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Summary:

This study aims to know the directions of staff in the banks about the impact of
strategic planning in achieving customer satisfaction and the extent of the
application of strategic planning in the Algerian commercial banks Ghardaia,
where conducted the field study, and in order to obtain information necessary
for the completion of the study data we used the survey tools which is
questionnaire consisting of 30 paragraph, where the total sample size (61)
single, was the analysis using several methods and tools statistically, namely: (a
program SPSS 19 and the program Excel), and test (Cronbach's alpha) to see the
paragraphs of the questionnaire were held constant, and the coefficient of
correlation Pearson (Person's R) and Ingmar linear ( Linear Regression
Analysis) to measure the strength of the correlation and the relationship between
two variables, one-way analysis of variance test (Ona Way Anova) to show
differences, and Kolmejrov- Smirnov test (Kolomogorov -Smoirnov) to see if
the nature of the data distribution normal distribution.

Keywords: strategic planning, strategic vision, strategic communication,
customer satisfaction, customer loyalty, customer retention.
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.V19/SPSS Tl o dor Priual! dilay) (..,53\ :(03)('3) okl
Cronbach's Alpha ey <laly duall ded—1

Reliability Statistics

Cronbach's | N of
Alpha ltems
,889 30

Kolomogorov-Smoirnov ¢ s —g ol 68 Jlariwly Cadd! dad—2

One-Sample Kolmogorov-
Smirnov Test

Sy sl
N 61
Normal Mean 4,0475
Parametersa,b Std. ,46529
Deviation

Most Absolute |,174
Extreme Positive |[,077
Differences  Negative |-,174
Kolmogorov-Smirnov Z | 1,357
Asymp. Sig. (2-tailed) , 50

) Y laosed) ol dylaedl B puYlg dyluad! Sl gzall—3

=

EEP TR

Bt s | 1y g
MA:AJPA‘:Z{ Lealaialy | st (M) anni Caulia Zo U aaaa il 4y
e clalgaly | gl ealidde | T O e
e e haa
Sy
N Valid 61 61 61 61
Missing | O 0 0 0

Mean 4,20 4,59 4,21 3,62

Std. ,654 2,610 ,635 ,952

Deviation
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61 61 61 61 61 61 61

0 0 0 0 0 0 0
3,79 3,92 3,89 3,85 3,67 4,05 4,23
1,035 ,954 ,915 872 ,944 ,762 , 739

ng\.":j‘ )}?:-o.u 9 Jfﬂ\ )}’LA-U Ttest)\.&’?l -5

One-Sample Statistics

Std. Std. Error
N Mean Deviation | Mean
Ja¥l 1|61 40697 |,51540 ;06599

One-Sample Test
Test Value = 3

95% Confidence
Interval of the

Sig. 2- |Mean Difterence

t df tailed) Difterence | Lower | Upper
oW s21116,210 |60 ,000 1,06967 |,9377 1,2017

One-Sample Statistics

Std. Std. Error
N Mean |Deviation | Mean
ol 1| 61 4,0222 | ,52498 ,06722
One-Sample Test
Test Value = 3
95% Confidence

Interval of the
Sig. 2- |Mean Difterence

t df tailed) Difference | Lower | Upper
a1 15,208 |60 ,000 1,02225 | ,8878 1,1567
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:(Person’s R)Ogw m byl Jolasylas| mils —6

Correlations
oV st | sl e
4521 Pearson 1 ,601
Js¥1 Correlation
Sig. (2- ,000
tailed,
N 61 61
Correlations
Sl el L3
421 Pearson 1 ,325
o Correlation
Sig. (2- ,011
tailed)
N 61 61
Correlations
RIS T
42 Pearson 1 ,587
g Correlation
Sig. (2- ,000
tailed)
N 61 61
Correlations
Wl sl [ Slay)
451 Pearson 1 ,585
o Correlation
Sig. 2- ,000
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tailed,
N 61 61
Correlations
Ul s el

4521 Pearson 1 ,323
au Correlation

Sig. (2- ,011

tailed)

N 61 61

(Linear Regression Anaylsis) L.l sl jlouy! jle| mils =7

Model Summary

H1

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 ,325 ,106 ,091 ,50063
ANOVAb
Sum of Mean
Model Squares Df Square F Sig.
1 Regression | 1,749 1 1,749 6,977 ,011
Residual 14,787 59 ,251
Total 16,536 60
Model Summary
Adjusted R Std. Error of
Model R R Square Square the Estimate
1 ,587 ,345 ,333 ,42862
ANOVAb
Sum of Mean
Model Squares Df Square F Sig.
1 Regression | 5,697 1 5,697 31,009 ,000
Residual 10,839 59 ,184
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Total | 16,536 ‘ 60

Model Summary
Adjusted R Std. Error of
Model R R Square Square the Estimate
1 ,585 ,342 ,331 ,42936
ANOVAb
Sum of Mean

Model Squares Df Square F Sig.
1 Regression | 5,659 1 5,659 30,699 ,000

Residual 10,877 59 ,184

Total 16,536 60
Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 ,323 ,105 ,089 ,50095
ANOVAb
Sum of Mean

Model Squares Df Square F Sig.
1 Regression 1,730 1 1,730 6,894 ,011

Residual 14,806 59 ,251

Total 16,536 60

ANOVA a 1 facteur

H3

H4

(Ona Way Anova) ¢si-31 bl Jou jler| mils —8

s
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Somme des Ddl Moyenne des F Signification
carrés carrés
Inter-groupes 1,268 2 ,634 2,507 , 090
Jds¥,all Intra-groupes 14,670 58 ,253
Total 15,938 60
Inter-groupes ,969 2 ,485 1,457 241
U, =l Intra-groupes | 19,293 58 ,333
Total 20,262 60
o) (6 granad) —
ANOVA a 1 facteur
Somme des Ddl Moyenne des F Signification
carrés carrés
Inter-groupes ,066 2 ,033 121 ,886
ds¥ls=all Intra-groupes 15,872 58 274
Total 15,938 60
Inter-groupes ,539 2 ,269 792 ,458
S8l yssdl Intra-groupes 19,723 58 ,340
Total 20,262 60
sn’.;a 53\ M |—
ANOVA a 1 facteur
Somme des Ddl Moyenne des F Signification
carrés carrés
ds¥,dl Inter-groupes 2,198 3 ,733 3,039 ,036




106

Intra-groupes 13,741 57 ,241
Total 15,938 60
Inter-groupes 2,748 3 ,916 2,981 ,039
Sl sl Intra-groupes 17,514 57 ,307
Total 20,262 60
daddl) &) ghas -
ANOVA a 1 facteur
Somme des Ddl Moyenne des F Signification
carrés carrés
Inter-groupes ,922 3 ,307 1,167 ,330
ds¥,sdl Intra-groupes 15,016 57 ,263
Total 15,938 60
Inter-groupes 467 3 ,156 ,448 , 719
S Intra-groupes | 19,795 57 ,347
Total 20,262 60




