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 C5 C6 C7 C8 C1 C2 C3 C4 

Correlation 

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 ,652 1,000 ,208 ,476 ,363 ,472 

C1 ,232 ,147 ,245 ,208 1,000 ,428 ,314 ,323 

C2 ,530 ,512 ,486 ,476 ,428 1,000 ,547 ,497 

C3 ,514 ,555 ,514 ,363 ,314 ,547 1,000 ,416 

C4 ,659 ,574 ,567 ,472 ,323 ,497 ,416 1,000 

Sig. (1-tailed) 

C5  ,000 ,000 ,000 ,001 ,000 ,000 ,000 

C6 ,000  ,000 ,000 ,022 ,000 ,000 ,000 

C7 ,000 ,000  ,000 ,000 ,000 ,000 ,000 

C8 ,000 ,000 ,000  ,002 ,000 ,000 ,000 

C1 ,001 ,022 ,000 ,002  ,000 ,000 ,000 

C2 ,000 ,000 ,000 ,000 ,000  ,000 ,000 
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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. 


