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Abstract
The aim of this research is to measure the quality of new services provided by
the Mobilis Company, from the viewpoint of customers in the state of TEBESSA.
The research is based on the Performance Service theory with the use of the
actual performance measurement model (SERVPERF), the analytical descriptive
method has been used to test the hypotheses of the research. The research
concluded that the evaluation of customers for the quality of the actual new
services is positive and good, but it does not reach the level of expectations,
which means that there are opportunities to improve and develop the quality of
new services provided by the company, the research results indicated that
customers are giving the (Tangibles) the greater relative importance followed by
the dimensions in the following order (Assurance, Empathy, Reliability &
Responsiveness). The research has come out with some recommendations that
would enhance and upgrade the quality of new services provided by Mobilis
Company, and will benefit both the company, its employees, the customers and
beneficiaries of the company's services, the most important are: working on
finding immediate solutions to address the low level new services, as well as to
clarify and inform customers about obstacles and challenges faced by the
Mobilis Company, in the presence of the fierce competition.
Key Words: Quality of Service, Quality of Service dimensions, Actual Quality
ERVPERF



