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Abstract:

This study aims to define customer experience management as one of the modern methods of
management and its Applicability in hotel establishments in Algeria and its impact on the client
relationship quality, and increasing the interest of hotel establishments in the importance of managing
customer experience. To achieve the study's objectives, the analytical descriptive methods was used.
The study included (04) main hypotheses, from which (24) sub-hypotheses emerged. We used the
Paper and the electronic questionnaires as the main tool in collecting data and information, and they
were distributed to a convenience sample of 300 clients with experience in hotel services in Algeria
and rated from one star and above. All questionnaires have been retrieved and all are 100% valid for
analysis. The Spss v26 program was used to describe and analyze the characteristics of the study
sample and their answers to the survey questions. Structural equation modeling based on Partial least
squares was relied upon to analyze the relationship between variables and testing the study hypothesis
by using the statistical program (SmartPLS4). The study concluded that applying customer experience
management in hotel establishments in Algeria has a positive impact on the quality of the relationship
between the organization and the customer, and its impact increases through perceived quality.
However, the effect of customer experience design on customer commitment was not significant, but
through the mediation of perceived quality it became significant. Also, the dimensions of customer
experience management (designing the customer experience, providing the customer experience,
measuring the customer experience) positively affect the mediating variable of perceived quality, and
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the latter had a positive effect on the dimensions of relationship quality (trust, commitment,
satisfaction).

The field visit also allowed some hotel establishments and interviews with relevant entities also
allowed us to conclude that customer experience management is already applied in hotel
establishments in Algeria to varying degrees and in a manner that is not done within a prior strategy.
Nevertheless, it was found to have a positive impact on the quality of the hotel enterprise’s relationship
with the client.

Keywords: customer experience, customer experience management, relationship quality, perceived
quality, hotel sector in Algeria, structural equation modeling.

Résumé:

Cette étude vise a définir la gestion de I'expérience client comme l'une des méthodes
modernes de management et I'étendue de son application dans les établissements hoteliérs en Algérie
et son impact sur la qualité de la relation avec les clients, et a augumenter le degré d'intérét des
¢tablissements hoteliérs pour la I’importance de la gestion de I’expérience client. Pour atteindre les
objectifs de 1’étude, 1’approche analytique descriptive a été utilisée. L’étude a inclus quatre (04)
hypothéses principales d’ou ont émergé 24 sous-hypothéses. Les questionnaires papier et
¢lectroniques ont été utilisés comme outil principal de collecte de données et d’informations, et ils
ont été distribués a un échantillon commodité de 300 clients ayant une expérience avec les services
hotelier en Algérie classés a partir d'une €étoile ou plus. Tous les questionnaires ont été récupéres et
valables a 100% pour I'analyse. Le programme (Spss v26) a été utilisé pour décrire et analyser les
caractéristiques de I'échantillon de I'étude et leurs réponses aux questions de I'enquéte,comme on o
utilisé la modélisation par équations structurelles basée sur les moindres carrés Partiels pour analyser
la relation entre les variables et tester les hypothéses de 1’étude a 1'aide du logiciel (SmartPLS4).
L'étude conclut que I'application de la gestion de I'expérience client dans les établissements hoteliers
en Algérie, a un effet positif sur la qualité de la relation organisation-client, et son effet s'accroit a
travers la médiation de la qualité percue. La conception sur I'engagement client était insignifiante,
mais grace a la médiation de la qualité percue, elle est devenue significative. De plus, les dimensions
de la gestion de I'expérience client (conception de I'expérience client, offrir une expérience client,
mesurer I'expérience client) affectent positivement la variable médiatrice de la qualité percue, et cette
derniéere a eu un effet positif sur les dimensions de la qualité de la relation (confiance, engagement,
satisfaction).

La visite de terrain dans certains établissements hoteliers et les entretiens avec les autorités du
domaine nous ont également permis de conclure que la gestion de I'expérience client est effectivement
appliquée dans les établissements hoteliers en Algérie a des degrés divers et d'une maniére qui ne
s'inscrit pas dans le cadre d'une stratégie précongue. il a été démontré qu'elle a un impact positif sur
la qualité de la relation de I'établissement hételier avec le client.

Mots clés: expérience client, gestion de I'expérience client, qualité relationnelle, qualité percue,
secteur hotelier en Algérie, modélisation par équations structurelles.
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! Meyer C, and Schwager A, "Understanding customer experience", ibid, p: 118.
2 Maria Holmlund, ""Customer experience management in the age of big data analytics: A strategic framework",
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karviniensia, vol.19, no.2, 2019, P: 29.
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1 Reza Ashari Nasution et al, "The Customer Experience Framework as Baseline for Strategy and Implementation
in Services Marketing", Procedia - Social and Behavioral Sciences 148, 2014, p: 257.
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1 Jay Kandampully, Tingting (Christina) Zhang, Elina Jaakkola, "Customer experience management in hospitality: a
literature synthesis, new understanding, and research agenda", International Journal of Contemporary Hospitality
Management, vol 30, N 03, 2017, pp: 28-29.

2 Maria Holmlund, et al, "Customer experience management in the age of big data analytics: A strategic
framework", ibid, p: 358.

34

——
| —



sShadl 55 3515 (s ot HbYI 1S fuadll

(Saeedi et al) 03575 suorw 7556 .6
1l S 8 15Y St e o b sd (2021) 092Ty (schnn 5]
tae ) Lol agrlsh) g calefly QS dadly Slashall iy 1 edll -
(ool 85 3 iyl 2dlall 3 e oalis ot tplazsY) -
Sy Akl Sl Ly o) 815 513] Llse o (i gnt Leaall oy (3 i) Blas o2 1kl -
tiaddl g
el bls o5 5,50l aadull aal M : Joe 2laiiV) 0 dsgag ez slal 15 -
SUSU o il e aslad) Lalsally oL 2l i by el by shad) sl e SLaY) sl -
tae 4l
plasa Vg whedl Wikad) 2oasY) o Ao get ey tplsay) -
sl e sl Sl sl Saall 85 3)15) ha Joedll By n dlidl Bl (3 el Ol -
el 5y passl [ 6sSad Jon L st M ol silly ) S
tigaloblal sVal = (3 sMaal) 355 513 glad Lanll @y e dnaldl Bskak) (3 sV -
Slobd) e 1By e walogy vl e ey Sladl) e Olegaz 1S5 03 sekd) oda (3 13ge )
Aaply (cpdinll degest (rergl) Aesasy (ol Aot 1 fie ABLL)
saall By 8ylsl 305 I Apnd JI 21 2.3.11
Slidadll Leayy I oo B 3 s gy e Daall oM e Bl DLty 53V Solnns S sz
A Sl gl pasnns @Rl ool sl bolydl Blugy cogll wilse po Shaadl Leadsy 3
Ayl Blles (ot oSheall GLaST Aol ] eSSV
VPP |
Slate jsht ga A e W Coelly L Dladdhl y5es (3 Cptm )5S 552 SRV pe oSl 858 oo
SLSY Slaall il gy iy aSalesy aleli ST 455 SIY) Uil comoly gy 3
535m5b Sloddly ol shiy sSeall 25k ¥ o (Maall 355 (3 Wil Sale Lrgd oS jansy .2 oy )
Awgolll pdg Bwlo1 mdlolll odn ad piadl) Amyy Wbl plisiia] Lo Ogity bt (ugl) Wge e
) olles OF T idlaall 5ps 30k plal ol 13) iy L (S sl s o @) o shenl
slSly Jyesd) U oo Gl Sl oyl o dsine degant Wl Sty S0 o83y Slasll s 13
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3 Wayne.D. Hoyer et al, " Transforming the Customer Experience through New Technologies™', Journal of Interactive
Marketing 51, 2020, P: 58.
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! Nisreen Ameen et al, "Customer experiences in the age of artificial intelligence', Computers in Human Behavior
114, 2021, p: 01.
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Antecedents and outcomes", International Journal of Quality and Service Sciences, vol 08, Issue 01, 2016, p: 110.
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! Shaun Smith & Joe Wheeler, ""Managing the customer experience", ibid, PP: 43, 44.

2 Lemon, K.N, & Verhoef, P.C, "Understanding Customer Experience throughout the Customer Journey", ibid,
pP:82.

3 Liu Wei, "Mapping Customer Experiences: The Role of Touchpoints in Determining Consumer Evaluations",
ibid, P: 01.

4 Maria Holmlund, et al, "Customer experience management in the age of big data analytics: A strategic
framework", ibid, P: 357.

5> Lemon, K.N, & Verhoef, P.C, "Understanding Customer Experience throughout the Customer Journey", ibid,
P:81.
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Trends economics and management, 37(1), 2021, P: 46.
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3 Katerina Y & Kozludzhov, "Understanding customer needs — the key to innovation success (An empirical research
of software companies in Bulgaria)", Journal of International Scientific Publications, Vol 12, 2018, p: 330.
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! Kisang Ryu et al, "Relative Effects of Physical Environment and Employee Performance on Customers’ Emotions,

Satisfaction, and Behavioral Intentions in Upscale Restaurants", Sustainability , 13(17), 2021, p: 02.

2 Kisang Ryu et al, "Relative Effects of Physical Environment and Employee Performance on Customers’ Emotions,

Satisfaction, and Behavioral Intentions in Upscale Restaurants", ibid, p: 01.
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! Shaun Smith & Joe Wheeler, ""Managing the customer experience", ibid, P: 47.

2 Angelos Pantouvakis &Anastasia Gerou, "The Theoretical and Practical Evolution of Customer Journey and Its
Significance in Services Sustainability", Sustainability, 14(15), 2022, p:09

3 M.S. Rosenbaum et al, "How to create a realistic customer journey map", Journal of Business horizons, volume 60,
Issue 01, 2017,p: 144.

4 Angelos Pantouvakis &Anastasia Gerou, "The Theoretical and Practical Evolution of Customer Journey and Its
Significance in Services Sustainability", ibid, 2022, p: 11.
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1 Ntt Group, "Customer journey design- creating intelligent customer interactions by design", Copyright NTT Ltd,
2020, p: 01, Retrieved (08/01/2023).

file:///IC:/Userss ANNOTEC/Downloads/CX%20Journey%20Design%20At%20a%20glance.pdf

2 Bruce d. Temkin,""Mapping the customer journey', from Forrester, February 2010, Retrieved (25/12/ 2022), P: 3, 5.
https://www.forrester.com/blogs/10-02-10-mapping_the customer_journey/
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! Sujata Joshi, "Customer experience management: An exploratory study on the parameters affecting customer
experience for cellular mobile services of a telecom company", ibid, P: 397.

AR Y ale Wlks el drolt s Y1 oo gh! o il Rusly3—gyla W) gl 5 Ao 55 Cplo bt nSE i jypnny k87 STy 2

121 : 22020 01 sasd (10

o355 By bl (B8 IS Jlpir £ 5 15N lis s Wl Ay :Bu3LaBY) Aewwill o151 e B2l 3y101 Ja Oy ol D

127 150 2015 8w o da duslr el pole o3

120 (119 2o o 2008 31—yl cigad) (Sl e (Ol ih) pslad fo-do — pSadlg ABIY By13Y cinlan dl dsle (gt Ja

( 1
L 47 )



sShadl 55 3515 (s ot HbYI 1S fuadll

Aok 8345 Sl JLsY) e .2

OV e Kty pBlods a5 Jo oMl JLasl ibgs 8,05 e 1087 S Sladdh) Sl dazs
) Ol Y i ¢ Leladl o1 aeisd) sdaall lyguas o pS ISy S5 cndbshl lSHhay alge
OF Ol (3 sdslnedd Jlab s eDlaall JLasi) iy 3l5f WS 0 K6 b 5] Slewsll e G
Dl Blle Gots g4 U] 635 WBLShey iy
o5 iz il Of g dwad) wlew gl 3 3200 5060 o7 (1985) Bowen and Schneider
ob SlreYly cloacks of Readl daisl ko (3 cpdbosll d15] 59,0 o i) Slos ey bl pllas
Zohedlt s o g5 50 W ek b fus any
Sheall Sljsaas e Wlog L) 15 Slaall Jlasyl absh asgldl obbneny) of ) (1990) Bitner s
JA 8Ly 8oy 8,5 oy gl bl aSlag s Lan (s s dhanl) Loy 680 s o galS-ly ) oW
o e 3,8 ST 05 Jlasyl ibse 0L (1985) Bateson Jal- Ls™. e li] e CaSally (gl
5615 (1985)Schneider & Bowen e | asTy aatdl o) e 3laedl jam vl 056 Ladis sDlesl
Sl st Vot s o gl (K0 35 ekl s plosaYly ks 50 of (1993) Rafaell
SN L Maall 855 g5 e sib bl Sz S 4 (2002) Shaun Smith & Joe Wheeler ¢
Hoadly L G ols

e 5 allon Leg oSleall andsn Lo 0piboll ey OF (gt ol J1 -

Catns ol e 8 Gl g 3 05aboll Cép OF gt QM -

Sl GISE Sl e r Bl eiE e 00 Ol 00 Of gt -
JSel sy ST sl Jaladll ] 8o5al) 13 L ooty Cpilosll Vs e gty dhanll 4 jnty Lo
t e

! Jean-Charles Chebat & Paul Kollias, "The Impact of Empowerment on Customer Contact Employees’ Roles in
Service Organizations", Journal of Service Research, Volume 3, No. 1, August 2000, p: 67.

2 Jean-Charles Chebat & Paul Kollias, "The Impact of Empowerment on Customer Contact Employees’ Roles in
Service Organizations",_ibid, p: 68.

3 Jean-Charles Chebat & Paul Kollias, "The Impact of Empowerment on Customer Contact Employees’ Roles in
Service Organizations", ibid, p: 72.

4 Shaun Smith & Joe Wheeler, ""Managing the customer experience", ibid, P: 61.
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! Kankainen A, Vaajakallio K, Kantola V, and Mattelmaki T, ""Storytelling group-a co-design method for service
design", Behaviour and Information Technology, Vol. 31 No. 3, 2012, P: 221.

2 patricio L, Fisk R. P, e Cunha J. F, and Constantine L, "Multilevel service design: from customer value constellation
to service experience blueprinting", Journal of Service Research, Vol. 14, No. 2, 2011, p: 182.

3 Norton D. W, & Pine B. J, Using the customer journey to road test and refine the business model, Strategy &
Leadership, 41(2), 2013, p: 12.

4 Ragnhild H, Knut K, Asbjgrn F, Improving Service Quality through Customer Journey Analysis, Journal of service
theory and practice, vol. 26, Issue 6, 2016, PP:845, 846.
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Source: Ragnhild H, Improving Service Quality through Customer Journey
Analysis, ibid, p: 846.(<2,2x)
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Source: Angelos Pantouvakis &Anastasia Gerou, The Theoretical and Practical
Evolution of Customer Journey and Its Significance in Services Sustainability,

! Maria Holmlund et al, Customer experience management in the age of big data analytics: A strategic framework,

ibid, P: 357.
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! Christos G. Chatzopoulos, Marcel Weber, digitization and artificial intelligence for lean customer experience
management, 9 th Internaonal Conference on Mass Customizaon and Personalizaon — Community of Europe (MCP —
CE), September 23-25, 2020, Novi Sad, Serbia, P: 23.

2 Katherine N. Lemon & Peter C. Verhoef, Understanding Customer Experience throughout the Customer Journey,
ibid, PP: 76-78.
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Source: Adapted from “Maximizing the impact of marketing and sales activities”,
by: Spengler C, and Wirth W, lo New Management, No 3, 2009, P: 03.(=2 .=x)
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! Davis Scott M, & Dunn Michael, "Building the Brand-Driven Business: Operationalize Your Brand to Drive
Profitable Growth', Royaume-Uni: Wiley, 2002, p: 59.
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Source: Davis S. M, & Dunn M, Building the Brand-Driven Business:
Operationalize Your Brand to Drive Profitable Growth, ibid, p: 59.(<2,x)
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! Spengler C, and Wirth W, "Maximizing the impact of marketing and sales activities", lo New Management, No 3,
2009, p: 1-5.

2 Kreutzer R, "Customer Experience Management — wie man Kunden begeistern kann. In A. Rusnjak & D. R. A.
Schallmo (Hrsg)", Customer Experience im Zeitalter des Kunden, Wiesbaden: Springer Gabler, 2018, pp: 108-109.
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1 Anton siebert, et al, "Customer Experience Journeys: Loyalty Loops Versus Involvement Spirals", Journal of
Marketing, Vol. 84(4), 2020, p: 46.
2 Fabienne Schmidt, ""Analyzing the Digital Touchpoints in the Customer Journey in Tourism", Bachelorseminar
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! McKinsey & Company, "Customer experience: New capabilities, new audiences, new opportunities', Number 2,
June 2017, p: 11

2 Asier Baquero, "Net Promoter Score (NPS) and Customer Satisfaction: Relationship and Efficient Management",
Sustainability, 14(4), 2022, P: 04.
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! Rebecca Koladycz et al, "The Net Promoter Score (NPS) for Insight into Client Experiences in Sexual and
Reproductive Health Clinics", Global Health: Science and Practice, 6(3), October 2018, P: 414.

2 Syafrizal Helmi et al, "Customer Experience, Net Emotional Value and Net Promoter Score on Muslim Middle
Class Women in Medan", International Journal of Economic Research, vol 14(20), 2017, P: 273.

% Nicholas 1. Fisher & Raymond E. Kordupleski, "Good and Bad Market Research: A Critical Review of Net
Promoter Score", Applied Stochastic Models in Business and Industry, VVolume 35 (1), January 2019, p: 4-9.
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10/06/2020, visited: 14/03/2023, https://harmo.me/blog/customer-effort-score/.(<,2x)

! Matthew Dixon et al, ""Stop Trying to Delight Your Customers", Harvard Business Review, 88(7-8), Accessed 19
January 2023, URL.: https://hbr.org/2010/07/stop-trying-to-delight-your-customers

2 Harmo, "Customer Effort Score (CES): Medindo o esforgo do cliente", published: 10/06/2020, visited: 14/03/2023,
https://harmo.me/blog/customer-effort-score/

3 Matthew Dixon et al, ""Stop Trying to Delight Your Customers", ibid, 2010.
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Market Research, Vol 53, Issue 6, 2011, P: 778.
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! Felix Gras et al, "Business Customer eXperience Alignment Framework: Improving Customer Satisfaction",
Digital Transformation: Meeting the Challenges: conference proceedings / 31st Bled eConference, June 17 - 20, 2018,

Bled, Slovenia, p: 379.
2 Mohamed Zaki et al, "The Fallacy of the Net Promoter Score: Customer Loyalty Predictive Model", working
paper, Cambridge Service Alliance, 2016, p: 05, Retrieved (08/01/2023),
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Ay et B Mz Y Giall Ol ) SS9 Bbeo uld Js= SPSS V26 w2 :(03) gl

oo,

M\ GJ}.(:J t\.o:wa‘)'\ dry Oyl KWy byl OMales L3l dsd) sy lylal Oguo g byl OMalae
ol s il sl B B2 B3 B4
d Al A2 A3 Ad A5 - ~ - ~ -
b o Wl Comrdlation de Pearson 1 g0 e om0t g8 geo Ml Corélation de Pearson 1 896 813 824 844
Sig. (hilatérale) 000 000 000 000 000 Sig. (hilatéralz) 000 000 000 000
N 40 40 40 40 40 40 N 40 40 40 40 40
Al Comélation de Pearson 703 1 584 523 444 LI Canélation de Pearsan Py 1 P 760 ol
Sig. (bilatérale) 000 000 001 004 086 —
" 10 10 10 I 10 I Sig. (bilateralz) ooo 000 ooo 000
A2 Corrélation de Pearson ke 504" 1 658" 66 6327 N 40 40 10 40 40
Sig. (bilatérale) 000 000 000 000 oo B2 Conélation de Pearson 913" 835 17T 622"
- 4 “ ",”, i i i Sig. (rlatérale) 000 000
A3 Comélation de Pearson 850 523 658 1 546 632
. ., N 40 40 40 40 40
Sig. (hilatérale) 000 001 000 000 000 pe = p p
N m 0 m 10 m 10 B3 Corrélation de Pearson 524 TG0 a7 1 759
A Gorélation de Pearson kTt RTVRRREN It 648" 1 642" Sig. (bilatéralz) 000 000 000 000
Sig. (hilatérale) 000 004 000 000 000 N 10 W0 10 10 i
L 40 4 0 “ 0 0 gy Conélation de Pearson 44" g g0 7ed” f
A5 Correlation de Pearson 780 275 632 832 642 1
Sig. (bilatérale) 000 086 000 000 000 Sig. (bilateralz) 000 000 000 000
N 40 40 40 40 40 40 N 40 40 40 40 40
**_La corrélation estsignificative au niveau 0.01 (bilatéral). ** La corrélation est significative au niveau 0.01 (hilatéral).
kel uﬁc Ay CJ\)\A! Oy bw)! SMales i Ak.gj’- ) A <yl Sy .bLg)\ Males
£adl B
pad ] 02 D3 sl
ofadl  Corrélation de Pearson 1 858 818 86T
ydhpay Gl 2 [05]
Sig. (bilatérale) 000 000 000 - - - -
iy gy Comélation de Pearson 1 883 870 BaE
i 40 40 40 40 B
- - ~ Sig. (hilaterale) 00 il Julih}
D1 Corrélation de Pearson 858 1 502 600 N 1 I 1 0
Sig. (hilatérale) 000 000 000 Cl Comélation de Pearsan 118 T
M 40 40 40 40 Sig. (nilatérale) 000 000 000
D2 Correlation de Pearsan 818 592 1 4B N 40 40 40 40
. L ) “ " "
Sig. (bilatérale) 000 000 000 c2 Comélation de Pearson a7 4 1 62
N 40 40 40 40 Sig. (bilaterale) 000 00 0o
. i i = il 40 40 {0 40
D3 Corrélation de Pearson 867 600 548 1 - = - =
C3 Comélation de Pearson 46 02 662 1
Sig. (hilaterale) 000 000 000 S
Sig. (bilaterale) oo 0 il
M 40 40 40 40 I 10 1 " 10
L 5 i i i i j i 5 + . . . . .
.Lacorrelation est significative au niveau 0.01 (bilateral). * g comélation sst signifcative au niveau 0.01 (bilatéra),
|
M\ Uy dagln oy Slylead Oga ey DL CHals
penntl_dMe ) daslsa
Bl E1 EZ E3 E4 ES EG
aaxbl ale , daalia Corrélation de Pearson 1 826" 855" 7aa™" T .sos™" 840"
Sig. (bilatérale) .ooo0 ,oo0 ,0o0 000 .ooo0 ,0o0
&} 40 40 40 40 40 40 40
E1 Carrélation de Pearsaon a26"" 1 BTS A4a7" 54177 566 N=1-T-0
Sig. (bilatérale) 000 ,oo0 ,oo1 000 .ooo0 ,0o0
&} 40 40 40 40 40 40 40
E2 Caorrélation de Pearsaon a55"" BTE 1 &2277 587" BTa 57277
Sig. (bilatérale) 000 .ooo0 ,0o0 000 .ooo0 ,0o0
&} 40 40 40 40 40 40 40
E3 Caorrélation de Pearsaon - 487" E2277 1 51877 55377 487"
Sig. (bilatérale) 000 .00 ,oo0 001 .ooo0 ,001
&} 40 40 40 40 40 40 40
E4 Caorrélation de Pearsaon FTTT 54177 587" 51877 1 4za™ BS6
Sig. (bilatérale) 000 .ooo0 ,oo0 ,oo1 o022 ,0o0
&} 40 40 40 40 40 40 40
ES Caorrélation de Pearsaon -1 1= EBE BT 55377 42477 1 B8
Sig. (bilatérale) 000 .ooo0 ,oo0 ,0o0 002 ,0o0
&} 40 40 40 40 40 40 40
EG Caorrélation de Pearsaon =407 Bas 5727 487" 6567 B8 1
Sig. (bilatérale) 000 .ooo0 ,oo0 ,oo1 000 .ooo0
I 40 40 40 40 40 40 40
** La corrélation est significative au niveau 0.01 (bilat&ral)
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Joodl) 855 ild sy Syl Bgoy bL3y) ks

el b Sl Ogu gy byl SHles

ol pls A " w3 Slaall (5912
spall gl Corrélation de Pearson (R L A - T o sy
sig. (bilatérale) 000 00 000 S A B O N
N 40 10 1 10 slull g4d Ll Comélation de Pearson 1 863 922 9
M Comélation de Pearson 947" 1 ae” g3 ULLLD fo | po|
N 40 40 40 40
Sig. (bilatérale) 000 000 000 Fi Carrélaton de Pearsan 863 T BT
N 42 42 40 42 Sig. (hilatéralz) 000 000 000
2 Corrélation de Pearson 958 BTG 1 561 N 10 10 10 10
Sig. (bilatérale) 000 000 000 F2 Comélation de Pearson gt e 1
I 40 40 40 40 Sig. (hilatéralz) 000 oo 000
M3 Comélation de Pearson 844" 8237 861" 1 N 4 " 0 4
Sig. (bilatérals) 000 000 000 F3 Corrélation de Pearsan 832 J24 804 1
N 40 40 40 10 Z\g.(h\lalewale) UZE UZE UZE .
| . La carrélation est significaiive au niveau 0.01 (bilatéral). ** La corrélation est significative au niveau 0.01 (bilatéral)
(.'\):;3}“ Ay Oyl Ogur e BLI)) Seles A Uy Syl Ogme g L1 CMales
Al il 72 73 Aall T T2 T3

AW Comlation de Pearson 1 sg" g2 940" @ Corélation de Pearson (I TR T )
Sig. (hilatérale) 000 000 000 Sig. (hilaterale) 000 000 000
N 40 40 40 40 N 10 4 4 4
1 ComélationdePearson 919" 1 e0” 7ee” TI CorélaondePearson 939 1 B ms
8ig. (bilatérale) 000 000 000 Sig. (bilatéral) 000 000 000
N 40 40 40 40 N 40 40 40 10
72 CorvélaondePearson 928" 780" 1 pe” T2 ComélaondePearson 957 @16 1o
Sig. (bilatérale) 000 000 000 Sig. (uilatérale) 000 000 000
N 40 40 40 40 N 40 40 40 40
73 ComélaondePearson 940 788 @18 1 T3 ComélationdzPearson 979" ges  9d” 1

Sig. (hilatérale) 000 000 000 Sig. (hilatéral) 000 000 000
N 40 40 40 40 N 40 40 40 40

** La corrélation est significative au niveau 0.01 (hilatéral). ** |a comélation est significative au niveau 0.01 (hilatéral).

AUl 83931 Uy Syl O g Lyl SValas

Lo 1 day Syl O g U331 SMalas

Ll Corrélations
Corrélations
oy 5 5 53 54

Sl el PO Pa2 Pa3 L Comdlation de Pearson 1 s eyt g e
“—(‘)-‘-"‘I_“I—l‘l Corrélation de Pearsan 1 883 a53 42 Sig. (bilatéralz) 000 Jilil) 000 Jilil)
Sig. (bilatérale) oo oo oo il 40 40 40 40 40
N 40 40 40 40 §1  CordlafondePearson 84" (R E - R
PO1 Corrélafion de Pearson 883" oot e i BT 00 Mo b o
S N 40 10 10 40 40
=i AT 000 00 00 52 CondlatondePearson 8797 773 R <
N 40 40 Sl 40 Sig. (bilatérale) 000 000 000 000
Pa2 Carrélation de Pearson 953 T4 1 900 N i 10 i 140 i
Sig. (bilatérale) 000 000 000 S3  CorélatondePearson 8260 S64 635 1 g
1 40 40 40 40 Sig. (hilatéralz) 00 00 oo o
P03 Comélation de Pearson 9427 718" 900" i " 0l 0 a4 @
; 54 Carrélation de Pearson 765 408 A28 522 1

Sig. (hilaterale) oo oo oo o

Sig. (hilateralz) oo 008 000 01
N 4 4 4 4 N 40 10 1 4 40
** La carrélation est significative au niveau 0.01 (bilatéral). ** La carélation est significative au niveau 0.01 (nilatéral)
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condl 6 jad aveias (el agea Jaladi
d d

Joaddl 35 poanad dad Sl Gl B

doaaball Afadl dle y ey gy ay

daaall 8 yan anaas

danad_cragia ladt

daalell il

d_ll;_:,_d_'h.:_‘-,*__':.u_:,

Corrélation de Pearsaon
Sig. (hilatérale)

I

Corrélation de Pearson
Sig. (hilatérale)

I+

Caorrélation de Pearson
Sig. (hilatérale)

I

Corrélation de Pearson
Sig. (hilatérale)

I+

40

920

000
40
861"
000
40
a14”
000

40

9207 8617 914”7
000 000 000
40 40 40
1 6417 794"
000 000
40 40 40
a1 1 703"
000 000
40 40 40
7947 703" 1
000 000
40 40 40

** |a corrélation est significative au niveau 0.01 (bilatéral).

Joonll 8y @il dad g;hg\‘éL«JY\g§J«9

ol dle y dmalia salEd dalea
8 a5 aaii ol .;'.Lx.;'.l_

40 s Corrélation de Pearson 1 9437 JBET 882"

Sig. (bilatérale) 000 000 000

M 40 40 40 40

el dle ; dalin Corrélation de Pearson TN 1 1T 740"

Sig. (bilatérale) 000 000 ,000

M 40 40 40 40

ekl Corrélation de Pearson JBED 1T 1 7017

Sig. (hilatérale) 000 ,000 ,000

M 40 40 40 40

sl e glfdh dslesWl Corrélation de Pearson Bez" 7407 7017 1
Sig. (hilatérale) 000 ,000 000

M 40 40 40 40

** La corrélation est significative au niveau 0.01 (bilatéral).

z '_'_p:.:;'nl_a s a il

sShanll 3y 813 132 Ll Gl Bk

(a6 s anaias
N ERTENgETTE 1] d sl il

.;'_Lu.'nl_.s_;,._-.é__.s_;,l.'ul

onall s a2 anaias

5_)_\;_':.3_'&5

iall e

Corrélation de Pearson

Sig. (bilatérale)
¥l

Corrélation de Pearson

Sig. (bilatérale)
I

Corrélation de Pearson

Sig. (hilatérale)
I+

Corrélation de Pearson

Sig. (bilatérale)
¥l

1

40
956
,000
40
951"
,000
40
852"
0oo
40

956 9517 a5z
,000 ,000 000
40 40 40
1 8347 773
,000 000
40 40 40
8347 1 7627
,a00 000
40 40 40
7737 TE2 1
,000 ,000
40 40 40

** La corrélation est significative au niveau 0.01 (bilatéral).
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GO 4B

BY 8357 19 Sl Bl Buw

Al sag= s dai a1 5
astl=ll_sya=  Corrélation de Pearsaon 1 882" 852" a2
Sig. (bilatérale) 000 ,000 000
M 40 40 40 40
L i Carrélation de Pearson ga2" 1 G226 GAT
Sig. (bilatérale) .0oo ,000 000
M 40 40 40 40
aadi Corrélation de Pearson 852 Nl 1 653
Sig. (bilatérale) .0oo 000 000
M 40 40 40 40
A Corrélation de Pearson 872" 64T 653 1
Sig. (bilatérale) 000 000 ,000
M 40 40 40 40

** La corrélation est significative au niveau 0.01 (hilatéral).

RINO P Flig s Wi ded

I %
Ohservations Valide 40 100,0
Exclue? 0 0
Total 40 100,0

a. Suppression parliste basée sur toutes
les variables de la procédure.

Statistiques de fiabilité

Alpha de Mombre
Cronbach d'&léments
ar7 40

S5 350l gl (04) ol

Outer weights after Bootstrapping
Original | Sample  Standard

sample mean deviation T statistics P
(0) (M) (STDEV) (|O/STDEV]|)| values

A2 < fuddl S bl 38,762

A2 < feadll 55 pes 0110 | 0,110 0,004 25242 0,000 | 2,749

A3 <o fradll 835 s 0114 | 0114 0,006 20,746 0,000 | 3,015

A3 <- Jeoddl g Ll 0,294 | 0,294 0,008 35,103 0,000 | 3,245

A4 <— Jood) 5 renas 0,118 | 0,118 0,004 26,459 0,000 | 2,570

Ad <- ool 5o Ll 0286 | 0,286 0,007 39,137 | 0,000 | 2,283

A5 <= feadll 835 res 0115 | 0,115 0,005 21,032 0,000 | 2,485

A5 <- sl o Llad) 0277 | 0277 0,008 36,801 0,000 | 3,145

Bl <-aslizd 0295 | 0,295 0,008 34,839 | 0,000 | 3572
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BT <= Joodd) 855 et 0,135 | 0,135 0,005 24,738 0,000 | 3,444

B2 <-aslia 0284 | 0,284 0,009 31,706 | 0,000 | 3,539

B2 < ool 855 ranas 0,03 | 0,104 0,007 15,694 0,000 | 2,033

B3 <- asWaz 0295 | 0,294 0,009 32,908 | 0000 | 2,679

B3 < ool 855 anas 0116 | 0,116 0,006 20,522 0,000 | 2,479

B4 <- zoWiaz 0294 | 0294 0,008 35154 | 0,000 | 3,194

Eat e 0135 | 0135 0,005 25,250 0,000 | 3,480

R ol 0,101 | 0,101 | 0,005 22,280 | 0,000 | 2,655

Cl <- Jeoad il oy 5 o 0,385 | 0,385 0,010 38,624 0,000 | 2416

C2 < Jeadl 85 o5 0,03 | 0,103 0,006 16,980 0,000 | 1,857

C2 <- Joud) ) a5 o) 0383 | 0383 0,011 33,990 0,000 | 3,341

C3 < Jeorl 835 o 0112 | 0,112 0,005 22,770 0,000 | 2,532

C3 <- Jeond ) oy 5 o 0,383 | 0,384 0,013 29,760 0,000 | 1,927

A Lt A 0113 | 0113 | 0,003 34,816 | 0,000 | 2,153

D1 < it 8 0542 | 0542 0,009 62,816 | 0000 | 3,398

D2 < latall 8% 0532 | 0533 0,010 54904 | 0,000 | 2,905

D2 <- foaall i g5 0,118 | 0,118 0,004 31,725 | 0,000 | 2,153

E1 <- o) ) anle 0,195 | 0,195 0,005 42,783 0,000 | 2,807

ET <= Jeorllsps g 0,107 0,107 0,003 31,918 0,000 | 2,988

B T b 0202 | 0202 | 0,004 46,234 | 0000 | 3,934

E2 <- feall 3y g5 0,112 0,112 0,003 33,120 0,000 | 3,787

E3 <- o) o) anle 0194 | 0,194 0,005 37,302 0,000 | 2,976

E3 <- Jedll 855 quis 0100 | 0,100 0,004 26,949 0,000 | 3,089

B4 <- Lol gum 0103 | 0103 | 0,004 e

E4 <- L)) al>) anlee 0,187 0,187 0,006 33,593 0,000 | 2,136

E5 <- o)) ) anle 0,199 0,199 0,005 40,275 0,000 | 2,986

E5 <- Jedll 855 i 0114 | 0114 0,003 33,816 0,000 | 2,639

E6 < Joarll 555 cuis 0,114 | 0,115 0,003 34,286 0,000 | 2,809

E6 <- Jous) o) anplas 0,202 | 0,202 0,005 41,559 0,000 | 3,233

S e SCLCEEN (343 | 0343 0,007 49605 | 0,000 | 2,549

F1 <- feoll s g5 0,109 0,108 0,004 27,442 0,000 | 2,037

F2 < feoll i g 0,115 0,115 0,004 32,235 0,000 | 3,690

S JOLCEEN (577 | 377 0,008 49924 | 0000 | 4621

F3 < Jedll 855 cuis 0,116 | 0,116 0,004 32,964 0,000 | 4,018

R TGN 0330 | 0,380 0,007 55,040 0,000 | 4,771

MT <- ol o3 0,373 0,374 0,009 43,294 0,000 | 3,583

M2 <— olaali s s 0,324 0,323 0,008 41,029 0,000 2,782

R 0,381 | 0,382 0,009 43,607 0,000 | 4,701
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259

'



e RPN

TT <-aa 0,399 | 0,399 0,011 37,110 0,000 | 2,682
T2 <-aa 0351 | 0,351 0,007 53,119 0,000 | 3,272
T3 <z 0,344 | 0,344 0,006 55,596 0,000 | 2,782
Z1 <- Y 0,362 | 0,362 0,008 42,659 0,000 | 2,631
22 <- oy 0,361 | 0,362 0,007 49,708 0,000 | 2,736
Z3 < py) 0,377 | 0377 0,009 41,930 0,000 | 2,687
ST <-1w2) 0,380 | 0,381 0,011 34,448 0,000 | 2,968
S2 <- ) 0,349 | 0,349 0,011 31,158 0,000 | 2,520
§3 <- o) 0,364 | 0,365 0,010 37,514 0,000 | 3,310
PQI1 <-aglispb 0370 | 0371 0,008 43,696 | 0,000 | 3,675
PQ2 <-aguliss 0371 | 0372 0,009 39,161 | 0,000 | 3,067
I 0352 | 0352 0,010 36,358 0,000 | 2,423

SmartPLS4 o>z :(05) gl
G Bally 1l Glusyl Adgige

Zoom (92%)

Construct reliability and validity - Overview Copy to Excel | | CopyfoR
Cronbach’s alpha Composite reliability (rho_a) Composite reliability (rho_c) Average variance extracted (AVE)
0.894 0.898 0.934 0.526
0.894 0.895 0.934 0.526
0.878 0.879 0.917 0.733
0.897 0.398 0929 0.765
0.902 0.908 0.939 0.336
0.901 0502 0938 0.835
0.902 0.904 0.939 0.536
0.940 0.942 0.945 0.626
0.931 0.952 0.957 0.671
0.345 0.845 0928 0.566
0.636 0.835 0.903 0.736
0916 0924 0.947 0.857
0.921 0822 0.939 0.719
R? ol Jolas Q2 agd) 1,29

b bk OOt i LV prediction summary - PLS-SEM

Fpredict
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2
f ﬁLJ\‘..",rr

. Zoom (92%)

f-square - Matrix | Copy to Excel
0.262 0.103 0.078

0.005 0.043 0.048 0.043

0.105 0.080 0.046 0.023

0.024 0.060 0.125 0.034

8,aLl1 ol

Zoom (92%)

Path coefficients - Mean, STOEV, T values, p values | CopytoExcel | | CopyloR |

L

Original sample (0) Sample mean (M) Standard deviafion (STDEV) T statistics (|O/STDEV]) P values

ol 3 8 aukid - Ladatl 0.308 0.307 0.008 36.389 0.000
ol 3 2 paasd - Loall L 0.424 0.424 0.012 34 422 0.000
ol 5 5 el - Jutal] o S 0.407 0.407 n.n14| 28 512 n.uuu‘
Al A1 - A jadl Bl 0422 0417 0.073 5.794 0.000
Gl A5l Sagad 0.264 0.262 0.058 l 4538 0.000 ‘
A ] Bl 0272 0.271 0.073 3.747 0.000
AN €= ol g5 asad 0.069 0.074 0.0??| 0.388 0.3?4‘
1 ol e e 0203 0.206 0.070 2916 0.004
6 il 34 2l < ]S e 0.254 0.256 u.u?3| 3478 u.um‘
o ol G g e 0.253 0.250 0.080 2523 0.005
0325 0323 0.062 | 5233 0.000 ‘
0282 0.280 0.054 5.240 0.000
0.255 0.255 0.024 | 3.041 0.002 ‘
0178 0.182 0.078 2278 0.023
0216 0216 0.006 l 35.836 0.000 ‘
0.263 0.263 0.011 23.028 0.000
AN < el 3 i 0130 0133 u.um| 2174 u.uau‘
Gl gaalls g i 0207 0208 0.067 3.071 0.002
&yl il i Gl 0341 0.340 0.059| 5.504 n.uuu‘
L gl 5 8 ik 0.183 0.182 0.082 1,479 0.043
0,551 0.552 0.010 | 57 995 0.000 ‘
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Zoom (92%)

Total indirect effects - Mean, STOEV, T values, p values

A - faliad [l

il alaiall i

5l Ggadl < aliad] i
el o plad i

Al 2 ot Loy By
L ol Ay A 3

S el gt @ lasadt Aa A i
s - it By S ey

A AN - plnli 38 i

L a3l

Original sample {0}

Sample mean (M)

L

ol e ol

| Copy to Excel | | Copyto R |

Standard deviation (STDEV)

T stafistics (|/STDEV]) P values

0107 0.106 0.034 3156 0.002
0.067 0.066 0.023 2916 0.004
0.069 0.070 0.030 2344 0.019
0107 0.108 0.044 2430 0.015
0.067 0.068 0.031 2188 0.028
0.069 0.068 0.027 2.551 0.01
0.093 0.093 0.013 6228 0.000
0.073 0.075 0.013 2.863 0.000
0.055 0.055 0.018 3.059 0.002
0.053 0.054 0.018 3.255 0.001
0.046 0.047 0.021 2255 0.024
0.071 0.072 0.020 3492 0.000
0.067 0.067 0.020 3.406 0.001
0.083 0.084 0.023 3.353 0.001
0.144 0.140 0.028 5.069 0.000
0.080 0.087 0.019 4740 0.000
0.093 0.093 0.033 2.649 0.004

Total effects - Mean, STDEV, T values, p values

At angadl - aamll 5 ju8 aaa

312 < daaald a8 2l
AR = lamll 3 s aai

Lipadi Bigad <o Jamll 3 s 2ai

AT o

Zoom (B5%)
- | Copy to Excel | | Copyto R |
L

Original sample (0] Sample mean (M) Standard deviation (STDEV) T statistics (|O/STDEV() Pvalues
0.272 027 0073 3747 0.000
0.178 0.180 l].l]??| 2288 0.022|
0.270 0.273 0.074 3832 0.000
0.254 0.258 l].l]'.—'3| 3478 0.001 |
0.322 0.320 0.083 3487 0.001
0.433 0.430 0.070 | 6.163 0.000 |
0.348 0.348 0.080 5857 0.000
0.255 0.255 0.084 [ 3041 0.002 |
0.247 0.250 0077 3.208 0.001
0.083 0.083 0.015 [ 6.228 0.000 |
0.075 0.075 0.3 5.883 0.000
0.055 0.055 0.018 | 3.058 0.002 |
0.0583 0.054 0.018 3.255 0.001
0.218 0.218 0.008 | 35.838 0.000 |
0.045 0.047 0.021 2.255 0.024
0.07M 0.072 0.020 | 3482 0.000 |
0.087 0.087 0.020 3.408 0.001
0.085 0.084 lZI.l]Eﬁ[ 3.353 0.001 |
0.283 0.283 0.011 23.028 0.000
0.274 0.273 0.081 [ 4482 0.000 |
0.2687 0.285 0.085 4578 0.000
034 0.340 0.058 | 5804 0.000 |
0.278 0.278 0.081 3020 0.003
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