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Abstract.

This study aims to examine the impact of using mobile phone applications on customer satisfaction
at the National Retirement Fund — Ouargla Agency, considering that customer satisfaction is a key
indicator in evaluating the effectiveness of provided services. The study adopted a descriptive and
analytical approach through the development of a questionnaire consisting of 44 items. The
questionnaire was distributed to a sample of 60 beneficiaries of the Fund’s services, from which 50
valid responses were retrieved and analyzed.

Data were processed using the Statistical Package for the Social Sciences (SPSS). The results
revealed a strong positive correlation between the use of mobile applications and customer
satisfaction, confirming that facilitating access to services via mobile devices contributes to higher
satisfaction levels. Furthermore, no statistically significant differences were found in customer
evaluations based on variables such as status, educational level, or professional sector, indicating a
consistency in the user experience across various demographic groups.

The study concludes by emphasizing the importance of expanding the use of such applications and
developing their features to meet users’ expectations and strengthen the positive perception of
administrative services.

Keywords: National Retirement Fund, mobile applications, service quality, customer
satisfaction.
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Reliability Statistics

Cronbach's Alpha N of Items

934 44

SbBLAYly Gled vyl s ALY odaglgailas Lebly aunl,dll dne iyl L3y o) sla=Y Lelie
W e S e oy dahll dleal oo 20 2Ll

udal)
Cumulative
Frequency Percent Valid Percent Percent

Valid U8 37 74.0 74.0 74.0

el 13 26.0 26.0 100.0

Total 50 100.0 100.0

s
Cumulative
Frequency Percent Valid Percent Percent

Valid 19 I 25 4w 1 2.0 2.0 2.0

= 26 S 55 4 18 36.0 36.0 38.0

= 56 62 4 15 30.0 30.0 68.0

S 5462 4aas 16 32.0 32.0 100.0

Total 50 100.0 100.0

ida
Cumulative
Frequency Percent Valid Percent Percent

Valid el (3) 44 88.0 88.0 88.0

S5 Gsiall 3 6.0 6.0 94.0

IS 553 3l 3 6.0 6.0 100.0

Total 50 100.0 100.0




ala

Cumulative
Frequency Percent Valid Percent Percent
Valid (sl 5 10.0 10.0 10.0
Lt 6 12.0 12.0 22.0
s 18 36.0 36.0 58.0
5SS e 9 18.0 18.0 76.0
=l 12 24.0 24.0 100.0
Total 50 100.0 100.0
guad
Cumulative
Frequency Percent Valid Percent Percent
Valid oY) 5 10.0 10.0 10.0
daall 3 6.0 6.0 16.0
Al bl 13 26.0 26.0 42.0
Cilelaall sl 9 18.0 18.0 60.0
clellsd 5 Al 20 40.0 40.0 100.0
Total 50 100.0 100.0
ot
mo
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Descriptive Statistics
N Mean Std. Deviation
el Gali aladiu) sie daene Sl obi1 | 50 | 3.9800 .65434
Aal 48 s o oS Y sadall s oL AE) Gal | 50 | 3.4200 .97080
Ay IS e Daall A G e slaall Jally sac il Gadat ey | 50 | 4.0800 .60068
o S (g s 484 5a (s2e i gl wilead | 50 | 4.1000 .61445
lgle gAULYI Al addl mann Yy Aiana (208 adai 8 Ll dll sl | 50 | 4.0200 .79514
Al 45 )l Leely) e ST saeld Guki e Lay ) il Juay) Jeadl | 50 | 3.9800 .84491
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Leen) o A Sl Ja 8 sae s gadas e slaeY) Sy 4 1] 50 [3.4200 .88271
NS il s ) )5 ae se e edle) 8 ) aclis gl o) [ 50 [ 3.3400 1.15370
ac ) clead il aie saeli Gala 3 33 [ 50 | 3.7000 .78895
L5058 JSs delaiall sacluall C¥la] ubaill i | 50 | 3.0600 1.03825
lole clas (gaeli Gk JI3 ge cilend g ey L b aal| 50 [ 3.6200 77959
(gaelE gk Jlaainly o AV aslu | 50 [ 4.1200 77301
Al3s deal g gaelE 3ulad ki [ 50 | 3.8600 .67036
A3 e 2ol gk | 50 | 3.8200 .56025
83 3 g el uli e Jalail | 50 | 3.8600 .85738
S i) Jleninly 2ol cilead caliae il ia | 50 | 3.4000 1.01015
(OS] Calise Jad eDbeall dag ol 4 5l Lo 403 Gl 235 | 50 | 3.3000 1.01519
sl gaclsi ulad 8 Alainall 2l a5 [ 50 | 3.9800 .58867
Gubi ge dalaidll e elaia) Joal sill ciliaia calide YA (e AU Leatad Al 4005 ,Y) JiVAl Jensi | 50 | 3.4800 .95276
Axpnaa A8 )k gaels
LsaelE galai A (e Al g Alelee o JuS) Laily IS4G [ 50 | 3.4400 1.03332
AN ) Jal CallSs gaeld gl p=i | 50 | 4.3600 66271
Ay cBlbadll il el gaki p=iss | 50 | 4.3200 62073
e lall k) 3 saial) oladl bl il c 5 paeli gk e i3, | 50 [4.1000 70711
Bpeal Ly Y &and (gf Jo Jpeaall VI 30 | 50 | 3.4800 .88617
Ly 51 5 5e Il e dsthaall £adll e Jgasll kinf | 50 [ 3.2800 1.19591
Jaal) agall (ge oae @ kil i) JB[ 50 | 4.1800 74751
store play saie 8 & seun gaclsi Gudsi e 5l (Sa | 50 | 4.2400 47638
Gl laais Jsa 4l a2 IS ilage 235 | 50 | 3.6000 85714
iyl 3ok e AL Jai¥) 8 Al e clia [ 50 | 3.6600 .82338
S il e &g IS el uls Jadi kil | 50 | 4.0800 .60068
2o gkt Ja il 48K s ALl a1 | 50 | 3.9400 .73983
Gl sl o A1 a) [ 50 | 4.2400 62466
e bl (s sise aa Jaladll | 50 [ 3.9000 .73540
Gl alasil xie J3 U8y clled) Sladl 3 [ 50 | 3.9800 65434
Gkl (s sina agd Jeud) e | 50 [ 3.9200 63374
el k) Beaall ) g Jle e i, gl Jaaid | 50 | 4.3400 .74533
gy s bl ye 3 85l ciladll | 50 | 3.8400 73845
Dead) e uadl Gkl e desidl cileadll [ 50 | 3.6000 .88063
i JS ulaill saaiul | 50 | 3.5000 67763
ALY 34l bl Saei [ 50 [ 3.3400 .93917
Aol s gulill b deadiud 200 [ 50 | 4.1000 .64681
el sl ) 5 ganally Ll ) (e 3 el Hladind | 50 | 3.9000 .81441
A2t Gubil e dalidl Gllaldl [ 50 | 3.5200 .95276
Asal gy dases gubill 8 Leadival) 4l cilalhaadll | 50 | 3.9800 .82040
(A 5add) )4l s ¥ 2 [ 50 [ 3.9200 .54361
(A4 g 48 B4 9o gal) Lasdl) )] o 3,08l 5 48 i gal) )alaicy) 3 | 50 | 3.6057 .60441
plaiiu) A ggu 3 | 50 | 3.6425 .55616
cidgll g Adleil) (adds s | 50 | 3.9533 .54921
(Ostebad g clanall g Lpaba e Jluna ) salally 56l 22| 50 | 3.9040 .45935
LN clipdadl) Sl ,s5d) [ 50 | 3.8051 41760
Ml L, ¢ ) sl [ 50 | 3.8585 43218
Valid N (listwise) | 50

O pal) o Ol Sl b L
) ey Jisd) el e 0.05 AYs s e ENtry ppeall Ol bl Al b alisualy o1 jludY) flS

Variables Entered/Removed?

Model Variables Entered Variables Removed Method
1 lapdal) Jital) paiall | Enter
DAl

sdaall Ly ¢ il yaiallg, Dependent Variable:

b. All requested variables entered.
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Model Summary®
Std. Error of the
Model R R Square Adjusted R Square Estimate

1 .7782 .606 597 27424

A il Jilwddl yaidia, Predictors: (Constant),

edleadl Lia ) &8l idlb. Dependent Variable:

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 5.542 1 5.542 73.692 .000°
Residual 3.610 48 .075
Total 9.152 49
eSaall Ly i) yaialla, Dependent Variable:
AN cliplaill Jsiall aidlb, Predictors: (Constant),
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .794 .359 2.211 .032
AN claplall Jidl il 805 .094 778 8.584 .000

sdaall Ly 1 il yaiallg, Dependent Variable:

Residuals Statistics?®

Minimum Maximum Mean Std. Deviation N
Predicted Value 3.0632 4.5586 3.8585 .33631 50
Residual -.62680- .62250 .00000 27143 50
Std. Predicted Value -2.365- 2.082 .000 1.000 50
Std. Residual -2.286- 2.270 .000 .990 50

eSaall Ly ¢ il yaialla, Dependent Variable:

Charts
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Frequency

15

10

Histogram
Dependent Variable: sl Laj ; aallll ksl

Mean = -1.87E-16
Stel. Dev. =0.990
M=50

- 0 1 2 3

Regression Standardized Residual

Normal P-P Plot of Regression Standardized Residual
Dependent Variable: sl La, 1 aSll suidall

Expected Cum Prob

oo 0.2 0.4 06 0.8 10

Observed Cum Prob

:G_)Jld\ Dlasayl
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Model

Variables Entered/Removed?

Variables Entered Variables Removed

Method

1

2ay A ge alaaiuY)

3y s Al 2530

sy ) Al

Yo sandi(

Stepwise (Criteria:
Probability-of-F-to-
enter <= .050,
Probability-of-F-to-
remove >= .100).
Stepwise (Criteria:
Probability-of-F-to-
enter <= .050,
Probability-of-F-to-
remove >= .100).
Stepwise (Criteria:
Probability-of-F-to-
enter <= .050,
Probability-of-F-to-

remove >= .100).

a. Dependent Variable: Lsid) sl ; Laa ) ¢ Sleall

Model Summary*

Std. Error of the

Model R R Square Adjusted R Square Estimate

1 7192 517 .507 .30341
2 .778° .605 .588 27730
3 .806° .649 .626 .26420
a. Predictors: (Constant), 2= 4l sew alaaiuyl

o

o

. Predictors: (Constant), x: &l sgs aladiu¥), a2y (apias 24Kl call

d. Dependent Variable: sl (Ul 1 Lia ) o Seall

. Predictors: (Constant), 2x & sgu aladiull ey (208a3 2SI <8 5 day GaY) 3 pudl 5 Yia eadl)(

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 4.733 1 4.733 51.416 .000°
Residual 4.419 48 .092
Total 9.152 49
2 Regression 5.538 2 2.769 36.010 .000¢
Residual 3.614 47 .077
Total 9.152 49
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3 Regression 5.941 3 1.980 28.374 .000¢
Residual 3.211 46 .070
Total 9.152 49
a. Dependent Variable: sial il @ Lia ¢ Saal)
b. Predictors: (Constant), s 4l sew alaaiuy)
c. Predictors: (Constant), 2 &l g aladin¥)) aay (i 431K < gl
d. Predictors: (Constant), s & sgw alaaiu¥)) aay (auias 2K <85l 5, aay Gl &y judl 5 Jasa padl)(
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.823 .287 6.349 .000
3y A g a3l .559 .078 .719 7.170 .000
2 (Constant) 1.329 .304 4.379 .000
22y A g ala3iuN| .360 .094 463 3.818 .000
2y (s A cd .309 .095 .392 3.235 .002
8] (Constant) .934 .333 2.807 .007
2y A g alaaiu) .253 .100 .326 2.529 .015
2y Ui AU cd .309 .091 .393 3.404 .001
2y Gl) & pud) 5 Jia seadll( .199 .083 .250 2.404 .020
a. Dependent Variable: _siall £l : L ) ¢ Slesl)
Excluded Variables?
Collinearity Statistics
Model Beta In Sig. Partial Correlation Tolerance
1 ny e Ayl 5 Yisa adli( .249° 2.161 .036 .301 .703
2 Apalaie V1 A 6 sall 30l 5 e ool daral) 1180 712 480 103 371
53 52 sall AE, 483
2y pandds AU cd .392° 3.235 .002 427 572
a5l A salall 5 )b e dpale Clanall 5 A37° 1.302 199 187 .894
O slaladl 5
2 x Gl &y pudl 5 JAsea saadli( .250° 2.404 .020 .334 .703
2xy dpalaie V) YA 6 gall 38l 5 e elal deasl) -.132-¢ -.780- 439 -.114- 294
8350 gall A, 481 5(
Dy A il A salll 5 e e dpale Cilaeall 144¢ 1.506 139 217 .893

O staladl 5(
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3 g dgalaic V) )8 §f al) 3l 5 o olal dasdl)
53 g gall 431, 431 o
et 50 Ayl e Shne T el
O slaladl 5

-.160-

.0834

-.992-

.856

.326 -.146-

397 27

.292

.808

a. Dependent Variable: el £l 1 Laa ) ¢ Sleall

b. Predictors in the Model: (Constant), = 4 sew alaainy)

c. Predictors in the Model: (Constant), 2= Al sew alaaiul)) ey apsas 28Kl ¢l

d. Predictors in the Model: (Constant), 2= dl s alaaiu¥), ey s 4AKH1 i gl 5, aey i) Ay ) 5 Vi seadli(

Residuals Statistics?®

Minimum Maximum Mean Std. Deviation N
Predicted Value 3.0470 4.5462 3.8585 .34821 50
Residual -.67083- .65946 .00000 .25598 50
Std. Predicted Value -2.330- 1.975 .000 1.000 50
Std. Residual -2.539- 2.496 .000 .969 50
a. Dependent Variable: _aiall gl 1 Lia ) el
Charts
Histogram
Dependent Variable: slell Lia,; 1 jalill jadiall
15
Mean = -6.01E-16
Std. Dev. = 0.969
N = 50
10
ey
o
(7]
3
o
o
(I
5

a 2 -

0 1

Regression Standardized Residual
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Normal P-P Plot of Regression Standardized Residual

Expected Cum Prob

Dependent Variable: s>leall L, 1 Al sadiall

08

06

04

02

02 04 06 08

Observed Cum Prob

1.0

sl )Y 48 s8ima

iall il ;L s Skeal)

(e gadl) )4y pudl 5 J¥) 22 | Pearson Correlation 567"

Sig. (2-tailed) .000

N 50

£l Ao 548 g 4 i gall )Asalaicy) 3 | Pearson Correlation 614"
(B2 g 485, 3340 5al) Lard)) | Sig. (2-tailed) .000

N 50

aladiuy) 4 sgw 2 | Pearson Correlation 719"

Sig. (2-tailed) .000

N 50

i gl g Adlel) (2,835 32y | Pearson Correlation .695™

Sig. (2-tailed) .000

N 50

A0l e jliua ) Az galally 31l 329 | Pearson Correlation .357
(Qslalall g el | Sig. (2-tailed) .011

N 50

4s1) clinldl) Jiiual) yaid) | Pearson Correlation 778"

Sig. (2-tailed) .000

N 50

)l e et s Jleall Sl Gap o Y il el 3 L] Y

Group Statistics

iadl N Mean Std. Deviation Std. Error Mean
siall il £ Ly okasl) s 37 3.8316 42398 .06970
il 13 3.9349 46351 .12855
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Independent Samples Test

Levene's Test for
Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Sig. (2- Mean Std. Error Difference
F Sig. t df tailed) | Difference Difference Lower Upper
Ll Equal | .217 .643 .738-| 48 464 -.10331- .13999 -.38478- 17816
Dl variances
+Saall L assumed
Equal -.7064 19.530| .488 -.10331- .14623 -.40882- .20220
variances not
assumed
Independent Samples Effect Sizes
95% Confidence Interval
Standardizer? Point Estimate Lower Upper
oiall il ;L 6 Sleal) Cohen's d 43420 -.238- -.870- .397
Hedges' correction 44114 -.234- -.857- .391
Glass's delta 46351 -.223- -.856- 420

a. The denominator used in estimating the effect sizes.

Cohen's d uses the pooled standard deviation.
Hedges' correction uses the pooled standard deviation, plus a correction factor.
Glass's delta uses the sample standard deviation of the control group.

() il e (13lag)) easesdl Sliadl it LU (One Way ANOVA) (sl oLl LW

sl g Jlaall Sllr) o Ggp AT G el

B L

ANOVA
eSlaall Liny 1 ) ysiall
Sum of Squares df Mean Square F Sig.
Between Groups | 1.596 3 .532 3.238 .031
Within Groups | 7.556 46 .164
Total | 9.152 49

Jladl Sl G By dmg Y Al BDe W6

ANOVA
Sasall 2l ¢ L £ Dl
Sum of Squares df Mean Square F Sig.
Between Groups 1.020 2 .510 2.948 .062
Within Groups 8.132 47 173
Total 9.152 49
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Sl s Jlaad) OUlr] 0 B9 p drg V¥ condadl Gedb s ey,
ANOVA
il @Lﬂt s e Dkl
Sum of Squares df Mean Square F Sig.
Between Groups .954 4 .238 1.309 .281
Within Groups 8.199 45 .182
Total 9.152 49
Jeall Sl o By dry ¥ plladll WD Lusls
ANOVA

)__'.\a:\.d\ EL’JI : L'a) £l

Sum of Squares df Mean Square F Sig.
Between Groups .316 4 .079 402 .806
Within Groups 8.836 45 .196
Total 9.152 49
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