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Oy cBlalaa 1(03)ad) (3ale

Correlations

deaall PEPEN & Dlaxl) L.'aJ«

%

Ladll 3aga Pearson Correlation 1 764
Sig. (2-tailed) .000
N 40 40
¢l La;  Pearson Correlation 764" 1
Sig. (2-tailed) .000
N 40 40

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

Eligs W Jalaa :(04)ad) 3ale

da¥l sl -

Case Processing Summary

N %

Cases Valid 40 100.0
Excluded® 0 .0

Total 40 100.0

a. Listwise deletion based on all variables in the

procedure.
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Reliability Statistics

Cronbach's Alpha N of Iltems

959 20

SO saalt -

Case Processing Summary

N %

Cases Valid 40 100.0
Excluded?® 0 .0

Total 40 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.862 10

duadldl) cliby) :(05) aéJ dala
sl Column N %

A yaall dual) Guin Sl 13 32.5%
S 27 67.5%

Gl diall o 45w 30 e 7 17.5%
s 45 N 430 o 22 55.0%
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1 45 e ] 11 27.5%

Lgall el (g5inal S 1 2.5%
St 1 2.5%

gt 9 22.5%

N 28 70.0%

Al e 1 2.5%

Lsspall aa Jalal) 50 Jaw e Jil 4 10.0%
5 ) A 6 15.0%

i 05 e S 30 75.0%

Lrg paall dsal) dsigs s 4 10.0%
alage 31 77.5%

ac e 1 2.5%

Byen 5] 2 5.0%

See 2 2 5.0%

i)y )8l dandd) Baga 9o :(06)3% dala

B8lga &

Bk G e S

DS Al IS Al IS Al ISE) Al ISEN Al

Glis il ol sl 3 7.5%  1127.5%  615.0% 1742.5% 3 7.5%
35 gy dien Al I Slly sl 0 0.0%  1640.0% 3 7.5% 1640.0%  512.5%
G Ledll adia el 0 0.0%  615.0%  410.0% 2767.5% 3 7.5%

3)olaia g Lisaa dardll ¢l & Al laxall 5yl 0 0.0% 1332.5% 820.0% 1742.5% 2 5.0%
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Aaadl) wsii) samdl) aelpd) B Lyl 58 3 7.5%  1127.5% 1 2.5% 2050.0%  512.5%
clal g e JSE aiidesdl 1 2.5%  1127.5%  410.0% 2152.5% 3 7.5%
o ik A sl el a8 2 5.0%  1230.0% 3 7.5% 1947.5%  410.0%
o el Rast) A e i degaYl sl 410.0%  1127.5% 1 2.5% 2050.0%  410.0%

J8 G dagylaall Clostl) gl 8 jdiee guas padl 410.0%  820.0%  615.0% 1435.0%  820.0%
Lozl

lelal oo oliia) Tupal) 508 A igalsi Lie 3 7.5%  820.0% 1 2.5% 1947.5%  922.5%
SVl A e e Ayl cuaid 1 2.5%  1537.5%  512.5% 1435.0%  512.5%

Tyl 5 Gpaiast desall e Jginll s 410.0%  820.0% 512.5% 2050.0% 3 7.5%

llelcial gl 3 Jeall Aalias ) it 3 7.5%  717.5%  615.0% 1845.0%  615.0%

e lalad die Cilgngiy il i sl 2 5.0%  717.5%  615.0% 1845.0%  717.5%

JSLad) dgalpe die cdlly Gililadll e Jaal 2 5.0%  1025.0%  512.5% 1742.5%  615.0%

oe ablaTiy Gyl M dnsd) 2 5.0% 1127.5%  615.0% 1537.5%  615.0%

Bgal) e Jela e LY AL sl 1 2.5%  922.5%  922.5% 1742.5%  410.0%

OWL el leaidH dean 1 2.5%  717.5%  1025.0% 1845.0%  410.0%

o Aalal) il clagled) s o Rl Bélat 1 2.5% 3 7.5%  717.5% 2255.0%  717.5%

Lolaad] cililaa wnds e sl yant 3 7.5% 615.0%  922.5% 1435.0%  820.0%

(1) & ol
k,\uﬂb QJ\JSS.“ e lanll L\'AJ U5 (07)35\) éa.‘a

B8lga &

Al Gl e N Glse 53y Bl 10

S Al Sl Al S Al S Al S Al S sl

lgleadl Glilan audsi e Ll pajat 37.5% 615.0%  922.5% 1435.0% 820.0%  00.0%
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Sl Ly Giean Jihall eV lal) dwue Jsat 2 5.0% 615.0% 3 7.5% 1845.0% 1127.5% 00.0%
L Lalall gol<al) dalia Ansall Jsi 0 0.0%  410.0%  820.0% 2357.5% 512.5% 00.0%
i) Jolal) o
PSP wlssi bl el eVbal e et 2 5.0%  922.5% 1230.0% 1332.5%  410.0%  00.0%
alyayd o
Glals agl O il eVl Lwse Jslaf 0 0.0%  1127.5%  820.0% 1845.0% 3 7.5%  00.0%
leeladl e Jaally L5l
aR)53s ?@.&L Dl eV LA e jaid 12.5% 717.5% 717.5% 2050.0% 512.5% 00.0%
Aaddall Laadll dpe gd Gpuant A Spaiall
Loadll oo Liliy) Clagiiag ol Ayl S8 25.0% 615.0%  717.5% 2357.5% 1 2.5% 12.5%
Aa2aal|
Glausall leadti Al cleadl) e i o=l ol 25.0%  820.0% 922.5% 1537.5% 615.0% 00.0%
aliall
e DL Bl e lal) Tuusae gilage ol 12.5% 1127.5% 922.5% 1640.0% 3 7.5% 00.0%
s st S Gl chludinl Calide
Glogleal) pian Sihall a¥La Lsge o2& 0 0.0% 615.0%  512.5% 2562.5%  410.0%  00.0%
s dexd gl ddlaidl)
o Al Ay Hiball VLAl dsge Jala 12.5% 1 2.5% 410.0% 2665.0% 820.0% 00.0%
AL Aalal) cilaglaal)
bl gl :(08)ad; (3ala
Tests of Normality
Kolmogorov—-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Laadl) 3asa .144 40 .037 .945 40 .052
eaall L 122 40 135 961 40 187
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Expected Normal

a. Lilliefors Significance Correction

Normal Q-Q Plot of 4.l 535

Expected Normal

-1 o 1 2 3 4

Observed Value

Normal Q-Q Plot of sl La,

4] 1 2 3 4
Observed Value
) Lol Ll 1(09)a) sals
Model Summary

Adjusted R Std. Error of the

Model R R Square Square Estimate
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1 .485° 235 215 62612

dugalall yaliall 2e@. Predictors: (Constant),

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 4.574 1 4.574 11.668 .002°
Residual 14.897 38 .392
Total 19.471 39

¢Maall Laja. Dependent Variable:

galdl yaliall 22 . Predictors: (Constant),

Coefficients®

Unstandardized Standardized 95.0% Confidence Interval for

Coefficients Coefficients B

Model B Std. Error Beta t Sig. Lower Bound Upper Bound
(Constant)  1.560 .302 5.164.000 .948 2.172
yaliall e 420 123 .4853.416.002 171 .670

Lo sl

«Mazll Laja. Dependent Variable:
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Al Al it 1(10)ad; sala
Model Summary

Adjusted R Std. Error of the

Model R R Square Square Estimate

1 .696° .485 471 51381

LaldieY! a=a. Predictors: (Constant),

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 9.439 1 9.439 35.754 .000°
Residual 10.032 38 .264
Total 19.471 39

+Maall Laja. Dependent Variable:

dalaeY) ap. Predictors: (Constant),

Coefficients®

Unstandardized Coefficients Standardized Coefficients 95.0% Confidence Interval for B
Model B Std. Error Beta t Sig. Lower Bound Upper Bound
1 (Constant) 1.408 205 6.862.000 993 1.824
e 491 .082 .6965.979.000 .325 .658
Lalaey)
¢zl LaDependent Variable: .a

B Lo L 1(11)ad) (3ala
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Model Summary

Adjusted R Std. Error of the

Model R R Square Square Estimate

1 7437 .552 .540 47921

i) aea. Predictors: (Constant),

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 10.745 1 10.745 46.789 .000°
Residual 8.726 38 .230
Total 19.471 39

sMaall Laja. Dependent Variable:

4laiwy) ab. Predictors: (Constant),

Coefficients®

Unstandardized Coefficients Standardized Coefficients 95.0% Confidence Interval for B

Model B Std. Error Beta t Sig. Lower Bound Upper Bound
1(Constant) 1.386 .184 7.518.000 1.013 1.759
dx 492 .072 .7436.840.000 .346 .637

Llaiay)

«Mazll Laja. Dependent Variable:
Al Lot it 1(12)ad) (3ala

Model Summary
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Adjusted R Std. Error of the

Model R R Square Square Estimate

1 726° 527 515 49218

Cahalaill a2, Predictors: (Constant),

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 10.266 1 10.266 42.379 .000°
Residual 9.205 38 .242
Total 19.471 39

+Maall Laja. Dependent Variable:

cabladll axb. Predictors: (Constant),

Coefficients®

Unstandardized Coefficients Standardized Coefficients 95.0% Confidence Interval for B

Model B Std. Error Beta t Sig. Lower Bound Upper Bound
1(Constant) 1.302 .205 6.357.000 .887 1.716
Calalail) 2a 512 .079 .7266.510.000 .353 .672

¢Maall Laya. Dependent Variable:
Fwalil) Al Apasit) £(13) a8 (3ala
Model Summary

Adjusted R Std. Error of the

Model R R Square Square Estimate

1 .686° 471 457 .52057
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4&l) ama. Predictors: (Constant),

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 9.173 1 9.173 33.851 .000°
Residual 10.298 38 271
Total 19.471 39

Unstandardized Coefficients Standardized Coefficients

2

Slaall Liaya. Dependent Variable:

4@l ap. Predictors: (Constant),

Coefficients

95.0% Confidence Interval for B

Model B Std. Error Beta t Sig. Lower Bound Upper Bound
1(Constant) 1.202 .244 4.935.000 .709 1.695
A&l .533 .092 .6865.818.000 .348 719

¢Maall Laja. Dependent Variable:

Rl Rl 5(14) e, ala

Model Summary

Adjusted R Std. Error of the

Model R R Square Square Estimate
1 7647 .584 .573 46163
il sa5aa. Predictors: (Constant),

{(2) 4 gale
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ANOVA?®

Model Sum of Squares df Mean Square F Sig.
1 Regression 11.373 1 11.373 53.368 .000°
Residual 8.098 38 213
Total 19.471 39
¢Mazll Laja. Dependent Variable:
d.aall 3a4ab. Predictors: (Constant),
(3) o gl

Unstandardized Coefficients Standardized Coefficients

Coefficients

95.0% Confidence Interval for B

Model B Std. Error Beta t Sig. Lower Bound Upper Bound
1(Constant) 1.023 .219 4.661.000 579 1.467
daadll 3asa .638 .087 .7647.305.000 461 .814

¢Jaall Laya. Dependent Variable:
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Abstract

This study aimed to provide a theoretical framework that defines the various concepts
related to quality in the service sector as a modern management approach, in addition to
giving a broad overview of customer satisfaction and its measurement mechanisms to
determine the degree of customer satisfaction with the services provided by the organization.
We touched on the field study conducted by the Algeria Telecom Corporation - Chéria - on
customer satisfaction using the five dimensions: tangibility, reliability, responsiveness,
empathy, and trust, which focus on measuring the actual performance of the service provided
to the customer. To achieve this, tools were designed and used to collect data, the most
important of which is a questionnaire directed to the organization’s clients. The number of
questionnaires distributed was 40, and the descriptive statistical analysis method was relied
upon to describe and analyze the study data and test its hypotheses using the SPSS program.

The study concluded that there is a statistically significant relationship between
service quality and achieving customer satisfaction in Algeria Telecom Corporation - Sharia.-
Keywords: service, quality, quality of service, customer satisfaction, Algeria Telecom
Corporation — Chéria-.



