)
R MAAREF Revue académique / 3K2 4y dde W2 2 )(aae 219

3 oYy Jo Sl 5l 53kl Slsae b

* e sl e

: el

zf,m 3kl dayy I e 0y DY e gt Ll oda flas
Aalal) fmm k2 9 as g 30, L;Jh,)ua\f.u, bl Jllb y coled
S I Ny £ 85, oy B Obs Lo U558 coelaall op,-
Gyl s 3 &1 Eoom cJad) sl Gy e o a) (ol Slasst] pllad

Slzs dlse 055 s’U‘ On sem 5 0g ) Lo) el S5l 835 | s

LLoYI Y| Al of 5l gt ) e NS Ol bl ods 3 bl S
f' S ;Y}U LS‘“'UJ‘"‘{ La)\ Ot s Lare M.wf L3 ;.Y)D Olsdee s
A5 skl e 55

b Yy do S BBLI Slsadl gb e o O adl n adl 06
el G e Gl Ve e s 5 S G ) bl Lalene el

%y ol W) CL' Gl | 5k y (“”"“’f A2s ol s g
LAl 2 ol e b A e (300) e L@,xgjfs ¢ Jeloed
& Relem Yl el Blam Yl ol | 26y plisenl & 8 5 chplaie paast
bl bl <

by U] g5 Go il do 0l 55,8 553 Of (1) Al oy 5
P J»L;.L\ o - Jﬁw\ L3 rb«N\ %) éc JM op‘}.” ol (oo L3 i)
S N‘““ 6\j e Oslag 2l 4o udel ‘,\,J\,\ LLOY o s e dly
Gha 5 ane Jolad) 3 SN L OSls O dedil pal N-‘)!J 45 80l )
o uda..é\j 4\9J¢Y\ d U\ Yol I By aj& Ll Sl

Ny e blol cpll e 330 Al LK

Summary:

This study treats the subject of client loyalty through his attachment to the
quality and satisfaction with services, so, we have tried to present a
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theoretical framework that delineates and defines various aspects of these
two terms, also we focused to demonstrate the relationship between
perceived quality and client loyalty in the service sector, by putting light
on the mobile phone market, where quality in this market is considered
the principle of customer satisfaction, and satisfied customer is
considered a loyal customer in the future.

In this study we considered that the perceived quality, trust,
commitment, dedication and loyalty as fidelity criteria for a given
company, discarding the agreement as a variable key in terms of loyalty,
all focusing on perceived quality.

The objective was to determine the extent of the influence of the
above criteria on the loyalty of customers of different mobile operators in
Algeria, and that by generating a positive attitude among customers.

To reach this objective, a questionnaire was designed and developed
in order to collect the necessary data for analysis. It was equally distribut-
ed to 300 regular customers of these companies object of study, by using
a statistical package of social sciences in the analysis of the study data.

The study that we conducted revealed that the increase in quality of
service converges towards building confidence in the service provider; also
push to increase and strengthen the engagement of the customer with the
same operator, and consequently creating a sense of connection with the
service received, and that contributes to increase the degree of their loyalty
to the service provider, whole by supporting and keeping intention to
continue to deal with the same provider and creating positive opening to
him, through the attempt to influence the relatives and customer
environment.

Keywords: Perceived quality, trust, commitment, dedication and
loyalty.
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