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Abstract
The role of waiting lines in improving the quality of services
Field study in the agency mobilis
Submitted by
Amimour soumia amiour mouchira
Under supervision
Abou baker bousalem

This study helped to determine the role of waiting lines in improving the quality of services
providedby mobilis ferdjioua, and the descriptive approach was used in the theoretical aspect,
in order to achieve the objectives of the study a questionnaire was developed for the purpose
of collecting data from the sample of 150 individuals, the quality of the services and its five
dimensions: (reliability, response, tangibility ,safety ,kindness,)and some statistical methods,
arithmetic averages and simple regression, the study reached a number of results:

_there is a role for waiting lines for improvement from after reliability in the agency mobils
ferdjioua

_there is a role for waiting lines for improvement from after response in the agency mobilis
ferdjioua

_there is a role for waiting lines for improvement from after tangibility in the agency mobilis
ferdjioua. .

_there is a role for waiting lines for improvement from after safety in the agency mobilis
ferdjioua.

_there is no role for waiting lines for improvement from after of the kindness in the agency
mobilis ferdjioua.

The study recommended that attention be to the waiting lines in order to improve the quality
of services in all institutions that suffer from congestion problem especially in the commercial
agencies and institutions that where the problem of waiting for customers has a significant
impact on the quality of services provided .

Keywords: waiting lines, quality services, reliability, response, tangibility,safety, kindness.
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Correlations

g e

Correlation Coefficient  1.000

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




(A galall) AGN 2d) ) jlad IS Bl ) Julea .4

Correlations

cole AL gl g gint ol il )
e Bl bigel | gy e olelly S b e
gl 8 pheiag e iz gl kel s g
Kendall's tau_l e s Correlation Coefficient 1.000 8317 603 7227
Sig. (2-tailed) .000 .000 .000
N 140 140 140 140
dilugsd =i e Sl 55 Correlation Coefficient 837 1.000 3837 6717
st Sig. (2-tailed) 000 . 000 000
N 140 140 140 140
iy o= sl Jell kil 5 Correlation Coefficient 6037 383" 1.000 238"
. Sig. (2-tailed) .000 .000 . 001
N 140 140 140 140
it AUE G (il g ny Correlation Coefficient J227 6717 238 1.000

s Sig. (2-tailed) 000 000 001
N 140 140 140 140

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

(Aaiea¥l) AN dagl) ) jlad 108 Bl ) Jalaa 5

Correlations
ohalall 63 s
e gy 4
oo g AMLE g D Al i
i S [y LS ola W pa (yalailh
dalsai oAl g i Laag
Kendall'stau_b il Carrelation Goeflicient 1.000 795" 793"
Sig. (2-tailed) . .000 .000
M 140 140 140
il duss gudmga g 28 Gorrelation Goefficient F95" 1.000 4347
R PERT T
- Sig. (2-tailed) 000 . 000
N 140 140 140
b ga il & plalall g4 s Correlation Coefficient 793" 4347 1.000
ol an gy glaih A1 azin
g P sig. ailed) 000 000
N 140 140 140

** Caorrelation is significant atthe 0.01 level (2-tailed).
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Correlations
b usbatell ey
ol AEG gl ll g IS i ga puiis
e Ll g ALl (o dbiliiang (ol L Il AU Gl
calblaill i T Ufih)'ulr-_\_c.':,:_'u.Lu bl e glEs,
kendall's tau_b  wablh Correlation Coeflicient 1.000 F70 708" &78"
Sig. (2-tailed) _ 000 000 000
N 140 140 140 140
bslosfls ddlhdl Ao dliSdl 45 Correlation Coefficient g7 1.000 A4 475"
da il
. Sig. (2-tailed) .000 . .000 .000
N 140 140 140 140
za AE G g daldl e Carrelation Goefficient Jo8" A147 1.000 330
e 6 dliiang = pall
j:,f,h « e Sig. (2-tailed) 000 000 . 000
N 140 140 140 140
ool g Ll Al gl fpahga s Ciprelation Coefficient G7E 475" 330 1.000
ool 5 alSs ; )
Sig. (2-tailed) .000 .000 .000
N 140 140 140 140

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

(1) ualad) sad) <l jlaad SIS Bl ) Jalaa 7

Correlations
Sy skl aaail )

) e Jaeacll las Gallaled & ol 1

Gl i gall s danshl sl ol gall b
Kendall'stau_b  oléd Correlation Coefficient 1.000 6237 5007 5547
Sig. (2-tailzd) . .000 .000 .000
N 140 140 140 140
tm daasll o guacll placa Correlation Gosfficient 6237 1.000 an” 108
- Sig. (2-tailed) .000 .000 137
N 140 140 140 140
et e A Correlation Coeflicient 5007 31" 1.000 137
=t Sig. (2-tailzd) .000 .000 . 069
N 140 140 140 140
ey sall a3t cya b I 151 Carrelation Coefficient 5547 109 137 1.000

Sig. (2-tailed) .000 137 069

N 140 140 140 140

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

Q)
Cumulative
Frequency Percent Valid Percent Percent
Valid 83 73 52.1 52.1 52.1
5 67 47.9 47.9 100.0
Total 140 100.0 100.0
szl
Cumulative
Frequency Percent Valid Percent Percent
Valid Ol 20 A 30 214 214 214
= 20 S 30 45 50 35.7 35.7 57.1
(= 30 ) 50 4aw 43 30.7 30.7 87.9
e 581 50 A 17 12.1 12.1 100.0
Total 140 100.0 100.0
il Al (g giasal)
Cumulative
Frequency Percent Valid Percent Percent
Valid el 75 53.6 53.6 53.6
el e 65 46.4 46.4 100.0
Total 140 100.0 100.0
sl 3o Ay 85 b SES Ja
Cumulative
Frequency Percent Valid Percent Percent
Valid axd 44 314 31.4 31.4
Y 96 68.6 68.6 100.0
Total 140 100.0 100.0
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Cumulative
Frequency Percent Valid Percent Percent
Valid 1 69 49.3 49.3 49.3
2 39 27.9 27.9 77.1
3 24 17.1 17.1 94.3
4.00 8 5.7 5.7 100.0
Total 140 100.0 100.0
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DY) G ghaal Gil Y g Anbual) cillaw gial) 9

cole ISl i i bl a

ool AE I A g0 Gakdali gulah s cwlin U Lgilads o AIE Gl

Chgiia BN T R W | P | dhils yg dblels 3idms clga S
M WValid 140 140 140 140 140
Missing 0 0 0 0 0
Mean 3.3203 29214 29714 3.2429 3.3429
Std. Deviation 80438 1.09326 1.50272 1.00267 1.21603

oo AHIE Gl A L cailosh Ja

o IS dae alagheall 2l & gl ol g

lgma LA baa ads o gt ol gl danzh ophalali mis e g ol s &

iaashl b g gl pla izl dagibaall daszbi
140 140 140 140 140
0 0 0 0 0
34714 3.5786 3.5786 32214 3.4643
1.27156 84025 1.27549 1.34147 1.155933

£ aradl alai adana
aae LgA oy 95
PR A |

gl g g yead LTINS EESPE S S PP S L T PR TR | P

s M M hgen gl ENCEEL | - daa=M _sme e danzll e e
140 140 140 140

0 0 0 0

3.4643 31643 3.3714 3.3714

83485 1.07697 1.04207 1.15268
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Statistics
e Al 8 g
Ol ge WS 5 055 dald calsa
ol go A g a0 (I3 ga pall laaal) oo Gl
& Juail daxd e Ay 3o ERLEPRVLILEN
Goalaie V) 3a3na e ga sUay) L) Jsaa sl
N Valid 140 140 140 140
Missing 0 0 0 0
Mean 3.5190 3.4214 3.8714 3.2643
Std. Deviation .82552 .90616 1.03773 .97899
Az galall
Statistics
e AL (5 gias JUAERRN RSP
s Blosssieal | Gl ol A b e i
el B sk > A o>l 8 el
N Valid 140 140 140 140
Missing 0 0 0 0
Mean 3.7286 3.7214 3.7571 3.7071
Std. Deviation .90083 1.24119 .90460 1.11560
dlaiay)
Statistics
&t el sl s
ol 0 AS 5 03 ol e A8
J Jlaiy) daad oy lasll il dlawiay)
Ay Sl )5 peiaelues Gl ae
N Valid 140 140 140
Missing 0 0 0
Mean 3.8036 3.8143 3.7929
Std. Deviation .81288 .94895 .90161
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abalaill

Statistics
&t osleladl asy
e Al g godl o AS RS ) sk g paing
Belal) 5 dalladl) pelalad 3 Adlaas; (558G ) gl
Cakalal) Lo bl ae o
N Valid 140 140 140 140
Missing 0 0 0 0
Mean 3.3405 3.5000 3.1929 3.3286
Std. Deviation 1.05065 1.28354 1.01709 1.32188
ok
Statistics
e Jsmall glam delilly jhaall alawdl Uk (e alad) ¢1aY)
oWy 2 sal e Aeadl) T gl 0l s sal
N Valid 140 140 140 140
Missing 0 0 0 0
Mean 3.5548 3.4500 3.8000 3.4143
Std. Deviation .63171 1.00592 71167 1.10581
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(One-Semple Kolmogorov-Smironv Test) bl g jsill JLdd) 10

One-Sample Kolmogorov-Smirnov Test

N PIoN ki) A saldl) Alasay) Calalail) oY)

N 140 140 140 140 140 140
Normal Parameters®” Mean 3.3203 35190 3.7286 3.8036  3.3405  3.5548
Std. Deviation .80438 .82552 .90083 .81288 1.05065 .63171
Most Extreme Differences Absolute 152 .188 197 197 .183 192
Positive .105 .105 .149 .139 137 .109
Negative -.152- -.188- -.197- -.197- -.183- -.192-
Test Statistic 152 .188 .197 197 .183 .192
Asymp. Sig. (2-tailed) .000° .000° .000° .000° .000° .000°
Monte Carlo Sig. (2-tailed) Sig. .002° .000° .000° .000° .000° .000°
95% Confidence Interval Lower .001 .000 .000 .000 .000 .000

Bound
Upper .003 .000 .000 .000 .000 .000

Bound

a. Test distribution is Normal.

b. Calculated from data.

c. Lilliefors Significance Correction.

d. Based on 10000 sampled tables with starting seed 2000000.
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Jasual g.hi.“ Jlaasi A1
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 57.690 1 57.690 214.949 .000"
Residual 37.037 138 .268
Total 94.727 139
a. Dependent Variable: alicy!
b. Predictors: (Constant), sz
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .860 .187 4.608 .000
o .801 .055 .780 14.661 .000
a. Dependent Variable: aalicy)
Correlations
Jst) i siun
Pearson Correlation Ja 1.000 941
Caghin .941 1.000
Sig. (1-tailed) Js) .000
sha .000
N JS 140 140
Caghin 140 140
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 62.290 1 62.290 1074.303 .000°
Residual 8.001 138 .058
Total 70.291 139

a. Dependent Variable: J

b. Predictors: (Constant), < s
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .689 .087 7.940 .000
s .832 .025 941 32.777 .000

a. Dependent Variable: J
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