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Abstract:

This study has aimed to measure the quality of the mobile communication services of
the Mobilis Company, based on the five-dimensional SERVQUAL quality measure:
tangibility, reliability, responsiveness, safety and empathy. This study was based on an
interrogation of a convenient sample of Mobiles’ clients. The SPSS software was used
for data processing.

The study has found that there is no higher level of quality according to the combined
dimensions of quality, as the study has shown that the quality is low according to the
dimension of reliability, and medium according to the tangibility, responsiveness, safety
and empathy.

The study has recommended the need to pay attention to the quality dimensions in order
to further improve the quality of Mobilis' Company services.

Key words: Quality, Service sector, Telecom, Mobilis Company.
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102 A&, alal)

Statistic
SEX
N Valid 93 93 93 93 93 93 93
Missing 0 0 0 0 0 0 0
i)
Cumulative
Frequency Percent Valid Percent Percent
Valid <l 24 25,8 25,8 25,8
K3 69 74,2 74,2 100,0
Total 93 100,0 100,0
Cumulative
Frequency Percent | Walid Percent Percent
Valid 4w 25 g el 14 151 151 161
diw 40 -25 o 59 63,4 63,4 785
di G0 -41 g 20 21,5 21,5 100,0
Tatal 93 100,0 100,0
Cumulative
Fregquency Fercent Walid Percent Fercent
Valid B gl gl iy 1 1.1 1.1 1.1
5.8l 7 74 7.5 2,6
k= 44 473 47 3 56,
il ansla 41 441 441 100,
Total 93 100,0 100,0
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Cumulative
Frequency Percent | “alid Percent Percent
Valid s 2 2,2 22 22
Lk 27 29,0 28,0 N2
1 lgha 1 1.1 1.1 323
8 g 4 43 43 36,6
dale gl cakigs 59 63,4 63,4 100,0
Total 593 100,0 100,0
Cumulative
Freguency Percent Yalid Percent Percent
Valid 4 4.3 43 43
ZA25000 g A K 33,3 33,3 a7 6
350000 e s 189 20,4 20,4 58,1
Z350000-25000 o 34 41,9 418 100,0
Total 53 100,0 100,0
Cumulative
Frequency Percent Walid Percent Fercent
Valid 1 1.1 1.1 1.1
el 46 485 495 50,5
T8 46 44 5 44 5 100,0
Total a3 100,0 100,0
Cumulative
Frequency Percent Walid Percent Percent
Valid  Mavigue 3G/4G( e aa1) 15 16,1 16,1 16,1
Mavigul 4G [k #45) 15 16,1 16,1 32,3
Option 3 (ke x41) 2 2.2 2,2 344
Pl [l 281) 36 3BT 387 ER
E':Tqm’&"“ Controle (= 14 15,1 15,1 88,2
WIR MAX Likire (s 1 p81) 11 11,8 11,8 100,0
Total 93 100,0 100,0
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Descriptive Statistics

Mini | Maxim Std.

N mum um Mean | Deviation

Gl g ¢ clanall 55 g2 ¢ ladl " daall Anlal jealiall e Jaiidi a5 i gald) jlaa
} i ) ) . o 93| 1,0 50] 2,925 1,2090

Sy pdgd] &L, Oalalall jelaa s Al Mobilis u Ay e Maall 23 (5 sl

Gl g ¢ clanall 55 g2 ¢ ladl " dadll Aplal jealiall e Jaiii a5 A sald) jlaa
) ) 93| 1,0 50| 3,151 1,0728

AN eladdl Jles g dpdlay ANS gl ] & Olalall et dpaall]

Gl 5 ¢ lanadl 55 36a Y1 ¢ Sl " il Al jualiall e JaidS s P saldll jlins
) 93| 1,0 50| 2,204 1,0891

)l 8 55 o o) Aaidhe (Sl aa ] AV L Cnlalall yedan s dpaall]

Gl g ¢ clanall 55 g2 ¢ lal " daaall Anldl jealiall e Jaiii a5 A sald) jlaa
) T ) 93| 1,0 50| 2,806 1,1819

ol Al g am G 5 S AN aiaw] AV Clalall jedan s Lpaiall]

Gl g ¢ clanall 55 g2 ¢ ladl " daall Aplal jealiall e Jaiii a5 i gald) jlaa
) i ) 93| 1,0 50| 3,398 1,0948

Jeall alaia Cum o B edaey ANS L (il ol el &1L el elaa g dmall]

Gl 5 ¢ lanadl 55 36aY) ¢ el " il Aplall jualiall e JailS s P saldll Hles
) ] o - 93| 1,0 50| 3,043 1,1970

Dshl A Y ANl Clare 5 O gt a i) &)L el Jedaa s Anaall Mobiilis]

Gl g ¢ Clanall 55 g2 ¢ bl " daaall Apldl jealiall e Jaiii a5 A gald) jlaa
) S L L 93| 1,0 50| 2,548 1,3230

5] AL olelall ke s Asall Mobilis Al dgdasal 44K Gy Gl e

Gl g ¢ clanall 55 g2 ¢ lal " daadll Apldl jealiall e Jaiii a5 Ao gald) jlaa
) ) i B o 93| 1,0 50| 2,419 1,2098

A &L el jelae g saall Mobilis il e Au i A8 YISy e

855 L 4 sthaall aaall o jlail 4835 deaall adie o Slaie Y] da o alaieY) HLee Mobilis e
) B 93| 1,0 50| 2,398 1,2081

93ad) S aad g Al 5 Jad) 484041

855 L 4 sthaall aaall o jlail 3835 deaall adie o Slaie Y da o AalaieY) e Mobilis e
93 1,0 50| 2,301 1,2228

TV 53 gy il 48]

] | A sllaal) Aeaall o el 485 Aeadl) adie o dlaie¥) Ay Aalaie ) e Mobilis
. . . 93 1,0 50| 2,527 1,2211

¥ B el e s Lgtin 5 ) Lalia 5 e (S Lgilend]

8 daadll aa8] | Ay sllaall Aaddll o ladl 3825 Aend) pdie e dlaie ) A o dgalaie Y1 jliee
o . 93| 1,0 40| 2,312 1,1514

gladl 5 3 () 93 Lead Ladnaas o3l v gall]

] L A slhaall deadll s jlal A deadll adie o alaie ¥l ds 50 Aplie VI jes Mobilis
. o 93| 1,0 50| 2,839 1,2005

A sl ) 5l JS Gl (i 5]

5] . Asllaall Laaill o jladl 2835 Ledll p2ie o alaie V) s 0 1ialaieY) jles Mobilis
93 1,0 40| 2,011 1,1277

i YL s Jladl]

ibise ] Aeadll adie J8 (e dfisall dadiall sacbusall (5 gl s iV Ay AdaiuY) e
. 93| 1,0 50| 3,054 1,1360

Mobilis ¢t culallaia Al adlall alaxiuy]

Ul @llia] Aeadll adie J8 e dufiasall dadiall sacbusall (5 gt s SV A o Adaiu¥) s
o - 93| 1,0 50| 2,892 1,2637

J8 (e 4y ) 8 Mobilis ¢t ) clalal]

Q) éJLm] LAaaal) V‘"\iA Jaé (re il Aaaial) 3ac sl (5 st g iy :tc‘)u REEGY Dl
. } ) 93| 1,0 4,0 2,699 1,1867

‘M‘QEJLS‘IJQ‘JM“.A;@J“J@JJB]

Ol 58] Aeadl adie J e dyiiusal] Fadial) 5ac lusall (5 stsa s Slai¥) Ao o Adaiu¥) e
o ) ) ) 93| 1,0 50| 2,720 1,2102

A gia 93 jual (il Hl daadll Yag.\sﬁ]

et ] Aedd) adie U8 (e uitesall Aadiall 520 lsall (5 ey ¥l de o Alaiul] Hles
93 1,0 50| 2,667 1,1734

de ey Lol e +Dlaall]

Ulaiu¥) 23] Aeadd) adie J8 (e dpitosall Aasiall 300 Lsall (5 shse s iVl de o Alaiul] Hles
93| 1,0 50] 3,355 1,2127

fe g (A, 2ma oad edd Jpai Jia) Ay sthaall cilasall]
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Valid N (listwise)
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2,978

3,204

3,118

2,699

2,763

2,957

3,194

3,247
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