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Résume

Cette étude vise a identifier les différents concepts liés a la qualité du servi, et
vise a étudier les indicateurs et les modeéles de mesure de la qualité, en plus des
méthodes de satisfaction de la clientele de mesure de connaitre le degré de
satisfaction quant aux services offerts par I'entroprise de service afin de trouver
des méthodes pour améliorer la qualité des services, L'étude aborde aussi la
facon d'évaluer la qualité de clients des services a travers des indicateurs si

particuliere, qui varient d'un client a l'autre, et la qualité du service concerné par
la réalisation de satisfaction posséde.

Cette étude vise aussi a déterminer la mesure de I'impact de la qualité du
service sur l'entreprise hospitaliere Solaiman Amirat Touggourt satisfaction des
patients public et les fournisseurs de services en fonction des dimensions de la
qualité de service,

Cette étude a été en mesure de parvenir a que les malades ne sont pas
satisfaits avec les quatre dimensions "fiabilité, la réactivité, la securité, la

compassion.

Mots clés: qualité, qualité de service, les dimensions de la qualité du service,
la satisfaction du client.
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s Loze Y| i Lo Y O Lozl s ol il el
Pearson Correlation |1 556" 4337|326 3817
slsYl Sig. (2-tailed) .000 .003 027 .009
N 46 46 46 46 46
Pearson Correlation  |.556 1 599|277 349
oYl Sig. (2-tailed) .000 .000 062 018
N 46 46 46 46 46
Pearson Correlation  |.433" 599" 1 304 534"
Ll Sig. (2-tailed, .003 .000 .040 .000
N 46 46 46 46 46
Pearson Correlation  |.326’ 277 304 1 310
ipull Sig. (2-tailed) 027 062 .040 036
N 46 46 46 46 46
Pearson Correlation  |.381" 349" 5347|310 1
bl Sig. (2-tailed) .009 018 .000 036
N 46 46 46 46 46

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

*. Correlation is significant at the 0.05 level (2-tailed).
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Pearson Correlation 1 487 558" 669" 552"
s leze )
Sig. (2-tailed) .010 .003 .000 .003
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N 7 7 7 D7 D7
Pearson Correlation 487 1 6427 471b 648"
ozl Sig. (2-tailed, 010 .000 013 .000
N 7 7 7 7 7
Pearson Correlation 558" 6427 1 463 551"
Ll Sig. (2-tailed, .003 .000 015 .003
N 7 7 7 7 7
Pearson Correlation 669" 471 463 1 536"
i ol Sig. (2-tailed, .000 013 015 .004
N 7 7 7 7 27
Pearson Correlation 552" 648" 551" 536" 1
Ciloal Sig. (2-tailed, .003 .000 .003 .004
N 7 7 7 7 7

*. Correlation is significant at the 0.05 level (2-tailed).

**_Correlation is significant at the 0.01 level (2-tailed).
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oAl P Zhs SUl ol eles
Reliability Statistics

Cronbach's N of Items
Alpha

811 19

2l ol Al il e g Aleal) e gia 2

Descriptive Statistics

N Mean Std.
Deviation
5Ll 1 461 1.9304 149390
L2 46| 1.6957 .86589
5,Lai\3 461 1.6739 79034
5 L4 46| 1.3043 66230
5,LaI5 46| 1.6087 .85578
5,LaI5 46| 1.7609 .76550
5L\ 7 461 1.6304 71051
5,LaI8 46| 1.9348 87945
5,La19 46| 2.0435 84213
5, L0110 46| 1.4783 .69087
5L 11 461 1.2609 .53478
5Ll 12 46| 1.4348 74988
5Ll 13 46| 2.0217 193069
5Ll 14 46| 2.4565 .80847
5Ll 15 46| 1.9783 .85607
5L 16 46| 1.7826 72765
5Ll 17 46| 1.9565 78758
5L 18 46| 2.0652 77179
5L 19 46| 1.8696 .83290
Valid N
o 46
distwise)
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ANOVA
Sum of [Df Mean Square |F Sig.
Squares
Between Groups |.022 1 022 077 782
isleY! Within Groups 12.348 44 281
Total 12.370 45
Between Groups |.136 1 136 298 .588
eyl Within Groups  [20.043 44 456
Total 20.179 45
Between Groups |.087 1 .087 297 .589
oLzl Within Groups 12.891 44 293
Total 12.978 45
Between Groups |.005 1 .005 .030 .863
sl Within Groups 7.908 44 180
Total 7.913 45
Between Groups |.348 1 348 1.440 237
bl Within Groups 10.630 44 242
Total 10.977 45

2l paill Ol s 2 e ely alall slasl o jaald

61



toped! e lag dedsdl B34 Slawgne e ol Sl Ao iy :1005) Jgeond!

ANOVA
Sum of [Df Mean Square [F Sig.
Squares
Between
2.575 4 .644 2.695 044
Groups
s Leze )
Within Groups [9.794 41 239
Total 12.370 45
Between
4.498 4 1.124 2.940 .032
Groups
4 e )
Within Groups [15.682 41 382
Total 20.179 45
Between
2.075 4 519 1.951 120
Groups
O Lozl o
Within Groups [10.903 41 266
Total 12.978 45
Between
271 4 .068 364 833
Groups
o 3ol o
Within Groups [7.642 41 186
Total 7.913 45
Between
1.948 4 487 2.212 .084
Groups
b Ladl o
Within Groups [9.029 41 220
Total 10.977 45

2l p i) OVl s L2 e by AUl slas) e 1 el
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ANOVA
Sum of [Df Mean Square [F Sig.
Squares
Between
4.205 3 1.402 7.210 .001
Groups
s Leze )
Within Groups [8.165 42 194
Total 12.370 45
Between
5.042 3 1.681 4.663 .007
Groups
4 e )
Within Groups [15.137 42 360
Total 20.179 45
Between
1.721 3 574 2.141 109
Groups
O Lozl o
Within Groups |11.257 42 268
Total 12.978 45
Between
673 3 224 1.301 287
Groups
o 3ol o
Within Groups [7.240 42 172
Total 7.913 45
Between
.645 3 215 874 462
Groups
b Ladl o
Within Groups [10.332 42 246
Total 10.977 45

2l p il Lzl s B2 e sl 2l slael e yiaadl
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Reliability Statistic

Landll ediey Galall oy S Wl il Jalaa 1

Cronbach's
Alpha

N of Items

903

19

Descriptive Statistics

N Mean Std. Deviation

5Ll 1 27 2.2000 .55470
L2 27 1.7407 94432
5L13 27 1.7778 .89156
L4 27 1.7037 .82345
L1 27 1.5185 70002
5,LI6 27 2.3333 73380
5Ll 7 27 2.0741 78082
5L 8 27 2. 1111 .69798
5,La19 27 1.9259 .82862
5,L1 10 27 1.8889 .89156
5L 11 27 1.4444 .64051
Ll 12 27 1.5185 75296
5Ll 13 27 1.8148 73574
5L 14 27 2.4444 84732
5Ll 15 27 1.9259 .78082
5L 16 27 2. 1111 .80064
5Ll 17 27 2.2963 .82345
5L 18 27 2.3333 .83205
5L 19 27 2.3333 78446
Valid N (listwisey |27
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ANOVA
Sum of [Df Mean I8 Sig.
Squares Square
Between Groups 745 1 745 1.263 272
o sLeze Yl Within Groups 14.746 |25 590
Total 15.491 |26
Between Groups .350 1 .350 1.095 305
iy Lz Y Waithin Groups 8.001 |25 320
Total 8.352 |26
Between Groups 334 1 334 1.144 295
Olerz! Within Groups 7.291 [25 292
Total 7.625 26
Between Groups 1.311 |1 1.311 4.868 .037
i sl Within Groups 6.731 25 269
Total 8.042 [26
Between Groups 214 1 214 .686 415
ol Within Groups 7.786 25 311
Total 8.000 [26

Badd) adal i) L) s L2 e sl adlad) slasl e ydezall
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ANOVA
Sum of [Df Mean Square  [F Sig.
Squares
Between Groups 2.621 4 .655 1.120 373
isleeY!  Within Groups 12.870 22 .585
Total 15.491 26
Between Groups 671 4 .168 480 .750
LY Within Groups 7.681 22 .349
Total 8.352 26
Between Groups 1.298 4 324 1.128 369
oLzl Within Groups 6.327 22 288
Total 7.625 26
Between Groups 1.477 4 .369 1.238 324
i sl Within Groups 6.564 22 298
Total 8.042 26
Between Groups .865 4 216 .667 .622
ol Within Groups 7.135 22 324
Total 8.000 26

Aadd) il pudll Ol il Jeg e el el sl et ydaaad)
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ANOVA
Sum of [Df Mean Square |F Sig.
Squares
Between
1.267 4 317 490 743
Groups
s Leze )
Within Groups |14.223 22 647
Total 15.491 26
Between
.836 4 209 611 .659
Groups
B! o
Within Groups [7.516 22 342
Total 8.352 26
Between
345 4 .086 261 900
Groups
O Lozl o
Within Groups [7.280 22 331
Total 7.625 26
Between
.885 4 221 .680 613
Groups
o 3ol o
Within Groups [7.156 22 325
Total 8.042 26
Between
844 4 211 .649 634
Groups
b Ladl o
Within Groups [7.156 22 325
Total 8.000 26
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