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The role of mobile phone service quality in achieving customer
satisfaction. Case study of " Djezzy " Foundation in AinTemouchent
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Abstract:

This study aims to find out the impact of the quality of the mobile
phone service on the customer’s satisfaction at Djezzy Foundation. The
study relied on the analytical descriptive approach, where the data were
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collected based on the questionnaire through the five dimensions of quality
(tangibility, reliability, responsiveness, safety, and empathy) as well as after
communication, by questioning 150 clients.

Among the most important results we found, the presence of an
impact of the quality of service provided by the Djezzy Foundation on
customer satisfaction, and the results also showed that all dimensions of
service quality (reliability, tangibility, responsiveness, security, empathy,
communication) affect customer satisfaction, with the tangibility dimension
as The most influential one.

Keywords: Quality; Mobile Service; Customer
Satisfaction;AinTemouchent;Djezzy.
Jel Classification Codes: M31, L15, O14.
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