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Abstrait :

Adsl investigation of service quality in customer satisfaction : the clients
of the algerian telecommunications agency services of saida as a case of
study.

The objective of this study is to provide a theoretical framework that
defines and redefines the various concepts related to quality and satisfactio of
services presented to the clionts by the local algerian telecommunication
agency of saida . the quality of services is , therefore, put under an immanent
focus and scrutiny. This can be widely touched from the achieved customers
satisfactions via series of additional indicators and models at the agency. This
would certainly positively affect and determine the activities that lead to the
satisfactio of the customers. However , in the practical side of the study, the
researcher emphasizes the customer s satisfactio measurement out of the five
service quality determinants provided by the commercial agency in saida. It is
means to measure to what extent customers of ADSL Algeria are satisfied
about the different services.

The study also indicates that service quality and customer s satisfaction
are constant parallel lines.

Keywords : quality , determinants , services , customer , satisfaction.
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