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Abstract : The current study aims to present a theoretical framework that etermines the
various concepts related to service quality, in addition to addressing the customer satisfaction
and the nature of the relationship between the customer and the determinants of quality service.
Moreover, to assess the degree of impact of these determinants of tangibility, reliability,
responsiveness, assurance and empathy on customer satisfaction levels.

This study has relied on Mobilis Agency Tebessa as a sample to the study case through a
questionnaire which has been distributed on a random sample of commercial agency customers,
as well as the use of Statistical Package for the Social Sciences (SPSS) to test the research
hypotheses and analyze the results of the study. As a result, the study reached that there is a
relation of correlation and positive and high statistical impact between the determinants of
service quality and the satisfaction of its customers at Mobilis Agency - Tebessa -. Based on
the research results, a set of recommendations were proposed to improve customers’
satisfaction about the quality of services provided by Mobilis Tebessa Agency mainly providing
a high degree of credibility and confidence while presenting their services to customers so that
they earn their affection.

Keywords: service quality, tangibility, reliability, responsiveness, assurance, empathy,
customer satisfaction
Jel Classification Codes : M10, M30, M31.
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