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Abstract:

This study aims to analyze and determine the Impact of the quality of the Algerian air
transport service in achieving customer satisfaction and loyalty contribute to the
adoption of appropriate strategies for the institution and allow obtaining and
maintaining its customers ,considering that transport is one of the most important
service activities growth and developed in the world.

To achieve the objectives of the study a sample of 100 clients of Air Algeria was
taken from the city of Saida ,100 treatable investigations were collected to identify
using the spss 21 program.

The study revealed that all dimension of the quality of Air transport services
(tangibility , reliability , responsiveness , empathy and security)affect customer
satisfaction and loyalty of Air Algeria.

The results of this study showed that Air Algeria do not comply standards quality
services and it have not succeeded in gaining trust costumer satisfaction loyalties.

Key word: service quality , customer satisfaction , Air transport services , Air
Algeria , customer loyalty.
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