
 اىدَٖ٘سٝح اىدضائشٝح اىذَٝقشاغٞح اىشعثٞح

 ٗصاسج اىرعيٌٞ اىعاىٜ ٗاىثحث اىعيَٜ

 -ذٞاسخ -اتِ خيذُٗخاٍعح 
 
 

 
 

 
 

 
 

 
 

ٍرطيثاخ ّٞو شٖادج  لاسرنَاهٍزمشج ٍقذٍح 

 اىَاسرش 
 

 :اىطيثح ٍِ إعذاد
 زروقٍ أحًذ

 بهكرشت ضُذعهٍ

 :ذحد عْ٘اُ
 

 
 

 

 

 

 

 
 

 

 :ّ٘قشد عيْا أٍاً اىيدْح اىَنّ٘ح ٍِ
 

خاٍعح اتِ خيذُٗ  -)أسرار اىرعيٌٞ اىعاىٜ  عثذ اىشحٌٞ ىٞيٚ. أ

 (ذٞاسخ
 سئٞســـا

خاٍعح اتِ خيذُٗ  -ر ٍحاظش ب ا)أسر     عثَاّٜ أٍْٞح. أ

 (ذٞاسخ

 ٍششفا ٗ ٍقشسا

خاٍعح اتِ خيذُٗ  -)أسرار ٍساعذ أ      اىخاىذٝحخٞلاىٜ . أ

 (ذٞاسخ

 ٍْاقشا

 

 2022/2023: اىسْح اىداٍعٞح

انعهىو الاقخصادَت،انخجارَت وعهىو  ميٞح:

 انخطُُر

 عهىو حجارَتانقسٌ: 
 

 ذقٌٞٞ الأداء اىرس٘ٝقٜ فٜ ٍداه اىخذٍاخ اىعٍَ٘ٞح  

 دساسح حاىح ٍؤسسح إذصالاخ اىدضائش فشع ذٞاسخ

حجارَت وعهىو  ،عهىو اقخصادَت ٍٞذاُ:

 انخطُُر

 عهىو انخجارَتان :شعثح

 حطىَق انخذياث  ذخصص:



 بسم الله الرحمان الرحيم: 
 أهدي هذا العمل المتواضع إلى: 

فيما وصلت إليه أمي الغالية  إلى من هما صاحبا الفضل بعد الله عزوجل

ي رضاهما وباركا لىي فيهما. 
ي عمرهما وبلغن 

 
ي الحبيب أطال الله ف  وأب 

هم.  هم وكبير ي من قريب وبعيد صغير
ي وكل أفراد عائلن 

ي وإخوب 
 إلى أخواب 

وإلى كل أساتذة  0202إلى كل الأحبة والأصدقاء وإلى دفعة تسويق الخدمات 

ي العلوم التجارية وعلوم التسيير وخ
 أمينة.  اصة الأستاذة عثماب 

 

 



 بسم الله الرحمان الرحيم: 
 أهدي هذا العمل المتواضع: 

ي إلى من فهمت منه معن  الحياة والصمود 
ي ويشق  بشقاب 

إلى من يسعى ليساعدب 

 . ي ي إليك: أب 
ي وكان بمثابة الضوء الذي ينير طريق 

 إلى من تعب من أجلي وعلمن 

ي وصفها ويعجز إلى من تاه
ء عنها  ت الكلمات والحروف ف  ي

ي كتابة أي ش 
القلم ف 

ي  ت وقلت وكتبت فلن أوفيها حقها إلى من أشعلت شمعة درب  ي مهما عي 
إلى الن 

 . : أمي ي وسهرت من أجل الليالىي إليكي
 وأضاءت نور حياب 

هم.  هم وكبير ي من قريب وبعيد صغير
ي وكل أفراد عائلن 

 إلى إخوب 

وإلى كل أساتذة  0202إلى كل الأحبة والأصدقاء وإلى دفعة تسويق الخدمات 

ي  ةالعلوم التجارية وعلوم التسيير وخاصة الأستاذ
 أمينة.  عثماب 



ء نحمد الله عزوجل الذي أنعما علينا بنعمة العلم، ووفقنا إلى بلوغ هذه  ي
قبل كل ش 

، ول  ك الحمد إذا رضيت، ولك الحمد بعدالدرجة ونقول: " اللهم لك الحمد حتى ترضى

 الرضا"

اف لإنجاز هذه نتقدم  ي أمينة على قبولها الإش 
ى
فة عثمان بالشكر الجزيل للأستاذة المش 

ي كانت تسبر على ضوئه 
ها وحكمة توجيهاتها، وملاحظتها التى المذكرة وعلى سعة صبر

 خطوات البحث. 

ولا يفوتنا أن نتقدم بالشكر والعرفان إلى السادة أعضاء لجنة المناقشة لتكرمهم 

هم على تحمل مشاق قراءة ومناقشة هذا العمل. بتخصيص جزء من وقتهم   وصبر

 .كما نتقدم بالشكر الجزيل لكل من قدم لنا يد العون والمساعدة
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00
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عداد الطالبان بالإعتماد على إالمصدر: من 

 .SPSS 21.0مخرجات برنامج 
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عداد الطالبان بالإعتماد على إالمصدر: من 

 .SPSS 21.0مخرجات برنامج 
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عداد الطالبان بالإعتماد على إالمصدر: من 

  .SPSS 21.0مخرجات برنامج 
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00 3.8644 1.40759 77.288 
00 3.4237 1.59961 68.474 
03 3.8644 1.39528 77.288 
00 3.6441 1.45937 72.882 
013.5593 1.40530 71.186 
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ذصالاخ اىدضائش خذٍاخ ٍْٗرداخ ٍرْ٘عح فٜ إ"ذ٘فش ٍؤسسح 

 )خذٍاخ اىٖاذف اىَحَ٘ه، خذٍاخ اىٖاذف اىثاتد، خذٍاخ الأّرشّد.....(" ٍداه الإذصالاخ



 حقُُى الأداء انخطىَقٍ دراضت حانت إحصالاث انجسائر                 انفصم انثاٍَ                         
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سرخذاً إ"ٗخ٘د ظَاّاخ عْذ 

اىرقْٞح( ")ذع٘ٝط، اىرنفو تالأعطاه ٗاىَشامو  اىخذٍاخ اىَر٘فشج ٍِ غشف اىَؤسسح

"ذعشض ٗذ٘فش 

اىَؤسسح اىخذٍاخ ىدَٞع اىَ٘اغِْٞ فٜ أٛ ٍناُ ٗتأسشع ٗقد ٍَنِ"
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9 3.5424 1.54610 70.848 

10 3.7288 1.44831 74.576 

11 3.8136 1.31928 76.272 

12 3.8814 1.34016 77.628 

13 3.5763 1.47629 71.526 
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14 3.6271 1.41297 72.542 

15 3.5593 1.41752 71.186 

16 3.8983 1.29581 77.966 

00 3.7797 1.28744 75.594 

01 3.5593 1.16369 71.186 

02 3.5932 1.10045 71.864 

20 3.5593 1.13367 71.186 

20 3.5593 1.14878 71.186 
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"ذعشض ٗذشٗج اىَؤسسح خذٍاذٖا ٍْٗرداذٖا تشنو فعاه عِ 

غشٝق اىشسائو اىقصٞشج"

ذعشض ٗذشٗج اىَؤسسح خذٍاذٖا ٍْٗرداذٖا تشنو فعاه عيٚ اىصحف "

ٗاىَدلاخ "

ذعشض ٗذشٗج اىَؤسسح خذٍاذٖا ٍْٗرداذٖا عِ غشٝق اىي٘حاخ اىَْرششج فٜ اىش٘اسع تشنو  "

فعاه "

ذعشض ٗذشٗج اىَؤسسح خذٍاذٖا ٍْٗرداذٖا تشنو فعاه عيٚ  "

  ،" ذعشض ٗذشٗج اىَؤسسح خذٍاذٖا ٍْٗرداذٖا تشنو فعاه عيٚ اىريفاص "الأّرشّد)اىَ٘قع الاىنرشّٜٗ(" ،

ذعيٌ اىَؤسسح صتائْٖا تأٛ خذٍاخ  ذرَٞض اىَؤسسح فٜ ذقذٌٝ إعلاّاذٖا تطشٝقح ٗاظحح ٗخزاتح"، " "

 خذٝذج"
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223.6102 1.28676 72.204 

293.9661 1.14419 79.322 

204.0169 1.13702 80.338 

203.9831 1.09058 79.662 

234.1525 .88695 83.05 

IBM*Spss*Statistics V23 

ّرشّد عيٚ خَٞع اىَعيٍ٘اخ ٝحر٘ٛ ٍ٘قع اىَؤسسح عيٚ الأ "

ٗاىخذٍاخ ٗالأسعاس اىرٜ ٝحراخٖا اىضتُ٘ "

ذ٘فش ّقاغ اىثٞع ىيخذٍاخ ٗاىَْرداخ فٜ أٛ ٍناُ " "

 "

ٝيرضً ٍقذً اىخذٍح ت٘ع٘دٓ فٜ اى٘قد اىَْاسة "

عذد ٍقذٍٜ اىخذٍح مافٜ ىرقذَٖٝا عيٚ أحسِ ٗخٔ""

" 

" اىَْاسة ٝحصو اىضتُ٘ عيٚ اىخذٍح فٜ اى٘قد
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593.7418.7458438.536 580.000

IBM*Spss*Statistics V23

0.000
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sig 

 59 1.06464 3.6712 26.487 58.000  

IBM*Spss*Statistics V23

0.000

sig 

 59 .95868 3.7085 29.713 58.000  

IBM*Spss*Statistics V23

0.000
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sig 

 59 .81753 3.6419 34.218 58.000  

IBM*Spss*Statistics V23

0.000

sig 

 59 .80587 3.9458 37.609 58.000  

IBM*Spss*Statistics V23 

0.000
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Reliability 

Notes 

Output Created 30-APR-2023 16:52:44 

Comments  

Input 

Data D:\2023\sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Matrix Input  

Missing Value Handling 

Definition of Missing 
User-defined missing values are treated 

as missing. 

Cases Used 

Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax 

RELIABILITY 

  /VARIABLES=انخىزَع انخروَج انطعر انخذيت 

 الاضخبُاٌ

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

Resources 
Processor Time 00:00:00.02 

Elapsed Time 00:00:00.02 

 

[DataSet1] D:\2023\sav 

RELIABILITY 

  /VARIABLES=الاضخبُاٌ انخذيت 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

Reliability 

Notes 

Output Created 30-APR-2023 16:53:13 

Comments  

Input 

Data D:\2023\sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Matrix Input  

Missing Value Handling 

Definition of Missing 
User-defined missing values are treated 

as missing. 

Cases Used 

Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax 

RELIABILITY 

  /VARIABLES=الاضخبُاٌ انخذيت 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

Resources 
Processor Time 00:00:00.00 

Elapsed Time 00:00:00.06 

[DataSet1] D:\2023\.sav 
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Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases 

Valid 59 100.0 

Excluded
a
 0 .0 

Total 59 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.900 2 

 

RELIABILITY 

  /VARIABLES=الاضخبُاٌ انطعر 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

 

Reliability 

Notes 

Output Created 30-APR-2023 16:53:31 

Comments  

Input 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Matrix Input  

Missing Value Handling 

Definition of Missing 
User-defined missing values are treated 

as missing. 

Cases Used 

Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax 

RELIABILITY 

  /VARIABLES=الاضخبُاٌ انطعر 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

Resources 
Processor Time 00:00:00.00 

Elapsed Time 00:00:00.02 

 

[DataSet1] D:\2023\.sav 

 

Scale: ALL VARIABLES 

Case Processing Summary 

 N % 

Cases 

Valid 59 100.0 

Excluded
a
 0 .0 

Total 59 100.0 

a. Listwise deletion based on all variables in the 

procedure. 
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Reliability Statistics 

Cronbach's Alpha N of Items 

.911 2 

 

 

RELIABILITY 

  /VARIABLES=الاضخبُاٌ انخروَج 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

 

Reliability 

 

Notes 

Output Created 30-APR-2023 16:54:16 

Comments  

Input 

Data D:\2023\2023.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Matrix Input  

Missing Value Handling 

Definition of Missing 
User-defined missing values are treated 

as missing. 

Cases Used 

Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax 

RELIABILITY 

  /VARIABLES=الاضخبُاٌ انخروَج 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

Resources 
Processor Time 00:00:00.02 

Elapsed Time 00:00:00.02 

 

[DataSet1] D:\2023\.sav 

 

 

 

 

 

Scale: ALL VARIABLES 

 

 

Case Processing Summary 

 N % 

Cases 

Valid 59 100.0 

Excluded
a
 0 .0 

Total 59 100.0 

a. Listwise deletion based on all variables in the 

procedure. 
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Reliability Statistics 

Cronbach's Alpha N of Items 

.896 2 

 

 

RELIABILITY 

  /VARIABLES=الاضخبُاٌ انخىزَع 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

Reliability 

 

 

Notes 

Output Created 30-APR-2023 16:54:45 

Comments  

Input 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Matrix Input  

Missing Value Handling 

Definition of Missing 
User-defined missing values are treated 

as missing. 

Cases Used 

Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax 

RELIABILITY 

  /VARIABLES=الاضخبُاٌ انخىزَع 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

Resources 
Processor Time 00:00:00.00 

Elapsed Time 00:00:00.00 

 

[DataSet1] D:\2023\.sav 

 

Scale: ALL VARIABLES 

 

 

Case Processing Summary 

 N % 

Cases 

Valid 59 100.0 

Excluded
a
 0 .0 

Total 59 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.821 2  
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RELIABILITY 

  /VARIABLES=الاضخبُاٌ انخروَج انطعر انخذيت انخىزَع 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

 

Reliability 

 

 

Notes 

Output Created 30-APR-2023 16:55:13 

Comments  

 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Matrix Input  

Missing Value Handling 

Definition of Missing 
User-defined missing values are treated 

as missing. 

Cases Used 

Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax 

RELIABILITY 

  /VARIABLES=انخروَج انطعر انخذيت انخىزَع 

 الاضخبُاٌ

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

Resources 
Processor Time 00:00:00.02 

Elapsed Time 00:00:00.03 

 

[DataSet1] D:\2023\2023sav 

 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases 

Valid 59 100.0 

Excluded
a
 0 .0 

Total 59 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.897 5 

 

CORRELATIONS 

  /VARIABLES=الاضخبُاٌ انخىزَع انخروَج انطعر انخذيت 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 
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Correlations 

Notes 

Output Created 30-APR-2023 16:57:52 

Comments  

Input 

Data D:\2023\2023.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Missing Value Handling 

Definition of Missing 
User-defined missing values are treated 

as missing. 

Cases Used 

Statistics for each pair of variables are 

based on all the cases with valid data for 

that pair. 

Syntax 

CORRELATIONS 

  /VARIABLES=انخىزَع انخروَج انطعر انخذيت 

 الاضخبُاٌ

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

Resources 
Processor Time 00:00:00.02 

Elapsed Time 00:00:00.03 

 

 

[DataSet1] D:\2023\2023\.sav 

 

 

Correlations 

 الاضخبُاٌ انخىزَع انخروَج انطعر انخذيت 

 انخذيت

Pearson Correlation 1 .741
**

 .598
**

 .413
**

 .870
**

 

Sig. (2-tailed)  .000 .000 .001 .000 

N 59 59 59 59 59 

 انطعر

Pearson Correlation .741
**

 1 .586
**

 .433
**

 .863
**

 

Sig. (2-tailed) .000  .000 .001 .000 

N 59 59 59 59 59 

 انخروَج

Pearson Correlation .598
**

 .586
**

 1 .517
**

 .815
**

 

Sig. (2-tailed) .000 .000  .000 .000 

N 59 59 59 59 59 

 انخىزَع

Pearson Correlation .413
**

 .433
**

 .517
**

 1 .698
**

 

Sig. (2-tailed) .001 .001 .000  .000 

N 59 59 59 59 59 

 الاضخبُاٌ

Pearson Correlation .870
**

 .863
**

 .815
**

 .698
**

 1 

Sig. (2-tailed) .000 .000 .000 .000  

N 59 59 59 59 59 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

FREQUENCIES VARIABLES=0ف انًهُت انًطخىي انطٍ انجُص  2 ف  27 ف3  ف   ف28

  /ORDER=ANALYSIS. 
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Frequencies 

 

Notes 

Output Created 30-APR-2023 17:01:30 

Comments  

Input 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Missing Value Handling 

Definition of Missing 
User-defined missing values are treated 

as missing. 

Cases Used 
Statistics are based on all cases with 

valid data. 

Syntax 

FREQUENCIES VARIABLES=انجُص 

0ف انًهُت انًطخىي انطٍ 2ف  9ف  20ف  21ف   

  /ORDER=ANALYSIS. 

Resources 
Processor Time 00:00:00.02 

Elapsed Time 00:00:00.02 

 

[DataSet1] D:\2023\.sav 

 

 

Statistics 

0ف انًهُت انًطخىي انطٍ انجُص  2ف  9ف  20ف  21ف   

N 
Valid 59 59 59 59 59 59 59 59 59 

Missing 0 0 0 0 0 0 0 0 0 

 

 

Frequency Table 

 

 

 اىدْس

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 47.5 47.5 47.5 28 ركر

 100.0 52.5 52.5 31 اَثً

Total 59 100.0 100.0  

 

 

 اىسِ

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 6.8 6.8 6.8 4 25 يٍ اقم

25- 35 27 45.8 45.8 52.5 

35-45 17 28.8 28.8 81.4 

45 ر يٍاكث   11 18.6 18.6 100.0 

Total 59 100.0 100.0  
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 اىَسر٘ٙ

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 5.1 5.1 5.1 3 فأقم ثاَىٌ

 91.5 86.4 86.4 51 جايعٍ

 100.0 8.5 8.5 5 عهُا دراضاث

Total 59 100.0 100.0  

 

 

 اىَْٖح

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 32.2 32.2 32.2 19 يىظف

 67.8 35.6 35.6 21 حرة اعًال

 81.4 13.6 13.6 8 عًم بذوٌ

 100.0 18.6 18.6 11 يخقاعذ

Total 59 100.0 100.0  

 

 

1ف  

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 8.5 8.5 8.5 5 بها ضًعج

 20.3 11.9 11.9 7 عُها كاف هى يا رفخاع

 100.0 79.7 79.7 47 جُذا اعرفها

Total 59 100.0 100.0  

 

 

2ف  

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 35.6 35.6 35.6 21 لا

 47.5 11.9 11.9 7 يحاَذ

 100.0 52.5 52.5 31 َعى

Total 59 100.0 100.0  

 

 

3ف  

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 13.6 13.6 13.6 8 يطهقا افضهها لا

 28.8 15.3 15.3 9 انشٍء بعض افضهها لا

 35.6 6.8 6.8 4 يحاَذ

 79.7 44.1 44.1 26 انشٍء بعض افضهها

 100.0 20.3 20.3 12 كثُرا افضهها

Total 59 100.0 100.0  
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27ف  

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 25.4 25.4 25.4 15 انهاحف

 40.7 15.3 15.3 9 الاَخرَج

 100.0 59.3 59.3 35 انشخصٍ انًباشر الاحصال

Total 59 100.0 100.0  

 

 

28ف  

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 66.1 66.1 66.1 39 الاضعار حخفُض

 86.4 20.3 20.3 12 يجاَُت شرَحت

 100.0 13.6 13.6 8 انهذاَا

Total 59 100.0 100.0  

 

 

FREQUENCIES VARIABLES= 0ف 0ف  3ف  0ف  1ف   

  /ORDER=ANALYSIS. 

 

Frequencies 

 

 

Notes 

Output Created 02-MAY-2023 02:04:47 

Comments  

Input 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Missing Value Handling 

Definition of Missing 
User-defined missing values are treated 

as missing. 

Cases Used 
Statistics are based on all cases with 

valid data. 

Syntax 

FREQUENCIES VARIABLES= 0ف 0ف   

3ف 0ف  1ف   

  /ORDER=ANALYSIS. 

Resources 
Processor Time 00:00:00.03 

Elapsed Time 00:00:00.06 

 

[DataSet1] D:\2023\.sav 

 

 

Statistics 

0ف  0ف  3ف  0ف  1ف   

N 
Valid 59 59 59 59 59 

Missing 0 0 0 0 0 
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Frequency Table 

4ف  

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 11.9 11.9 11.9 7 حًايا يىافق غُر

 22.0 10.2 10.2 6 يىافق غُر

 25.4 3.4 3.4 2 يحاَذ

 54.2 28.8 28.8 17 يىافق

 100.0 45.8 45.8 27 حًايا يىافق

Total 59 100.0 100.0  

 

5ف  

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 22.0 22.0 22.0 13 حًايا يىافق غُر

 32.2 10.2 10.2 6 يىافق غُر

 40.7 8.5 8.5 5 يحاَذ

 62.7 22.0 22.0 13 يىافق

 100.0 37.3 37.3 22 حًايا يىافق

Total 59 100.0 100.0  

 

6ف  

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 15.3 15.3 15.3 9 حًايا يىافق غُر

 18.6 3.4 3.4 2 يىافق غُر

 20.3 1.7 1.7 1 يحاَذ

 59.3 39.0 39.0 23 يىافق

 100.0 40.7 40.7 24 حًايا يىافق

Total 59 100.0 100.0  

 

7ف  

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 16.9 16.9 16.9 10 حًايا يىافق غُر

 23.7 6.8 6.8 4 يىافق غُر

 30.5 6.8 6.8 4 يحاَذ

 64.4 33.9 33.9 20 يىافق

 100.0 35.6 35.6 21 حًايا يىافق

Total 59 100.0 100.0  
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8ف  

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

 11.9 11.9 11.9 7 حًايا يىافق غُر

 30.5 18.6 18.6 11 يىافق غُر

 32.2 1.7 1.7 1 يحاَذ

 69.5 37.3 37.3 22 يىافق

 100.0 30.5 30.5 18 حًايا يىافق

Total 59 100.0 100.0  

 

DESCRIPTIVES VARIABLES= 0ف 0ف  3ف  0ف  1ف   

  /STATISTICS=MEAN STDDEV MIN MAX. 

 

Descriptives 

 

Notes 

Output Created 02-MAY-2023 02:05:09 

Comments  

Input 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Missing Value Handling 
Definition of Missing 

User defined missing values are treated 

as missing. 

Cases Used All non-missing data are used. 

Syntax 

DESCRIPTIVES VARIABLES= 0ف 0ف   

3ف 0ف  1ف   

  /STATISTICS=MEAN STDDEV MIN 

MAX. 

Resources 
Processor Time 00:00:00.00 

Elapsed Time 00:00:00.00 

 

[DataSet1] D:\2023\.sav 

 

Descriptive Statistics 

 N Minimum Maximum Mean Std. Deviation 

0ف  59 1.00 5.00 3.8644 1.40759 

0ف  59 1.00 5.00 3.4237 1.59961 

3ف  59 1.00 5.00 3.8644 1.39528 

0ف  59 1.00 5.00 3.6441 1.45937 

1ف  59 1.00 5.00 3.5593 1.40530 

Valid N (listwise) 59     

 

 

DESCRIPTIVES VARIABLES= 2ف 00ف  00ف  02ف  09ف   

  /STATISTICS=MEAN STDDEV MIN MAX. 
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Descriptives 

 

Notes 

Output Created 02-MAY-2023 02:07:34 

Comments  

Input 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Missing Value Handling 
Definition of Missing 

User defined missing values are treated 

as missing. 

Cases Used All non-missing data are used. 

Syntax 

DESCRIPTIVES VARIABLES= 2ف  

00ف 00ف  02ف  09ف   

  /STATISTICS=MEAN STDDEV MIN 

MAX. 

Resources 
Processor Time 00:00:00.00 

Elapsed Time 00:00:00.02 

 

[DataSet1] D:\2023\.sav 

 

Descriptive Statistics 

 N Minimum Maximum Mean Std. Deviation 

2ف  59 1.00 5.00 3.5424 1.54610 

00ف  59 1.00 5.00 3.7288 1.44831 

00ف  59 1.00 5.00 3.8136 1.31928 

02ف  59 1.00 5.00 3.8814 1.34016 

09ف  59 1.00 5.00 3.5763 1.47629 

Valid N (listwise) 59     

 

 

DESCRIPTIVES VARIABLES= 00ف 00ف  03ف  00ف  01ف  02ف  20ف  20ف   

  /STATISTICS=MEAN STDDEV MIN MAX. 

Descriptives 

Notes 

Output Created 02-MAY-2023 02:09:41 

Comments  

Input 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Missing Value Handling 
Definition of Missing 

User defined missing values are treated 

as missing. 

Cases Used All non-missing data are used. 

Syntax 

DESCRIPTIVES VARIABLES= 00ف  

00ف 03ف  00ف  01ف  02ف  20ف  20ف   

  /STATISTICS=MEAN STDDEV MIN 

MAX. 

Resources 
Processor Time 00:00:00.00 

Elapsed Time 00:00:00.02 
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[DataSet1] D:\2023\.sav 

 

Descriptive Statistics 

 N Minimum Maximum Mean Std. Deviation 

 1.41297 3.6271 5.00 1.00 59 14ف

 1.41752 3.5593 5.00 1.00 59 15ف

 1.29581 3.8983 5.00 1.00 59 16ف

 1.28744 3.7797 5.00 1.00 59 17ف

 1.16369 3.5593 5.00 1.00 59 18ف

 1.10045 3.5932 5.00 1.00 59 19ف

 1.13367 3.5593 5.00 1.00 59 20ف

 1.14878 3.5593 5.00 1.00 59 21ف

Valid N (listwise) 59     

 

 

DESCRIPTIVES VARIABLES=26ف 25ف 24ف 23ف 22ف 

  /STATISTICS=MEAN STDDEV MIN MAX. 

 

 

 

 

Descriptives 

Notes 

Output Created 02-MAY-2023 02:11:29 

Comments  

Input 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Missing Value Handling 
Definition of Missing 

User defined missing values are treated 

as missing. 

Cases Used All non-missing data are used. 

Syntax 

DESCRIPTIVES VARIABLES= 22ف  

29ف 20ف  20ف  23ف   

  /STATISTICS=MEAN STDDEV MIN 

MAX. 

Resources 
Processor Time 00:00:00.02 

Elapsed Time 00:00:00.02 

[DataSet1] D:\2023\sav 

 

 

 

 

Descriptive Statistics 

 N Minimum Maximum Mean Std. Deviation 

 1.28676 3.6102 5.00 1.00 59 22ف

 1.14419 3.9661 5.00 1.00 59 23ف

 1.13702 4.0169 5.00 1.00 59 24ف

 1.09058 3.9831 5.00 1.00 59 25ف

 88695. 4.1525 5.00 1.00 59 26ف

Valid N (listwise) 59     
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T-TEST 

  /TESTVAL=0 

  /MISSING=ANALYSIS 

  /VARIABLES=ٌالاضخبُا 

  /CRITERIA=CI(.95). 

 

T-Test 

Notes 

Output Created 02-MAY-2023 09:50:35 

Comments  

Input 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Missing Value Handling 

Definition of Missing 
User defined missing values are treated 

as missing. 

Cases Used 

Statistics for each analysis are based on 

the cases with no missing or out-of-

range data for any variable in the 

analysis. 

Syntax 

T-TEST 

  /TESTVAL=0 

  /MISSING=ANALYSIS 

  /VARIABLES=ٌالاضخبُا 

  /CRITERIA=CI(.95). 

Resources 
Processor Time 00:00:00.02 

Elapsed Time 00:00:00.03 

[DataSet1] D:\2023\.sav 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

 09710. 74584. 3.7418 59 الاضخبُاٌ

 

One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

 3.9362 3.5475 3.74184 000. 58 38.536 الاضخبُاٌ

 

 

 

T-TEST 

  /TESTVAL=0 

  /MISSING=ANALYSIS 

  /VARIABLES= انطعر   انخذيت انخروَج    انخىزَع 

  /CRITERIA=CI(.95). 
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T-Test 

Notes 

Output Created 02-MAY-2023 11:47:51 

Comments  

Input 

Data D:\2023\.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data File 59 

Missing Value Handling 

Definition of Missing 
User defined missing values are treated 

as missing. 

Cases Used 

Statistics for each analysis are based on 

the cases with no missing or out-of-

range data for any variable in the 

analysis. 

Syntax 

T-TEST 

  /TESTVAL=0 

  /MISSING=ANALYSIS 

  /VARIABLES=انخىزَع انخروَج انطعر انخذيت 

  /CRITERIA=CI(.95). 

Resources 
Processor Time 00:00:00.00 

Elapsed Time 00:00:00.03 

 

[DataSet1] D:\2023\2023.sav 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

 13860. 1.06464 3.6712 59 انخذيت

 12481. 95868. 3.7085 59 انطعر

 10643. 81753. 3.6419 59 انخروَج

 10491. 80587. 3.9458 59 انخىزَع

 

One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

 3.9486 3.3937 3.67119 000. 58 26.487 انخذيت

 3.9583 3.4586 3.70847 000. 58 29.713 انطعر

 3.8550 3.4289 3.64195 000. 58 34.218 انخروَج

 4.1558 3.7358 3.94576 000. 58 37.609 انخىزَع
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ABSTRACT 

This study aimed at evaluating the marketing performance of public service institutions, through 

analyzing the marketing of public services as well as analyzing the marketing performance, by 

setting standards for measuring the performance of the various elements of the marketing mix 

(service, price, promotion and distribution).  

To achieve this purpose, we developed a questionnaire as a primary data collection tool for 

customers of Algeria Telecom, as a public services institution،It was distributed to an intended 

sample that included 70 customers, and the SPSS 20 program was used to analyze the data. 

The study concluded that there is a high level of marketing performance with its dimensions 

combined (service, price, promotion, distribution) in Algeria Telecom "Tiaret", and therefore the 

main result is that the marketing performance in Algeria Telecom is generally high through the 

studied indicators.  

Keywords: marketing performance, service, price, promotion, distribution, Algeria Telecom 

Corporation, public services. 


