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Evaluate the determinants of customer loyalty of customer in the tourism agencies - A field
study for the Amaken Tourism Agency from El-Djelfa city.
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Abstract:

This research paper aims to know the determinants of customer loyalty represented in the quality of
service, customer satisfaction and customer value, and its impact on the loyalty of customers of the tourism
agency. And to achieve the goal we focused in our study on the "Amaken" tourism agency in the Wilaya of
Dijelfa. We used the descriptive approach appropriate to the nature of the study, and to collect field
information, we distributed the 55questionnaires, as we retrieved 40 study forms, we reached a set of
results, including that: There is a strong relationship between each of the quality of service, customer
satisfaction, customer value, and customer loyalty to the tourism agency "Amaken", there is a trace Statistical
significance at the level of significance (a < 0,05) for determinants of customer loyalty (quality of service,
customer satisfaction, customer value) to Amaken Tourism Agency on their loyalty.

The study presented a set of recommendations, the most important is that the tourism agency should
always provide services that exceed the expectations' customers in order to maintain its existing customers
and gain their loyalty
Keywords: Quality of service, Customer satisfaction, Customer value, Customer loyalty, Amaken tourim
agency.
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