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Abstract:

This study aims to find out the impact of the quality of services on
customer satisfaction at Yalidine Ouargla Company. The study relied on a
descriptive analytical approach, by collecting data using an electronic
questionnaire distributed to a sample of Yalidine Ouargla Company’s
customers. To analyze this data, the Statistical Packages for the Social
Sciences program was used.SPSS.26.

The study reached a number of results, the most important of which
are: there is an impact of quality on customer satisfaction in general, while
there is an effect for both the dimensions of responsiveness and empathy on
customer satisfaction, there is no effect of the remaining quality dimensions
of reliability, tangibility, and guarantee on customer satisfaction, In
addition, satisfaction with the company's services was average according to
the study sample.

Key Words: customer satisfaction, quality of services, reliability,
tanaibilitv. response. auarantee. empathv.
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st Nl
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Ao Hhidgay e dlh)s ol 4S5 iyl (e dadal) dedal) 5agad Jas gie A28l 5a (S5ne 925
(Al

cAaahall dne i dgag e Ay ol A58 L) Lia )l Jass gie ARilge (Goiuse dgas-

Aubhall due Hhai dgag (e Ay (padlly ASH (8 daw galal) deal Jais e ABlga (Sne 292 5-

cAaahall dne ki dgas (e Al s (b 4S50 (A dpalaieY) 2ad Jaus gie Ailge (Ggine J529-

cAashall dpe Hhi dgay (e b5 (paddl 4S50 (8 lanuV) e (addie d8ilge (Gghue J5ag-
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1. Adams, A; Baheriu, M; Abu Abdulai, I. (2016): Customer
Satisfaction in the Banking Industry in Ghana: A Case of GCB Bank
Limited in WaMunicipa, Journal of Social Science Studies, 2016, Vol. 3, N° 02.

2. Belin, A, La mesure de | satisfaction client dans les marques
industrielles de commerce de Toulouse, juillet, 2002.
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2éme tirage édition d’organisation, Paris, 2001.
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Bl

Dependent Variable: 35 4a3l)

el

oY) @ilajia 1(03) A3y zalall

Multiple Comparisons

Tukey HSD
Mean Difference 95% Confidence Interval
(1) el (J) el (-3) Std. Error Sig. Lower Bound Upper Bound
Bl 5 30 4 o= 30 Y 45 -,06224 ,12745 877 -,3663 ,2418
o 45 4 Ld 54 -,16429 ,34644 ,884 -,9909 ,6623
330 A 454 8 (e 30 A ,06224 ,12745 877 -,2418 ,3663
(o 45 A Lad 58 -,10204 ,34251 ,952 -,9193 ,7152
e 45 Al 35 il (5e 30 A ,16429 ,34644 ,884 -,6623 ,9909
=30 J 45 4 , 10204 ,34251 ,952 -,7152 ,9193
5a9a dardl)
Tukey HSD®"
Subset for alpha = 0.05
el N 1
i e 30 i 35 1,8357
(= 30 I 45 4 49 1,8980
(0 45 A Lad (38 3 2,0000
Sig. ,839

Means for groups in homogeneous subsets are displayed.

a. Uses Harmonic Mean Sample Size = 7,847.

b. The group sizes are unequal. The harmonic mean of the group sizes is used. Type | error levels are not guaranteed.

daga)
Descriptives
33 g deadll
95% Confidence Interval for
Mean

N Mean  Std. Deviation Std. Error Lower Bound = Upper Bound = Minimum Maximum
b 5 47 1,8777 ,52355 ,07637 1,7239 2,0314 1,00 3,00
el 3 5a 9 2,1389 ,70833 ,23611 1,5944 2,6834 1,00 3,00
il 30 11,7833 ,59717 ,10903 1,5603 2,0063 1,00 3,00
Iy 1 2,2500 2,25 2,25
Total 87 1,8764 ,57044 ,06116 1,7549 1,9980 1,00 3,00
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Sl

Correlations

Taadl) saga Al A3l L) aa

Loy sl amdasddl  amdaldie¥) s dall) s el ny Cabaladl)

Pearson Correlation L) g3l 1,000 ,488 ,583 ,634 513 675
s A salall ,488 1,000 ,560 424 ,361 ,517
2 dplaic Y ,583 ,560 1,000 ,580 ,384 ,608
2y Ayl ,634 424 ,580 1,000 ,557 ,638
el ,513 ,361 ,384 557 1,000 462
2y Calaladl) ,675 ,517 ,608 ,638 462 1,000

Sig. (1-tailed) Ly sl ,000 ,000 ,000 ,000 ,000
A salall ,000 ,000 ,000 ,000 ,000
2y dlaicy) ,000 ,000 ,000 ,000 ,000
2y Alaiuy) ,000 ,000 ,000 ,000 ,000
el ,000 ,000 ,000 ,000 ,000
2y Cabaladl) ,000 ,000 ,000 ,000 ,000

N Loy o5 ) 87 87 87 87 87 87
Ay Ay galall 87 87 87 87 87 87
2 dpalaicy) 87 87 87 87 87 87
2y Alaiuy) 87 87 87 87 87 87
Ay (el 87 87 87 87 87 87
2y Cabaladl) 87 87 87 87 87 87

Descriptive Statistics
Mean Std. Deviation N

La) o 1,8659 ,51594 87

s A salall 1,9109 ,57816 87

22 Alaic ) 1,7759 ,57064 87

2 Llaiay) 1,6034 ,54259 87

2 el 1,5316 41729 87

xy Calaladl) 1,8764 ,57044 87

Correlations
Loy o) smdsdd) adnlde¥) wm AW g gledall ey Galaladl)

Pearson Correlation L) g3l 1,000 ,488 ,583 634 ,513 675
Ay Ay galall ,488 1,000 ,560 424 ,361 517
23 Alaic ) ,583 ,560 1,000 ,580 ,384 ,608
2y Alaiuy) ,634 424 ,580 1,000 ,557 ,638
Ay sl ,513 ,361 ,384 ,557 1,000 462
22y Calalall ,675 ,517 ,608 ,638 462 1,000
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Sig. (1-tailed) Ly sl ,000 ,000 ,000 ,000 ,000
223 s salall ,000 ,000 ,000 ,000 ,000
2 dpalaicy) ,000 ,000 ,000 ,000 ,000
i) ,000 ,000 ,000 ,000 ,000
Gl ,000 ,000 ,000 ,000 ,000
2y Calaladl) ,000 ,000 ,000 ,000 ,000
N L) o 87 87 87 87 87 87
223 A galall 87 87 87 87 87 87
2y dpalaic Y 87 87 87 87 87 87
i) 87 87 87 87 87 87
el 87 87 87 87 87 87
22y Calalall 87 87 87 87 87 87
Ll Y Jalae Jgaa
Model Summary”®
Change Statistics
Adjusted R Std. Error of the R Square Sig. F
Model R R Square Square Estimate Change F Change dfl df2 Change
1 ,753% ,568 ,541 ,34954 ,568 21,273 5 81 ,000
a. Predictors : (Constant), 2 calalaill] aay (lasall) aa Zps galall) 2y pdlaie V)] 2 4laind)
b. Dependent Variable : L=, ¢ 3
\Ay‘}” djd_a
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 12,996 5 2,599 21,273 ,000°
Residual 9,897 81 ,122
Total 22,892 86
a. Dependent Variable: L 523
b. Predictors: (Constant), s cahalaill sy laall) ey Gy salall) ey Zodlaie V) ey lainl)
Coefficients®
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) ,299 ,170 1,764 ,081
A A salall ,077 ,082 ,086 ,937 ,352 ,628 1,592
2 dpalaicy) ,136 ,093 ,151 1,466 ,147 ,503 1,987
Ay laiaY) ,203 ,102 ,213 1,989 ,050 465 2,150
e (sl ,188 111 ,152 1,693 ,094 ,662 1,512
xy Calaladl) ,301 ,096 ,332 3,132 ,002 AT74 2,109
a. Dependent Variable: L) s
[ 7]



Collinearity Diagnostics?®

Condition Variance Proportions
Model Dimension Eigenvalue Index (Constant) 2 dusselall 2 dolaieVl 2o ALY am daadall | e Calalaill
1 1 5,787 1,000 ,00 ,00 ,00 ,00 ,00 ,00
2 ,060 9,843 ,32 ,00 ,14 ,13 ,13 ,05
3 ,058 9,951 ,00 37 ,08 ,23 ,15 ,00
4 ,035 12,865 ,32 ,57 ,39 ,05 ,07 ,00
5 ,032 13,368 ,05 ,01 ,30 ,03 14 ,78
6 ,028 14,454 ,30 ,04 ,09 ,56 ,50 ,17
a. Dependent Variable: L) 523!
Histogram

Frequency

20

Dependent Variable; aniliLa,

Mean = 413E-16

-2

0

M=

Regression Standardized Residual

Normal P-P Plot of Regression Standardized Residual
Dependent Variable: an3l La,
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