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Correlation Matrix®

Al | A2 | A3 | A4 | A5 | a6 | A7 | as
At 1,000| 597 560| 391] 312| ,327] 316| 293
A2| 597| 1,000 ,634| ,358| ,477| ,326| ,432| 322
A3| ,560| ,634| 1,000| ,366| ,386| ,390| ,399| 397
o A4l 391 ,358| ,366| 1,000 454 ,486| ,554| 406
As| 312| ,477| 386 ,454| 1,000 362| ,405| 320
A6l 327 326| 390 .486| 362 1,000| ,557| 535
A7| 316| ,432| 399| 554| 405| ,557| 1,000| 425
A8| 293 ,322| 397 .406| 320 ,535| ,425| 1,000
Al 000 000] 000 ,000] ,000] ,000[ 000
A2] 000 ,000| ,000| ,000[ ,000| ,000| 000
A3| ,000| ,000 ,000] ,000] ,000| ,000[ 000
S ) A4] ,000| ,000| 000 ,000 ,000| ,000| ,000
A5| ,000| 000 ,000] ,000 ,000( ,000| 000
A6| ,000| 000 ,000] ,000| 000 ,000| ,000
A7| ,000| 000 ,000| ,000| ,000| ,000 ,000
A8| ,000| ,000| ,000| ,000| ,000| ,000| 000

a. Determinant = ,047

SPSS cﬂU}.g Ql"/; LSLF SlazeNL Jg-»SUa.S\ slae) o :J.Lal\

mby Wid Gl ol adl aay A5, AGAT A8 (A4 o) il dias olbli) L
el
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Correlation Matrix®

Al A2 A3
Al 1,000 ,597 ,560
Correlation A2 ,597 1,000 ,634
A3 ,560 ,634 1,000
Al ,000 ,000
Sig. (1-tailed A2 ,000 ,000
A3 ,000 ,000

a. Determinant = ,352

SPSS20 wis sl e slazeVl udlall slae] a2 jdall

10 =S - S& a0 e dadl 6l o) Ay
it Dbl 3 s (89756555 4 o adll Ol dwy) daall bl V) @ ghae oo =D -
s 3483 3 g pde s 0 0.00001 j5lnzy 3 5i0all su2 OF Ls™ %56 G 55 G Lalisl &

(s 5l OB il Gy e slezsl 3 g s
o= 6 (0.713) sl 3 Lo gas SV OF e pad) 253 olil KMO et Juy -
¢ sl Bartlett's bbb L) Jou LS call ol plal Oy 4 ol Y sl

Bartlett’s g .so> J @ yins o ol V) @ gias Mistl e Lilas]

el ey (L) oY) Aliliey J oY) geell il KMO L) :(07) o35 J gk

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling 13
Adequacy. T
Approx. Chi-Square| 194,330

Bartlett's Test of
o Df 3

Sphericity
Sig. ,000

SPSS20 ws sl s sbaxs VU odllall slas] o jiaal)

s sy ool 6l Y O 6 2V ol e ST B Of e MSA Lis Jay -
(8 b Y o) sl) 0.68 Labsl (3 5wt )l Anti-image @ il & il LS
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(L) Y dliay J oY)

Anti-image Matrices

Al A2 A3
Al ,589 -,208 -,166
Anti-image Covariance A2 -,208 513 -,239
A3 -, 166 -,239 ,547
Al ,746* -,378 -,292
Anti-image Correlation A2 -,378 ,687° -,451
A3 -,292 -,451 ,713%

a. Measures of Sampling Adequacy(MSA,)
.SPSS20 Q\;,-jsd.\ L;_:« sleze VL i) sl e :).X..al\

s DAl WLy 0.7 55t G ouil] 23S SlaiS 3505 ¢ gdd) o8 p O -

el e sl
(L) oY) ahliey oY) 5 el o) il g getdl o5 1(09) o3, J gk
Communalities
Initial | Extraction
Al 1,000 701
A2 1,000 762
A3 1,000 ,732

Extraction Method: Principal

Component Analysis.
SPSS20 s 201 Je slazeVU i) slas) e 2 el
S S5 i) o gel) el U i e -
aliay J oW1 gmed) ol 3 pa B3l Zw przl) Jal gall il bl o8 2(10) o3, J gk

(Lo zeY)
Total Variance Explained
Component Initial Eigenvalues Extraction Sums of Squared Loadings
Total | % of Variance | Cumulative % | Total | % of Variance | Cumulative %
1 2,194 73,142 73,142 2,194 73,142 73,142
2 ,446 14,858 88,001
3 ,360 11,999 100,000

Extraction Method: Principal Component Analysis.

SPSS20 w2l e slazeVl oudlall slas] e 2 jdiall
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55 Gy W A enlal e o5 5 5a8 san @y ol V) dhl"  wens Ss
LSS Al ) ol
(S sSa ma Jaladld 48Tl eyl 1) gt 2
SN A 5l Jalgall ) pial psi SOV ) falge 2l (3 sazl) ag )l s
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Correlation Matrix®

Bl B2 | B3| B4 | B5 | B6 | BZ | BS | Bo
Bl [1,000 |,360 [,347 [,378 [,294 |[.236 [,165 [,280 [,205
B2 |,360 |1,000 |,508 |,366 |[,256 |[,362 |,431 |,419 |,384
B3 |,347 |,508 1,000,455 |[,244 |[,309 [,307 |.273 |,331
B4 |,378 |,366 |,455 [1,000 [,458 |.422 |,494 |,417 |,395

Correlation |B5 |,294 |256 |,244 |,458 |1,000 |,584 |,470 |,443 | 427
B6 |.,236 |,362 |,309 |,422 |[,584 [1,000 |,532 |,468 |,505
B7 |.165 |.431 |,307 |,494 [.470 [,532 |[1,000 |,509 |[,466
BS |,280 |,419 |,273 |,417 |[,443 [,468 |,509 1,000 |,536
B9 |,205 |,384 |,331 [,395 |[,427 [,505 |,466 |,536 [1,000
Bl 000 [,000 [,000 [,000 [,001 [,012 [,000 [,002
B2 |,000 ,000 |,000 |,000 |,000 |,000 [,000 [,000
B3 |,000 |,000 ,000 |,000 |,000 |,000 |,000 |,000
B4 |,000 [,000 |,000 ,000 |,000 |,000 |,000 |[,000

Sig. (1-tailedy |B5 |,000 [,000 |,000 [,000 ,000 [,000 |,000 [,000
B6 |,001 |,000 |,000 [,000 [,000 ,000 |,000 |,000
B7 |,012 [,000 |,000 [,000 [,000 [,000 ,000 |,000
BS |,000 |,000 |,000 |,000 [,000 [,000 [,000 ,000
B9 |,002 |,000 |,000 [,000 [,000 [,000 [,000 [,000

a. Determinant = ,043

SPSS by ol 2 e slaas VU Ul slie] e )
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Correlation Matrix®

B5 B6 B7 B8 B9

B5 |1,000 ],584 [,470 ,443 427
B6 |,584 1,000 |,532 ,468 ,505

Correlation B7 1,470 ,532° 1,000 [,509 ,466
B8 |,443 ,468 1,509 1,000 1,536
B9 |,427 ,505 | ,466 ,536 1,000
B5 ,000 |,000 ,000 ,000
B6 1,000 ,000 ,000 ,000

Sig. (1-tailedy |B7 ],000 ,000 ,000 ,000
B8 1,000 ,000 |,000 ,000
B9 1,000 ,000 |,000 ,000

a. Determinant = ,182

SPSS20 o sl Je slaze VU o)l slas] e ¢ ydual)
10 =S - S& a0 e dadl 6l o) Ay
Ol LS .% 53 3,85 awd LUl 3 3id Sl 5y daal)l bl V) B5h2s 0 =Y —
v ot sl s pde) o suad Dy pde om0 0.00001 gl 300l sas
(s o O ginal)
rala> e S8 e prad) ol gl i) L) J gl e -
Aol gally ) ) gl ol b pn B3 o prezed) Jal gall enil) b 08 1(13) (3, J gk
(S5 ma Jalacl] 487l

Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings
Total % of Variance | Cumulative % [ Total | % of Variance | Cumulative %
1] 2,977 59,547 59,547 2,977 59,547 59,547

2| 644 12,882 72,429

31 522 10,443 82,872

4| 400 9,373 92,245

5] ,388 7,755 100,000

Extraction Method: Principal Component Analysis.
SPSS20 wis sl s slazeVL oudllall slas] o 2 yduall
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3 il ol sal) 2l pg8 Uy J5V) ) el ge o)l (3 el 23 ) s
el e 3 @ Eom (Sl e obadd @30 oY1 sl il I ) ol A

b IV el @ sl ol &l sae ads Alle 3 A ) U Sl A b plasal,
100 ad ol aall bl V) 8 ghean ey 66 wil) Lol gall e BT sde (3 Lgstn g dn )
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Correlation Matrix®

C5 C6 C7 C8 Cl C2 C3 C4
C5 1,000 ,681 ,615 574 ,232 ,530 514 ,659
C6 ,681] 1,000 726 ,662 ,147 ,512 ,555 ,574
c7 ,615 , 726 1,000 ,652 ,245 ,486 514 ,567
C8 574 ,662 ,6521 1,000 ,208 476 ,363 AT2
Correlation
C1l ,232 ,147 ,245 ,208 1,000 428 314 ,323
Cc2 ,530 ,512 ,486 AT6 428 1,000 547 497
C3 ,514 ,555 ,514 ,363 314 ,5471 1,000 416
C4 ,659 574 ,567 472 ,323 ,497 416 1,000
C5 ,000 ,000 ,000 ,001 ,000 ,000 ,000
C6 ,000 ,000 ,000 ,022 ,000 ,000 ,000
Cc7 ,000 ,000 ,000 ,000 ,000 ,000 ,000
C8 ,000 ,000 ,000 ,002 ,000 ,000 ,000
Sig. (1-tailed)

C1 ,001 ,022 ,000 ,002 ,000 ,000 ,000
Cc2 ,000 ,000 ,000 ,000 ,000 ,000 ,000
C3 ,000 ,000 ,000 ,000 ,000 ,000 ,000
C4 ,000 ,000 ,000 ,000 ,000 ,000 ,000

a. Determinant = ,016
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el sy il G i 2y C1LC2.C3.C4 ol il d5ae 8 bl ) Lol

(S5 ma Jalasl) 251 oY) ol yally S goul) o) 30 D3, Y) 38 giaa 1 (15) (o3, J gk

cJedad) Amy
Correlation Matrix®
C5 Co6 C7 C8
C5] 1,000 ,681 ,615 ,574
co| .681] 1,000| ,726| 662
Correlation
c7l 615 726| 1,000 652
cs| 574| .662| .652] 1,000
C5 ,000 ,000 ,000
C6 ,000 ,000 ,000
Sig. (1-tailed)
c7| .o00| 000 000
cs| .000| ,000| 000

a. Determinant = ,116

SPSS20 ol e slazeWl izl se] o 2 baall

10 =S - S& a0 e dadl 6l o) Ay

OF WS™ %57 G585 duws WLl 3 3ad olbls)) 5 4o s Auall bW Y @ ghian 0 LS5 -
v o sl g pde) o saad D ple om 0.00001 j slomzy @ gaal) sa2

(s 8 O ginal)

rala> e S8 e prad) ol gl i) L) J gl e -

Ao gally I gl ol 3 e D) dor ezl il gall il ) o5 2(16) (3, J gt
(SsSE) wa Jalacl] 1Y)

Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings
Total | % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2,958 73,948 73,948 2,958 73,948 73,948
2 ,432 10,798 84,747
3 ,350 8,745 93,492
4 ,260 6,508 100,000

Extraction Method: Principal Component Analysis.
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3 Ls s 4G folal e O sbass 38 e o 1T 0d) 250000 20l ylns Eom
a5 5 a0 s OF S& s, (2.958 ) Class]

Il OB e ol ST bele i S Lgde fasd) ) ey G UL ADAST -

V6 Sl e Jolaall a1 Y1 el A s S
Aaad) 53 g slal 1l )l 4

kb J5V el @ sl ol i) sae ads e 3 A ) U SN ag b alasaal,
101 ad ol aall bl V) 5 ghas jamds g b mil) ol gall 0 BBl sae (3 gt g a0l

L@ 83 g sl il ) ) ol 30 L5 )Y 8 yaae 1(17) o5, J )

Correlation Matrix®

DI | D2 | D3 | D4 | D5 | D6 | D7 | D8 | pg
D1 1,000 [,663 |445 |212 [/144 [260 |442 [ 413 | 549
D2 663 [1,000 [543 |193 186 |361 |415 [429 | 545
D3 445 [543 (1,000 | 164|282 310 |370 [.260 | 539
D4 212 1193|164 |1,000 301|261 |206 |,094 | 196
Correlation | D5 144 186 282|301 [1,000 | 483 |405 |.287 | 357
D6 260 361 310 | 261|483 [1,000 | 450 |[399 | 595
D7 442 [ 415|370 | 206|405 |450 1,000 |492 | 534
D8 413 [ 420 | 260 | 094|287 399 | 492 [1.000 | 446
D9 242 [ 217 230|196 [357 |293 |534 |446 |g 000
D1 000,000 [,002 [,024 [,000 [000 [,000 | gog
D2 000 000 [,004 |,005 [,000 [,000 |,000 | gg;
D3 000 |,000 012,000,000 [,000 [,000 | g0
D4 002 [,004 |,012 000 [,000 002 [,098 | go3
Sig. (1-tailedy | D5 024 1,005 {,000 [,000 000 [,000 1,000 | g9
D6 000 [,000 [,000 [,000 {,000 000 [,000 | o0
D7 000 [,000 [,000 |,002 |,000 |,000 000 | 900
D8 000 [,000 [,000 {,098 |,000 |,000 [,000 000
D9 000 [,001 [,001 [,003 |,000 |,000 [,000 000

a. Determinant = ,056
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Correlation Matrix®

D1 D2 D3
D1 1,000 ,663 ,445
Correlation D2 ,663 1,000 ,543
D3 ,445 ,543 1,000
D1 ,000 ,000
Sig. (1-tailedy D2 ,000 ,000
D3 ,000 ,000

a. Determinant = ,388

SPSS20 ot sl e slaxs VU Gl slae] e o yual)

10 >SSk a1 dadl 6l o) A

OF LS. %54 G585 aws Lol 3 528 bl ) 25y daall S,V i o LD —
on ‘_s)a:- slazel 5o g pds) sza:- 2R gy pde om W 0.00001 j glomzy @ gaal) sa2

(s o O saal

rala> e S8 e pnnd) ol sl i) L) g e -

53 o= Slal) il I goedl b e B3 om przed) Jalgall anill L) 5 2(19) (3, J g

L(Baad)

Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings
Total | % of Variance | Cumulative % | Total | % of Variance | Cumulative %
1] 2,105 70,172 70,172 2,105 70,172 70,172
21 ,573 19,088 89,259
,322 10,741 100,000

Extraction Method: Principal Component Analysis.
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Regression Weights: (Group number 1 - Default model)

"0 1)) At 83 4

3 eDhenll (g8 590" 73 gadd et B g ey Rudll b ol paidl 1(20) (3, J g

Estimate | S.E. | C.R. P | Label

F2 <——| F1 691 119 | 5,833 | ==
F3 <-—-| F2 ,706 ,000 | 7,144 | *=
F4 <--—-| F3 ,301 ,076 | 3,941 ok
Al <-——| F1 1,000

A2 < | F 1,216 129 | 9,461 | ==
A3 <——| F1 1,220 133 | 9,198 | ==
B5 < | R 1,000

B6 < | R2 1994 112 | 8,883 | ==
B7 <—| R 810 097 | 8359 | ==
BS <-—-| F2 ,926 ,110 | 8,420 | *=
B9 <--—-| F2 ,899 ,108 | 8,298 | *=
C5 <-—-| F3 1,000

C6 <--—-| F3 1,118 ,000 | 12,370 | **=
C7 <-—| F3 1,018 ,087 | 11,753 | *=
cs <——| F3 1,034 093 | 11,126 | ==
D3 <_| F4 1,000

D2 <——_| F4 1,358 177 | 7,656 | =
D1 <——_| F4 1,138 146 | 7.813 | ==
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This study aimed to determine the role of customer complaints in
improving the quality of customer service and to test the hypotheses that were
put forward to address the research problem. The statistical analytical method
was used in this study. The study population was represented by the clients of
the Mobilis Foundation, the agency "Bourj Bou Arreridj". A questionnaire
including (34) phrases was distributed in order to collect the primary data,
which covered (200) respondents, and the results were analyzed and hypotheses
tested using some statistical methods.

The study reached a set of recommendations, the most important of
which are: Mobilis employees should address the objections in a timely manner
and ensure that the customer is satisfied with the response to the submitted
objection, train employees on how to perform their work in the right way, take
personal care of customers and offer various types of assistance, work on
exploiting and transferring complaints To opportunities to improve the quality
of service, improvement in the behavioral and procedural rules for dealing with
complaints to achieve the system of quality dimensions, continuous
improvement in the quality of services in a way that is in line with the
developments of dynamic customer needs.



