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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 = 0.594y 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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Jee bl Aead S el oAl A 112 3,30
s
P eliel) 112 3,40
Valid N (listwise) 112

Descriptive Statistics

N Mean
Glala b A sall Lgaadi Al daadl) 112 3,49
Ll el g3
U<y s Alle 83 5a i Ciladd Al 5 112 3,09
2aaal) L\S)ﬂ %j} Taa
3o L4l) 5 28K 48 jaally ) slalal) ety 112 3,54
Ol @l jladind e 3l Al
i die eUadY) ) S5 dusns ) i 112 3,06
Al Lgileaas
alaic Y aay 112 3,29
Valid N (listwise) 112

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

Std. Deviation
,861

,879

,985

,928

591

Std. Deviation
,816

,865

, 758

,989

,662

65

100,0

Cumulative

Percent

29,5
65,2
100,0



Descriptive Statistics

N Mean
e Danll (5 5l Aay yuall Alaii) 112 3,09
KAAAEJ})A'A %‘)Lu&u‘
gl e sl el A pall a g 112 3,17
40240 Hﬁﬂ Cualiall
Laalil) Jolall ala) e Dsssall Joad 112 3,25
i) JSLE
Crasiaall BacLuall anaiy ) slalall o sy 112 3,35
g Al seun
Aaddall Aaddl) oSS e ¢y slalal) o 08 112 3,29
Ll dals 40
Aai s 112 3,23

112

Valid N (listwise)

Descriptive Statistics

N Mean
Cniedl Gl 5 A& Calalall &gl 3 e 112 3,30
b Al 5 i gendll Al i 112 3,94
Opiisal) 2t 3l e slaall
lea i L@‘Jsl_\ Al Alaa) Lozl a3 112 3,80
e Olsel Gl e
Lwzall e Jalall b GG o3l e 112 3,78
Lo Galalall il 1) L) A sall g3 112 3,49
Cpuiaal) dadd B3 g (e 1 lea
Alaadl o A8 aay 112 3,66
Valid N (listwise) 112

Descriptive Statistics

N Mean
Lot & Cpadionl Aaliae G all g 112 3,56
Leilelaia)
st ALy 1A Gy el wialy 112 3,70

Opiienall o Jaladl) 3 ds 5

Std. Deviation
1,078

1,003

,935

,887

,924

,743

Std. Deviation

,792

,619

, 708

,667

771

,465

Std. Deviation
,720

721

66

S



8 Jaall Lo W (5l U gl A sall
Al clalia) (5535 dalsall
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Ol iy

Calalaill Ay

Valid N (listwise)

112

112

112
112

3,63

3,62

3,63

Descriptive Statistics

53 g3 G Ao gall 8 ALl Al gl
:Luual)A & Salall) i uLAU 4.;\)4 Llaad
Calalat LalS A sall A8laiaa clial ala 33
e ‘
L) G b3 by a 0D B Jeal
lexa bl il

O s ) L ) a5 g i€
e Apda ) ga i

Jalal (88 jlens Fnnapall Jlae ey
i) sm Gln g aed e Slaall Jolall i si
peal

o Jalall 8 oy 23 e e Dlaal) a0
lede Ao Ao i (b ae b A 3all
eeind) (Al s pe g

LeiDlan) A gall Lgans ) <l SLiiaY)

g-j LG-": A3 ) sa kldaci} M
@S.AAM

:*:uh.\]‘ ZJ)AA“ s

Valid N (listwise)

N
112

112

112

112

112

112

112

112
112

Descriptive Statistics

N
L galall 2my
Lalaic V) ax
Alaial) 2ey
Alaaall g A8 2y
Calalatll amy
CGladdll 3 ga ) na

Valid N (listwise)

il
Gleaadldl 339 )gna )SJ

i

112
112
112
112
112
112
112

Mean
3,40
3,29
3,23
3,66
3,63
3,44

Mean

3,29
3,27
3,58
3,43

3,27

3,36

3,51

3,39

,827

, 726

912

Std. Deviation

,743
147
,801
,824

,759

,733

,697

911

Std. Deviation

Group Statistics

Mean
50 3,54
62 3,36

Std.

591
,662
,743
,465
,512
ATT

Deviation

440

,495

67

Std. Error Mean

,062

,063

S
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i

50 3,43

62 3,35

Levene's Test for
Equality of Variances

F Sig.
B9 ) 9aa Equal variances 1,105 ,296
Glaadl) assumed
Equal variances not
assumed
sosall )saa Equal variances ,671 414
Al assumed
Equal variances not
assumed
ANOVA
Sum of Squares
sl Between Groups 33,313
Within Groups 38,750
Total 72,063
Aika ) Between Groups 62,524
Within Groups 38,583
Total 101,107
AL A0 g Jebal] & i Between Groups 41,845
sl Within Groups 29,833
Total 71,679
ANOVA
Sum of Squares
S Siaall Between Groups 3,887
Within Groups 68,176
Total 72,063

,516

,509

,073

,065

t-test for Equality of Means

df  Sig. (2-tailed)

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

68

Mean

Difference

174

174

,071

,071

2,548

4,804

4,158

470

>

Std. Error

Difference
,090
,088

,097

,097

Sig.
,001

,000

,000

Sig.

,928



Ak Ml

AYLad A ge aa Jaladll Gl g

BN

G galall 22y

aldic V) axy

Lt aey

Adlaadll g 45 axy

Calalatll aay

4l s ) gall s

Between Groups

Within Groups

Total

Between Groups

Within Groups

Total

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

A galall 2my

112
,333
,000

112
,2817
,003

112
,373°
,000
112

,162
,089

112
,349°
,000

112

Variables Entered/Removed?

Mod Variables Variables
el Entered Removed
1 Laadll s ) saall ) sal

Method

. Enter

29,540 12
71,567 99
101,107 111
14,811 12
56,868 99
71,679 111

Correlations

Aale) sy ALY
333" 281"
,000 ,003
112 112
1 755"
,000
112 112
755" 1
,000
112 112
;702" 684"
,000 ,000
112 112
670" 758"
,000 ,000
112 112
749" 631"
,000 ,000
112 112

69

2,462

723

1,234

574

Adlauadl g 451 any
,373"
,000

112
,702”
,000

112
,684”
,000

112

112
,804”
,000

112
675"
,000

112

3,405 ,000
2,149 ,020
Cabbeill 3y Al 5 seall ) saa
,162 ,349"
,089 ,000
112 112
,670" 749"
,000 ,000
112 112
,758” ,6317
,000 ,000
112 112
,804” ,675"
,000 ,000
112 112
1 ,594"
,000
112 112
594" 1
,000
112 112



a. Dependent Variable: <ilexill 33 5a ) gna

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,7502 ,562 ,558 ,317
a. Predictors: (Constant), 4l 5 sall ) saa
ANOVA?
Model Sum of Squares df Mean Square
1 Regression 14,218 1 14,218
Residual 11,064 110 ,101
Total 25,282 111

a. Dependent Variable: <ilexall 335a ) gaa

b. Predictors: (Constant), sl i ) pall ) sae

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta
1 (Constant) 1,069 0,202
Aalll s ) gall jsaa 0,701 0,059

a. Dependent Variable: <ilexall 335a ) gaa

Reliability Statistics

Cronbach's Alpha N of Items

70

F Sig.

141,360

5,297

11,890

,000°

Sig.

S

,000

,000



,923

29

71

S
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