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' Daniel Ray, Musurer et développer la satisfaction des clients, 2eme édition, édition d’organisation, Paris,
2001, P: 22.
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Reliability Statistics

spss 15.0 #lig s Wl :02 ) saldll

Cronbach's
Alpha N of Items
,890 28
spss 15.0 il e ailad :03 ad, (galal)
il
Frequen Valid Cumulativ
y Percern Percent | Percent
Valid <3 (44 72,1 | 72,1 72,1
enl |17 27,9 1279 100,0
Totall 61 100,0| 100,0
Cpadl
Freque Valid Cumulative
cy Percer Percent | Percent
Valic ' 21
2t 307 317 379
30
w31 A
LS oe a6 426 803
40
S e 41112 19,7 1 19,7 100,0
Total 61 1000 100,0

=
o
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Bl

Akl
Valid Cumulative
Frequenc Percen| Percent Percent
Valid ks |30 49,2 49,2 49,2
el 3f 17 279 1279 77,0
Qb 5 8,2 8,2 85,2
s |9 14,8 | 14,8 100,0
Total |61 100,0 | 100,0
gratadl) 5 sl
Valid Cumulative
Frequeng Percen| Percent Percent
Valid Lusia |7 11,5 11,5 11,5
st |24 39,3 39,3 50,8
=l [29 47,5 47,5 98,4
Gl ya
e 1 1,6 1,6 100,0
Total |61 100,0 | 100,0

bad) Jasiy) s :04 58 Gl
A salall

Model Summary(b)

Adjusted R | Std. Error of
Model | R R Square | Square the Estimate
1 5522(6‘ 272 260 34321

a Predictors: (Constant), 4w seld
b Dependent Variable: La )l




ANOVA(b)
Sum of
Model Squares df Mean Square | F Sig.
1 Regression 2599 1 2599 22,066 SOOO(a
Residual 6,950 59 118
Total 9,549 60
a Predictors: (Constant), & sl
b Dependent Variable: Ll
Coefficients(a)
Unstandardized Standardized
Coefficients Coefficients t Sig.
Model B Std. Error | Beta B Std. Error
1 (Constant) | 1,365 | ,572 2,389 |,020
L galal ,597 127 522 4,697 | ,000
a Dependent Variable: L
Ly
Model Summary(b)
Adjusted R | Std. Error of
Model | R R Square | Square the Estimate
1 5153("" 024 007 39755
a Predictors: (Constant), dai.)
b Dependent Variable: Ll
ANOVA(b)
Sum of
Model Squares df Mean Square | F Sig.
1 Regression 204 1 204 1420 ,238(a
1 H £ )
Residual 9,325 59 ,158
Total 9,549 60
a Predictors: (Constant), sy
b Dependent Variable: La)ll
Coefficients(a)
Unstandardized Standardized
Coefficients Coefficients t Sig.
Model B Std. Error | Beta B Std. Error
1 (Constant) | 3,504 | ,455 7,697 | ,000
Ll 121 | 101 153 1,192 | ,238

a Dependent Variable: La )l




LalaeY)
Model Summary(b)
Adjusted R | Std. Error of
Model | R R Square | Square the Estimate
1 5621("" 385 375 31537

a Predictors: (Constant), alic )
b Dependent Variable: Ll

ANOVA(b)
Sum of
Model Squares df Mean Square | F Sig.
1 Regression | 3 589 1 3,681 37,011 SOOO(""
Residual 5,868 59 ,099
Total 9,549 60
a Predictors: (Constant), 4:licY)
b Dependent Variable: L=
Coefficients(a)
Unstandardized Standardized
Coefficients Coefficients t Sig.
Model B Std. Error | Beta B Std. Error
1 (Constant) | 1,911 | ,353 5,418 | ,000
Lalaie ) 516 | ,085 621 6,084 | ,000
a Dependent Variable: Ll
Ol
Model Summary(b)
Adjusted R | Std. Error of
Model | R R Square | Square the Estimate
! 3373("" 139 124 37331
a Predictors: (Constant), gY!
b Dependent Variable: Ll
ANOVA(b)
Sum of
Model Squares df Mean Square | F Sig.
1 Regression 1,327 1 1,327 9521 S003(a
Residual 8,222 59 ,139
Total 9,549 60

a Predictors: (Constant), owYy!
b Dependent Variable: =




Coefficients(a)

Unstandardized Standardized
Coefficients Coefficients t Sig.
Model B Std. Error | Beta B Std. Error
1 (Constant) | 2,090 | ,635 3,294 | ,002
ola¥! 422 | 137 373 3,086 |,003
a Dependent Variable: L=l
aalail)
Model Summary(b)
Adjusted R | Std. Error of
Model | R R Square | Square the Estimate
! 5578(‘3‘ 334 322 32838
a Predictors: (Constant), <kl
b Dependent Variable: Ll
ANOVA(b)
Sum of
Model Squares df Mean Square | F Sig.
1 Regression 3187 1 3.187 29 554 SOOO(a
Residual 6,362 59 ,108
Total 9,549 60
a Predictors: (Constant), <kl
b Dependent Variable: Ll
Coefficients(a)
Unstandardized Standardized
Coefficients Coefficients t Sig.
Model B Std. Error | Beta B Std. Error
1 (Constant) | 2,286 | ,326 7,016 | ,000
el ,398 ,073 ,578 5,436 | ,000

a Dependent Variable: L=l
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ummary
This topic is intended to provide a conceptual framework identifies and defines
the various concepts regarding quality as a management portal, has focused
primarily on the quality of insurance services in terms of evaluation indicators in
addition to insurance and service marketing marketing mix for insurance
services in addition to measure the level of client satisfaction with services
provided by the Foundation to find ways to improve the quality of insurance
services The company has field study summarized the Algerian insurance and
reinsurance La CAAR ' ' agency tebessa-310-where we measure the actual
performance of the servepef service, to find out the level of satisfaction of its
customers. After statistical treatment of data depending on the SPSS program,
we found that customers with the company under consideration have expressed
satisfaction with the quality of insurance services provided.

Keywords: Quality, marketing services, service quality, customer satisfaction.




