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Abstract:

The study aimed at measuring the quality of the training services in the private sector,
which means, the quality of the educational services at the Higher Institute of Management
Ouargla. The study was conducted from the perspective of the students themselves and they
are the main beneficiaries of the services of the Institute. The current study is based on the
service performance model (Cronin & Taylor) that is known by the abbreviation (servperf),
which defines the level of service quality in the educational institutions.

In order to achieve the objectives of the study, a questionnaire was used, consisting of
19 paragraphs in the theoretical side and 45 in the measuring instrument, which included six
dimensions, for the collection of primary data. The statistical processing of 104 questionnaires
was done by using a set of statistical methods provided by the Statistical Package for Social
Sciences.

The study found that the evaluation of the quality of educational services through the
evaluation indicators, varies from one student to another, and that there are no statistically
significant differences at the level of (o =0.05) towards the quality of actual educational
services perceived as realized by the students of the Higher Institute of Management Ouargla
(SERVPERF) according to all demographic variables. Therefore, it is possible to use this
measure to improve the level of services provided. According to the results achieved, the
quality of the educational services at the Higher Institute of Management Ouargla is fairly
acceptable.

Keywords: Quality of Service, Quality of Educational Services, Servperf, Student
Satisfaction, the Higher Institute of Management Ouargla
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Signification

Valeur ddl asymptotique

(bilatérale)

Khi-deux de Pearson 3.348" 3 0.341

Rapport de vraisemblance 3.465 3 0.325
Association  lin€aire  par

linéaire 0.342 1 0.559
Nombre d'observations

valides 104

a. 0 cellules (0.0%) ont un effectif théorique inférieur a 5. L'effectif théorique minimum est de 6.92.
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Signification

Valeur ddl asymptotique

(bilatérale)

Khi-deux de Pearson 18.809" 3 0.000

Rapport de vraisemblance 24.427 3 0.000

Association linéaire par lin€aire 13.198 1 0.000
Nombre d'observations valides 104

a. 0 cellules (0.0%) ont un effectif théorique inférieur a 5. L'effectif théorique minimum est de 5.38.
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Signification

Valeur ddl asymptotique

(bilatérale)

Khi-deux de Pearson 0.201° 3 0.977

Rapport de vraisemblance 0.203 3 0.977

Association linéaire par lin¢aire 0.171 1 0.679
Nombre d'observations valides 104

a. 0 cellules (0.0%) ont un effectif théorique inférieur a 5. L'effectif théorique minimum est de 6.00.
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Statistiques de fiabilité

@adal) daild

Alpha de Alpha de Nombre
Cronbach Cronbach basé d'éléments
sur des
éléments
normalisés
.896 .901 45
Statistiques de total des éléments
Moyenne de Variance de Corrélation Alpha de
I'échelle en cas | I'échelle en cas | compléte des Cronbach en
de suppression | de suppression éléments cas de
d'un élément d'un élément corrigés suppression de
I'élément
L salall jualiall 53521 19.3283 3.133 .500 .821
dnlacyi ] 19.0199 3.108 .596 .804
AaiuYlde ] 19.3180 2.672 .696 .780
Y1 ] 18.9494 2.951 .660 .790
—aklaill § 19.2787 2.873 .648 792
gaall dpa pad | 19.5257 3.031 .514 .820
ANOVA
Somme des ddl Moyenne des F Sig.
carrés carrés
Entre les personnes | 70.788 103 .687
Entre éléments | 23.905 5 4.781 40.756 .000
Intra-population Résidu | 60.413 515 A17
Total | 84.318 520 .162
Total | 155.105 623 .249
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- Test-t
Statistiques de groupe
Al )l 5 s N Moyenne | Ecart-type | Erreur standard
moyenne
gaall & 0 Sl Cladd 83 s (5 shse dinlua) 32 3.8298 .31138 .05504
Dpedll ol e | 72 3.7772 34725 .04092
dinlua) 32 3.7469 .37629 .06652
a.ua}ALd\ )..al_ud\ 3 9
e | 72 3.7596 47729 .05625
dinlua) 32 4.0260 41285 .07298
Aplaicy)
e | 72 4.0810 140342 .04754
dinlua) 32 3.8021 43469 .07684
HainY) de
Al | 72 3.7500 .55524 .06544
e dinlua) 32 4.1188 .35144 .06213
N e | 72 41417 .46806 .05516
dinlua) 32 3.9359 .39231 .06935
Calalal)
Al | 72 3.7472 49104 .05787
dinlua) 32 3.6560 .55134 .09746
Al | 72 3.5148 44376 .05230
Statistiques de groupe
Al )l 5 N Moyenne | Ecart-type | Erreur standard
moyenne
gaall & 0 Sl ladd 83 s (5 shse dinlua) 32 3.8298 .31138 .05504
Dpedll ol e | 72 3.7772 34725 .04092
dinlua) 32 3.7469 .37629 .06652
a.ua}ALd\ )..al_ud\ 33 9
e | 72 3.7596 47729 .05625
dinlua) 32 4.0260 41285 .07298
Aplaicy)
e | 72 4.0810 40342 .04754
dinlua) 32 3.8021 43469 .07684
HainY) de
e | 72 3.7500 .55524 .06544
e dinlua) 32 4.1188 .35144 .06213
N e | 72 41417 .46806 .05516
dinlua) 32 3.9359 .39231 .06935
Calalal)
e | 72 3.7472 49104 .05787
dinlua) 32 3.6560 .55134 .09746
Al | 72 3.5148 44376 .05230
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- Tests de normalité

paaddl ¢ 5 Kolmogorov-Smirnov® Shapiro-Wilk
Statistique ddl Signification Statistique ddl | Signification
Al o sall e (e 111 51 .164 974 51 311
G Sl Clad 3353 (5 sia Al slae (. .233 19 .078 .790 19 .001
Dpnill Jall dgadll 3 EENES ST .188 16 134 .947 16 444
S TS 116 18 200 .969 18 a77
) o sall et (s, .095 51 200 .985 51 768
Ale slaa o 237 19 .096 .897 19 .044
a.ua}ALd\ )..al_ud\ 33 9 .
dulae 152 16 .200 .958 16 .622
i s 150 18 200 933 18 221
L) 3 pall i e 129 51 .063 .971 51 .233
Aleslae o 194 19 .057 .958 19 .526
Aplaiey)
dlae u .199 16 .090 .937 16 313
At IS 182 18 119 .948 18 .389
L) 3 pall i a5 A17 51 .080 .969 51 .199
Ale slae o .136 19 200 .960 19 575
HainY) de
dlae u .233 16 .080 .934 16 .283
S TS 126 18 200 .963 18 .655
L) 3 pall i e .203 51 .160 .927 51 .004
L4 Aleslae o 152 19 200 .919 19 110
N dlae u 145 16 200 .942 16 375
At IS 142 18 200 .932 18 215
Al o sall e (s 197 51 .067 .948 51 .027
Aleslae o 214 19 .092 .849 19 .006
Calalaill
dlae 179 16 .180 .925 16 .203
S TS .183 18 112 .949 18 408
Aol N sall et e .087 51 200 .928 51 .004
Aleslae o .279 19 .065 .750 19 .000
Lnlas o 118 16 .200 .971 16 .851
At S .181 18 122 .946 18 .372

*. Il s'agit d'une borne inférieure de la significatio

a. Correction de signification de |
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Matrice de corrélation inter-items

@adal) daild

Oslelall wiahy | agmall s ansiy cileld YN Apalaey) ie yu Y] Calbail) | aagad
xall A 4 pandly Ll ) aliall Alaiuy) gxall 4
e el G
3«;1..'4?“‘5
dalual g
ebay gl 8 sllall wian,
. ]11.000 .315 .221 .363 214 .308 .307 .292 .249
ey B
Aaldaill 5 4y jemnlly dgaall e ani | 1315 1.000 449 .560 .090 .292 .282 .284 .145
Cran (e dulie Al Hall cileld
.221 449 1.000 .648 .290 .390 .353 .396 .246
alsall 5 5ol 5 Ay sl
A salall jualiall 3352 ] 363 .560 .648 1.000 .382 440 436 .385 274
eyl 214 .090 .290 .382 1.000 577 464 433 .366
sty de .| 308 .292 .390 440 577 1.000 |.597 486 456
1] .307 .282 .353 436 464 .597 1.000 .586 .345
—aklaill | 292 .284 .396 .385 433 486 .586 1.000 |.506
gaall dpa pad | 249 .145 .246 .274 .366 456 .345 .506 1.000
Statistiques de groupe
Al )l 5 s N Moyenne | Ecart-type | Erreur standard
moyenne
gaall b (oSl Cladd B2 g (5 sl dinlua) 32 3.8298 .31138 .05504
Dpedll ol e | 72 3.7772 .34725 .04092
dinlua) 32 3.7469 .37629 .06652
I\...UAA\ )..al_ud\ 33 9
Al | 72 3.7596 47729 .05625
dinlua) 32 4.0260 41285 .07298
Aplaicy)
Al | 72 4.0810 140342 .04754
dinlua) 32 3.8021 43469 .07684
HainY) de
e | 72 3.7500 .55524 .06544
e dinlua) 32 4.1188 .35144 .06213
N e | 72 4.1417 .46806 .05516
dinlua) 32 3.9359 .39231 .06935
Calalal)
e | 72 3.7472 49104 .05787
dinlua) 32 3.6560 .55134 .09746
Al | 72 3.5148 44376 .05230
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Statistiques de groupe
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Al )l 5 s N Moyenne | Ecart-type | Erreur standard
moyenne
gl 8 oSl s 33 g (5 sle inbual 32 3.8298 .31138 .05504
ol Jall Ll | 72 3.7772 .34725 .04092
inbua] 32 3.7469 .37629 .06652
a...u}dal\ )..al_ud\ 3 9
Wl ] 72 3.7596 47729 .05625
inbua] 32 4.0260 41285 .07298
Aplaicy)
Wl ] 72 4.0810 140342 .04754
inbua] 32 3.8021 43469 .07684
iyl e
Wl ] 72 3.7500 55524 .06544
L4 inbua] 32 4.1188 .35144 .06213
N il | 72 41417 | 46806 05516
inbua] 32 3.9359 .39231 .06935
alabasl]
Wl ] 72 3.7472 149104 .05787
inbua] 32 3.6560 55134 .09746
Wl ] 72 3.5148 44376 .05230
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