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Study Abstract

This study aims to examine the impact of service encounter on customer satisfaction at Algeria
Telecom, Chéria Agency, in the Wilaya of Tébessa. It focuses on several dimensions related to service
delivery, namely service provider behavior, the physical environment of the service place, responsiveness,
and the quality of interaction during the service encounter. The study is based on a main research problem
concerning the extent to which service encounter contributes to customer satisfaction within the
organization under study. To achieve this objective, the descriptive analytical method was adopted, and a
questionnaire was used as the main tool for data collection from a sample of 90 customers of Chéria
Agency. The collected data were processed using SPSS 21 through frequencies, percentages, arithmetic
means, standard deviations, and simple linear regression. The findings showed that the overall level of
service encounter was positive, and that customer satisfaction with the services provided by the agency
was acceptable. The results of hypothesis testing also revealed a statistically significant effect of service
provider behavior, the physical environment, service speed, and customer communication on customer
satisfaction. Furthermore, the findings indicated that service encounter explains a considerable proportion
of the changes in customer satisfaction. Accordingly, the study concluded that improving the quality of
service encounter is an essential approach to enhancing customer satisfaction, particularly through
improving responsiveness, developing communication skills, and maintaining an appropriate physical and
organizational environment within the agency.

Keywords: Service encounter; Customer satisfaction; Algeria Telecom




