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Abstract:

This study aims to assess the quality of services provided by the Tramway compagnie
of Ouargla from the clients’ point of view, and for the purpose of addressing the problem of
the study, the questionnaire was relied on as a main tool in collecting primary data, distributed
to a random sample of 160 clients of the institution, where the study data were analyzed and
processed. Through the SPSS program version 22, the study reached a set of results, the most
important of which are: that the variables of the independent study related to the quality of
services (tangibility, reliability, response, empathy, safety, communication) have an impact on
the variable related to customer satisfaction, as we found that the quality of services It
explains 27.3% of the variance in the dependent variable (customer satisfaction), and the

degree of service quality and customer satisfaction in the institution under study came at a

high level.

Keywords: Quality of service, customer satisfaction, tangible, reliability, responsiveness,

tramway, Ouargla.
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SPSS V227slip JM5 (po Ml Loy (Ao Sladsid) 835 (el Ol Juows il 1(03)03) 3ol

[

FREQUENCIES VARIABLES=

/STATISTICS=STDDEV MEAN
/ORDER=ANALYSIS.

Frequencies

Frequency Table

Statistics
N Valid | 155 155 155
Missing | O 0 0
Mean | 1.3161 2.0258 2.1871
Std. Deviation | .46647 .61315 .87377
o)
Cumulative
Frequency Percent Valid Percent Percent
Valid 106 68.4 68.4 68.4
49 31.6 31.6 100.0
Total | 155 100.0 100.0
aadl
Cumulative
Frequency Percent Valid Percent Percent
Valid 20 23 14.8 14.8 14.8
30 21 109 70.3 70.3 85.2
50 31 19 12.3 12.3 97.4
50 4 2.6 2.6 100.0
Total | 155 100.0 100.0
aal
Cumulative
Frequency Percent Valid Percent Percent
Valid 23 14.8 14.8 14.8
104 67.1 67.1 81.9
4 2.6 2.6 84.5
24 15.5 15.5 100.0
Total | 155 100.0 100.0
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Scale: ALL VARIABLES

aSLall Aails

Case Processing Summary

N

%

Cases

Valid | 155

Excluded®] 0

Total | 155

100.0
.0

100.0

a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's
Alpha Based on
Cronbach's Standardized
Alpha Items N of Items
.867 871 33

Item Statistics

70

Mean Std. Deviation
2.8968 .36350 155
2.8323 46737 155
2.0129 .88997 155
2.2452 .72382 155
2.2258 78582 155
2.5742 .70202 155
2.3548 72740 155
2.1419 .70654 155
2.1548 59371 155
2.4452 71298 155




2.5613

2.4323

2.3097

2.7226

2.6645

2.5355

2.3677

2.3419

2.4516

2.8839

2.6323

2.6387

2.3355

2.4645

2.5161

2.7677

2.6129

2.5161
2.3871
2.5161

2.3548

2.5871

2.0645

aSLall Aails

.67501

73872

.78598

.56448

1.03370

.74970

.80598

74240

.59428

.39403

54677

.59088

.63734

.70506

.68712

.53232

.61778

.64822
.80894
77589

.81974

.73667

.69017

155

155

155

155

155

155

155

155

155

155

155

155

155

155

155

155

155

155
155
155

155

155

155

71




aSLall Aails

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 b Enter
a. Dependent Variable:
b. All requested variables entered.
Model Summary
Change Statistics
Adjusted R Std. Error of the R Square
Model R R Square Square Estimate Change F Change
1].401° 161 .155 .35407 161 29.291
Model Summary
Change Statistics
Model dfl df2 Sig. F Change
111 153 .000
a. Predictors: (Constant),
ANOVA?
Model | Sum of Squares Df Mean Square F Sig.
1 Regression | 3.672 1 3.672 29.291 .000"
Residual | 19.181 153 125
Total | 22.853 154
a. Dependent Variable:
b. Predictors: (Constant),
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) | 1.569 .189 8.298 .000
.406 .075 401 5.412 .000

72

a. Dependent Variable:
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Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 b . Enter

a. Dependent Variable:

b. All requested variables entered.

Model Summary

Change Statistics

Adjusted R Std. Error of the R Square
Model R R Square Square Estimate Change F Change

1].203% .041 .035 49129 .041 6.595

Model Summary

Change Statistics
Model dfl df2 Sig. F Change

111 153 .011

a. Predictors: (Constant),

ANOVA?®
Model | Sum of Squares Df Mean Square F Sig.
1 Regression | 1.592 1 1.592 6.595 .011°
Residual | 36.929 153 241
Total | 38.520 154

a. Dependent Variable:

b. Predictors: (Constant),

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) | 1.682 .262 6.412 .000
.267 104 .203 2.568 011

a. Dependent Variable:
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Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 b . Enter

a. Dependent Variable:

b. All requested variables entered.

Model Summary

Change Statistics

Adjusted R Std. Error of the R Square
Model R R Square Square Estimate Change F Change

1].438% .192 .186 .40038 .192 36.303

Model Summary

Change Statistics

Model dfl df2 Sig. F Change

111 153 .000

a. Predictors: (Constant),

ANOVA?®
Model | Sum of Squares Df Mean Square F Sig.
1 Regression | 5.820 1 5.820 36.303 .000"
Residual | 24.527 153 .160
Total | 30.347 154

a. Dependent Variable:

b. Predictors: (Constant),

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) | 1.001 214 4.680 .000
511 .085 438 6.025 .000

a. Dependent Variable:
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Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 b Enter
a. Dependent Variable:
b. All requested variables entered.
Model Summary
Change Statistics
Adjusted R Std. Error of the R Square
Model R R Square Square Estimate Change F Change
1].391° .153 147 54718 .153 27.636
Model Summary
Change Statistics
Model dfl df2 Sig. F Change
111 153 .000
a. Predictors: (Constant),
ANOVA?
Model | Sum of Squares Df Mean Square F Sig.
1 Regression | 8.274 1 8.274 27.636 .000"
Residual | 45.809 153 .299
Total | 54.083 154
a. Dependent Variable:
b. Predictors: (Constant),
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) | .916 292 3.134 .002
.609 116 .391 5.257 .000
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a. Dependent Variable:




Variables Entered/Removed?
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Variables Variables
Model Entered Removed Method
1 b Enter
a. Dependent Variable:
b. All requested variables entered.
Model Summary
Change Statistics
Adjusted R Std. Error of the R Square
Model R R Square Square Estimate Change F Change
1].326° .106 .100 .51692 .106 18.203
Model Summary
Change Statistics
Model dfl df2 Sig. F Change
111 153 .000
a. Predictors: (Constant),
ANOVA?
Model | Sum of Squares Df Mean Square F Sig.
1 Regression | 4.864 1 4.864 18.203 .000"
Residual | 40.882 153 .267
Total | 45.746 154
a. Dependent Variable:
b. Predictors: (Constant),
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) | 1.408 276 5.102 .000
467 110 .326 4.266 .000
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a. Dependent Variable:
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Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 b . Enter

a. Dependent Variable:

b. All requested variables entered.

Model Summary

Change Statistics

Adjusted R Std. Error of the R Square
Model R R Square Square Estimate Change F Change

1].363% 131 .126 .39699 131 23.159

Model Summary

Change Statistics

Model dfl df2 Sig. F Change

111 153 .000

a. Predictors: (Constant),

ANOVA?®
Model | Sum of Squares Df Mean Square F Sig.
1 Regression | 3.650 1 3.650 23.159 .000"
Residual | 24.114 153 .158
Total | 27.763 154

a. Dependent Variable:

b. Predictors: (Constant),

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) | 1.551 212 7.314 .000
.405 .084 .363 4.812 .000

a. Dependent Variable:
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Variables Entered/Removed?
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Variables Variables
Model Entered Removed Method
1 b Enter
a. Dependent Variable:
b. All requested variables entered.
Model Summary
Change Statistics
Adjusted R Std. Error of the R Square
Model R R Square Square Estimate Change F Change
1] .523% .273 .269 .27637 .273 57.579
Model Summary
Change Statistics
Model dfl df2 Sig. F Change
111 153 .000
a. Predictors: (Constant),
ANOVA?
Model | Sum of Squares Df Mean Square F Sig.
1 Regression | 4.398 1 4.398 57.579 .000"
Residual | 11.686 153 .076
Total | 16.084 154
a. Dependent Variable:
b. Predictors: (Constant),
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) | 1.354 .148 9.177 .000
444 .059 .523 7.588 .000

a. Dependent Variable:

BYR [ [ ONEWAYS
/MISSING ANALYSIS.

78



aSLall Aails

Oneway

ANOVA
Sum of Squares Df Mean Square F Sig.
Between Groups | 4.351 21 .207 .945 .535
Within Groups | 29.158 133 219
Total | 33.510 154
Between Groups | 6.125 21 .292 .749 775
Within Groups | 51.772 133 .389
Total | 57.897 154
Between Groups | 16.155 21 .769 1.009 457
Within Groups | 101.419 133 .763
Total | 117.574 154
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