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Correlation of customer satisfaction with quality of service
according to the current Servperf performance model

Study of the customers of the tourist and travel agencies of
the city of Ouargla
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Abstract: This research aims to analyze the interactive
relationship between the quality of the services provided by
the travel agencies, and the satisfaction of the customers of
the city of Ouargla. The study was based on the Performance
Service Quality Measurement Tool or the SERVPERF model,
in order to measure the actual performance of the quality. The
study concluded positive results regarding the evaluation of
clients in terms of the quality of services of tourism and travel
agencies as well as the level of customer satisfaction, however
there is a difference in the relative importance of dimensions
given by clients when assessing the level of service quality
and the level of satisfaction of the different agencies studied.
The results of the study showed a positive average correlation
estimated at (47.4%) with a significant statistic between the
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independent variable quality of service and the dependent
variable satisfaction of the clients of the tourist agencies
studied

Key words: Quality of service, client satisfaction, real
performance model.
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- Denise Lapert, Le Marketing De Services, Dunod,

paris, N ed, 2005

- Philippe Kotler, B. Dubois, "Marketing Management",
édition Pearson, Paris, 11°™ édition, 2003

- Richard Ladwin, "Le comportement de consommateur

et de lacheteur", édition economica, Paris, 2 ™
édition, 2003.
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