,4175 4,7025

127



Groasl) £¥9 sl thad (g laall Gl  bual) Jaugiall —4

One-Sample Statistics

N Mean Std. Deviation = Std. Error Mean
Q18 50 4,2200 ,93219 ,13183
Q19 50 4,5600 ,50143 ,07091
Q20 50 4,4400 ,61146 ,08647
Q21 50 4,1600 , 71027 , 10045
Q22 50 4,0600 , 79308 , 11216
Q23 50 4,0000 ,85714 ,12122
Q24 50 3,7600 ,91607 , 12955
Q25 50 3,9400 ,93481 ,13220
Q26 50 3,3600 1,25779 , 17788
Q27 50 3,5800 1,10823 ,15673
Q28 50 4,0800 ,66517 ,09407
Q29 50 3,9800 ,74203 ,10494
Q30 50 4,1600 ,58414 ,08261
Q31 50 3,4800 1,11098 ,15712
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Q18

Q19

Q20

Q21

Q22

Q23

Q24

Q25

Q26

Q27

Q28

Q29

Q30

Q31

32,011

64,305

51,346

41,414

36,199

32,998

29,023

29,803

18,889

22,842

43,372

37,927

50,357

22,149

One-Sample Test

Df

49

49

49

49

49

49

49

49

49

49

49

49

49

49

Test Value =0

Sig. (2-tailed)

,000

,000

,000

,000

,000

,000

,000

,000

,000

,000

,000

,000

,000

,000

Mean

Difference

4,22000

4,56000

4,44000

4,16000

4,06000

4,00000

3,76000

3,94000

3,36000

3,58000

4,08000

3,98000

4,16000

3,48000

95% Confidence Interval of

the Difference

Lower Upper
3,9551 4,4849
4,4175 4,7025
4,2662 4,6138
3,9581 4,3619
3,8346 4,2854
3,7564 4,2436
3,4997 4,0203
3,6743 4,2057
3,0025 3,7175
3,2650 3,8950
3,8910 4,2690
3,7691 4,1909
3,9940 4,3260
3,1643 3,7957
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Qs e¥s Ao Blial) B A cilasdd) pght 8l clibal) s gl

Csls¥y o Blial b Lesdl) cilialga il dai) Jasiy) Julas milis —1

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

1 , 7662 ,587 ,579 5,60370

a. Predictors: (Constant), il se deall

b. Dependent Variable: Y5 o3

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 2145,313 1 2145,313 68,319 ,000P
Residual 1507,267 48 31,401
Total 3652,580 49

a. Dependent Variable: ¥ s

b. Predictors: (Constant), <lial se 4eaal)

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 16,718 4,792 3,489 ,001
Clial ge dexal) 1,900 ,230 ,766 8,266 ,000

a. Dependent Variable: «¥5 53

oalleNy o Blial 5 Ladll 5aga Al Sl jlasiy) Jdas il —2

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

1 ,8252 ,680 ,673 4,93610

a. Predictors: (Constant), 325 daaal)

b. Dependent Variable: Y5 o3
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ANOVA?

Model Sum of Squares df Mean Square F Sig.

1 Regression 2483,056 1 2483,056 101,910 ,000P
Residual 1169,524 48 24,365
Total 3652,580 49

a. Dependent Variable: Y5 s

b. Predictors: (Constant), 5 s> 4sall

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 13,953 4,202 3,321 ,002
335a deaal) 1,753 174 825 10,095 ,000

a. Dependent Variable: ¥ s 3!

OeilleYs Ao Blial) B Leadial) LagleiCil) LAl Javuedl) Jandy) Julas pilii-3

4-
Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,8222 ,676 ,669 4,96671

a. Predictors: (Constant), L sl 5iSill dexdioall

b. Dependent Variable: ¥ ¢3!

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 2468,505 1 2468,505 100,068 ,000P
Residual 1184,075 48 24,668
Total 3652,580 49

a. Dependent Variable: ¢¥5 o3
b. Predictors: (Constant), L 5l siSill dexiiial)
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Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 8,192 4,809 1,703 ,095
L 5l 55l Aaadiiad) 1,939 ,194 ,822 10,003 ,000

a. Dependent Variable: «¥5 53

Geil) ¥y Ao Blial) b A cilasdl) gt Al swatall Jaaty) ol gl -4

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

1 ,8912 , 794 ,781 4,04234

a. Predictors: (Constant), L 5 58l daadtiall) Cildial go Aaxdll) 322 daadll

b. Dependent Variable: ¥ ¢ sl

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 2900,916 3 966,972 59,176 ,000P
Residual 751,664 46 16,341
Total 3652,580 49

a. Dependent Variable: ¥ o5
b. Predictors: (Constant), L 5l sl daxitiiall) cldial go Zaddll) 53 ga dandl)

Coefficients®
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2,985 4,068 , 7134 467
Clial ga dexall ,524 ,275 211 1,905 ,063
53 52 daal) 724 ,261 ,341 2,770 ,008
L ol Sl Aeasivuall 1,008 ,241 427 4,187 ,000

a. Dependent Variable: +¥5 53
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