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Abstract

The role of service quality in improving the mental image of the institution

This study aims to identify the extent of the impact of service quality in
improving the mental image of the institution among a sample of clients of
Sitram Corporation "Ouargla Branch", so that the study sample consisted of
(74) individuals, and this effect was tested using multiple regression analysis.
The results indicated that there is a statistically significant effect of service
quality in improving the mental image of the institution, and the study
concluded several results, the most important of which are: Service quality is
of great importance in improving the image of the institution and customer
satisfaction.

v

v

v

There is no statistically significant effect of the tangibility dimension in
improving the mental image;

There is no statistically significant effect of the reliability dimension in
improving the mental image;

There is a statistically significant effect of the response dimension in
improving the mental image;

There is a statistically significant effect of the trust and safety
dimension in improving the mental image;

There is a statistically significant effect of the empathy dimension in
improving the mental image;

There are no statistically significant differences in the average attitudes
of the study sample members about the mental image of the institution
due to personal and occupational variables (gender, age, educational
level, occupation).

It reached the following most important suggestions and recommendations:

v

v

Strengthening the institution's good reputation in the community and
constantly reminding its clients that it is a leading national institution,
maintaining the level of credibility it enjoys in front of its clients, and
focusing on improving it constantly;

Listening to customers, receiving their complaints and suggestions, and
quickly resolving them;

Keywords: quality, quality of service, the mental image of the institution.
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Fiabilité
Echelle : TOUTES LES VARIABLES

Récapitulatif de traitement des observations

N %
Valide 74 1000
Observations Exclus® 0 ,0
Total 74 100,0

a. Suppression par liste basée sur toutes les variables de la procédure.

Statistiques de fiabilité

Alpha de Cronbach Nombre d'éléments

, 767 30
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Frequencies

Statistics
indl
Valid 74
N
Missing 0
i)
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé
N3 60 81,1 81,1 81,1
Valide 14 18,9 18,9 100,0
Total 74 100,0 100,0
oudadl
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Frequencies

Statistics
ol
Valid 74
N
Missing 0
Syl
Frequency Percent Valid Percent Cumulative
Percent
4w 30 o 11 14,9 14,9 14,9
.39 N 230 0e 39 52,7 52,7 67,6
Valid 18w 49 I 35 40 e 16 21,6 21,6 89,2
4w 50 e S 8 10,8 10,8 100,0
Total 74 100,0 100,0
W s 30 o B
[ 5 39 | M 5 30 o
O ag Mizudn e

W s 50 o 550
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Frequencies

Statistics
el (5 il
Valid 74
N
Missing 0
sl (g giasall
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé
i sl 7 9,5 9,5 9,5
EN 57 77,0 77,0 86,5
Valide
Lle bl o 10 13,5 13,5 100,0
Total 74 100,0 100,0
cranlaill 5 gheuall
W g s st
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[ e bz
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Statistics
Ak )
Valid 74
N
Missing 0
dighy
Effectifs | Pourcentage Pourcentage Pourcentage
valide cumulé
lla 24 32,4 32,4 32,4
abbise 39 52,7 52,7 85,1
Valide 2o i 3 4,1 4.1 89,2
dae gsn 8 10,8 10,8 100,0
Total 74 100,0 100,0
A gl
[
[ EEY
7 e taaa
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Descriptives

Descriptive Statistics

N Mean Std. Deviation

Q1 74 3,32 778
Q2 74 3,84 1,034
Q3 74 3,89 ,900
Q4 74 3,88 ,739
AX1 74 3,7331 ,44823
Q5 74 3,86 728
Q6 74 3,61 1,168
Q7 74 3,46 1,023
Q8 74 3,30 ,887
AX2 74 3,5574 ,48354
Q9 74 3,64 1,054
Q10 74 3,82 ,850
Q11 74 3,74 , 723
Q12 74 3,78 ,896
Q13 74 3,72 1,129
AX3 74 3,7405 ,62173
Q14 74 3,57 1,048
Q15 74 3,64 ,973
Q16 74 3,38 1,119
Q17 74 3,45 ,909
Q18 74 3,64 1,154
AX4 74 3,5324 ,62922
Q19 74 3,68 ,846
Q20 74 3,72 ,562
Q21 74 3,61 773
Q22 74 3,50 ,815
AX5 74 3,6250 ,45188
Valid N (listwise) 74




Descriptives

Descriptive Statistics

N Mean Std. Deviation

Q23 74 3,88 ,875
Q24 74 3,65 ,999
Q25 74 3,68 ,923
Q26 74 3,73 1,038
Q27 74 3,53 ,763
Q28 74 3,73 1,011
Q29 74 3,95 ,594
Q30 74 3,73 ,799
Y 74 3,7331 44584
Valid N (listwise) 74




Regression
Model Summaryb
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,769% ,591 ,561 ,29530
a. Predictors: (Constant), AX1, AX2, AX3, AX4, AX5 La2all 53 50 sla

b. Dependent Variable: Y 4w sall 45810 3 ) puall

ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 8,580 5 1,716 19,679 ,000°
1 Residual 5,930 68 ,087
Total 14,510 73
a. Dependent Variable: Y
b. Predictors: (Constant), AX1, AX2, AX3, AX4, AX5
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1,455 467 3,113 ,003
AX1 ,012 ,078 ,012 ,149 ,882
AX2 -,051 ,073 -,055 -,689 ,493
! AX3 ,162 ,068 ,226 2,381 ,020
AX4 414 ,067 ,584 6,151 ,000
AX5 ,096 ,084 ,097 1,148 ,025

a. Dependent Variable: Y
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Charts

Mormal P-P Plot of Regression Standardized Residual

Dependent Variable: Y

1,0

0,67

0,44 o

Expected Cum Prob
(8

0,24 fa1113)

0,0 T T I
00 02 04 05 08

Observed Cum Prob



T-Test
Group Statistics
Std. Emror
el M Mean | Std. Deviation Mean
Y A 60 | 37854 42629 5503
I 14| 35089 47400 12668

Independent Samples Test
Levens's Test for Equality of
Variances ttestfor Equality of Means
§5% Confidence Interval of the
Mean Std. Ermor Difierence
F Sig. t if Sig. (2tailed) |  Difference Differance Lower Unpper
Y Equal variances
assumed 1320 254 2140 72 036 27648 120820 01894 53404
Equal variances nat
assumed 2002 | 18227 060 27648 13812 - 01343 6641




ANOVA a 1 facteur

Somme des ddl Moyenne des F Signification
carrés carrés
Inter-groupes 15,710 15 1,047 1,627 ,094
o) Intra-groupes 37,331 58 ,644
Total 53,041 73
5 il Inter-groupes 4,578 15 ,305 1,439 ,160
athad Intra-groupes 12,300 58 ,212
Total 16,878 73
Inter-groupes 10,629 15 ,709 ,856 ,614
EEREp Intra-groupes 48,033 58 828
Total 58,662 73




