33-19:4a e 2019 Ails _ 01 :aad) .16 :alaal) Gluyd Alaa

09 M) Lo yg ded)t B39 ST (t AdMall Ao iled

(5313201) dolse¥hs puberge AS 5l (303 Ao Adlubse Fust 3
Modeling of the relationship between perception of service quality and
customer’s satisfaction
-Field study of Mobilis company customers in Laghouat (Algeria)-
Lelass aaall ae.a
' Cila alaa M
omedil) agle g dyslailly Auabai®y) aglall 408
bl bl daals
a.naidjat@gmail.com
2018/04/05 :duud) gl
2018/08/15 :Jsil fi
rpadla
pas¥s 33 M5 cagilinls (I auil Jpuadls sulaall pal o L) Ul & Laxy)) Basa iind
AplaeY) diusald) L) 52080 s Gladae (g (e 3a3 Cua g BlEaY) Jare hangie 2Ly
O ) AL Gl als AN Ly (B Lpsae gy el lls ccilalally liselal) cRlai)
&8 Agll oda Gian bl ccilendl) cilelUad yie ddbide (35S of Ylial ST agiladgy Ll ) g
o (039 382 e die) Bl VL ulnse 4850 Al B3I Ly dapn e daadl) saea e Ll
.(SERVPERF) dexall ¢laf z3sa s
Ol sa 4850 ¢Aaadll ¢l z 30 ¢ ALY Ly ¢headll Basa sApaliba cilal
M210 <M320 ¢«C520 :JEL <iyial

Abstract:

Service quality in telecom sector is the most important criteria and asset for evaluating and
satisfying customers and thereby increases the customer loyalty and average retention rate of
customers, among the service quality determinants, tangibles, reliability, responsiveness,
assurance and empathy, have always played a pivotal role on Customer Satisfaction. Prior
research suggests that customer perceptions and expectations are more likely to be different
across service sectors. Hence, this paper examines the effect of service quality determinants on
the degree of customer satisfaction in Mobilis agency in Laghouat (sample of 382 customers)
through the service performance model (SERVPERF).
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