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Résumé

L'étude visait a essayer de comprendre I'impact des dimensions de la
qualité de service sur la fidélité des clients existence de satisfaction
comme variable dépendante et le médiateur dans le service PTC
Mobilis, I'étude comprenait un échantillon d'abonnés Mobilis, a atteint
I'étude en utilisant la modélisation structurelle programme d'équations
(AMOS) que la satisfaction est un facteur tres important dans la
relation entre les dimensions de la qualité du service et de fidelisation
de la clientéle est si variable et courtier augmente la force de la
relation et doivent étre promus par I'organisation de services pour
atteindre les objectifs souhaités.

Mots clés : les dimensions de la qualité de service, la satisfaction du

client et la fidélité des clients.
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b =
SPSS “la i 12 aldll
Statistiques
osiall sl & sinaall sl all ik 5l Ulal) Lelaa ¥
Valide 200 200 200 200 200
N Manguante 0 0 0 0 0
ol
Effectifs | Pourcentage Pourcentage Pourcentage
valide cumulé

OSA 83 41,5 41,5 41,5
Valide i 117 58,5 58,5 100,0

Total 200 100,0 100,0

aadl
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé

Jil (e 20 2w 16 8,0 8,0 8,0

20 I 30 A 82 41,0 41,0 49,0

= 30 40 daw 73 36,5 36,5 85,5
Valide

(e 40 50 Aaws 21 10,5 10,5 96,0

50 Laé (38 8 4,0 4,0 100,0

Total 200 100,0 100,0

el
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé

Jil (e 20 A 16 8,0 8,0 8,0

<20 I 30 Ziw 82 41,0 41,0 49,0

=30 40 4. 73 36,5 36,5 85,5
Valide

= 40 50 A 21 10,5 10,5 96,0

50 Lé 35 8 4,0 4,0 100,0

Total 200 100,0 100,0




b =
& Sheaall ol A
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé
sl 8 4,0 4,0 4,0
s 13 6,5 6,5 10,5
s 53 26,5 26,5 37,0
Valide
ESAEN 95 47,5 47,5 84,5
Gliled Lle 31 15,5 15,5 100,0
Total 200 100,0 100,0
ik 5l
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé
b 5 114 57,0 57,0 57,0
e B A 16 8,0 8,0 65,0
e lite 10 5,0 5,0 70,0
Valide
U5 dee 54 27,0 27,0 97,0
G s A 6 3,0 3,0 100,0
Total 200 100,0 100,0
Al Lelaal
Effectifs | Pourcentage Pourcentage Pourcentage
valide cumulé
ToFa 93 46,5 46,5 46,5
< el 102 51,0 51,0 97,5
Valide )
Ala 5 Al 5 2,5 2,5 100,0
Total 200 100,0 100,0
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AMOS <l A 13 Galal)

RESULT (DEFAULT MODEL)

Minimum was achieved

Chi-square = 72,516

Degrees of freedom =41
Probability level =,002

CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 25 72,516 41 ,002 1,769
Saturated model 66 000 O
Independence model 11 1489,196 55 ,000 27,076

RMR, GFI

Model

RMR  GFI AGFI PGFI

Default model
Saturated model
Independence model

,027 940 903 ,584
,000 1,000
,388 ,238 ,086 ,198

BASELINE COMPARISONS

Model

NFI RFI IFI  TLI CF]
Deltal rhol Delta2 rho2

Default model
Saturated model
Independence model

951 935 978 971 978
1,000 1,000 1,000
,000 ,000 ,000 ,000 ,000

RMSEA

Model

RMSEA LO90 HI9 PCLOSE

Default model
Independence model

062  ,038 ,085 ,187
362 346 378 ,000
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STANDARDIZED DIRECT EFFECTS (GROUP NUMBER 1 - DEFAULT MODEL)

F1 F2 F3
F2 971 ,000 ,000
F3 -417 1,182 ,000
ORAL ,000 ,000 ,808
INTENTIONBERVAL ,000 ,000 ,949
SENSIBILITYDESPRIX | ,000 ,000 ,785
SATISFACTION ,000 ,799 ,000
SATIFSURFON ,000 ,824 ,000
SATIFSURSERVICE ,000 ,774 ,000
EMPATHY ,829  ,000 ,000
ASSUIRANCE ,/57 ,000 ,000
RESPONSIVENESS ,/30 ,000 ,000
RELIABILITY ,804  ,000 ,000
TANGIBLES 674,000 ,000

STANDARDIZED INDIRECT EFFECTS (GROUP NUMBER 1 - DEFAULT MODEL)

FIL F2 F3
F2 000 ,000 ,000
F3 1,148,000 ,000
ORAL 591,955 000
INTENTIONBERVAL | ,694 1,122 ,000
SENSIBILITYDESPRIX | 574 928 000
SATISFACTION 776,000 ,000
SATIFSURFON 800,000 ,000
SATIFSURSERVICE 751,000 ,000
EMPATHY 000,000 ,000
ASSUIRANCE 000,000 ,000
RESPONSIVENESS 000,000 ,000
RELIABILITY 000,000 000
TANGIBLES 000,000 ,000
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- Daniel ray_ mesurer et developper la satisfaction des clients_

2eme tirage d’organisation_ paris 2001 p 24

-PHD-SOUAR YOUCEF
-D-BENHABIB ABDERREZAK
-D-CHERIFI DJELLOUL
-The impact customer satisfaction for their loyalty with the
exisance of trust and commitment as intermediate variables
The case study of algerian mobilis telecom
Laboratory FMA university tahar moulay —saida-Algeria
Laboratory MECAS university aboubaker belkaid —tlemcen-

Algeria

-SHAMBACHEW HUSSEN

Service quality customers satisfaction and loyalty (a study on
assurance companies in adama) -ETHIOPIA-

Busines and economics faculty ,adam science and technology
university . EUROPEAN JOURNAL OF BUSINES AND
MANAGEMENT .

-NEEVEEN EL SEGHEIR /IDEMYAMA NATHAN

service quality dimensions and customers satisfaction of banks in
egybt

procedings of 20th international business reseach conferance
4-5 april 2013- Dubai —
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-ANANTHA RAJA —~AROKIASAMY -

The impact of customers satifaction on customer loyalty and
intentions to swith in the banking sector in malysia

Haily college of commerce university of the punjab-pakistan-
The journal of commerce vol 5N°1 ISSN :2218-8118,2220-6043

-Manillal Dhurup/-Jhalukprea Sueujal/-Ephrain redda
Customer perception of online banking service quality and its
relationship with customer satisfaction and loyalty.

University south africa —mediterranean journal of social sciences
MCSER N°08 -MAY 2014 .

-Mycliffe maina makor and Mugambi mwirigi

The relationship between corporate clients satisfaction in
corporate banking services and their loyalty to the bank
Astudy of commercial banks in MOMBASA city international
journal of management researsh and business strategy

VOL 02 N°04 OCTOBER 2013.

-Khallil Ahmed ,graduate stadent

Online service quality and customer satisfaction (a case study of
bank islam malysia behad )

University Sciences Islam Malysia-07 APRIL 2011 .

- Mubbsher Muna Awar Khan
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Impact of service quality on customer satisfaction and customer
loyalty (evidence from banking sector)
The punjab-laboratory-pakistan ,pakistan journal of commerce

and social sciences 2014 ,vol 08(2) .

-Li Hua Pai /Chun Ting Liu /Jin Tyan Liu

The moderating effects of switching costs in inertia on the
customer satisfaction .

Retention link : auto liabillty insurance service in taiwan .
Insurance markets and companies analyses and actuarial

computation,volume 2-Issue 2011-

-Claes Robert Julander (professeur of stickholm school of
economics)

Maguns soderland (associate professeur centre for consumer
marketing , stockholm school of economics)

Effects of switching barriers on satisfaction repurchase intentions
and attitudinal loyalty

SSE/EFI working paper series in business administration

N2003 :01 Stockholm january 2003
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-Phd : saeed behjati (university utara malysia)

Phd :Mohamed nahich( university technology mara malysia)

Dr :siti norezam othamen ( university technology mara malysia)
Interrelation between —E-service quality and-E-satisfaction and
loyalty

European Journal of business and management vol N 09-2012






