|\|\m1;|!|-(r;_\i|mtmn»m (s alatl & \:“ ¢ 1l (] A ;w‘ SJ\JJ |\|\T:x1;|!»ﬁ—\‘|.;|m':nnmu

iUl Baa o (AED daals

CHADLI BEN JEDID UNIVERSITY -EL TAREF-
opedil) agle g Ay jladll g dpalatBy) o glal) A4l

Faculty of Economics, Business and Management Sciences

2020/ 2019: 4l L) versenennsnsnnenss S abealeal] a8 )
Jaedl) gl sacd

Salal) 3algd S clthaia jUa) (& dadia 3 S3a

:() gl

eM—andl Ly Ao W 5 g cilaadd) 350

daadi) il B3] syl

LY i) caad + allall sas) e
Ol alla 3 O ol—a ‘ﬂ_.um o<







|\|\m1;|!|-(r;_\i|mtmn»m (s alatl & \:“ ¢ 1l (] A ;w‘ SJ\JJ |\|\T:x1;|!»ﬁ—\‘|.;|m':nnmu

iUl Baa o (AED daals

CHADLI BEN JEDID UNIVERSITY -EL TAREF-
opedil) agle g Ay jladll g dpalatBy) o glal) A4l

Faculty of Economics, Business and Management Sciences

2020/ 2019: 4l L) versenennsnsnnenss S abealeal] a8 )
Jaedl) gl sacd

Salal) 3algd S clthaia jUa) (& dadia 3 S3a

:() gl

eM—andl Ly Ao W 5 g cilaadd) 350

daadi) il B3] syl

LY i) caad + allall sas) e
Ol alla 3 O ol—a ‘ﬂ_.um o<




‘ > AM.VI s

..\, s
Z ¢t ‘
o A /f‘\ o - S\ (2

AN \(

wmamw‘iwgb a).du\:ay.uu;\%\/m)
u-*é-“(\}'zﬂ/’ o
: day Ll
g 5 e Lagils (B B e ) sl i e gl -‘:«-
o ) Glas ) ) a2y

ks J(/‘
{UMA!C&AIUSQJDQ!Y)\Jégai\licﬂ,uufa'ég) C\
_-)

S—
.

\_uj‘ c&wde.\ﬁJYJ\LAAJAGuﬁ«“\d\.b‘uwﬂ\uaﬁ\ﬂ\uj\ ({};
.:/ {
il Al (g b I gl A Ak Lada cudls Al Alile (f R

: . A Flc

<Y Agasd Lallla (ll) AGEY e an 3} ilhaal J.am ‘,%D =
/’
e’

‘i

‘umu (a3 AN e (al) 58 cab g A wj.é-eﬂ ‘-al'-" KXo

&t[ ‘“L“‘ 25 (Gauall jatlal) dana ¢ (@) 2ana “"“,“v-'i{i \ =
SAASNATIIC & i e &
‘ e e ‘ﬁ"%‘ ﬁ/‘b 5 ~ N

1’:4-\33 R (g




S9585 ¢ sl

ol oliclalell saly ghsas o oo alesa 52 gltas 4l ofs.. Wlle 2" < \
"yl Ly gl
Jorg jo A AT ol W L ST slgr) 5 dgr 9 g Ay

b ol 0T Y sy Y WS¢ pudl) ot 5gd e 8 0 J) aem e
wdd b Jo "ol g CALD" a8l SB Al 5 piddl 5 S olyle
gsig;&géﬁsjw\\.&.a;@\z.k.,basﬂjcﬁj,\_@,wé
Sl e 381 878 Jigh Jusluw
i Y Ogll sty o5 ool o JSI it Sl puil S
JN S gl OF Ll 0t 5y ¥ LaS kom0 o (g 0 End)
daslr 3 Ayl dolig Bowdl s qonyls o 198,50 (ol 01, ST1 (350l

sl aghe 5 dyylndl 5 L5LaBY aghall LIS calalall IS g g o JBLEN)

LSS S e vgld ¢ Slaglalls




oma 1 all
 sadlal)

dessgall Cipla e dadiall Slaod) 535 50 (ggise dijea 8 Auliall alg] wlaY) Cargll )
Al s3a i clgae clalaial slim)) o Jaally lless 5aga ook Cangs cllyy Leuily)
O3l Ly Il Gyl ) B8y cdarad) Bagans 83sall dalaiall aalidll Cibida ) cidls
(Lo e [lay) dap dpedd (AT dga (g Db 038 clan dga (a colia) (ubd Gk
inils s alladl Loy e ) Cigylall s S 5 clasnasall Lgati 3 Slandll e g0l
Sl Cagigll dal e alell 7 pall 138 e Ak Ly 2Ll (pe (19 285S) Lig y6S ug b
i) Ly 5 Lilens 5asm0 ipllall Ay 8 deali 5 Al Cilausal laia) (sae gy e
s gl ) ALl clabal e slael) )y el Cigylal aila casiall cilessl) e
Bags O ol cluball ailgd Lllas P e buald 8 5 Al 4l gouase o) il gounsa

Gt il Bags (st Jal (e 5 Bl Ly e L0 8 50K 5 Ll 1ys0 (el cilaasl)

Aadiie S dauds Caen LganSS g e dused) 5a5adl dladl paens alaia¥l Cang (L3 #sala
C LN Ly = sl — Liall — laadl) Baga — Aeddl) — 5agall dialide cilals

Abstract:

The main objective of this study is to know the level of impact of the quality
of services provided by the institution to its customers in order to develop the
quality of its services and work to satisfy its clients. This study dealt with
various concepts related to quality and service quality, in addition to dealing
with customer satisfaction and methods of measuring customer satisfaction,
On the one hand, to count these methods, and on the other hand, to know
the degree of (satisfaction / dissatisfaction) of the customer with the services
provided by the institutions, and the circumstances that the world is going
through as a result of the Coronavirus (Covid 19) pandemic have prevented
them from carrying out an applied study that supports this scientific edifice in

order to stand Actual on the reality of the extent of interest of the Algerian
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institutions, especially in the wilaya of EL TAREF, with the quality of their
services and the satisfaction of their customers with the services provided
These circumstances led us to rely on previous studies that dealt with the
same topic of research or a topic similar to it, and we concluded through our
analysis of these studies that the quality of services plays an important and
significant role in affecting customer satisfaction, and in order to achieve
quality services that achieve customers' ambition All five dimensions of
quality must be taken care of together and adapted to the nature of each
organization.

Key words: Quality — Service — Quality of Services - Satisfaction -

Customer — Customer Satisfaction.
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