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'Study Summary:

"This study aims to examine the role of service quality in enhancing the mental image of Algerie
Telecom, based on the dimensions of 'service quality' provided by the organization itself. Surveys
were distributed to a sample of 122 customers to assess the mental image, and the data were analyzed
using SPSS_26 software. The results revealed a high level of service quality (average 3.44) and for the
mental image (average 3.39). Positive linear relationships were found between tangibility (R2 =
0.349), reliability (R2 = 0.749), responsiveness (R2 = 0.631), trust and credibility (R2 = 0.675), and
sympathy (R2 = 0.594) with the mental image. The simple linear regression equation indicated that
56% of changes in the mental image could be attributed to service quality. In conclusion, the study
recommends improving communication with customers, training employees, and offering diverse

services to enhance customer experience and promote the mental image.

Keywords: Service Quality, Mental Image, Algerie Telecom, Services, Customers".
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Frequency Percent Valid Percent Percent
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N
112

112

112

112

112
112

Mean

3,62

3,46

3,20

3,30

3,40

Descriptive Statistics

G i g

IS 5 Alle 53 ga OIS Lol Ao 3al) 385

JM‘&_}S‘@J@M

3o lal) 5 IS 48 y2ally ) slalall aiady
Criaall Gl jladind e o)l llal)

i e cUadY) 1 S5 du sl Cria

aalia o) Lgilana

Lalaic V) ax

Valid N (listwise)

N
112

112

112

112

112
112

Mean

3,49

3,09

3,54

3,06

3,29

Descriptive Statistics

o eSlenll (5 5lSa Ry pual) Alaiu)

aAlAEJj)a..a

i

N

112

Mean

3,09

Valid Percent
29,5
35,7
34,8
100,0

Std. Deviation
,861

,879

,985

,928

,591

Std. Deviation

,816

,865

,758

,989

,662

Std. Deviation

1,078
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Cumulative

Percent

29,5
65,2
100,0
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G e sl aDlels A gall o 112 3,17

Zadll wpsid Gaulial

Gaaldl) Jolall alay) e dusnigall Jond 112 3,25

il JSLaal

Crutonall Baclusall apaity () slalall a 112 3,35

s A g

el sl s e oy sleall o5y 112 329

Sl dals A0

Adail) ans 112 3,23
112

valid N (listwise)

Descriptive Statistics

N Mean
Cpiiosall Ll g A8 Cpalalall &gl 3 ey 112 3,30
Al s A peadl) Al 853 112 3,94
Ol (st Al il sladl)
Lea a5 Ledafa Aol dbeal) A sall i 53 112 3,80
oYl glsef e e
T zall g dalaill 3 GV (a3l pady 112 3,78
Lo Clalall als ol (Y] A sall i g8 112 3,49
el Aadd B35 (pe 1 o Laa
Adlaadll g A8 any 112 3,66
Valid N (listwise) 112

Descriptive Statistics

N Mean
dadia b Cpuitaal) daliae Lyl o 112 3,56
LAl
Tooes A8 5 Blal) G Clalal) aiady 112 3,70
5 mal) Lages Y 08 31 a5l a3l 112 3,63
Lalall cilalia¥) 5535 Jal gall 5
ciliatll aadity ardl patia Jigy 112 3,62
Ozl s Y
Cabaladl) day 112 3,63
Valid N (listwise) 112

Descriptive Statistics
N Mean

1,003

,935

,887

,924

, 743

Std. Deviation

, 792

,619

,708

,667

771

,465

Std. Deviation

, 720

721

,827

, 726

,512

Std. Deviation
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33 g ;i....u.u}d| @ 4, 48 gﬂ 112 3,29 ,743
Tss e g bl die flal g Aal s Lilars

Calalas LS Ao gall Alacaa clial ala 33 112 3,27 147
oo

A sall (e Bua By a3 8 Jaal 112 3,58 ,801
Lexe Jalaif il

o el Lgadis il addl) 555 CuS 112 3,43 824
leie Aphb ) sa i

Saladll 83 jlean A all Jlae Spaly 112 3,27 , 759
s Gl g e e Sleall Jolall g3

aedl

& el (8 agls 2 (e e Dlandl (pm) ) 112 3,36 , 733

e e e i aeb Bzl
grinall B lgi) papea

LeiDlant A sl Lgan ) ) LiiaY) 112 3,51 ,697
& e Bun by gea ey dandie

il

Al 5 geall jgaae 112 3,39 511
Valid N (listwise) 112

Descriptive Statistics

N Mean Std. Deviation

T galall 2ay 112 3,40 ,591
Aalaic V) azy 112 3,29 ,662
PRI RO 112 3,23 , 743
Ll aaall 5 48] 2y 112 3,66 ,465
Calalaill aay 112 3,63 ,512
cilexdll 835a ) sae 112 3,44 AT7
Valid N (listwise) 112

Group Statistics

ol N Mean Std. Deviation Std. Error Mean
cilerall 53sa ) saa S 50 3,54 440 ,062

s 62 3,36 ,495 ,063
Anadll s pall 520 83 50 3,43 ,516 ,073

s 62 3,35 ,509 ,065

Levene's Test for

Equality of Variances t-test for Equality of Means
Mean Std. Error
F Sig. t df Sig. (2-tailed) Difference Difference
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Blga ysna Equal variances
PR assumed
Equal variances not
assumed
bysall )saa Equal variances
Agadl) assumed
Equal variances not
assumed
. Between Groups
5 giaall P
Within Groups
Total
s ) Between Groups

Y lal) A 5a aa Jaladll <l gi
S al

(5 sianall

PENER|]

SYlai dnge ga Jaladl) < gias
BEBN

Within Groups
Total

Between Groups

Within Groups

Total

Between Groups
Within Groups
Total

Between Groups
Within Groups
Total

Between Groups
Within Groups

Total

1,105

,671

,296

414

ANOVA

Sum of Squares
33,313
38,750

72,063

62,524
38,583

101,107

41,845
29,833

71,679

ANOVA

Sum of Squares

3,887
68,176
72,063
29,540
71,567

101,107
14,811
56,868

71,679

1,939 110 ,055
1,964 108,90 ,052
4
,728 110 ,468
, 727 104,40 ,469
7
df Mean Square
28 1,190
83 ,467
111
28 2,233
83 ,465
111
28 1,494
83 ,359
111
df Mean Square

12 ,324
99 ,689
111
12 2,462
99 ,723
111
12 1,234
99 574
111

Correlations

67

174

174

,071

,071

F
2,548

4,804

4,158

470

3,405

2,149

,090

,088

,097

,097

Sig.
,001

,000

,000

Sig.

,928

,000

,020
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Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

s salall amy

112
,333"
,000

112
,281"
,003

112
,373™
,000

112
,162
,089

112
,349™
,000

112

Variables Entered/Removed?

Mod Variables Variables
el Entered Removed
1 Ll 5 puall ) gmab

Method

. Enter

a. Dependent Variable: el 335 5 5ne

b. All requested variables entered.

Model

1

Apaldie V) axy
,333"
,000

112
1

112
,755™
,000

112
,702"
,000
112
,670™
,000
112
749"
,000

112

Model Summary

Adjusted R

R R Square

,7502

,562

a. Predictors: (Constant), 4sall 5 gall ) saa

Square

,558

EEENAY [ pEee
,281"
,003

112
,755"
,000

112
1

112
,684™
,000

112
,758™
,000

112
,631"
,000

112

48| anall 5 450 aen

Std. Error of the

Estimate

,317
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,373"
,000

112
, 702"
,000

112
,684™
,000

112
1

112
,804™
,000

112
675"
,000

112

alaladll ey
,162
,089

112
,670™
,000

112
,758™
,000

112
,804™
,000

112
1

112
,594™
,000

112

4l s pall 50
,349"
,000

112
,749™
,000

112
631"
,000

112
675"
,000

112
,594™
,000

112
1

112



,000°

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 14,218 1 14,218 141,360
Residual 11,064 110 ,101
Total 25,282 111

a. Dependent Variable: <leaall 33 5 sae

b. Predictors: (Constant), aiadll 5 pall | sae

Coefficients?

Unstandardized Coefficients

Model B Std. Error
1 (Constant) 1,069 0,202
Laldll s ) sall saa 0,701 0,059

a. Dependent Variable: el 335 5 sne

Reliability Statistics
Cronbach's Alpha N of Items

,923 29

Standardized
Coefficients

Beta t
5,297

, 750 11,890

69

Sig.

,000

,000
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