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RES |

SPSS26 gl s da il 1 (04) a2, Galdl

cdall
Frequency |Percent
Valid s 23 46,0
S 27 54,0
Total 50 100,0
el J sall
Frequency | Percent Freguency Percent
Valid 4w 30 ¢ B 12 24,0 Valid B i gt 10 20,0
40-30 ¢ 26 52,0 T ES 19 38,0
50-41 (s 10 20,0 Lle il ya 8 16,0
A 50 e S 2 4,0 s A gl 13 26,0
Total 50 100,0 Total 50 100,0
Al
3\.65235\ Frequency Percent
Freguency Percent Valid — <isiw 5 o S8 9 18,0
Valid 1 2,0 10-5 (s 18 36,0
ad iy 19 38,0 15-11 ¢ 7 14,0
dalias i 13 26,0 sl A 1500 16 32,0
2T ¢y 40 17 34,0 Total 50 100,0
Total 50 100,0
x1 X2
Frequency Percent Freqguency Percent
Valid ~ Labad 38150 & 1 2,0 Valid — ylaw 1 2,0
Ghlsa 2 4,0 (385 19 38,0
) 9 18,0 Ll (381 ga 30 60,0
Lalat (381 90 38 76,0 Total 50 100,0
Total 50 100,0
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Gl

X3

x4

Erequency e Freqguency Percent
Valid — @dlse 28 1 2,0 Valid  Lld gilse 1 20
e 3 5,0 GBse S 2 4,0
3l sa 27 54,0 s ) 40
Lol (381 ga 19 38,0 (bl ga 30 60,0
Total 50 100,0 Ll (58134 15 300
Total 50 100,0

X5 X6

Frequency Percent Frequency Percent
Valid — Lalai 381 ga j 2 40| [valid Lk Gl 8 1 2,0
Bhlsa 8 1 2,0 GBse S 3 6,0
e 3 6,0 e 6 12,0
(385 24 48,0 @8 20 40,0
Lalas (381 3 20 40,0 Labad (31 9 20 40,0
Total 50 100,0 Total 50 100,0

X7 X8

Frequency Percent Frequency Percent
Valid (3850 & 3 6,0 Valid @85 o2 4 8,0
e 6 12,0 e 3 6,0
(3 sa 25 50,0 hse 33 66,0
Lalai (381 9 16 32,0 el (380 90 10 20,0
Total 50 100,0 Total 50 100,0

X9 x10

Frequency Percent Frequency S
Valid 35 £ 8 16,0 Valid  ailse 4 8,0
e 5 10,0 " 5 100
i : 2 220 (Blsa 24 48,0
Laba (381 9 16 32,0 . o 340
Total 2 100 Total 50 100,0
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x11 x12
Frequency Percent Frequency Percent
Valid 38 2 5 10,0 Valid ~ glse 2 2 4,0
) 7 14,0 e 7 14,0
) 27 54,0 e 17 34,0
Lalat (381 3 11 22.0 Lalai (380 9 24 48,0
Total 50 100,0 Total 50 100,0
x13 x14
Frequency Percent Frequency Percent
Valid (35 £ 2 4,0 Valid — Lalai 38150 18 2 4,0
slaa 7 14,0 8 ga 2 4,0
g 24 48,0 e 11 22,0
Lalai (38 ga 17 34,0 (8l ga 25 50,0
Total 50 100,0 Lelad 581 ga 10 20,0
Total 50 100,0
x15 al
Freguency Percent Freguency Percent
Valid — Lelai 38150 2 4,0 Valid — G@ilse £ 8 16,0
Gilsa i 5 10,0 sl 7 14,0
o 8 16,0 @ 15 30,0
Er) 21 42,0 Labas (380 50 20 40,0
Lalai 381 g0 14 28,0 Total 50 100,0
Total 50 100,0
a3
a2
Frequency Percent
Frequency Percent Valid Ll gilsa & 5 40
Valid ~ 38lse 18 6 12,0 Silsa A 8.0
) 5 10,0 Adas 4 8.0
Er) 28 56,0 il o1 120
Lalad (38 94 11 22,0 Llad (381 ga 19 38,0
Total 20 100.0 Total 50 100,0




a4 bl
Freqguency Percent Freqguency Percent
g 2 4 8,0 lga g 2 4,0
alae 6 12,0 alae 8 16,0
g 21 42,0 (3 sa 22 44,0
Laba (38 50 17 34,0 Lalai (381 g0 15 30,0
Total 50 100,0 Total 50 100,0
b2
Frequency Percent b3
Valid — Lalai (381 g0 3 6,0 Frequency Percent
lsa s 5 100] [valid  lebaigise 2 3 6,0
Ylaa 8 16,0 Ghlsa it 3 6,0
Fsa 15 30,0 s 4 8,0
Lalai (381 5 19 38,0 hlsa 22 44,0
Total 50 100,0 el 381 54 18 36,0
Total 50 100,0
b4 c3
Freguency Percent Frequency Percent
Valid — Llai gl ga pé 2 4,0 Valid @il o8 3 6,0
Ghlga b 4 8,0 ke 9 18,0
e 5 10,0 hlsa 26 52,0
Bl sa 19 38,0 Lkt (381 54 12 24,0
Lol (380 ga 20 40,0 Total 50 100,0
Total 50 100,0
cl
Freqguency Percent
02 . .
Valid (&l 3 6,0
Freqguency Percent
o 3 6,0
Valid — @ilsa 58 3 6,0 ,
(@8 sa 11 22,0
s 3 6,0 )
Lalai (381 94 33 66,0
Bl 21 42,0
Total 50 100,0
Lalad 81 9 23 46,0
Total 50 100,0
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c4 c5
Frequency Percent Freguency Percent
Valid — @ilse s 4 8,0 Valid  @ilge 7 14,0
Alaa 8 16,0 alaa 2 4,0
(88 5a 23 46,0 (38 34 27 54,0
Lol (381 ga 15 30,0 Lelad (381 ga 14 28,0
Total 50 100,0 Total 50 100,0
dl d2
Freguency Percent Frequency Percent
Valid ~— @blse 2 8 16,0 Valid — Labad (31 92 & 3 6,0
laa 3 6,0 (38 g b 7 14,0
(88l ga 22 44,0 Al 4 8,0
Lalas (381 g 17 34,0 38 5a 27 54,0
Total 50 100,0 Lakai (581 e 9 18,0
Total 50 100,0
d3
Frequency Percent d4
Valid Ll gilge s 5 10,0 Freqguency Percent
dilsa s 3 6.0 Valid — Lekad 381 5a o 4 8,0
s 9 180 e 4 80
(¥ sa 21 42,0 e 8 160
Lalai (381 o 12 24,0 L 21 420
Total 50 100,0 LS e 12 20
Total 50 100,0
el e2
Frequency Percent Freqguency Percent
Valid — Lebad (3192 2 40] Jvalid e ghise 8 1 2,0
Bga s 4 8,0 BBga i 2 4,0
alae 9 18,0 Al 12 24,0
(9 ga 18 36,0 (8 ga 23 46,0
Lol (380 ga 17 34,0 Lol (380 ga 12 24,0
Total 50 100,0 Total 50 100,0




bl g5 J s
One-Sample Kolmogorov-Smirnov Test
g SV 500y i) Lo galal) cilalail) Lataey) aay)
IKolmogorov-Smirnov Z 1,131 1,611 1,365 1,496 1,691 1,513
Asymp. Sig. (2-tailed) ,155 ,011 ,048 ,023 ,007 ,021
One-Sample Kolmogorov-Smirnov Test
Glaadl) 53 ga
|Kolmogorov-Smirnov Z 1,133
Asymp. Sig. (2-tailed) ,153

a. Test distribution is Normal.

b. Calculated from data.

Statistics
oaial) Syl JA gal) 5_uall PEREAT] x1 X2
rbeand) S giall 1,5400 2,0400 2,4800 2,6000 2,9200 4,6200 4,5800
(g bl il ety ,50346 ,718142 1,09246 1,12486 ,89989 ,85452 ,53795
Statistics
X3 x4 X5 X6 X7 X8 X9
rbeand) S giall 4,2800 4,1200 4,1800 4,1000 4,0800 3,9800 3,9000
(g bl il el ,67128 ,82413 ,94091 ,97416 ,82906 ,76904 1,03510
Statistics
x10 x11 x12 x13 x14 x15 al
bl Jon gl 4,0800 3,8800 4,2600 4,1200 3,7800 3,8000 3,9400
(g Jbal) Gl el ,87691 ,87225 ,85261 ,79898 ,95383 1,08797 1,09563
Statistics
a2 a3 a4 bl b2 b3 b4
o) S gial) 3,8800 4,0200 3,9400 3,8800 3,8400 3,9800 4,0200
g Jbal) Gl el ,89534 1,07836 1,07684 1,08119 1,21823 1,11557 1,09712
Statistics
cl c2 c3 c4 c5 d1l d2
crbeaad) S gial) 4,4800 4,2800 3,9400 3,9800 3,9600 3,9600 3,6400
(g bl il ,86284 ,83397 ,81841 ,89191 ,94675 1,02936 1,12050
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Statistics

d3 d4 el e2 A sy 3 ) sy T galall
eand) Jan gial) 3,6400 3,7000 3,8800 3,8600 4,1173 3,9450 3,9300
s Jaal) il AN 1,20814 1,18235 1,09991 ,90373 54303 91514 1,06670

Statistics
Calalal) Agalaiey) 4 laddll 34 g

i) Jau gial) 4,1280 3,7350 3,8700 3,9216
s el il AN 76426 1,05513 ,95730 ,80297

Gsmn Jalae

Correlations
A g sy 5y Ay A galal) Calalal) Lalaiey)

g A<y 50) Pearson Correlation 1 683" 629™ 294" 329"

Sig. (2-tailed) ,000 ,000 ,039 ,020

N 50 50 50 50 50

laia) Pearson Correlation 683" 1 875" ,534™ 513"

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

N 50 50 50 50 50

s galal) Pearson Correlation 629" 875" 1 ATT 568"

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

N 50 50 50 50 50

Calalacilf Pearson Correlation 294" 534" AT 1 7197

Sig. (2-tailed) ,039 ,000 ,000 ,000

N 50 50 50 50 50

Lalaey) Pearson Correlation 329" 513" 568" 7197 1

Sig. (2-tailed) ,020 ,000 ,000 ,000

N 50 50 50 50 50

A Pearson Correlation 504" 562" 568" ,709™ 834"

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

N 50 50 50 50 50

lasdd) 5392 Pearson Correlation 585" 831" 841" 797 866"

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

N 50 50 50 50 50

Correlations
4z clasdl) 3aga

A 9 S 30y Pearson Correlation ,504 585"
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Sig. (2-tailed) ,000 ,000
N 50 50
i) Pearson Correlation 562" 831
Sig. (2-tailed) ,000 ,000
N 50 50
s galal) Pearson Correlation 568" 841"
Sig. (2-tailed) ,000 ,000
N 50 50
_alalast) Pearson Correlation 709" 797
Sig. (2-tailed) ,000 ,000
N 50 50
alaic ) Pearson Correlation 834" 866"
gl S Ll Jalea
Reliability Statistics
Cronbach's Alpha | N of Items
,951 46
tem-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- Cronbach's
Item Deleted Item Deleted  [Total Correlation | Alpha if Item
Deleted
A5 9 SV B Y 171,6896 570,795 ,783 ,949
laia) 171,8619 554,612 ,834 ,948
s galal) 171,8769 548,504 ,836 ,948
lalacit) 171,6789 565,655 ,692 ,949
dalaic ) 172,0719 553,122 ,749 ,948
A 171,9369 554,201 ,805 ,948
iladdl) 32 g 171,8853 554,946 ,947 ,948
L )
Model Summary
IModeI R R Square Adjusted R Std. Error of the
Square Estimate
1 ,585% ,343 ,329 44483
a. Predictors: (Constant), <lexall 52 5
ANOVA?®
IModeI Sum of Squares df Mean Square F Sig.
1 Regression 4,951 1 4,951 25,023 ,OOOb
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Residual

9,498

48

,198

Total

14,449

49

a. Dependent Variable: 45 S 5 lay)

b. Predictors: (Constant), <lexall 33 5

Coefficients?

IModeI Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 2,565 ,317 8,099 ,000
cilaadl) 33 g ,396 ,079 ,585 5,002 ,000
a. Dependent Variable: 45 5y 5 jlay)
e Al Gl
Model Summary
IModeI R R Square Adjusted R Std. Error of the
Square Estimate
1 ,8312 ,691 ,684 ,51423
a. Predictors: (Constant), <lexall 55
ANOVA?®
IModeI Sum of Squares df Mean Square F Sig.
1 Regression 28,344 1 28,344 107,188 ,000°
Residual 12,693 48 ,264
Total 41,036 49
a. Dependent Variable: 4aiuy)
b. Predictors: (Constant), <lexall 53 s
oefficients®
IModeI Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 231 ,366 ,630 ,632
cilaadl) 3aga ,947 ,091 ,831 10,353 ,000

a. Dependent Variable: 4lsiuy)

Model Summary
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IModeI R R Square Adjusted R Std. Error of the
Square Estimate
1 ,8412 ,707 ,701 ,58365
a. Predictors: (Constant), <leaall 3 sa
ANOVA?
IModeI Sum of Squares df Mean Square F Sig.
1 Regression 39,404 1 39,404 115,673 ,000°
Residual 16,351 48 ,341
Total 55,755 49
a. Dependent Variable: 4 saldll
b. Predictors: (Constant), <ulexall 52 5a
IModeI Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) -,450 ,415 -1,082 ,285
cilasdd) 335 1,117 ,104 ,841 10,755 ,000
a. Dependent Variable: 4 seldll
Model Summary
IModeI R R Square Adjusted R Std. Error of the
Square Estimate
1 7972 ,635 ,627 ,46660
a. Predictors: (Constant), <lexall 55
ANOVA?
IModeI Sum of Squares df Mean Square F Sig.
1 Regression 18,171 1 18,171 83,462 ,000°
Residual 10,450 48 ,218
Total 28,621 49
a. Dependent Variable: —ahlxill
b. Predictors: (Constant), <sexal) 33 5
B Std. Error Beta
1 (Constant) 1,154 332 3,474 ,001
cilasdd) 335 ,758 ,083 7197 9,136 ,000
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a. Dependent Variable: —aklaill
Model Summary

IModeI R R Square Adjusted R Std. Error of the
Square Estimate
1 ,8662 ,750 7145 ,53254
a. Predictors: (Constant), <ileaall 33 5a
ANOVA?
IModeI Sum of Squares df Mean Square F Sig.
1 Regression 40,939 1 40,939 144,356 ,000°
Residual 13,613 48 ,284
Total 54,551 49
a. Dependent Variable: aulaicy)
b. Predictors: (Constant), <ulexall 52 5a
Coefficients®
IModeI Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) -, 729 ,379 -1,923 ,060
cilasdd) 335 1,138 ,095 ,866 12,015 ,000
a. Dependent Variable: aulaicy)
Model Summary
IModeI R R Square Adjusted R Std. Error of the
Square Estimate
1 8722 ,760 , 755 47387
a. Predictors: (Constant), <ileaall 33 a0
ANOVA?
IModeI Sum of Squares df Mean Square F Sig.
1 Regression 34,126 1 34,126 151,973 ,000°
Residual 10,779 48 ,225
Total 44,905 49
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a. Dependent Variable: 4

b. Predictors: (Constant), <lexall 33 5

Coefficients®
IModeI Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) -,206 ,337 -,610 ,545
Glaadlf B3 g 1,039 ,084 ,872 12,328 ,000

a. Dependent Variable: 4
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Abstract :

This study aimed to identify the effect of electronic management as an independent variable on the quality of
services as a dependent variable for a sample of workers in the Algeria Telecom Corporation - Tebessa Agency
-, where the random sample method was relied upon, and 50 questionnaires were distributed to the members
of the sample community, and after the process of collecting questionnaires, they were processed statistically
by the program(SPSS) program the study reached a set of results, the most important of which is the presence
of a statistically significant effect at a significant level of 0.05 for electronic management on the quality of
services in the Algeria Telecom Corporation - Tebessa Agency -, the results also showed that all dimensions of
service quality (responsiveness , tangibility, reliability, empathy, trust) are applied within the institution under

study in close proportions.

Keywords: electronic management, service quality, electronic service quality, information technology




