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1990
CPA/cash CPA/visa
3373 1999 28
.2009 5289
351  Visa-Master card.

3712 2006 3865

2007 12 2006

€.Banking 2008

(2010-2006)

2009 Call Center

] |
1
CPA/cash
CPA/visa 2005
1202 CIB
.2009
2007
%4 2007
2007
39.7
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.2009

CRM

Chargés de Clientele

25303  ANSEJ,CNAC,ANGEM
PROLIB

-

=
-~

-

-0

Al

PROMED
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-

-0

: Bourguignon.A, Performance Et Controle De Gestion, Encyclopédie De Comptabilité, Contréle De
Gestion Et Audit, sous la direction de Bernard Colasse, ED economica, Janvier 2000,P 932.
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. Compte Courant bancaire

.Compte Cheque

Dépots a Terme
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: CIB 3
piste :CPA/cash —
CPA/CIB —
. gold

:CPA/Visa

Visa international
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Visa international

1(2-6)

2009 | 2008| 2007| 2006| 2005

133082 | 127410 | 82357 | 48106 | 14007 | CPA/CIB

5289 5069 | 3518 2268| 1637 | CPA/Visa

CPA/CIB
.2009 133082 2005 14007
2009 5289 2005 1637 CPA/VISA

4

-Promed *

L)

Professions Médicales Promed

( ) Medium

Promed (2006-1995)
Medium 2006

Medium

Promed
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Prolib

Professions Libérales

prolib

GAB DAB

3 DAB : Distributeur Automatique De Billets
* GAB : Guichet Automatique De Billets

prolib

4

D)

L)
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.Systeme De Transmission

2

TPE
DAB 1(3-6)
2009 {2008} 2007 | 2006
95/ 97| 72| 26| DAB (Cib)
231 23 4 /| DAB (Visa)
95 2009 71 2008 2006
Visa 175
2009 2009 2008
TPE (4-6)
2009|2008 | 2007 | 2006
120211054 456| 220| TPE (Cib)
351 348| 287| 234 | TPE (Visa)
Cib TPE
Visa 982 2009 1202 2006 220
117 2009 351 2006 @ 234
le phoning le mailing

' Logiciels D’exploitation En Réseau
> TPE : Terminal De Paiement Electronique
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Call center E.Banking
E-Banking X
2008 E-Banking
Personnalisation Proximité
717 24/ 24 —
Call Center X
teleconseillers
"location de position staffé" Call Center

Call Center
.021641515 16:30 08:30

Compensation électronique X

2006
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Cib

RMI
.TPE

1 . L .
Convention Monétaire Interbancaire
2 .
Document interne de la banque
3 Réseau Monétaire Interbancaire

GAB DAB

Al

coMI'
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Cib
Cib/Classique X
[ 400 —
200
100
« mise en opposition » —
i ) 75
100 ( ) —
Cib/Gold o
/700 —
250 —
100
« Mise en opposition » —
i ) 100
100 ( ) —
Cib
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2.31 1.46
(puce) —
2.31 2.13
GAB/DAB -
10 —
10 -
=
BAB —
20
25 : DAB —
:Cib
Cib :(5-6)
/400 / Cib/
/[ 200 classique
/100
[ 75
/100 )
/700 / Cib/ Gold
/250
/100
/100
/100
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-111
.Sponsoring phoning mailing
1
°
.Les Brochures °
. CPA Actualités
°
°
°

E-banking
2008 17
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. PLV

Le phoning

i )

Le Mailing :

*PLV : promotion sur le lieu de vente.
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Sponsoring
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15

03

136

DAB

DAB

4

L)

GAB

. DAB

L)

L)

TPE

RMI
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24/24

4

D)
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36 11 1995

49 2005
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[ I

I I
B

62 2005

H

1990
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.65

.OMC

-I1

81 1992
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1301 2008

244

2008

%92  %90.8
.2008-2006
:(7-6)

2008 | 2007 2006
%0.99 | %0.87 %0.75 -
%247 %2.61 %2.97 * _
%40.07 | %33.39 %25.11 o _
%327 %3.21 %2.31 _
%7.73 | %7.01 %5.69 _
%42.31 | %45.83 %40.54 _

.2008
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2

%7.01

%45.83

008

2006

2007

2006

2007 2006

%2.47 % 2.61 2008 2007
% 5.69
2008 % 7.73 2007
2008
%33.39 2006  %25.11
.2008 %40.07
%40.54
%4231 2008 2007

2008

2004 01/04
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2
FMI
1
" 2004
2
2006
%51
Rothschild France
PARIBAS
Santander (.. ) Citibank

3, 128

" Liberté « quotidien indépendant, du 24 mai 2004
* El watan, quotidien indépendant, du 06 décembre 2004.
* Op.cit
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2007
7.9
487.86
293

2008 % 90.8
1057 ) 2008 1301

( OBG) Oxford Business Group

( )

2007 BNA BDL

! L’expression, quotidien indépendant, 26 décembre 2007

2006

4

2006

L’expression,

2.(

2007

% 92.2

-111

2008
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Medium -1

.Prolib 2006 Promed

TPE ;DAB ;GAB :

e.banking Call- Center

-2
2009 (8-6)

439 27.9 19087 ANSEJ

5730 3799 3114 CNAC

1034 715 3102 ANGEM

2009
12722
1990 -3

SATIM
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1990

1999/09/13
1993/05/23 10/93

ua ua 2001 ¢ _pas c:&.}‘)i\&my\ darala

1

.206¢205
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80

60
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%

32 19 30 20
38 23 40 31
20 12 50 41
10 06 51
% 38 40 - 31
% 10 50 % 32 30 -20
2009 19087

%

08 05

15 09

60 36

17 10

% 60

%17
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%
33 20
13 08
13 08
10 06
10 06
12 07
05 03
04 02
%33
%13
% 5 %12
%4
-3
%
30 18
47 28
23 14
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%47
%30
% 23
/ -4
%
27 16
67 40
06 04
/ %67
% 6 % 27
/
... promed prolib
-5
%
88 953
12 07
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% 88

%12
-6
%
25 15
45 27
15 09
15 09
%45
% 25
% 15
/ -7
%
42 25
30 18
20 12
08 05

%42
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% 20 %30
%38
-8
%
68 41
32 19
%68
% 32
-9
%
28 17
72 43
%72
SATIM

% 28
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-10

%25

%
05 03
12 07
17 10
25 15
41 25
% 41

%17
/ %12
/ %05
111 -11

%
77 46
23 14

%77
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%23

/ 112 -12
%
33 20
67 40
%67
%33
13 -13
%
33 20
25 15
17 10
25 15
% 33
%25 %25
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%17

14 14
%
15 09
85 51
% 15
.% 85
15 -15
%
100 09

% 100
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16 -16
%
15 09
85 51
% 85
% 15
17 -17
%
13 08
87 52

% 87
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:18 -18
%
70 42
30 18
% 70
19 -19
%
25 15
58 35
17 10
% 58
% 17 % 25

GAB DAB
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:20 -20
%
17 10
83 50
% 83
1553 TPE 2009 DAB 118

% 17
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- 13
- 14
-15
- 16

<K XK X

- 17
- 18

<

Intranet

<

- 19
- 20

ATM

<

-21
- 22
- 23
- 24

SEEEE
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-25

- 26

-27
- 28

-29
-30
-31
-32

~33
- 34
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PLV

2004

. banque assurance

% 40-30

1990
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(15)
136

Intranet

ATM
(Automated Teller Machine)
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consortium bancaire

banque assurance

-11
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1993

.2007

.1988
1997
.1996 1
.2002
1997
.1993
.2000
.2001
.2008
1
1999
1999 6
1997
.1999
.2004
1997
.2005
.2004
.1989 2
1997

.2002

W N e

© o N o O

10

A1
A2

13
14

15

.16
A7

18
19
.20
21
22
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.23
.2007
24
.2000
.1998 .25
1994 .26
.2000 : 27
.2000-99 1 ) .28
.2001 .29

.2000 31
1998 .32
2006 33
.2002 21 ) 34
.2002 21 ) .35
.2000 : .36
. - 37
1999 : .38
.2003 3 .39
1991 40
.2003 41
2001 42
2000 : 43
.2002 44
45

.2005 1
.2006 1 46
.2003 — - 47
.2004 1 48
.1996 49
.2003 .50
.2003 51
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.2003

2003
2001
.2005
.2001
.2001
98
.2004
1994
1998
.2002 21
.2002
.2002
.2002
.99
.1996
1991
1991
2005
.2000
1998
221 2005
.1999 1
1990
.2000
.2007
...2000
1998
.2007
.1999 1

.52
.53

.54
.55
.56

57
.58

.59
.60
.61

.62
.63
.64
.65
.66
.67
.68
.69
.70

g1

A2
73
(4

A5
.76

e

18

79
.80
81
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.2004
1999 1
.2001
.2000
1999
1992
.2000
.1994
1996
1994
. 2002/2001
.2007
1995
.2001
1995
.2002
1977
1997
1994
.2002

.2004

.2005

.1996

.2005

.2004

1

.82
.83
.84
.85
.86
87

.88
.89
.90
. 1995
91
.92
.93
.94
.95
.96
97
.98
1996
.99
.100
101

102
103
104
105
.106
107
.108

109
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1988 110
.2007 1 J11
.2002 112

.2004

1999
.2006/2005
95/94

.2003

.2001/2000

.1997/1996

.2004/2003
(2005-2000) 9
2006
10
1994
11

2002
(2000-1990) 12
.2002/2001

13
.2005-2004
14
.1998



318

.2002
1998
1997
.2001/200
.95
1999
98/10/27
1999

2005 5

28

1989

1991

2004
1998
.2004/2003

2004
()
2005 02

15

.16

A7

18

19

.20

21

22

.23

24
.25

.26
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18

09 08

2005

.2001 249

2008
.2009

.2001
. 2002 39

1996

.2005

2003 10 8
.1998
2004 15-14 -
2004 15-14
.2004 15-14
.1992
.2004 15-14
2002
2007
2008
2002 2

10
A1

12

13

14
15

.16

2w N e
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1996 16

2000 /
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2003 24
.2000 9
10

.2005 22

.1990/04/14 10/90 59 58 04 A1
. 10/90 12 A2
: 2003/08/26 11/03 137 131 13
.2001/02/27 14 01/01 14
.2003/08/27 52 11/03 15
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