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Abstract :

This study aimed to examine the relationship between service quality through its five
dimensions (tangibility, reliability, responsiveness, assurance and empathy) on customer
satisfaction at National railway transport company (province of Batna), using the real
performance model Servperf. A total of 212 current users of SNTF services participated
in this study. Correlation analysis and Khi-deux test were conducted to test the
relationship between service quality and customer satisfaction. Results indicated that
there is a moderate positive correlation between the two dimensions of tangibility and
reliability with customer satisfaction, and on the other hand, there is a strong positive
correlation linking the service quality dimensions of responsiveness, assurance and
empathy with customer satisfaction .

Moreover, the results of the Kruskal Wallis and Mann-Whitney test showed that there
were significant differences between the seniority in using the company's services and
customers' evaluation of service quality.

Key words: Service quality, Customer satisfaction, Performance model Servperf.
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