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Résume :

Cette ¢tude aborde le sujet de la qualité des services avec les 07
dimensions dans la satisfaction des employés de I'entreprise Nafta GPL
agence de Saida . cette étude vise également a identifier la possibilité que

la qualité des services aient un impact sur la satisfaction des employés .

Pour traiter cette problématique on a présenté dans la phase théorique

les diftérents aspects relatives a I’étude.

Quand a la porte pratique on a réalise une étude empirique au niveau de

Nafta GPL agence de Saida.

En utilisant un questionnaire destine aux travailleurs de la société | le

traitement a été fait a 'aide du logiciel (SPSS V23) en s’appuient sur

plusieurs méthodes statistiques .

On a conclu que la qualité de services avec ses 7 dimensions joue un

role trés important dans la satistaction des salariés.

Mots-clés: qualité | service ,qualité de service , satisfaction fonctionnel.
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Case Processing Summary

N %

Cases Valid 50 100,0
Excluded?® 0 ,0

Total 50 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

AR IYE

Cronbach's
Alpha N of Items
,829
Statistics
2 il sl deadl) 3
Cpiall (5 el aglill Gyl
N Valid 50 50 50
Missing 0 0 0
Mean 1,26 2,44 2,72
Median 1,00 3,00 3,00
Std. Deviation ,443 ,993 1,294
Minimum 1 1 1
Maximum 2 4 4
Cuiall
Cumulative
Frequency Percent Valid Percent Percent
Valid S 37 74,0 74,0 74,0
< 13 26,0 26,0 100,0
Total 50 100,0 100,0
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Case Processing Summary

N

%

Cases

Excluded?®

Total

Valid

50
0

50

100,0
,0

100,0

a. Listwise deletion based on all variables in the

AR IYE

procedure.
Reliability Statistics
Cronbach's
Alpha N of Items
,924 38
Statistics
alall ) Aaidla
el o33l iy ol A sall
paa Ol g Clana | el oD i |l ) o 53 cSL leadll dae i
el oY dsy yag G5 nse 5 Al clialall daaidl)
N Valid | 50 50 50 50
Missing | O 0 0 0
Mean | 3.78 212 3.90 3.92
Std. Deviation ] ,790 ,385 ,614 ,340
LJaad) ol Ay a9 Adgaa <l gl g Cilara Jandl oD 86
Cumulative
Frequency Percent Valid Percent Percent
Valid sxa syl 2 4,0 4,0 4,0
G 3 6,0 6,0 10,0
yaa )l 14,0 14,0 24,0
Gilse ] 42 72,0 72,0 96,0
sk 3ilsa | 2 4,0 4,0 100,0
Total | 50 100,0 100,0
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AaiMa clialid) g el L) Cid g oSLal

AR IYE

Cumulative
Frequency Percent Valid Percent Percent
Valid @Y1 3 6,0 6,0 6,0
Uaa ] 3 10,0 10,0 16,0
Gl 140 76,0 76,0 92,0
sady il se | 4 8,0 8,0 100,0
Total | 50 100,0 100,0
Statistics
Ozl daall ¢3 )
deaad) 3 camioy | G5y Jandl e3 k) 4k
Ul agiany Sllhl Ao U sac L) panal Aaldl)
Allad 5 ) gocay .axl) aguand Lzl
N Valid | 50 50 50
Missing | O 0 0
Mean | 3,58 3,68 3,40
Std. Deviation | ,883 ,891 1,030
Adlad B gus pard) agudany ol Jand) 53k cualion
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 3a Y] 2 4,0 4,0 4,0
&Y 3 6,0 6,0 10,0
s ] 13 26,0 26,0 36,0
Gilse ] 28 56,0 56,0 92,0
sl il | 4 8,0 8,0 100,0
Total | 50 100,0 100,0
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Ausall A Jandl £ (6
Cumulative
Frequency Percent Valid Percent Percent
Valid s gidy)7 14,0 14,0 14,0
G2 4,0 4,0 18,0
ausa ] 11 22,0 22,0 40,0
Gilse ] 25 50,0 50,0 90,0
815 38l | 5 10,0 10,0 100,0
Total | 50 100,0 100,0
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 il sl 4yl
Gl A salall
PR Enter
Bojlacall | dlaiu!
bl L Jla, Dependent Variable:
b. All requested variables entered.
ANOVA?
Model | Sum of Squares df Mean Square F Sig.
1 Regression | 6,419 7 ,917 6,135 ,000°
Residual | 6,277 42 ,149
Total | 12,696 49
bl La la, Dependent Variable:
Olaall | Ay, dlaic V), dsigall, calalaill, G salall Ciil sl & b, Predictors: (Constant),
Collinearity Diagnostics®
Variance Proportions
Model Dimension | Eigenvalue | Condition Index | (Constant) LlaiaY)
1 111,976 1,000 ,01 ,01
21,024 9,100 ,99 ,99

Sabsl L la, Dependent Variable:
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Collinearity Diagnostics®

AR IYE

Variance Proportions
Model Dimension ] Eigenvalue | Condition Index | (Constant) Olesal)
1 111,980 1,000 ,01 ,01
21,020 9,848 ,99 ,99
S4b il La la, Dependent Variable:
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 B abalacll Enter
a5l L la, Dependent Variable:
b. All requested variables entered.
ANOVA?
Model | Sum of Squares df Mean Square F Sig.
1 Regression | ,903 1 ,903 3,676 ,061b
Residual | 11,793 48 ,246
Total | 12,696 49
Sabsl L lla, Dependent Variable:
<ahbillp, Predictors: (Constant),
REGRESSION

/CRITERIA=PIN(.05)

/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA COLLIN TOL CHANGE

POUT (

/NOORIGIN
/DEPENDENT Y
/METHOD=ENTER X6.
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Correlations

Lol ik g | AXETOTAL
Lall kgl Pearson Correlation 1 634"
Sig. (2-tailed) ,000
N 50 50
AXETOTAL Pearson Correlation 634" 1
Sig. (2-tailed) ,000
N 50 50

**_Correlation is significant at the 0.01 level (2-tailed).

ANOVA
Loyl s
Sum of Squares df Mean Square F Sig.
Between Groups 2,066 3 ,689 2,979 ,041
Within Groups 10,631 46 ,231
Total 12,696 49
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