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Abstract: 

     The aim of this study is to identify the impact of customer relationship management on the quality of service in the 

banking institutions. The study was conducted at the level of the Bank of Agriculture and Rural Development (BADR), 

Adrar agency. In order to realize the objectives of the study, 60 questionnaires were distributed on the sample of the study, 

relying on the results from the SPSS program for analysis of different personal information and questionnaire sections in 

ordertoanswertheproblemofthestudyandthesub-questions. 

    The results of the study showed that the implementation of the concept of customer relationship management in the bank 

has a positive impact on improving the quality of services provided to its customers, with the existence of a strong correlation 

betweencustomerrelationshipmanagementandservicequalitydimensions. 

Keywords: Customer, Customer Relationship Management, Quality of Service. 
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