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Reliability Statistics

Cronbach's Alpha N of ltems
Flwg,S Lall Slyleadl sue
,791 15
(2) 3=\l
LT
Frequency | Percent | Valid Percent| Cumulative
Percent
)55 48 69,6 69,6 69,6
Valid ‘_é'ui 21 304 304 100,0
Total | 69 100,0 100,0
(3) =M
é_}é‘.&é49 50J|4OQA 39J| ZQ&AZQJ 20; 10
Frequency | Percent | Valid Percent| Cumulative
Percent
30118 ;e | 8 11,6 11,6 11,6
31
o 13 18,8 18,8 304
L2 )
|43 -
Valid é; o 35 50,7 50,7 81,2
Lw55
55
13 18,8 18,8 100,0
Ggdladdlin
Total | 69 100,0 100,0
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(4) 3=l

Descriptive Statistics

Minimum [ Maximum | Mean | Std. Deviation
da yio Lo Lyl auds
- el 1 5 3,65 1,198
ol cdoll 99 Buizg
duwwsll Jlos dia s
69 1 5 3,81 1,061
69 2 5 4,30 792
i d_z' Ll ._\_(ra_u""
¢ st 69 1 5 3,10 1,374
Lz lse JSiia
$30its Lapll Jloc ety
Llzru) e 485181 69 1 5 3,38 1,384
SR,
2aty Ll 0gas
- : iy 69 4 5 4,70 /464
elas !l Qo lous
9K =89 Luwsll jomses
< sk 69 1 5 3,09 1,121
Aozl elloasd
Sloosl ducwsl) anas
sk ¢ 69 2 5 3,91 951
ewling du i
Yalizo 5193l Ll snas
e sk f 69 1 5 3,80 1,244
Sladsd! cpo degitag
O s 32> W}?l\ Je=is
LS5, e Ol ilus | 69 1 5 4,16 901
;Ua_;b/\
Valid N (listwise) | 69
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(5) a=M!

Model Summary

Model R RSquare | AdjustedR | Std. Error of
Square the Estimate
11,754° ,569 ,563 ,03978

a. Predictors: (Constant), REFOR TOT

ANOVA®
Model Sum of Df Mean Square F Sig.
Squares
Regression|,140 1 ,140 88,483 ,000b
1 Residual | ,106 67 ,002
Total | ,246 68

a. Dependent Variable: &ausl8s 9
b. Predictors: (Constant), REFOR TOT
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Abstract:

The aim of this study is to establish the relationship between quality of service, customer satisfaction and the
fact that it is in the institutions of the study sample and how to apply it. The study was based on the descriptive
approach and the analytical approach to the analysis of the data obtained through the design of a questionnaire
which included 10 phrases that were distributed after verifying the veracity and stability. On a random sample of
69 clients of the institution, the hypotheses of the study were processed and tested using the statistical package for
social sciences spss20. Based on various statistical methods such as consistency, mean and standard deviation,
Pearson correlation coefficient. After analysis and analysis, the study reached a set of results It has proved to be a
strong positive relationship between the quality of the service of the institution and the satisfaction of the
customer. Therefore, its application today has become an imperative necessity to cope with modern developments

on the one hand and to improve its performance in light of the increasing international competition on the other

hand.

Keywords: Quality, Enterprise Services, Customer Satisfaction



