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Evaluation of the quality of telecom services by using the actual performance
model (SERVPERF)
Studying the case of the fourth generation services for mobile phone customers
in wilaya Msila

Buls e opeall s
Ayl Joall Gasbandd) ciliaailly Loabeai®¥) Laatil) (G (sl SLai®¥) jie !
Hadji—hocine@univ-eloued.dz ¢ salsll daals (i ¥ 15
Abi-khalida@univ—-eloued.dz ¢ salsll daals 2
2023/05/05 :J sl s 2023/02/03 ) g

oadle

(el 35 JUl Cinlgl) Lelaial VL) cilesd Baga (ggins ol ) Al o3a cidoa
cabalaall dilanal) chaalaieY) dasaldll ag dadl) salels (SERVPERF) ladll o312 3505 (38
S Olia) dela & s bl diad) Al (S e (e e e Al cas By <Yy
2olll Aslany! L) DS e ) st 2l (33ye 305 Auhall aine a1 230 4Ll )5
.(SPSS) ilasy!

Gl il dax 539 (ggimnad N s o Lot il (0 A gana ) Al ciliags g
pa B dasina (398 5ng p2e il Con gl LS (U uagia OIS Absall A0 JE Cinlgl)  alaial
Jal Canlgd) Jaleia gsis ol Sa Byily DAL Jal Cinlgd) el mlll Jual) desd 5aga sladd
Y La¥) @lesd ¢(SERVPERF) #3ga1 ¢aaaall andi tdeaall 539a 1dualide cilals
Z13 « M31:JEL Cisiuas

Abstract:

This study aimed to measure the level of quality of communication services for mobile
phone customers in M'sila, according to the actual performance model (SERVPERF) with its
five dimensions, which are tangibility, reliability, response, empathy and security. And the
study was conducted on a simple of fourth generation subscribers, for that raison prepared an
electronic announcement, to attain the number of the study population 305, for analyze through
the results through the statistical methods to the statistical program (SPSS).

The study found a set of results, the most important of which is that the customers
evaluation of the fourth generation service quality level for mobile phone customers in M’sila
was average, as the results showed that there were no significant differences in the assessment
of the dimensions of the quality of the fourth generation service for mobile phone customers,
according to the customer’s residence district and the type of mobile phone customer.
Keywords : service quality; service evaluation; (SERVPERF) model; telecommunications
services.
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