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Alpha

N of ltems
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Cronbach's
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3kl

Luadal) clib) Jea L) a8 clla) saadly g @ 03 a8y alal)

owial) jite. 1
gaiadl
Cumulative
Frequency Percent Valid Percent Percent
Valid A3 22 55.0 55.0 55.0
il 18 45.0 45.0 100.0
Total 40 100.0 100.0
el a2
ezl
Cumulative
Frequency Percent Valid Percent Percent
Valid |30 ¢e Jél 16 40.0 40.0 40.0
501300~ 14 35.0 35.0 75.0
50 o= sS 10 25.0 25.0 100.0
Total 40 100.0 100.0
aladl) (Ggiaual) yaia.3
raiadl) (5 gisal)
Cumulative
Frequency Percent Valid Percent Percent
Valid (oAl 2 5.0 5.0 5.0
L e 4 10.0 10.0 15.0
s 55 10 25.0 25.0 40.0
el 24 60.0 60.0 100.0
Total 40 100.0 100.0
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Adds o))
Cumulative
Frequency Percent Valid Percent Percent
Valid | b 24 60.0 60.0 60.0
5n Juel 5 12.5 12.5 72.5
lla 6 15.0 15.0 87.5
e e 2 5.0 5.0 92.5
Jay 3 7.5 7.5 100.0
Total 40 100.0 100.0
Sl Ga gl e S
Saadl (s g2
Cumulative
Frequency Percent Valid Percent Percent
Valid Jac 17 42.5 42.5 42.5
dab 7 17.5 17.5 60.0
e 3 7.5 7.5 67.5
Al 8 20.0 20.0 87.5
s A 5 12.5 12.5 100.0
Total 40 100.0 100.0
JAA 8.6
JAA
Cumulative
Frequency Percent Valid Percent Percent
Valid | daags 8 20.0 20.0 20.0
z230000 = 3 6 15.0 15.0 35.0
z270000 530000 e 12 30.0 30.0 65.0
z2700000 S| 14 35.0 35.0 100.0
Total 40 100.0 100.0
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dfpal) glaay dualdld) duyal) &l Julatg gae 104 28 Galall
cAgaldiey) s Al (pe deddd) Baga andi (01) a3 Jgaad)

il | ChaY) gl | @dse | Gllse | e 2| | pelddl | ablall
Shnall | Slaall ] Bady Gilye | Gilg
Bady
Lbuga|  1.148 | 2.63 2 9 7 16 6| _bsall | (1)skal
%5 | %22.5|%17.5| %40 | %15 | 4wl
buga|  0.939| 3.20 1 18 10 10 L obsall | (2)s)kadl
%2.5| %45 %25| %25|%2.5| dwl
Lugia|  1.155 3 3 13 9 11 41 hsall| (3)skadl
%7.5| %32.5 | %22.5| %27.5| %10 | 4wl
buga|  1.027| 3.35 3 19 9 7 2 ohsall | (4)slad
%7.5| %47.5| %22.5| %17.5| %5| 4wl
Lugia| 1.06725 | 3.045 alall oleall gl
cAlaiay) s 4ali e deddd) Baga andi (02) Al Jgand
el | ihad¥) | lassgiddl | Bllsa | Gilse | dlaw 2| | bl | cblall
Slrall | olaall ] B2dy GBilye | Gilge
Bady
buse| 1.141] 3.08 4 13 7 14 2 obsal | (5)slad
%10 | %32.5| %17.5| %35| %5| 4wl
Lugia| 0.966 | 2.70 10 12 14 41 LS| (6)s)all
%25 | %30| %35| %l10| .
buga| 1.074| 2.98 3 12 7 17 1| obsall| (7)8)kad)
%7.5| %30 |%17.5| %42.5| %2.5| 4wl
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Lgia 0.982 ] 3.40 3 19 11 50 2| bsall | (8)sskadl
%7.5| %47.5 | %27.5| %12.5 | %5 | 4wl
Lugia| 1.04075 | 3.04 el leal) Jasgidll
A galall day Aal (pa daddd) Baga anii (03) a8 Jgandl
pill | b | Jasgiall | Gilsa | Biloe | alae B o | ebiall | bl
Gl | laall ) 52k Gilse | il
al
bwga| 1.230| 3.22 4 18 6 7 50 bl (9)skad)
%10 | %45| %15|%17.5|%12.5| &l
Lbugie| 1.252 ] 3.35 6 18 4 8 41 bl | (10)s)kad
%15| %45 %10| %20 %I10| 4wl
aiy| 0.784 4 9 25 3 31 obsall | (11)8,kad
%22.5 | %62.5| %7.5| %7.5| awal
aiyw| 0.966 | 3.87 8 25 3 2 21 sl | (12)8ka
%20 | %62.5| %7.5 %5 %S5 | il
siye| 1.058| 3.61 Al leal Jasssial
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3kl

oY) de dal e deddd) Baga andi (04) ad) Jsaad)

) | iladY) | Jagiall | (3hlga|  Glga| Ml X | b Silaad)
Sl | pluadl | Sadn Gilga | Gilsa
Bl
x| 1.050| 3.78| 8| 23 3 4] 2] s (13)ska
%20 | %57.5| %7.5| %10| %5 | 4wl
adin| 1.032| 3.75 8 21 6 3 2| psal | (14)8ka
%20 | %52.5| %15| %7.5| %5 | 4wl
adin| 1.011| 3.45 4 19 10 5 2| psal | (15)8kad
%10 | %47.5| %25|%12.5| %5 | 4wl
aiip| 0.641 4 70 27 50 1] s (16)ska
%17.5 | %67.5| %12.5| %2.5| 4wl
aiin | 0.9335 | 3.745 aad) sl Tcygial
il s Ll (e daddd) Bagas andi (05) Al Jgand
pnill | Bl | laagiall | Giloa | B8se | Mlaw | e e | Gebiall| chlal)
Slall | oleall | Bads Gilsa | (385
Bady
smini| 1.215( 2.60| 2| 10| 6| 14| 8| _isi|(17)ske
%5 | %25 | %15 | %35 | %20 |
buga| 1.167 | 3.35 41 20 6 6 41 bl | (18)s,kall
%10 | %50 | %15 | %15 | %10 | 4wl
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bugia| 1.236] 2.90 3 13 7 11 6 | LSl | (19)s)kall
%7.5 | %32.5 | %17.5| %27.5 | %15 | sl

giiy| 0.960| 3.72 70 20| 10 1| 2] Jbsil| (20)5a
%17.5| %50| %25| %2.5| %5 | dwal

Lusia| 1.1445 ] 3.1425 Alall ilal) Lousgial

Gsad) A cladds Aaldd) Loyl afluad Lahall die 28 andi :(11) a8) Jgaa

el | bl | lagiall | 38lse | Bdlse | alaa] e o | el | cablall

Sl | ol | 5ady @ga | B
Bacy

giie| 1.154| 3.48 6 19 6| 6 3| sl | (21)5ka
%15 | %47.5| %15 %15 %7.5| 4wl

huge| 1.114| 3.12 4 13 9| 12 2| Jhsall | (22)s)ka
%10 | %32.5 | %22.5 | %30 %5 | daoall

Lugia | 1.224] 2.70 2 12 5| 14 71 Lbsall | (23)5)kall
%5 | %30 |%12.5| %35 | %17.5| sl

Luge| 0.987 3 1 14 1] 12 2| Jhsall | (24)5)a
%2.5| %35 | %27.5 | %30 %5 | Aol

Lugia| 1.061] 2.95 2 12 11| 12 3| Lbsall | (25)5kal
%5 | %30 | %27.5| %30 | %7.5|

Lugie| 1.033] 3.40| 4 18 10| 6 2| Lhsal| (26)skal
%10 | %45| %25| %15 %5 |

u=idia | 1.035] 2.17 1 3 10| 14 12| Lhsall | (27)8)kall
%2.5| %7.5| %25|%35| %30| .l

g | 1.0868 | 2.97 Alall lal) Jasgial)
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Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

B el A i L slasl) ANS 5 o 308 40 1 5 2.63 1.148
Baaall duef gall 8 hlead andly,

A0 el Ay el da gladl) NS 5 ja 40 1 5 3.20 .939

8 e Jsl,

Ll ) Ay sadl Lo shaall ANS 5 i 40 1 5 3.00 1.155
Gl i 5 JSLIl Aoy,

B ad) & sal Lo sl NS 5 s 40 1 5 3.35 1.027
Faaidl) laddl) e i) A8,

QA 4 sl Ja shasll 1S 5 o g5 40 1 5 3.08 1.141

Ay Aeddll i 2o sas sl LAl

piall clalia¥ Ay 5 ll Aata) 40 1 4 2.70 966
i) da jy cilS Loga,

L, 5l Ay sall da gladl) AUS 5 o 5 40 1 5 2.98 1.074
@Sy il e 55l ol

Sl

A sall Lo shadll A1S 5y cplalal) 40 1 5 3.40 .982
Ostaill 23al) alaxiu¥) agaal & 5 3al)

L aa,

48 al) &y sall bo glaal) elliag 40 1 5 3.22 1.230

yedaall Ahas ol jagas,

¢ Aagpe el aelie ) 3 il aa 40 1 5 3.35 1.252
ilalia ¥l (50 Tuald (o gl Sclia
e sila a5 48 3 il ¢ Aalal)

(¢ Ala b o dasia,

A sall L shal (gl Al il ol 40 2 5 4.00 784

Gl 3 4l all,

Al ) 4 sall Ja gladl) ANS 5 auss 40 1 5 3.87 .966
Al e,

4 sall o gladll dla 9o pa Jaladll Sie 40 1 5 3.78 1.050

el i &y il

L sl RIS 5 & cplalall o ghas sy 40 1 5 3.75 1.032
Aldlaall cuem 5 23l 29 3t Ayl

Ll ae,
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A5 A Leaal) s e cpailall
3 S 3538 4y i) jad) 4y gall Lo glasdl)
oA el 465 el e,

40

3.45

1.011

8 jeal 4gall bshall 48 55 i
LDl el 3 el 5 AaDluall

5l anas) 5 sie (il

40

4.00

.641

el Jpaall i o jial dllia
Ao ) SO

40

2.60

1.215

i sall o slaal) CilSa o il o

Aanlia 4 500 3adl,

40

3.35

1.167

L ghall aedla )l e @ Al xie
(P Gy A o2 ) 5 B e
Slaa,

40

2.90

1.236

Ol 5 Jladay),

40

3.72

.960

REN A R
Gl 5l ) Lasall Lgilard (e laslaa
J}m)ﬂ uLI‘)LLux dA)a_m‘ QN\A)S\

(BJJU.A“}.

40

3.48

1.154

2y sall a ghadll Lgasii il cilasal)
Slile 5 Slilala i &y i al),

40

3.12

1.114

Oaadl die 3 a8 HUSTY) 3y
3_Saill,

40

2.70

1.224

Aalia A 5ad) 4l sl o
Agulial Jlal sy o5l 3l (5SS,

40

3.00

.987

Gl 33 g0 gall axdll elaf e 5 5adl)

pdlia ) 3 el A agun Las

40

2.95

1.061

44y yh g Aaadl) ania oladl L jly jad

40

3.40

1.033

S A il jall 4y sl L ghadl) e
4ad glall cileadd) (3681 chlaad,

40

2.17

1.035

Valid N (listwise)

40
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Slug @l JLEd) 05 a3 salall

A Loyl Luajdl) L)

ANOVA?
Model Sum of Squares Df Mean Square F Sig.
1 Regression 15.336 5 3.067 14.182 .000°
Residual 7.353 34 .216
Total 22.689 39
a. Dependent Variable: ¢ L=,
b. Predictors: (Constant), <ablill ¢ et} ¢ salall laiuy) ¢ dplacy)
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -.276- 429 -.644- .524
il .258 .135 267 1.919 .063
aliey) 107 124 113 .860 396
Alaiay) .113 .120 116 .940 .354
A galal) .557 127 573 4.374 .000
SaY) -.065- .155 -.061- -.418- .678
a. Dependent Variable: ¢ La,
AR A ) dpajdl) L)
ANOVA?
Model Sum of Squares Df Mean Square F Sig.
1 Regression 6.856 1 6.856 16.456 .000
Residual 15.833 38 417
Total 22.689 39

a. Dependent Variable: o5V La,

b. Predictors: (Constant), &y
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Coefficients?

Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.392 403 3.453 .001
Ly .520 .128 .550 4.057 .000
a. Dependent Variable: s L)
Al duedl) dadajdl) jlasl)
ANOVA?
Model Sum of Squares Df Mean Square F Sig.
1 Regression 6.643 1 6.643 15.731 .000P
Residual 16.046 38 422
Total 22.689 39
a. Dependent Variable: s L
b. Predictors: (Constant), alaiwsy)
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.379 415 3.321 .002
Alaiuy) 525 132 541 3.966 .000
a. Dependent Variable: s La)
AENAN dasdl) dacajdl) jLasl
ANOVA?
Model Sum of Squares Df Mean Square F Sig.
1 Regression 12.616 1 12.616 47.589 .00QP
Residual 10.074 38 .265
Total 22.689 39

a. Dependent Variable: ¢ L=,
b. Predictors: (Constant), & salall
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Coefficients?

Unstandardized Coefficients

Standardized

Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) .356 .388 .915 .366
s salall 725 .105 746 6.899 .000
a. Dependent Variable: ¢ La)
Aaghl Al Dpcasit s
ANOVA?
Model Sum of Squares Df Mean Square F Sig.
1 Regression 7.516 1 7.516 18.824 .000°
Residual 15.173 38 .399
Total 22.689 39
a. Dependent Variable: ¢ L=,
b. Predictors: (Constant), oY
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .683 .538 1.271 211
oY) 612 141 576 4.339 .000
a. Dependent Variable: s La,
Anal ) Lo ) dpda i) L)
ANOVA?
Model Sum of Squares Df Mean Square F Sig.
1 Regression 8.006 1 8.006 20.719 .000P
Residual 14.683 38 .386
Total 22.689 39

a. Dependent Variable: o3 ba,
b. Predictors: (Constant), —ahl=ill
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
(Constant) 1.168 409 2.857 .007
ilalail) 575 126 .594 4.552 .000

a. Dependent Variable: ¢l Las

Al dandyl) dua @l LI

AN sl Bl L)

Descriptives
Gl L=y
95% Confidence Interval for Mean
N Mean 5td. Deviation Std. Ermor Lower Bound Upper Bound Minimum Maximum
S 22 27273 J7611 16547 2.3832 3.0714 1.00 1.88
i 18 3.2778 64351 15168 29578 3.50978 214 4.57
Total 40 2.9750 76274 12060 27311 3.2189 1.00 4.57
ANOVA
ol ey
Sum of Squares di Mean Square F Sig.

Between Groups 3.000 1 3.000 5791 021

Within Groups 19.689 38 518

Total 22,689 39

Al duedl) Ladajdl) L)
Descriptives
ol by
95% Confidence Interval for Mean
N Mean Std. Deviation Std. Error Lower Bound Upper Bound Minimum Maximum
30 e g8 16 3.0179 86485 218621 2.5570 3.4787 1.29 457
50,J30: 14 3.1224 54285 14508 2.8090 3.4359 214 3.86
50 o= = 10 2.7000 .85303 26975 2.0898 3.3102 1.00 3.86
Total 40 2.9750 T6274 12060 2.7311 3.2189 1.00 4.57
ANOVA
ol by
Sum of Squares df Mean Square F Sig.

Between Groups 1.080 2 545 834 402

Within Groups 21.599 EYd 584

Total 22.689 39
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Descriptives
Ol ey
95% Confidence Interval for Mean
M Mean Std. Deviation | Std. Error Lower Bound Upper Bound Minimum_| Maximum

(ol 2 37143 20203 14226 1.8991 55295 3.57 31.86

s gis 4 21429 A7372 18626 8117 3.3740 1.00 271

5.5 10 2.8286 54210 17143 2.4408 3.2164 2.00 EXA|

i 24 ERREY J7101 15738 27875 3.43a7 1.29 457

Total 40 2.9750 76274 12060 27311 3.2189 1.00 457

ANOVA
s b=y
Sum of Squares Mean Sguare F Sig.

Between Groups 4535 3 1512 2 598 043

Within Groups 18.154 36 504

Total 22.689 39

G el A jdl) )
Descriptives
95% Confidence Interval for Mean
Mean Std. Deviation | Std. Error Lower Bound Upper Bound Minimum Maximum
b 24 2.8929 83113 16965 2.5419 3.2438 1.00 4.00
5 o Jues 5 3.0000 41650 18626 2.4829 35171 257 357
i 6 3.2619 83013 33890 2.3907 41331 2.57 4.57
aolita 2 3.3571 70711 50000 -2.9960- 9.7102 2.86 3.86
Juas 3 2.7619 73309 42325 9408 4.5830 214 357
Total 40 2.9750 76274 12060 2731 3.21389 1.00 4.57
ANOVA
ol by
Sum of Squares daf Mean Square F Sig.

Between Groups 1.087 4 272 440 779
Within Groups 21.602 35 617
Total 22689 39
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Descriptives
o e
95% Confidence Interval for Mean
M Mean Std. Devigtion | Std. Error Lower Bound Upper Bound Minimuim Maximum
oz 17 2.9180 75085 18213 25209 3.3021 1.29 3.86
el 7 2.6839 96690 36545 1.7996 3.5881 1.00 3.86
[ 3 3.1805 35952 20757 2.2974 4.0836 2 86 357
i p H] 3.1964 20790 28563 25210 38718 243 4 57
gl 5 3.0857 71142 31816 2.2024 3.9691 214 3.86
Total 40 2.9750 76274 12060 27311 3.2189 1.00 457
ANOVA
O =
Sum of Sguares df Mean Square F Sig.
Between Groups 1.205 4 301 A9 742
‘Within Groups 21.454 5 614
Total 22 659 39
Descriptives
Cp il e
95% Confidence Interval for Mean
N Mean Std. Deviation Std. Eror Lower Bound Upper Bound Minimum | Maximum_|
o g ] 3.3929 58192 24110 2.8228 3.9630 257 457
z-30000 e G 2.7381 1.00373 40977 1.6847 3.7915 1.00 3.86
270000 30000 cxle 12 2.9405 57936 16725 25724 3.3086 214 371
70000, =i 14 2.8673 82249 21882 2.3925 3.3422 1.29 4.00
Total 40 2.9750 76274 12060 2.7311 3.2189 1.00 457
ANOVA
Cp il e
Sum of Sguares di IMean Square F Sig.
Between Groups 1.910 3 637 1.103 360
Within Groups 20779 36 BT
Total 22.689 39
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QLAY sl ¢
Abstract

This study aimed to analyze and determine the impact of the quality of
air transport service on customer satisfaction in order to gain their trust,

maintain existing ones, and attract new customers.

To achieve the objectives of the study, a sample of 50 customers of the

Air Algerie company at Oran airport was selected from the study
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population, and we retrieved 40 questionnaires that could be processed

using the spss .v26 program.

The study concluded that each dimension of the quality of air transport
service has an impact on customer satisfaction, as well as the majority

of customers have confidence in the company.

The results of the study concluded that the quality of air transport
service has a positive impact on customer satisfaction for Air Algerie,
and this effect is due to the effect of (reliability, responsiveness,

tangibility, safety, empathy) on customer satisfaction for Air Algerie.

Based on the results reached, a set of recommendations were

presented to Air Algérie.

Key words: service quality, air transport, customer satisfaction, Air

Algérie, Oran Airport.
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