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Abstract :

The main aim of addressing this issue is to provide a theoretical
framework that identifies and defines the various concepts
related to quality services in terms of indicators and models to
measure as well as to address the measurement of customer
satisfaction to see the degree of customer satisfaction with the
services provided by the institution.

This study also aims to know the impact of the quality of
Sonelgaz Mila Foundation's services through dimensions:
"tangibility, Dependability, responsiveness, safety and
sympathy" On customer satisfaction

The study concluded that there is a significant effect of the
quality of services of the Sonelgaz Mila Corporation on
customer satisfaction, and that there is a significant effect of
three dimensions: "safety, responsiveness and empathy" on
customer satisfaction.

Key words: quality, services, quality of services, dimensions of
service quality, satisfaction, customers.
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ANOVA (il

X6
Somme des
carrés ddl Carré moyen F Sig.
Intergroupes 1,985 1 1,985 5,237 ,023
Intragroupes 82,265 217 ,379
Total 84,251 218
ANOVA _asl)
X6
Somme des
carrés ddl Carré moyen F Sig.
Intergroupes 4,661 4 1,165 3,133 ,016
Intragroupes 79,590 214 372
Total 84,251 218
ANOVA (ol 54l (s siasal)
X6
Somme des
carrés ddl Carré moyen F Sig.
Intergroupes 10,090 3 3,363 9,750 ,000
Intragroupes 74,161 215 ,345
Total 84,251 218
ANOVA Mgy
X6
Somme des
carrés dd| Carré moyen F Sig.
Intergroupes 5,930 1 5,930 16,429 ,000
Intragroupes 78,321 217 , 361
Total 84,251 218




ANOVA i iy

X6
Somme des
carrés ddl Carré moyen F Sig.
Intergroupes 1,634 3 ,545 1,418 ,239
Intragroupes 82,616 215 ,384
Total 84,251 218
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Test Kolmogorov-Smirnov pour un échantillon

s el Sl
Ghlia A ld e g 8] 3Lkl g duisgal e Angall i g
nse addl | Jgeasll Jend Ay A G (a8 Heae|  ilage pedae | o Aeugell AgE| 8 gl3 juma
ke @ sar Hlaligu &l lag GHY lali s Asga Alan g Any je lelB] o Dleall O Hl
N 219 219 219 219 219 219
Parametre Moyenne
exponentiel.f"'b 3,4384 3,0137 3,8356 3,6849 3,3744 2,3196
Différences Absolue ,373 321 451 ,383 1360 ,350
fles plus Positif 234 ,190 272 257 218 146
extrémes o
Negatif -,373 -,321 -,451 -,383 -,360 -,350
Z de Kolmogorov-Smirnov 5,513 4,745 6,678 5,675 5,334 5,183
Sig. asymptotique (bilatérale) 0,000 0,000 0,000 0,000 0,000 0,000
a. La distribution du test est Exponentielle.
b. Calculée a partir des données.
& Ostalall (o
s e lliad Loyl 5,12 Jig axin¥) A sl
3 3eal lalisu bG8 US| Aassdl 5,00 as Lo sall 8 e 03l o sy sae Lusall 2311 3 R ) 583
3 shie Clanay | iy duss gall 4 | o glaall g5 Lald Lalaial Lol i€ 5 Lgilaad | & UL s all il 4l Sle sl
o i dinay | A sllaall cilerl) A lethee go | el g JSUaf s (L) | i ae se e Slendl | il Loge o Shenll | (5 S 5 i
Leileas aaadl Ci gl A | Gpalall y @) LeiDhae BIRY A8y Aaadll aellad) dx ezl
219 219 219 219 219 219 219 219
2,9315 2,8356 3,5342 3,0502 3,0594 2,6804 2,9772 3,0000
,440 ,369 327 ,348 ,416 ,343 ,402 ,386
,192 171 ,243 ,194 ,207 ,161 ,186 , 184
-,440 -,369 -,327 -,348 -,416 -,343 -,402 -,386
6,507 5,462 4,841 5,157 6,156 5,078 5,956 5,714
0,000 0,000 0,000 0,000 0,000 0,000 0,000 0,000
A gall 3 ))a) Jass FIE r,Lm
Jﬁ Jazll Glel sl 48 ¢ ezl é}; 88 Lu}‘d\ LN G las ‘)u.:).m
Olazal Y L pall o Sl il | e e gl dae il dpeupans
Dgedlsde ol | odlaadl cilaliial edie Ol g 28 Ay ) et | e Al Badlat]  Aesal) s edaall jay Shlaal Leide
Lol o b deld) jlae e s el Aol L axd deaal) Glogleall Ly | Bam DSy dnasy | pelelad die LU [ aladiny Lalad)
eiDaal asdl g lali g Oadld sy LeiDlens Lalall LeSe s B PE TE V) VDAY
219 219 219 219 219 219 219 219
2,8767 3,3470 3,6621 3,5936 4,0137 3,5936 3,7306 3,0183
,401 427 431 ,370 ,430 379 ,406 ,282
,194 ,225 ,255 ,249 ,288 ,249 ,262 ,191
-,401 -,427 -,431 -,370 -,430 -,379 -,406 -,282
5,928 6,319 6,384 5,471 6,363 5,606 6,006 4,174
0,000 0,000 0,000 0,000 0,000 0,000 0,000 0,000
Oslalall Caiaty
Ostalall s oAb el [ o slalal) roay
aandl dsssally | G8lacall 5 da ) il Aasge | Aeadl) adie a3 | Aussall pi | ) Al s
il Lalaial | Jalaill 8 Calaall ] L ja Hlaialy QYL Jalign [ (8 eDlaall dalias 1 yaa s pgd
Ladd Slasll g P VPP SMNAY) Cpn lolalaia) dadie | Leidlae cilalyial
219 219 219 219 219 2194
3,1142 3,6849 3,3379 3,9909 2,9269 3,0822
373 ,388 341 ,433 ,335 ,354
,208 ,257 ,224 277 ,181 , 197
-,373 -,388 -,341 -,433 -,335 -,354
5,526 5,746 5,049 6,401 4,961 5,240
0,000 0,000 0,000 0,000 0,000 0,000
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Model Summaryd

Model R R Square Adjusted R Std. Error of the Change Statistics
Square Estimate R Square F Change dfl df2 Sig. F Change
Change
1 ,526% 277 ,273 ,52989 277 83,057 1 217 ,000
2 ,584b 341 ,335 ,50712 ,064 20,921 1 216 ,000
3 ,600° ,360 ,351 ,50077 ,019 6,514 1 215 ,011

a. Predictors: (Constant), x4
b. Predictors: (Constant), x4, x3
c. Predictors: (Constant), x4, x3, x5

d. Dependent Variable: x6

ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 23,321 1 23,321 83,057 ,000°
1 Residual 60,930 217 ,281

Total 84,251 218

Regression 28,701 2 14,351 55,801 ,000°
2 Residual 55,549 216 ,257

Total 84,251 218

Regression 30,335 3 10,112 40,322 ,000°
3 Residual 53,916 215 ,251

Total 84,251 218

a. Dependent Variable: x6

b. Predictors: (Constant), x4

c. Predictors: (Constant), x4, x3

d. Predictors: (Constant), x4, x3, x5



Coefficients?®

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1,728 177 9,773 ,000
! x4 ,438 ,048 ,526 9,114 ,000
(Constant) 1,406 ,183 7,669 ,000
2 x4 ,318 ,053 ,382 6,018 ,000
X3 ,253 ,055 ,291 4,574 ,000
(Constant) 1,303 ,185 7,026 ,000
x4 ,240 ,061 ,288 3,963 ,000
° X3 224 ,056 ,258 4,024 ,000
X5 ,140 ,055 ,180 2,552 ,011

a. Dependent Variable: x6
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Model Summaryb

Model R R Square Adjusted R Std. Error of the Change Statistics
Square Estimate R Square F Change dfl df2 Sig. F Change
Change
1 ,606° ,367 ,352 ,50034 ,367 24,708 213 ,000
a. Predictors: (Constant), x5, x2, x1, x3, x4
b. Dependent Variable: x6
ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 30,928 5 6,186 24,708 ,000°
1 Residual 53,323 213 ,250

Total 84,251 218
a. Dependent Variable: x6
b. Predictors: (Constant), x5, x2, x1, x3, x4

Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) 1,174 ,210 5,589 ,000

x1 ,071 ,048 ,094 1,478 ,141

X2 -,003 ,059 -,004 -,052 ,958
! x3 ,239 ,063 ,275 3,797 ,000

x4 217 ,063 ,261 3,462 ,001

X5 ,121 ,057 ,156 2,143 ,033

a. Dependent Variable:
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Model Summaryb

Model R R Square Adjusted R Std. Error of the Change Statistics
Square Estimate R Square F Change dfl df2 Sig. F Change
Change
1 ,575% ,331 ,328 ,50970 ,331 107,301 1 217 ,000

a. Predictors: (Constant), v6

b. Dependent Variable: x6

ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 27,876 1 27,876 107,301 ,000°
1 Residual 56,375 217 ,260
Total 84,251 218

a. Dependent Variable: x6

b. Predictors: (Constant), v6

Coefficients?®

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1,131 ,213 5,320 ,000
! v6 ,661 ,064 ,575 10,359 ,000

a. Dependent Variable: x6
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