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Echelle : TOUTES LES VARIABLES

02: ?ﬁ) LBA_LA_“

Récapitulatif de traitement des observations

N %
Valide 100 100,0
Observations  Exclus® 0 ,0
Total 100 100,0

a. Suppression par liste basée sur toutes les variables de la procédure.

Statistiques de fiabilité

Alpha de
Cronbach

Nombre
d'éléments

,883

30

Tableau de fréquences

i)
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé

B 48 48,0 48,0 48,0
valide & 52 52,0 52,0 100,0

Total 100 100,0 100,0

aadf
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé

15-20 4 33 33,0 33,0 33,0

20-30 i 19 19,0 19,0 52,0
Valide  30-50 4 42 42,0 42,0 94,0

50 st da 6 6,0 6,0 100,0

Total 100 100,0 100,0
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raadl) (s gianall

Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé

(il 19 19,0 19,0 19,0

Lo sia 9 9,0 9,0 28,0
Valide s 28 28,0 28,0 56,0

EEEN 44 44,0 44,0 100,0

Total 100 100,0 100,0

culnga gad lali dlaa o1l L
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé

Adaiil) Aa 58 58,0 58,0 58,0

5 jpaall Cilerall 23 23,0 23,0 81,0
Valide

A sl Al 19 19,0 19,0 100,0

Total 100 100,0 100,0

el ga Aewaa e Jalaill 3 8
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé

L e B 18 18,0 18,0 18,0

G sis B5-1 e 23 23,0 23,0 41,0
Valide 10 5 o 26 26,0 26,0 67,0

10 JiSlé <l g 33 33,0 33,0 100,0

Total 100 100,0 100,0
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Tableau de fréquences

Statistiques

Moyenne Ecart-type
Valide Manquante

JSLie sl elad) 3 ga 5 (50 (B s grmaa Sy Al sl g 25, 100 0 3,08 1,277
Dainls Leilead 83 5a (et ) Gl 9o oans, 100 0 3,82 ,925
352 sl Al V5 il 3l il oli gl e 5,008, 100 0 3,58 ,997
coall 8 i 58 ki, 100 0 3,24 1,379
3ol (5 53 Cplelall (o ASH 222l il g0 B3 S 53 100 0 3,20 1,263
JSh L«-uﬂ-u Osasdys bl e ) 5 lalial de juy ¢ sl sall Cuaiuy 100 0 3,28 1,371
S0

Clordll adia o Qi aae i 53 100 0 2,96 1,348
5 ol e Ll @iVl da 5> CulS Laga ailall (uila sall Slanind 100 0 3,43 1,085
peiaeli,

snall Leilaads el ) w3le) e G pall 5030 (m ya, 100 0 4,12 1,104
Gl g SE Gle ol de 100 0 3,34 1,312
Ol 3o e Jalal) ie Glisela¥) 5 el pacl, 100 0 3,96 ,909
Al 2y oy G e slen e il 5o il 5 by, 100 0 3,73 1,230
Fa2al il Ao 33U 5 a5 5 jleally il o (gilh g wialy, 100 0 3,43 1,241
S Lalal) e gheal) dpm ad ol ga Jailas, 100 0 3,72 1,248
Ot Al el Al () 8 ea) e disall sai, 100 0 3,60 1,172
Aalall clalia¥l 553 g Jabail) Callad T pall i, 100 0 3,60 1,231
Calalaill g agh g yla i ) dilal 28U calal g ) jialy ¢l 3l Qi a3y 100 0 3,46 1,234
pere,

el am ol a3l iS5 sy S Aualal) 5 duadll Alaledll, 100 0 2,63 1,300
i) e o g mibaill apdi e cleddll cadie (a ya, 100 0 3,70 1,235
G A 80 5508 wa LT g yall e, 100 0 3,63 1,353
s Gl A sall oa JAN ) jelas, 100 0 3,25 1,438
&o et Gl 3 e et Alaa 5 dag ye Al ) 5S35 Cilaganadl) 100 0 3,49 1,202
Lol i,

e A, Al Ay LAY e, 100 0 3,55 1,201
o8 Loativndll n 51 53 5 ga ) 5 laeall 5 il s Cianly 5 jeme R sall 100 0 3,33 1,198
Faadll s,

Gl 5 B Gl ge el asidd lall el 100 0 3,61 1,197

112



Oe ol el Al Lgaai Al iladall | il ga ciinal 130 oe il kil
Leeas ) cileaal) lilad g3 5 o, b Slipnd s iy | Coral 13 Guly e
3y dlda puly g JAadiall Lilads 32 ga Leiladd 33 sa,
Al ,
Valide 100 100 100 100
N
Manquante 0 0 0 0
Moyenne 3,44 2,65 3,99 3,44
Ecart-type 1,217 1,132 1,068 1,282
Statistiques
ol se g Jalailly oy ) i,
Valide 100
N
Manquante 0
Moyenne 3,53
Ecart-type 1,298
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Corrélations

Xa Xb Xc Xd Xe y
Corrélation de Pearson 1 5117 580" 650" 2707 692"
Xa Sig. (bilatérale) ,000 ,000 ,000 ,007 ,000
N 100 100 100 100 100 100
Corrélation de Pearson 511" 1 515" 616~ 287" 340"
Xb Sig. (bilatérale) ,000 ,000 ,000 ,004 ,001
N 100 100 100 100 100 100
Corrélation de Pearson 580" 515" 1 529" ,308” 454"
Xc Sig. (bilatérale) ,000 ,000 ,000 ,002 ,000
N 100 100 100 100 100 100
Corrélation de Pearson 650" 616" 529" 1 419" 619"
Xd Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000
N 100 100 100 100 100 100
Corrélation de Pearson 270" 287" ,308" 419" 1 262"
Xe Sig. (bilatérale) ,007 ,004 ,002 ,000 ,008
N 100 100 100 100 100 100
Corrélation de Pearson 692" 340" 454" 619" 262" 1
y Sig. (bilatérale) ,000 ,001 ,000 ,000 ,008
N 100 100 100 100 100 100
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Abstract :

This study represents to highlight each dimension of the quality of services provided and
to determine which dimensions have an impact on achieving customer satisfaction. We
divided our study into two parts, a theoretical part consisting of two chapters, containing
all concepts related to the quality of services and customer satisfaction and the
relationship between them. And a practical part related to the field study, our selection of
Mobilis as the place for our study as the first distributor of the mobile network in Algeria,
so that we distributed a questionnaire to a sample of Mobilis customers at EI Bayadh
Agency in order to collect and analyze data and know the results. Finally, we concluded
that the customers of Mobilis Mobile Network Agent are satisfied with the services
provided to them, rate their quality highly, and attach great importance to security and
trust.

key words:

Quality , Service , Dimensions of service quality , Satisfaction; Mobilis.



