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Abstract:
The study aims to identify the impact of service quality dimensions represented in tangibles,

dependability, empathy, responsiveness and safety in customer satisfaction at the Algeria
Telecom Corporation by examining the dimensions of quality of service in question.

The study included an intentional sample of the clients of the Algeria Telecom Corporation,
and the resolution was used as a means of obtaining data where a resolution of 31 paragraphs
was designed. In this light, data was collected and analyzed using SPSS 25 statistical software,
the sample of the study consisted of 90 clients of the enterprise where 80 had been recovered,
and 9 questionnaires were excluded for incomplete answers to all of all the questions, and 71

forms were adopted for statistical analysis. or an estimated 78%.

The study found that customer evaluation of the quality of services through evaluation
indicators varies from client to customer and that service quality serves customer satisfaction
and that there is a positive relationship between service quality dimensions (sensitivity,
reliability, empathy, responsiveness, safety).

Keywords: Quality of service, customer satisfaction, service quality determinants.
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Frequency Table

(02) :a8, ald)

Statistics
Cpial) aall el Jasall

N Valid 71 71 71

Missing 0 0 0

gaiall
Cumulative
Frequency Percent Valid Percent Percent

Valid A2 29 40.8 40.8 40.8

S 42 59.2 59.2 100.0

Total 71 100.0 100.0

andl
Cumulative
Frequency Percent Valid Percent Percent

Valid 4w 30 o i 47 66.2 66.2 66.2

30- 40 4w 10 14.1 14.1 80.3

50 isla 7 9.9 9.9 90.1

4.00 7 9.9 9.9 100.0

Total 71 100.0 100.0

ald) Jasal)
Cumulative
Frequency Percent Valid Percent Percent

Valid () 5 7.0 7.0 7.0

ol 7 9.9 9.9 16.9

sl 23 324 324 49.3

sl 36 50.7 50.7 100.0

Total 71 100.0 100.0

FREQUENCIES VARIABLES=Al A2 A3 A4
/STATISTICS=STDDEV MEAN
/ORDER=ANALYSIS.
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Frequencies

Statistics
Valid Missing Mean Std. Deviation
Al 71 0 3.9577 1.25853
A2 71 0 4.2113 .86049
A3 71 0 4.3662 .70182
A4 71 0 4.5352 .73350
Frequency Table
Al
Cumulative
Frequency Percent Valid Percent Percent
Valid Bady (3l ga 2 2.8 2.8 2.8
Gilse e 14 19.7 19.7 22.5
Al 3 4.2 4.2 26.8
Gl e 18 25.4 25.4 52.1
Bl (38 9a 34 47.9 47.9 100.0
Total 71 100.0 100.0
A2
Cumulative
Frequency Percent Valid Percent Percent
Valid G e g 4 5.6 5.6 5.6
e 8 11.3 11.3 16.9
Gl e 28 394 39.4 56.3
Bady (38 9 31 43.7 43.7 100.0
Total 71 100.0 100.0
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A3

Cumulative
Frequency Percent Valid Percent Percent
Valid Gilge e 1 1.4 1.4 1.4
Yo 6 8.5 8.5 9.9
Gl e 30 42.3 42.3 52.1
By i) 5e 34 47.9 47.9 100.0
Total 71 100.0 100.0
A4
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl (Bl ga e 1 1.4 1.4 1.4
e 4 5.6 5.6 7.0
G 5 21 29.6 29.6 36.6
By 34 5e 45 63.4 63.4 100.0
Total 71 100.0 100.0
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FREQUENCIES VARIABLES=B1l B2 B3 B4
/STATISTICS=STDDEV MEAN
/ORDER=ANALYSIS.

tistics
Valid Missing Mean Std. Deviation
B1 71 0 4.1831 .94582
B2 71 0 4.0000 1.05560
B3 71 0 3.7887 1.27521
B4 71 0 3.5915 1.16591
Frequency Table
B1
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl (Bl ga e 1 1.4 1.4 1.4
G 5e 5 7.0 7.0 8.5
e 5 7.0 7.0 15.5
G 5 29 40.8 40.8 56.3
By 34 5e 31 43.7 43.7 100.0
Total 71 100.0 100.0
B2
Cumulative
Frequency Percent Valid Percent Percent
Valid Gilse e 11 15.5 15.5 15.5
S 6 8.5 8.5 23.9
Gl e 26 36.6 36.6 60.6
835 (39 5 28 39.4 39.4 100.0
Total 71 100.0 100.0
B3
Cumulative
Frequency Percent Valid Percent Percent
Valid ALy (Bl s 3 4.2 4.2 4.2
Gilse e 13 18.3 18.3 22.5
Ul 9 12.7 12.7 35.2
Gl e 17 23.9 23.9 59.2
8%y (39 5 29 40.8 40.8 100.0
Total 71 100.0 100.0
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B4

Cumulative
Frequency Percent Valid Percent Percent

Valid 8%y (38 g0 g 3 4.2 4.2 4.2
Gilse e 13 18.3 18.3 22.5
. 11 155 155 38.0
Gl e 27 38.0 38.0 76.1
835 (39 5 17 23.9 23.9 100.0
Total 71 100.0 100.0

FREQUENCIES VARIABLES=C1l C2 C3 C4

/STATISTICS=STDDEV MEAN
/ORDER=ANALYSIS.
Statistics
Valid Missing Mean Std. Deviation

C1 71 0 3.2958 1.15133

C2 71 0 3.1972 1.14167

C3 70 1 3.9714 .96266

C4 71 0 3.8873 1.03578

Frequency Table

C1
Cumulative
Frequency Percent Valid Percent Percent

Valid Bk (38 ge g 4 5.6 5.6 5.6
Gilse e 17 23.9 23.9 29.6
Ul 14 19.7 19.7 49.3
G 5 26 36.6 36.6 85.9
Bady (38) ga 10 14.1 14.1 100.0
Total 71 100.0 100.0
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C2

Cumulative
Frequency Percent Valid Percent Percent
Valid Bl (Bl ga 5 7.0 7.0 7.0
Gl e 17 23.9 23.9 31.0
Hae 16 225 22.5 53.5
G 5 25 35.2 35.2 88.7
323 39 5e 8 11.3 11.3 100.0
Total 71 100.0 100.0
C3
Cumulative
Frequency Percent Valid Percent Percent
Valid 8%y (38 ge g 1 1.4 1.4 14
G 5e 6 8.5 8.6 10.0
e 9 12.7 12.9 22.9
G 5 32 45.1 45.7 68.6
By 34 5e 22 31.0 31.4 100.0
Total 70 98.6 100.0
Missing System 1 1.4
Total 71 100.0
C4
Cumulative
Frequency Percent Valid Percent Percent
Valid Gilse e 11 15.5 15.5 15.5
e 9 12.7 12.7 28.2
Gl e 28 39.4 39.4 67.6
825 (39 5 23 32.4 324 100.0
Total 71 100.0 100.0

FREQUENCIES VARIABLES=D1 D2 D3 D4
/STATISTICS=STDDEV MEAN

/ORDER=ANALYSIS.
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Statistics

N
Valid Missing Mean Std. Deviation
D1 71 0 3.3521 1.20829
D2 71 0 3.6197 1.03325
D3 71 0 4.0282 1.24179
D4 71 0 4.3662 .72189
Frequency Table
D1
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (38 50 3 4.2 4.2 4.2
G 5e 19 26.8 26.8 31.0
e 14 19.7 19.7 50.7
G 5 20 28.2 28.2 78.9
8% (39 5 15 21.1 21.1 100.0
Total 71 100.0 100.0
D2
Cumulative
Frequency Percent Valid Percent Percent
Valid B (38l g0y 1 1.4 1.4 1.4
Gilse e 12 16.9 16.9 18.3
S 14 19.7 19.7 38.0
Gl e 30 42.3 42.3 80.3
3% 38 g 14 19.7 19.7 100.0
Total 71 100.0 100.0
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D3

Cumulative
Frequency Percent Valid Percent Percent
Valid Bl (Bl ga 4 5.6 5.6 5.6
Gilse e 8 11.3 11.3 16.9
Ul 5 7.0 7.0 23.9
Gl e 19 26.8 26.8 50.7
835 (39 5 35 49.3 49.3 100.0
Total 71 100.0 100.0
D4
Cumulative
Frequency Percent Valid Percent Percent
Valid B8 sa & 2 2.8 2.8 2.8
e 4 5.6 5.6 8.5
il se 31 43.7 43.7 52.1
83y Gl 5e 34 47.9 47.9 100.0
Total 71 100.0 100.0
FREQUENCIES VARIABLES=El E2 E3 E4
/STATISTICS=STDDEV MEAN
/ORDER=ANALYSIS.
Frequencies
Statistics
Valid Missing Mean Std. Deviation
E1l 71 0 4.2254 94411
E2 71 0 4.2958 .85179
E3 71 0 4.4930 .60647
E4 71 0 4.1408 .88311

Frequency Table
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E1l

Cumulative
Frequency Percent Valid Percent Percent
Valid Gilge e 5 7.0 7.0 7.0
e 10 14.1 14.1 21.1
Gl e 20 28.2 28.2 49.3
By G4 5e 36 50.7 50.7 100.0
Total 71 100.0 100.0
E2
Cumulative
Frequency Percent Valid Percent Percent
Valid G 5e 4 5.6 5.6 5.6
e 8.5 8.5 14.1
G 5 26 36.6 36.6 50.7
By 34 5e 35 49.3 49.3 100.0
Total 71 100.0 100.0
E3
Cumulative
Frequency Percent Valid Percent Percent
Valid s 4 5.6 5.6 5.6
Gl e 28 39.4 39.4 45.1
835 (39 5 39 54.9 54.9 100.0
Total 71 100.0 100.0
E4
Cumulative
Frequency Percent Valid Percent Percent
Valid B (38l g0y 1 1.4 1.4 1.4
G 5o 3 4.2 4.2 5.6
e 8 11.3 11.3 16.9
Gl e 32 45.1 45.1 62.0
Bl (34 5e 27 38.0 38.0 100.0

77



Total

71

100.0

100.0

FREQUENCIES VARIABLES=F1 F2 F3 F4 F5
/STATISTICS=STDDEV MEAN

/ORDER=ANALYSIS.

Statistics
Valid Missing Mean Std. Deviation
F1 71 0 3.2676 1.21840
F2 71 0 3.4930 1.18168
F3 71 0 3.2535 1.26173
F4 71 0 4.4225 .85627
F5 71 0 3.8028 1.29416
Frequency Table
F1
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (38 ge g 3 4.2 4.2 4.2
Gl e 24 33.8 33.8 38.0
e 7 9.9 9.9 47.9
G 5 25 35.2 35.2 83.1
305 38l 5e 12 16.9 16.9 100.0
Total 71 100.0 100.0
F2
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (38 g0 g 1 1.4 14 1.4
G e 23 32.4 324 33.8
Ul 1 1.4 1.4 35.2
il 5o 32 45.1 45.1 80.3
8%y (39 5 14 19.7 19.7 100.0
Total 71 100.0 100.0
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F3

Cumulative
Frequency Percent Valid Percent Percent
Valid Bl (Bl ga 4 5.6 5.6 5.6
G 5e 22 31.0 31.0 36.6
. 12 16.9 16.9 53.5
Gl e 18 25.4 25.4 78.9
B2l (38 e 15 21.1 21.1 100.0
Total 71 100.0 100.0
F4
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl (38l g0 e 1 1.4 1.4 1.4
Gilse e 2 2.8 2.8 4.2
e 5 7.0 7.0 11.3
G 5 21 29.6 29.6 40.8
Bk Gl se 42 59.2 59.2 100.0
Total 71 100.0 100.0
F5
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (38 50 5 7.0 7.0 7.0
Gilse e 10 14.1 14.1 21.1
S 7 9.9 9.9 31.0
Gl e 21 29.6 29.6 60.6
835 (39 5 28 39.4 39.4 100.0
Total 71 100.0 100.0
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FREQUENCIES VARIABLES=Z1 Z2 Z3 Z4 75 76
/STATISTICS=STDDEV MEAN

/ORDER=ANALYSIS.

Statistics
Valid Missing Mean Std. Deviation
Z1 71 0 4.3380 .84420
Z2 71 0 4.3099 .87164
Z3 71 0 3.7606 1.21261
Z4 71 0 3.8310 .99980
Z5 71 0 3.3380 1.19456
Z6 71 0 3.9296 1.09966
Frequency Table
Z1
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (38 ge g 1 1.4 14 1.4
G 5e 1 1.4 14 2.8
e 8 11.3 11.3 14.1
G 5 24 33.8 33.8 47.9
3035 38l 5e 37 52.1 52.1 100.0
Total 71 100.0 100.0
Z2
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (38 g0 2 2.8 2.8 2.8
Ul 7 9.9 9.9 12.7
G 5 27 38.0 38.0 50.7
ALy (34 5e 35 49.3 49.3 100.0
Total 71 100.0 100.0
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Z3

Cumulative
Frequency Percent Valid Percent Percent
Valid Bl (Bl ga 4 5.6 5.6 5.6
Gilse e 10 14.1 14.1 19.7
Ul 8 11.3 11.3 31.0
G 5 26 36.6 36.6 67.6
835 (39 5 23 32.4 324 100.0
Total 71 100.0 100.0
Z4
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl (38l g0 e 1 1.4 1.4 1.4
Gilse e 9 12.7 12.7 14.1
e 9 12.7 12.7 26.8
Gl se 34 47.9 47.9 74.6
Bk Gl se 18 25.4 25.4 100.0
Total 71 100.0 100.0
Z5
Cumulative
Frequency Percent Valid Percent Percent
Valid 8%y (38 g0 g 1 1.4 14 1.4
Gl e 26 36.6 36.6 38.0
S 5 7.0 7.0 45.1
G 5 26 36.6 36.6 81.7
By (34 5e 13 18.3 18.3 100.0
Total 71 100.0 100.0
Z6
Cumulative
Frequency Percent Valid Percent Percent
Valid By (38l ga 2 2.8 2.8 2.8
Gilse 6 8.5 8.5 11.3
Ul 15 21.1 21.1 324
Gl e 20 28.2 28.2 60.6
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ALy (34 5e 28 39.4 39.4 100.0
Total 71 100.0 100.0

REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT sl Lo,
/METHOD=ENTER i galoll.

Variables Entered/Removed?
Variables
Model Variables Entered Removed Method
1 G galallb . Enter

a. Dependent Variable: sl L=,

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .2882 .083 .070 .72364
a. Predictors: (Constant), 4w skl
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 3.265 1 3.265 6.236 .015P
Residual 36.132 69 .524
Total 39.397 70
a. Dependent Variable: ¢3wall La,
b. Predictors: (Constant), 4 seldl
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.172 .597 3.635 .001
A galall .346 .139 .288 2.497 .015
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a. Dependent Variable: ¢3all Laa

REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT s>asxdl Lo,
/METHOD=ENTER 45 lajsY/.

Variables Entered/Removed?

Variables

Model Variables Entered Removed Method

1 Lolaieyib . Enter

a. Dependent Variable: sl L,

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 4012 161 .148 .69231
a. Predictors: (Constant), aulic )
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 6.325 1 6.325 13.197 .001°
Residual 33.072 69 479
Total 39.397 70
a. Dependent Variable: ¢3wall La,
b. Predictors: (Constant), alic )
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.210 404 5.469 .000
ialaie Y .369 .102 401 3.633 .001

a. Dependent Variable: el L=,
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REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT s>asxdl Lo,
/METHOD=ENTER i LloxjuwY/.

Variables Entered/Removed?

Variables

Model Variables Entered Removed Method

1 Alaiuyib . Enter

a. Dependent Variable: sl L,

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 4952 .245 .234 .65648
a. Predictors: (Constant), 4lsisY)
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 9.661 1 9.661 22.417 .000P
Residual 29.736 69 431
Total 39.397 70
a. Dependent Variable: ¢3wall La,
b. Predictors: (Constant), sy
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.021 .352 5.738 .000
Ay 454 .096 495 4.735 .000

a. Dependent Variable: ¢3wall La,
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REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT sl Lo,
/METHOD=ENTER (b Lzi ]! .

Variables Entered/Removed?

Variables

Model Variables Entered Removed Method

1 aklaillb . Enter

a. Dependent Variable: 3l L

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 4522 .204 .192 .67421
a. Predictors: (Constant), skl
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 8.033 1 8.033 17.672 .000"
Residual 31.364 69 455
Total 39.397 70
a. Dependent Variable: ¢3wall La,
b. Predictors: (Constant), kil
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.753 .458 3.831 .000
alalail) 493 117 452 4.204 .000

a. Dependent Variable: el L=,
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REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA

/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT s>asxdl Lo,

/METHOD=ENTER GlLoY! .
Variables Entered/Removed?

Variables
Model Variables Entered Removed Method
1 Jleyib Enter
a. Dependent Variable: sl L,
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .1042 .011 -.004 .75152
a. Predictors: (Constant), oY)
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 427 1 427 .756 .00QP

Residual 38.970 69 .565

Total 39.397 70
a. Dependent Variable: ¢3wall La,
b. Predictors: (Constant), ¢!

Coefficients?®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 3.104 .631 4916 .000

oYl 127 .146 .104 .869 .388

a. Dependent Variable: ¢3wall L,
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