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Abstract :

The study aims at modeling the relationship between service quality and customer
loyalty at Algeria Post Office by conducting an experimental analysis using the
structural modeling method. A literary scan of several former studies was conducted to
build a conceptual model between service quality and loyalty using customer
satisfaction as a mediator. To test the hypotheses, 100 questionnaires were distributed to
Eltarf Post Office clients where the Partial Least Squares approach was used. Outcomes
have revealed that customer satisfaction directly and positively affects the loyalty of the
customer. The study also proves that the quality of the services presented directly affects
the customer satisfaction, and that it does not affect his loyalty except indirectly and this
is through satisfaction as an intermediary agent. Eventually, the study provided a set of
suggestions to improve the quality of service by Algeria Post office to enhance customer
loyalty and satisfaction there.

Key Words: : Service Quality; Customer Satisfaction; Customer Loyalty; Structural
Equations Modeling; Algeria Post office.
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