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Abstract:

This study aims to identify the impact of the dimensions of the quality of service, which
is the concreteness, reliability, empathy, responsiveness and safety on the satisfaction
of customers at Algerian telecommunications by studying the dimensions of the quality

of service in question.

The study included a random intentional sample of Algerian telecommunications
clients, and the resolution was used as a means of obtaining data, and in light of this

data was collected and analyzed using the SPSS 18 statistical program.

The study found that the customer evaluation of the quality of services through the
indicators of evaluation varies from client to client and that the quality of service works
to achieve customer satisfaction and that there is a positive relationship between the

dimensions of quality of service and customer satisfaction.

Keywords: Quality of Service, Customer Satisfaction, Service Quality Determinants
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**_Correlation is significant at the 0.01 level (2-tailed).
(A Jalatll mall p uilii o Jalade ) Adhall dlas) ; juaal)

LS ¢l lly Apassalall (sams (558 byl e U5 dad a9 1=0.559 Laliy¥) elea L o Laadls
.0.05 Uasl) (sgiee 2ic Lo V) 138 Ligies e Ju e Sig = 0.000 Lo ) Jasdls

Osol Layy  Aualaiey) e oy Ly -2

Gl Ly Aalaie) (gand o)liadly (ysmpm BLi)¥) dalae 11728, NG Joand) oy

Correlations

eMeadl Liay | doalaie V) any

Sesdlla,  Pearson Correlation 1 ,724”

Sig. (2-tailed) ,000

N 103 103

Lalaie V) ax Pearson Correlation ,724” 1
Sig. (2-tailed) ,000

N 103 103

**_Correlation is significant at the 0.01 level (2-tailed).

(Al Jalail) mall p il o Jaladie) 4uthl) dae) ; jaaall

0.05 Uasll (s5icee die Jalis¥) 138 Ligiea e Ju Las

64

sig = 0.000 dad o) Ll



i anall Al g kil LYY 2 S8 Sl

Ol Ly Ol 2ra o BN -3

G Lings LY gaxdd o)kialy Cigmaysy B3I elas 1188, ) Jgandl

Correlations

Lalade ) e Ol 2

Aalacy) 2 Pearson Correlation 1 ,761°°

Sig. (2-tailed) 000

N 103 103

Oy 2a Pearson Correlation ,761°" 1
Sig. (2—tai|ed) ,000

N 103 103

**. Correlation is significant at the 0.01 level (2-tailed).
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ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 36,849 1 36,849 45,839 ,000°
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Total 118,039 102
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ANOVA?2
Model | Sum of Squares df Mean Square F Sig. |
1 Regression 62,545 1 62,545 113,831 ,000°
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ANOVA?2
Model ] Sum of Squares df Mean Square F Sig.
1 Regression 78,403 1 78,403 199,782 ,000°
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ANOVA?2
Model | Sum of Squares df Mean Square F Sig.
1 Regression 83,934 1 83,934 248,564 ,000P
Residual 34,105 101 ,338
Total 118,039 102
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ANOVA?2
Model ] Sum of Squares df Mean Square F Sig.
1  Regression 88,608 1 88,608 304,084 ,000P
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Total 118,039 102
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Ciall
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 70 68,0 68,0 68,0
Pt 33 32,0 32,0 100,0
Total 103 100,0 100,0
!
Cumulative
Frequency Percent Valid Percent Percent
Valid 430 J120 e 54 52,4 52,4 52,4
.40 N30 e 31 30,1 30,1 82,5
B850 40 e 11 10,7 10,7 93,2
43w 50 e S 7 6,8 6,8 100,0
Total 103 100,0 100,0
il (5 giuall
Cumulative
Frequency Percent Valid Percent Percent
Valid @50 e BB 17 16,5 16,5 16,5
rpk 30 29,1 29,1 45,6
EEES 56 54,4 54,4 100,0
Total 103 100,0 100,0
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A gal) aa Sl 25N Bae

Cumulative
Frequency Percent Valid Percent Percent

Valid  <lsiw5 e B 37 35,9 35,9 35,9

S sin 10 G5 e 45 43,7 43,7 79,6

Sl sis 10 oo S 21 20,4 20,4 100,0

Total 103 100,0 100,0

Agal)
Cumulative
Frequency Percent Valid Percent Percent

Valid <l 33 32,0 32,0 32,0

Cal e 27 26,2 26,2 58,3

5o Jlec! 27 26,2 26,2 84,5

acliie 6 5,8 5,8 90,3

sA 10 9,7 9,7 100,0

Total 103 100,0 100,0
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Statistics
GEPREN | R PENPNY
22 4ali e e Slaadldl B3 g Al Sloaadll 53 o ansd
5] A palall A salall 2ey dpals 223 4ali (4
e i3l eVl | ol AWS 5 ad 5] Acli] A palall
Gl gl 5 laxall cu Al 480 HUanY)
[Aasl) [ulias [Aa s
N Valid 103 103 103
Missing 0 0 0
Mean 3,6019 3,8350 3,9515
Std. Deviation 1,12319 1,09452 ,83289
Statistics
Glaaall EJ}.& e:\.gﬁ
2 daali (e Slaaall 83 5o ansd
PR R E PR E R CSWI] A salall
[Aeaal) [A8lS < sl oS
N Valid 103 103
Missing 0 0
Mean 3,9223 3,1942
Std. Deviation ,91490 1,16365

Statistics

L')AZ.AJSJ\EAP(.\,&ES

Y ae0al) YN ("‘:.‘:‘33
Lalaie Y 2l dpals

%) daaall EARTN Hﬁﬁ
Lolaie ) andl Lals
adll ladl o3

Laldie V) anall 4als OVl paniald] e daadll Bagn ani | Jg) (e rsaa S

Sl eVl ] | OSi deadd) i 5al) [ Glae Y el 3al | Cum e gl s e

i g Ladse 5 ol ol (00 e ol [ @i i VL] | QS daass

Sz ) clatall 3 J o & iy s ) Slea Gilalaed
[leie s [l_aay) [S) ) ¢ 5 [Quiisy)

N Valid 103 103 103 103
Missing 0 0 0 0
Mean 2,9029 2,7087 2,8544 2,8544
Std. Deviation 1,20061 1,24956 1,19154 1,12379
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YR VXU REPTN (.\:\953
Ola¥) ary 4al (% Aeddl) 83 ga aniil
e Aaddl) 53 g anis 8 kYl padil] G gV aay daals
] Q¥ ey dpals Yl aa alas YLl 5,08 b
Coila pall 5508 8 AE | (e deddl) sasm o | Ll A s 0l [ Adea o i)
R UREQUR- J S Y aay dals le Lailas EERR PR WO
 olhdl (5 givall de gla¥l ] 5 (i sad BRI R CEWA
[l Ol sall ae Jaladll | [Raadidll e slae [Lgdla
N Valid 103 103 103 103
Missing 0 0 0 0
Mean 3,1553 3,3107 3,3398 2,9612
Std. Deviation 1,14410 1,05746 1,18449 1,22011
Statistics
e 424l EAREN ?:\:)AS
Calalatl) ey duals O Aeadll Bagn anli | (e Aeddl) B35a anill | (e A2l 33 ga aull
i alaial @llia] | calalaill dey 4l Cabalaill amy Baals Calalaill day 4uals
Yl Ji (g Clalall agii @llia] Fswa oy el Y M5 aally o]
vie Gl il [ e lgiiad) andls [ 35 500 el eVl | cVlall dadle olad
[pere Jalaill [ 5ad) c¥lail Jd | [l L s o [BEBN
N Valid 103 103 103 103
Missing 0 0 0 0
Mean 2,7670 2,9223 2,8252 2,7767
Std. Deviation 1,13071 1,19385 1,18344 1,20401
Statistics
[SPR UV IR X PENPUT:
e Ae2dll 83 ga ansd L) Al e Aol 33 ga ands
Ly dnls s 3aly lalall] Al i) Al
O Aaddl) 53 g ands Yl Lailas] Al alaniu¥) agad) | e IS AlaiaN)
ety dals Juaiyl e el | aslasayly ¢ glasll A lexsl) ol
s e Cagaiadd] Clanal Ll 3 Al e Saall cilie ) L (e dadll e &5
Sl eyl PR SXENFARAIPCS oe Al Jaad b cana Yl
[l bl de [ ds [ i [.&...
N Valid 103 103 103 103
Missing 0 0 0 0
Mean 2,8641 2,9709 3,1165 3,2427
Std. Deviation 1,22113 1,35369 1,24696 1,29453
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Statistics
Cleaall] e Mandl Lay [ 1] £ Bendl L
U] e Skaall L il] Sl Lia J (e Aol sas ol ge oAl
& S e paly | A e il il eyl saaall cileasll
OVl s 'ga A ge pillay 4k ga G siual )i Ji8 e daasall
BB [ 3ad) eyl [stallas [o¥ 5l wylasl
N Valid 103 103 103 103
Missing 0 0 0 0
Mean 2,9223 3,1553 2,8544 2,8447
Std. Deviation 1,25001 1,18617 1,22401 1,19441
Statistics
Al 4] edandl La [ oy 61 2all L
Tgal uilie Jsaa [ de Jant D gal)
Gl il el VUl Lilaad yyghat
4_}&\ J};’xﬂ [KESI ;L'AJY J“)ASMLI
[lleasd i Y [LDhee
N Valid 103 103
Missing 0 0
Mean 2,6796 2,8932
Std. Deviation 1,17334 1,26733
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Case Processing Summary

N %
Cases Valid 103 100,0
Excluded? 0 ,0
Total 103 100,0

a. Listwise deletion based on all variables in the
procedure.

Reliability Statistics

Cronbach’s
Alpha N of Items

971 27

AL Laay g deaddl saga alad) fpn HlasiW) Jalat g Ggenyn Jalad 1 pealid) 3alall

Correlations

dansalall 2y [ eSleadl L

“usaldl 3y Pearson Correlation 1 ,559"

Sig. (2-tailed) ,000

N 103 103

Seall Lia,  Pearson Correlation ,559™ 1
Sig. (2-tailed) ,000

N 103 103

**_Correlation is significant at the 0.01 level (2-tailed).
Correlations

eManll Loy | dalaie V) any
shanll L Pearson Correlation 1 724"
Sig. (2-tailed) ,000
N 103 103
inkieYl 2y Pearson Correlation 724" 1
Sig. (2-tailed) ,000
N 103 103

**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

Anlaeyl s | oY) o
inlacY) 2 Pearson Correlation 1 7617
Sig. (2-tailed) ,000
N 103 103
oY) aa Pearson Correlation ,761°° 1
Sig. (2-tailed) ,000
N 103 103
**. Correlation is significant at the 0.01 level (2-tailed).
Correlations
il aey | Daad) Liay
ikl 2 Pearson Correlation 1 815"
Sig. (2-tailed) 000
N 103 103
Saall Lay  Pearson Correlation 815" 1
Sig. (2-tailed) .000
N 103 103
**. Correlation is significant at the 0.01 level (2-tailed).
Correlations
eSaadl Lay | Adlain) oy
«Mall L, Pearson Correlation 1 ,843"
Sig. (2-tailed) ,000
N 103 103
4l Pearson Correlation ,843" 1
Sig. (2-tailed) ,000
N 103 103

**_Correlation is significant at the 0.01 level (2-tailed).
Correlations

¢ Shazll La Axdinag 33 sall Alal
¢ Saall L Pearson Correlation 1 ,866™
Sig. (2-tailed) ,000
N 103 103
iadae sl sl Pearson Correlation ,866" 1
Sig. (2-tailed) ,000
N 103 103

**_Correlation is significant at the 0.01 level (2-tailed).

ANOVA?

Model

Sum of Squares df

Mean Square

Sig.

89



Regression

Residual

Total

36,849

81,191

118,039

a. Dependent Variable: ¢Sl L,

b. Predictors: (Constant), duwsalall aa
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 61,825 1 61,825 111,082 ,000°
Residual 56,214 101 557
Total 118,039 102
a. Dependent Variable: el L,
b. Predictors: (Constant), Zulaic¥!) sy
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 62,545 1 62,545 113,831 ,000°
Residual 55,495 101 549
Total 118,039 102
a. Dependent Variable: ¢3wall L
b. Predictors: (Constant), ge¥! 2
ANOVA?2
Model Sum of Squares df Mean Square F Sig.
1 Regression 78,403 1 78,403 199,782 ,000°
Residual 39,637 101 ,392
Total 118,039 102
a. Dependent Variable: sl La,
b. Predictors: (Constant), —ahlsill a2
ANOVA?2
Model Sum of Squares df Mean Square F Sig.
1 Regression 83,934 1 83,934 248,564 ,000P
Residual 34,105 101 ,338
Total 118,039 102
a. Dependent Variable: sl La
b. Predictors: (Constant), sty aa
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 88,608 1 88,608 304,084 ,000°
Residual 29,431 101 291
Total 118,039 102

a. Dependent Variable: ¢
b. Predictors: (Constant)
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