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Summary :

This study was aimed at recognizing the impact of the service marketing
mix in achieving customer loyalty at Algiers Telecommunications
Foundation Mobilis. This effect was studied through the dimensions of the
service marketing mix of (product, pricing, promotion, distribution,
physical guide, individuals and operations) as an independent variable and
customer loyalty as a follower variable. The study community is
represented by all the clients of Mobilis Foundation. Due to the size of the
society and in order to collect the necessary data to complete the study, a
random sample of society estimated at 345 customers was selected in order
to achieve the desired results, a range of steps must be taken from data
collection through systematically defined tools of identification,
distribution, reassessment and analysis, The SpSS statistical analysis
software was used to unload and analyze the resolution.. The study
concluded that there is a statistically significant relationship between the
dimensions of the service marketing mix (product, pricing, promotion,
distribution, physical guide, individuals and operations) and the customer's
loyalty at Mobilis. The study came out with several recommendations, the
most important of which are: Mobilis should focus on exploiting the market
opportunities available to it by gaining the trust and loyalty of existing
customers, and trying to attract customers of competitors. Through the
continuous improvement of products, services and technologies used, it is
necessary to undertake periodic marketing research and studies to keep
pace with the rapid change caused by the changing needs and desires of the
Algerian consumer, Continue to develop and modify marketing programs
to achieve excellence in their performance level.

Keywords : service marketing mix; product; pricing; promotion;
distribution; physical environment; people; process; loyalty.



Résumé :

Cette ¢tude visait a reconnaitre I’impact du mix de services marketing
sur la fidélisation de la clientele a Alger Telecommunications Foundation
Mobilis. Cet effet a été étudié a travers les dimensions de la combinaison
de marketing de services (produit, prix, promotion, distribution, guide
physique, individus et opérations) en tant que variable indépendante et de
fidélisation de la clientéle en tant que variable suiveuse. La communauté
d’étude est représentée par tous les clients de la Fondation Mobilis. En
raison de la taille de la sociéte et afin de recueillir les données nécessaires
pour compléter I’étude, un échantillon aléatoire de la société estimé a 345
clients a été sélectionné afin d’obtenir les résultats souhaités, Le logiciel
d’analyse statistique SpSS a ¢té utilis¢ pour décharger et analyser la
résolution. L’étude a conclu qu’il existe une relation statistiquement
significative entre les dimensions du marketing de service (produit, prix,
promotion, distribution, guide physique, individus et opérations) et la
fidélitt du client chez Mobilis. L’étude a formulé plusieurs
recommandations, dont les plus importantes sont les suivantes : Mobilis
devrait se concentrer sur 1’exploitation des opportunités de marché
disponibles en gagnant la confiance et la fidelité des clients existants et en
essayant d’attirer des clients de concurrents. Grace a I’amélioration
continue des produits, des services et des technologies utilisés, il est
nécessaire d’entreprendre des recherches et des ¢études marketing
périodiques pour suivre le rythme des changements rapides causés par
I’évolution des besoins et des désirs du consommateur algérien, Continuer
d’élaborer et de modifier les programmes de marketing pour atteindre
I’excellence dans leur niveau de rendement.

Mots-clés : services marketing mix, produit, prix, promotion,
distribution, environnement physique, individus, opération, fidélite.
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Blaw) o ,ad) &SKJ\ Juall sy IS Juas o LYY foles: (03) oy 3l

Correlations

Lyl

Aaaill ) sl s ALY Aaldl Al clleal) &Y <
Ll Pearson Correlation 1 603" 630 350 324" 367 6190 403" 761"
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000

N 384 384 384 384 384 384 384 384 384
=l Pearson Correlation ,603” 1 693" 4107 293" 608" 4927 3427 799"
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000

N 384 384 384 384 384 384 384 384 384
@5l Pearson Correlation ,630° 693" 1 450" 3707 385 588" 293" 793"
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000

N 384 384 384 384 384 384 384 384 384
=5 Pearson Correlation ,350° ,410° 4507 1 560" -,025 4317 2597 6337
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,628 ,000 ,000 ,000

N 384 384 384 384 384 384 384 384 384
J 4 Pearson Correlation ,324” 293" 3707 560 1 -,060 4097 4047 6287
Sig. (2-tailed) ,000 ,000 ,000 ,000 241 ,000 ,000 ,000

N 384 384 384 384 384 384 384 384 384
isl 4l Pearson Correlation ,367° ,608°  ,385  -,025 -,060 1 275" 3500 498"
Sig. (2-tailed) ,000 ,000 ,000 628 241 ,000 ,000 ,000

N 384 384 384 384 384 384 384 384 384
«lla)l  Pearson Correlation ,619° ,492° 588"  ,431° 409" 275" 1 408" 760"
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000

N 384 384 384 384 384 384 384 384 384

¥4 Pearson Correlation ,403~ 342" 293" 259" 404~ 350" 408" 1 640"
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000

N 384 384 384 384 384 384 384 384 384

JsS4awyl  Pearson Correlation 761 ,799° 793" 633" 628"  ,498" 7600 640" 1
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 384 384 384 384 384 384 384 384 384

**_ Correlation issignificant at the 0.01 level (2-tailed).

164




‘5_’7\—‘.\

Sl Jolas 1 (04) o3y goll

Reliability
Statistics

Cronbach's
Alpha N of Items

,916 43

S.;"‘”H‘ @}}‘.‘M )\.3.‘:7'": (05) (.5) é’dl.\

Tests of Normality

Frequency

Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic Df Sig.
=< ,035 384 ,200° ,997 384 ,599

*. This is a lowerbound of the truesignificance.

a. LillieforsSignificance Correction
Histogram — Normal

” Mo =320 o2

N =384

Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
Y5l 384 100,0% 0 0,0% 384 100,0%
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— Mormal

Histogram
Mean = 3 95
Std Dev.'= 1,025
N =384
=
0
c
]
=]
o
ol
[
14 4
(g bl Jaadl pinel] SLrY) s Juls 2 (06) o3y 3l
Statistics
Cleaall ¢ 5% e oo sa Joaxs e ol ga (a3
Leaadi Al culatiall Glead s ga 2385 Datall Cpuadll Gladd Gl ga 228 s Glead
oulnse Ll e 5 canlim Lgileadl Cpelially 45 a3 j1ae 5 skl .
N Valid 384 384 384 384 384 384
Missing 0 0 0 0 0 0
Mean 3,7969 4,4948 3,9974 3,6927 3,6875 3,9339
Std. Deviation ,61775 ,55031 , 73516 ,80101 77240 ,50470
Statistics
el g i el pe e Jumdll | i Gulnge a sl Oliadd eluse a5 Bsam ae Guliise
Gl Cpdliall Aol cileadl) (mny o el LBl 3] Aege ilead el
N Valid 384 384 384 384 384 384
Missing 0 0 0 0 0 0
Mean 3,6120 4,3698 4,1719 3,9219 4,1615 4,0474
Std. Deviation ,79026 , 74310 ,90351 ,88157 ,89383 ,69278
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Statistics
bl pulnge B8 lglead palnge B8 e pulnse i g5 85 VIS el Ao e Gulige
Leilatie o 5l 4818 Ol il oo e S B g s Galise oS pe glall
I Cplial) 4 sl il 3l e il &5
N Valid 384 384 384 384 384 384
Missing 0 0 0 0 0 0
Mean 3,3411 4,2005 3,8516 3,4818 3,7188 3,7188
Std. Deviation ,98063 ,86950 ,87694 ,68910 , 78767 ,60620
Statistics
Ol 5 p225 lelae Gulise badil - Gulnseag@ilesile  Lage Guluse 7 ks
¢ A siall Bl Y BTt e ) A e o= Ll g3k (anali Ay 5 58
Al 5 Ao gansall &b Adlaadl Clllagl) jandd I aaal) cileadll ) liial gl Cilmnsds
e iy et Ldle) ol allaill 5 il ) e gl aas s A
N Valid 384 384 384 384 384 384
Missing 0 0 0 0 0 0
Mean 3,6849 2,7813 3,8385 2,5182 3,8802 3,3406
Std. Deviation ,79304 1,08590 ,71899 1,02943 , 74835 ,57285
Statistics
s3bse a Osila gall aainny Osibasall
Cridh ge Gl g ellias G gall Gy e e by g Y alaialy Slabdial Guly gas
& dalaill A5l 5 Gl Jui) Ao e Gl cleadll - Jom ol 0 ¥l Osediys G
ol ol gas ELEP) Aasiall Cileadl) aed slall 5 wiliall 28y
N Valid 384 384 384 384 384 384
Missing 0 0 0 0 0 0
Mean 4,0208 3,5990 3,8646 3,4583 4,0807 3,8047
Std. Deviation ,76788 1,19205 , 73864 1,12105 ,57923 ,70157
Statistics
GLEY il 9o 224505
alall jelaall ety Ol s s Ll s da seia Gl el
el Gulipal | AAS Gy i jaead - ebaadly Galnse oS GO A sl Aaals el Lige Al
aall &l Laxal) il Leaila sl o A1) dansall Jals Lol duasad e Aol A
N Valid 384 384 384 384 384 384
Missing 0 0 0 0 0 0
Mean 4,3802 4,5104 4,5130 4,3490 4,1120 4,3729
Std. Deviation ,76900 ,58697 ,60012 ,75313 ,51145 ,48140
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Statistics
Togiall el 2y juals el yal 145y el Jlai) el Glead JS juals
dandll e Jganll  deaall e Jgnall 8 LDl g 4 e ol 5 i) kel ya)
2l ade 5 4 pendly Sy sha Ui Lelena Ay Al Gl s dardll cililasl)
N Valid 384 384 384 384 384 384
Missing 0 0 0 0 0 0
Mean 4,3932 3,9948 3,6172 3,8646 3,8073 3,9354
Std. Deviation ,85139 ,94218 1,04310 ,70611 74704 ,58937
Ot ¥y aldl pdal] Ayl & Sblr) il Jks 1 (07) o3, goell
Statistics
oA dsail
il AL eal desdl cleadll e el U oe &l AL el 1 g AT duse Sl 4
hiYL Laxie ik e dediall cleadll Ladvie Gulnge  aaf S0 Al Hgals  saladd 6l
delwil Ladie po bl a5 Gyl Uanall Ly sy oy & Jaladll b Aledd e
cualnge e (ulhse (S8 e salise B JSh b e ol e sl se Yl
N Valid 384 384 384 384 384 384 384 384 384
Missing O 0 0 0 0 0 0 0 0
Mean 4,0755 4,0130  4,2422 4,3203 2,5781 3,9323  4,2422 4,1979 3,9502
Std. Deviation ,38513  ,51336 ,77574 1,03918 1,42310 , 73025  ,90614 ,68356 ,42828
b 1 B2 1yl 2 (08) 03y goell
Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,593% ,352 ,339 , 34807
el @andll g ) 3l AV ) 2l «lleadia, Predictors: (Constant),
Sl
<¥lb. DependentVariable:
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1  Regression 24,697 7 3,528 29,122 ,000°
Residual 45,553 376 ,121
Total 70,251 383
<¥slla. DependentVariable:
Dol a3 ) anal) ez s il ol SV dsalall 2l ccililealip, Predictors: (Constant),
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p

Unstandardized

Coefficients

Coefficients?
Standardized

Coefficients

Correlations

Model B Std. Error Beta t Sig. Zero-order Partial Part
1 (Constant) 1,102 ,225 4,898 ,000
‘adll 158 ,051 ,187 3,088 ,002 ,403 ,157 ,128
el -,060 ,045 -,098 -1,338 ,182 ,342 -,069 -,056
o -103 ,046 -,146 -2,240 ,026 ,293 -,115 -,093
=Y 027 ,042 ,037 ,654 ,513 ,259 ,034 ,027
A @Y 221 ,032 ,363 6,913 ,000 ,404 ,336 ,287
dpldi i 335 ,051 ,376 6,527 ,000 ,350 ,319 271
clleadl (116 ,042 ,159 2,743 ,006 ,408 ,140 , 114
¥ Jla. DependentVariable:
i il Sl A1 jlasl : (09) o3y 3l
Model Summary”
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,403% ,162 ,160 ,39254
“.ailla, Predictors: (Constant),
Y llb. DependentVariable:
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 11,390 1 11,390 73,921 ,OOOb
Residual 58,860 382 ,154
Total 70,251 383
«¥sla. DependentVariable:
4.aalp, Predictors: (Constant),
Coefficients®
Unstandardized Standardized
Coefficients Coefficients Correlations
Model B Std. Error Beta T Sig. Zero-order Partial Part
1 (Constant) 2,606 ,158 16,534 ,000
dadll 342 ,040 ,403 8,598  ,000 ,403 ,403 ,403

«¥sla. DependentVariable:
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Model Summary”
Change Statistics

R Adjusted  Std. Error of R Square F Sig. F
Model R Square R Square the Estimate Change Change dfl df2 Change
1 ,342°% 117 , 115 ,40295 ,117 50,651 1 382 ,000
s=dlla. Predictors: (Constant),
¥ slib. DependentVariable:
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 8,224 1 8,224 50,651 ,000°
Residual 62,026 382 ,162
Total 70,251 383
«¥la. DependentVariable:
_==dllb. Predictors: (Constant),
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1  (Constant) 3,094 ,122 25,354 ,000
i) 212 ,030 ,342 7,117 ,000
«Y¥ dla. DependentVariable:
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,293% ,086 ,083 ,41004
&Y. Predictors: (Constant),
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 6,025 1 6,025 35,838 ,000°
Residual 64,225 382 ,168
Total 70,251 383
<¥slla. DependentVariable:
xosb. Predictors: (Constant),
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Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 3,181 ,130 24,426 ,000
&8 207 ,035 ,293 5,986 ,000

<Y dla. DependentVariable:

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 ,259% ,067 ,065 41423

=y da. Predictors: (Constant),

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 4,704 1 4,704 27,413 ,000°
Residual 65,547 382 ,172
Total 70,251 383
<Y¥slla. DependentVariable:
z30b. Predictors: (Constant),

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 3,304 ,125 26,383 ,000
s 193 ,037 ,259 5,236 ,000

«¥sla. DependentVariable:

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 ,404° ,163 ,161 ,39237

J_iY¥la. Predictors: (Constant),
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ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 11,440 1 11,440 74,311 ,000°
Residual 58,810 382 ,154
Total 70,251 383

«¥dla. DependentVariable:

J_8Yb. Predictors: (Constant),

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 3,013 ,111 27,252 ,000
3 @Y 246 ,029 ,404 8,620 ,000

«¥sla. DependentVariable:

Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate

1 ,350°% ,123 ,120 ,40167

4l Auia, Predictors: (Constant),

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 8,618 1 8,618 53,414 ,OOOb
Residual 61,633 382 ,161
Total 70,251 383
«¥la. DependentVariable:
Zald Allp, Predictors: (Constant),
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Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2,588 ,188 13,796 ,000
Aokl dall 312 ,043 ,350 7,308 ,000

<Y diDependentVariable: .a

Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate

1 ,408° ,167 ,164 ,39148

<llalla, Predictors: (Constant),

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 11,707 1 11,707 76,388 ,000°
Residual 58,544 382 ,153
Total 70,251 383

«¥sla. DependentVariable:
<llalih. Predictors: (Constant),

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2,783 ,135 20,605 ,000
clleall 297 ,034 ,408 8,740 ,000

+¥la. DependentVariable:
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Correlations

ool
daadl) el o5 s Al 289 daldl gl bl (i gl
daxl) Pearson 1 ,603” 630" 350" 324" 367" 619° 769"
Correlation
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 384 384 384 384 384 384 384 384
sl Pearson ,603" 1 693" 410" 293" 608" 492" 826"
Correlation
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 384 384 384 384 384 384 384 384
s Pearson ,630" 693" 1 450" 370" 385" 588" 830"
Correlation
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 384 384 384 384 384 384 384 384
s Pearson ,350" 4107 450" 1 560" -,025 4317 657"
Correlation
Sig. (2-tailed) ,000 ,000 ,000 ,000 628 ,000 ,000
N 384 384 384 384 384 384 384 384
B Pearson ,324°  ,293° 3700 560 1 -,060 4097 6187
Correlation
Sig. (2-tailed) ,000 ,000 ,000 ,000 241 ,000 ,000
N 384 384 384 384 384 384 384 384
Aalall 2l Pearson ,367°  ,608°  ,385  -025 -,060 1 275" 4837
Correlation
Sig. (2-tailed) ,000 ,000 ,000 628 241 ,000 ,000
N 384 384 384 384 384 384 384 384
Clileal) Pearson ,619°  ,492° 588" 431" 409" 2757 1 766"
Correlation
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 384 384 384 384 384 384 384 384
@l Pearson ,769" 826" 830" 657" 618" 483" 766" 1
&gl Correlation
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 384 384 384 384 384 384 384 384

**_Correlation issignificant at the 0.01 level (2-tailed).
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Correlations

) JSS Ly
Y Pearson Correlation 1 640"
Sig. (2-tailed) ,000
N 384 384
JSS Al Pearson Correlation ,640” 1
Sig. (2-tailed) ,000
N 384 384

**_Correlation issignificant at the 0.01 level (2-tailed).

Correlations
JSS DAl el el

JSS Al

el 54

Pearson Correlation 1 984"
Sig. (2-tailed) ,000
N 384 384
Pearson Correlation ,984" 1
Sig. (2-tailed) ,000
N 384 384

**_Correlation issignificant at the 0.01 level (2-tailed).
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