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Abstract:

This study aims to investigate the impact of physical evidence, with its dimensions
(physical environment and material requirements), on internal customer satisfaction. The
research was applied to a field case study at the Sonelgaz company in Hassi Messaoud.
The descriptive approach was adopted, and a questionnaire was used to collect data.

The questionnaire was distributed to a sample of 60 internal employees, and the
data were analyzed using SPSS v26, applying appropriate statistical tools to test the five
hypotheses derived from the theoretical framework of the study.

The results showed that the respondents have a high level of awareness of the
importance of physical evidence, and that their internal satisfaction level is also high.
Moreover, a statistically significant relationship and effect was found between physical
evidence and internal customer satistaction, while no significant differences were observed
according to personal variables—except for gender.

The study concluded with a set of recommendations emphasizing the need to
continue improving the elements of physical evidence, as a key factor in enhancing
employee satisfaction within the organization.

Keywords: Physical Evidence, Physical Environment, Material Requirements, Internal
Customer Satisfaction, Sonalgaz, Hassi Messouad.
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SPSS zxali s slaryiue :(03) ) (3oxkal)

Reliability Statistics

Cronbach's
Alpha N of Items
.899 25

Reliability Statistics|

Cronbach's|
Alpha| N of Items|
.848 16

Reliability Statistics|

Cronbach's|

Alphal N of Items

1#Lias,S Wl Jalao

23beedl gremr FlogS W bl Jalas

$3bd! Wl Js¥1 6520l FLogS W1 oLl olae

1 g1 Loy W16l 35,8 Wl Ll Jaslas

.894 9
gender
Cumulative
Frequency| Percent |Valid Percent Percent
Valid 53 51 85.0 85.0 85.0
é&l 9 15.0 15.0 100.0
Total 60 100.0 100.0
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age
Cumulative
Frequency | Percent |Valid Percent| Percent
Valid . 325 1 1.7 1.7 1.7
2535 16 26.7 26.7 28.3
36 45 32 53.3 53.3 81.7
45 0 S 11 18.3 18.3 100.0
Total 60 100.0 100.0
experience
Cumulative
Frequency | Percent |Valid Percent| Percent
Valid| olgw1 3 1 1.7 1.7 1.7
Ol ghund 7 17 28.3 28.3 30.0
7 oy SS| 42 70.0 70.0 100.0
Total 60 100.0 100.0
job_ type
Cumulative
Frequency | Percent |Valid Percent| Percent
Valid | s,ls| 26 43.3 43.3 43.3
B 32 53.3 53.3 96.7
3 1 1.7 1.7 98.3
4 1 1.7 1.7 100.0
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Total 60 100.0 100.0
education
Cumulative
Frequency | Percent |Valid Percent Percent

Valid S 27 45.0 45.0 45.0

sl 28 46.7 46.7 91.7

Ls &l 5 8.3 8.3 100.0

Total 60 100.0 100.0
rdga ! ! oyl sl o1 3] ol bl
Descriptive Statistics
N  [Minimum|Maximum| Mean [Std. Deviation
pml 60 2 5 4.15 a77
pm2 60 1 5 3.97 1.041
pm3 60 3 5 4.38 .524
pm4 60 1 5 3.87 1.081
pm>5 60 2 5 3.67 914
pm6 60 1 5 3.20 1.219
pm7 60 1 5 3.97 938
pm38 60 1 5 3.83 1.028
Valid N
(listwise) 60
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Descriptive Statistics

N Minimum Maximum| Mean |Std. Deviation
mm1 60 1 5 3.30 1.030
mm?2 60 1 5 3.42 .889
mm4 60 1 5 3.52 1.157
mmé6 60 1 5 3.43 1.125
mmb5 60 1 5 4.00 .883
mm7 60 1 5 2.95 910
mm38 60 1 5 3.77 851
mm3 60 1 5 3.63 .863
Valid N
(listwise) 60
PERRV IO TSSRCHRO - SN INJEJERINES
Descriptive Statistics
N Minimum [Maximum| Mean |Std. Deviation
rm1 60 1 5 3.48 1.186
rm2 60 1 5 3.42 .926
rm3 60 2 5 3.90 .838
rm4 60 1 5 3.63 974
rm5 60 1 5 3.27 1.006
rm6 60 1 5 2.80 1.132
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rm?7 60 1 5 3.52 1.081
rm8 60 1 5 3.57 927
rm9 60 1 5 3.58 1.062
Valid N
60
(listwise)
2l g dwlyodl il ,d ,Las]
Sodl inzpdl
One-Sample Statistics
Std. Error
N Mean |[Std. Deviation Mean
Moy_pm1 60 3.8792 .61019 07878
One-Sample Test
Test Value =3
95% Confidence Interval of
the Difference
Mean
t df Sig. (2-tailed)| Difference Lower Upper
Moy_pml 11.160 59 .000 87917 7215 1.0368
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One-Sample Statistics

Std. Error
N Mean |Std. Deviation Mean
Moy_rm
60 3.4630 .75030 .09686
2
One-Sample Test
Test Value =3
95% Confidence Interval of
the Difference
Mean
t df  [Sig. (2-tailed)| Difference Lower Upper
Moy_rm
4.780 59 .000 46296 2691 .6568
2
U dus,all
Correlations
DM [Moy_rm?2
DM  Pearson Correlation .5 14
Sig. (2-tailed) .000
N 60 60
Moy_rm2 Pearson Correlation| .5 14" 1

Sig. (2-tailed) .000

86




N

**. Correlation is significant at the 0.01 level (2-

tailed).
sl il
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 DM" Enter
a. Dependent Variable: Moy_ rm2
b. All requested variables entered.
Model Summary
Adjusted R | Std. Error of
R R Square Square the Estimate
.514° .264 .251 .64922
a. Predictors: (Constant), DM
ANOVA®
Sum of
Model Squares df |MeanSquare| F Sig.
Regression 8.768 1 8.768 20.803 | .000°
Residual 24.446 58 421
Total 33.214 59

a. Dependent Variable: Moy_rm2 b. Predictors: (Constant), DM
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Variables Entered/Removed®
Variables Variables
Model Entered Removed | Method
1 moy_ pm 1° Enter
a. Dependent Variable: moy_rm3
b. All requested variables entered.
Model Summary
Adjusted R | Std. Error of
Model R R Square Square the Estimate
1 406" .165 150 69155
a. Predictors: (Constant), moy_ pm1
ANOVA®*
Sum of
Model Squares df Mean Square F Sig.
Regression 5.476 1 5.476 11.449 .001
Residual 27.738 58 478
Total 33.214 59

a. Dependent Variable: moy_rm3

b. Predictors: (Constant), moy_ pm1
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Coefficients®
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant)| 1.478 325 4.543 .000
moy_pmi|  .199 148 406 3.384 | .001
a. Dependent Variable: moy_rm3
Variables Entered/Removed®
Variables Variables
Model Entered Removed | Method
1 | moy mm2® Enter
a. Dependent Variable: moy_rm3
b. All requested variables entered.
Model Summary
Adjusted R | Std. Error of
Model R R Square Square the Estimate
1 511° 261 .248 .65063

a. Predictors: (Constant), moy__ mm2
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ANOVA*
Sum of
Model Squares df Mean Square F Sig.
1 Regression 8.661 1 8.661 20.460 | .000°
Residual 24.553 58 .423
Total 33.214 59
a. Dependent Variable: moy_rm3
b. Predictors: (Constant), moy__mm?2
Coefficients®
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 909 .370 2.460 017
moy__mm2 .652 144 511 4.523 .000
a. Dependent Variable: moy_rm3
tda Bl A2 ,a)1
: i it
ANOVA®
Sum of
Model Squares df |MeanSquare| F Sig.
1  Regression 8.768 1 8.768 20.803 | .000°
Residual 24.446 58 421
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Total | 33.214

59‘

a. Dependent Variable: Moy_ rm2

b. Predictors: (Constant), DM

Group Statistics

Std. Error
gender N Mean [Std. Deviation Mean
moy_rm3 )55 51 2.6471 71723 .10043
331 9 1.9136 .64973 .21658

Independent Samples Test

Levene's Test for

Equality of
Variances t-test for Equality of Means
95% Confidence
Std.
Interval of the
M E
can rror Difference
Sig. (2- [Differen|Differen
F Sig. t df | tailed) ce ce Lower | Upper
Moy Equal
~_rm2 variances .005 946 58 .006 |-.73348]| .25609 -.22086
2.864 1.24609
assumed
Equal
- 11.72 -
variances not .010 |-.73348| .23873 -.21197
3.072| 4 1.25499
assumed

Group Statistics
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Std. Error
job_ type N Mean |Std. Deviation Mean
moy_rm3 s, 26 2.3889 .67054 .13150
d‘“ 32 2.6979 .79336 .14025

Independent Samples Test

Levene's Test for

Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
M Std. E
can o Difference
Sig. (2- |Differenc|Differenc
F Sig. t df | tailed) e e Lower | Upper
moy_r Equal variances
1.167 .285 -1.579| 56 .120 -.30903 .19566 | -.70098 | .08292
m3 assumed
Equal variances
-1.607(55.896| .114 -.30903 .19226 | -.69418 | .07613
not assumed
ANOVA
moy_rm3
Sum of
Squares df Mean Square F Sig.
Between Groups .637 3 212 .365 779
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Within Groups 32.577 56 .582
Total 33.214 59
18] paiia
ANOVA
moy_rm3
Sum of
Squares df Mean Square F Sig.
Between Groups 1.167 2 .583 1.038 .361
Within Groups 32.047 57 562
Total 33.214 59
gv.LzJ | G ]| yaitia
ANOVA
moy_rm3
Sum of
Squares df Mean Square F Sig.
Between Groups 1.185 2 593 1.055 355
Within Groups 32.028 57 .562
Total 33.214 59

KOLMOGOROV-SMIRNOV ,LasI

Case Processing Summary
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Cases
Valid Missing Total
N Percent N Percent N Percent
moy_pmil| 60 | 100.0% 0 0.0% 60 | 100.0%
moy_ mm?2 60 100.0% 0 0.0% 60 100.0%
moy_rm3 60 100.0% 0 0.0% 60 100.0%
Descriptives
Statistic |Std. Error
moy_ pml Mean 2.1208 .07878
95% Confidence Interval Lower Bound] 1.9632
for Mean
Upper Bound| 2.2785
5% Trimmed Mean 2.1019
Median 2.1250
Variance 372
Std. Deviation .61019
Minimum 1.00
Maximum 4.00
Range 3.00
Interquartile Range 94
Skewness 577 .309

94



Kurtosis .380 .608
moy_ mm2 Mean 2.4979 .07589
95% Confidence Interval Lower Bound| 2.3461
for Mean
Upper Bound| 2.6498
5% Trimmed Mean 2.5023
Median 2.5000
Variance .346
Std. Deviation .58788
Minimum 1.25
Maximum 3.75
Range 2.50
Interquartile Range 97
Skewness -.060 .309
Kurtosis -.626 .608
moy_ rm3 Mean 2.5370 .09686
95% Confidence Interval Lower Bound| 2.3432
for Mean
Upper Bound] 2.7309
5% Trimmed Mean 2.5185
Median 2.5556
Variance .563
Std. Deviation .75030
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Minimum 1.11
Maximum 4.56
Range 3.44
Interquartile Range .89
Skewness 381 .309
Kurtosis -.056 .608
Tests of Normality
Kolmogorov-Smirnov* Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
moy_pml1| .100 60 200 971 60 167
moy_mm2| .103 60 175 981 60 472
moy_rm3| .103 60 .182 977 60 315

*. This is a lower bound of the true significance.

a. Lilliefors Significance Correction
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Expected Normal

Dev from Normal

Normal Q-Q Plot of moy_pm1

LUl b gas!

08

06

04

0z

0o

-0.2

Observed Value

Detrended Normal Q-Q Plot of moy_pm1

10 15 20 25 30 35

Observed Value

97

40



Expected Normal

Dev from Normal

Normal Q-Q Plot of moy_mm2
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Expected Normal

Dev from Normal

Normal Q-Q Plot of moy_rm3
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