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A galal) dad L) Jalea s =i -1

/VARIABLES=J! 50101 J! 53102 JI 303103 JI 53104

/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA
/SUMMARY=TOTAL.

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 70 100.0
Excluded? 0 .0
Total 70 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics
Cronbach's Alpha N of ltems
.718 4

RELIABILITY

rdgalaiey) e Ll Jalaa Lo il -2

/VARIABLES=J! 3105 JI 303106 JI 3ud107 JI 31108

/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA
/SUMMARY=TOTAL.

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 70 100.0
Excluded® 0 .0
Total 70 100.0

a. Listwise deletion based on all variables in the

procedure.
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Reliability Statistics
Cronbach's Alpha N of Iltems
.760 4

RELIABILITY

rdalaiay) sl cldl) Jalae jLad) milis -3

/VARIABLES=J! 33109 JI w110 JI5wdi1]l JI 3ulil2

/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA
/SUMMARY=TOTAL.

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 70 100.0
Excluded® 0 .0
Total 70 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics
Cronbach's Alpha N of Iltems
.671 4

RELIABILITY
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/VARIABLES=J! 3113 Jl 5114 JI5uldl15 JIsullil6

/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA
/SUMMARY=TOTAL.

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 70 100.0
Excluded® 0 .0
Total 70 100.0

a. Listwise deletion based on all variables in the

procedure.
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Reliability Statistics
Cronbach's Alpha N of ltems
.716 4

RELIABILITY
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/VARIABLES=J! 33117 JI3wd118 JI5wli19 JI 3uli20

/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA
/SUMMARY=TOTAL.

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 70 100.0
Excluded? 0 .0
Total 70 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics
Cronbach's Alpha N of ltems
.787 4

RELIABILITY

/VARIABLES=J! 33121 JI 33122 JI 503123 JI 503124 J1 53125 J1 33126 JI 3127

JI 5w 1128
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA
/SUMMARY=TOTAL.

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 70 100.0
Excluded® 0 .0
Total 70 100.0

a. Listwise deletion based on all variables in the

procedure.
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Reliability Statistics
Cronbach's Alpha N of Iltems
.869 8

) i leal Gl Jalaa s milss -7

RELIABILITY
/VARIABLES=J! 3w J1 01 JI 5w 102 JI3w3103 JI 503104 J1 3105 JI5ul106 JI w07
JI w108 JI w09

I 5w 110 J0 w111 J0 3112 J0 3113 J13wdi14 J13ud115 J13ud116 J13udlil7
Jl 51118 JI 51119 JI 51120

w121 J1 w122 J1 3w 3123 JI w124 JI w125 J1 3wd126 JI w127 J1 3wl 28
/SCALE ('"ALL VARIABLES') ALL
/MODEL=ALPHA

/SUMMARY=TOTAL.
Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 70 100.0
Excluded® 0 .0
Total 70 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics
Cronbach's Alpha N of Iltems

.942 28
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luhl) ciluap L) [l
A Lol Ll jlas) -1

touiadl iy (Osul L) aaldll juaiall G (T-test) JLas) —i

T-TEST GROUPS=uix ! (1 2)
/MISSING=ANALYSIS
/VARIABLES= ¢3! La,
/CRITERIA=CI (.95) .

T-Test
Group Statistics
ol N Mean Std. Deviation  Std. Error Mean
Osillba, S 62 3.6714 .58945 .07486
) 8 3.7344 .85940 .30384
Independent Samples Test
Levene's Test
for Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Sig. (2- Mean Std. Error Difference
F Sig. t df tailed) Difference Difference  Lower  Upper
osda,  Equal 1568 .215 -.269- 68 .788  -.06300- .23392 -.52978- .40377
variances
assumed
Equal -.201- 7.872 .846  -.06300- .31293 -.78666- .66065
variances

not assumed
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D yand) pariag (ijjl\ La)) ) juial) G (One-Way ANOVA) L..g.:h‘\l\ Culal) Jlad) -

ONEWAY (soidl Loy BY raxdl
/STATISTICS DESCRIPTIVES
/MISSING ANALYSIS.

Oneway
Descriptives
Ol by
95% Confidence Interval for
Std. Mean
N Mean Deviation  Std. Error Lower Bound Upper Bound = Minimum Maximum
S8 (e 2040 1 3.1250 . . . . 3.13 3.13
(201130 i 10 3.6625 .66680 .21086 3.1855 4.1395 2.50 4.75
(3114045 22 3.7500 .55902 11918 3.5021 3.9979 2.63 4.63
<41 5045 20  3.6938 .58976 .13188 3.4177 3.9698 2.38 4.75
S 504 17  3.6103 .73803 .17900 3.2308 3.9898 2.25 4.50
Total 70 3.6786 .61847 .07392 3.56311 3.8260 2.25 4.75
ANOVA
Ol by
Sum of Squares df Mean Square F Sig.

Between Groups .505 4 .126 .317 .866

Within Groups 25.888 65 .398

Total 26.393 69

Gyimal) pitiag (Ol L)) aalil) ssial) ¢ (One-Way ANOVA) salad) cplall jlas) -z

:e,.n,.\h:d\

ONEWAY (st Loy BY s giiuall

/STATISTICS DESCRIPTIVES

/MISSING ANALYSIS.
Oneway

Descriptives
sl by
95% Confidence Interval for
Std. Mean
N Mean Deviation Std. Error  Lower Bound = Upper Bound = Minimum = Maximum

L gia 5l A 14 3.7946 .55385 .14802 3.4749 4.1144 2.25 4.50
g5l 24  3.5833 .56945 11624 3.3429 3.8238 2.50 4.63
ETIES 16 3.7656 .74844 .18711 3.3668 4.1644 2.50 4.75
Gl Lle 16 3.6328 .63158 .15789 3.2963 3.9694 2.38 4.38

Total 70 3.6786 .61847 .07392 3.5311 3.8260 2.25 4.75
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ANOVA
Ol by
Sum of Squares df Mean Square F Sig.
Between Groups .561 3 .187 478 .699
Within Groups 25.832 66 .391
Total 26.393 69

1 Aigall ey (Ol L) alill jsial) ¢ (One-Way ANOVA) gala¥) culidl) jLsd) —a

ONEWAY ¢eojtl Loy BY Ligall
/STATISTICS DESCRIPTIVES
/MISSING ANALYSIS.

Oneway
Descriptives
Ol by
95% Confidence Interval for
Mean
N Mean  Std. Deviation Std. Error Lower Bound Upper Bound = Minimum Maximum
O 5 Adga 4 3.5313 .62396 .31198 2.5384 4.5241 2.63 4.00
Jlee) 3 28 3.8125 .52650 .09950 3.6083 4.0167 2.63 4.75
s 5 30 3.6208 .60572 .11059 3.3947 3.8470 2.38 4.75
i, 8 3.5000 .93780 .33156 2.7160 4.2840 2.25 4.50
Total 70 3.6786 .61847 .07392 3.5311 3.8260 2.25 4.75
ANOVA
sl by
Sum of Squares df Mean Square F Sig.
Between Groups .944 3 .315 .816 489
Within Groups 25.449 66 .386

Total 26.393 69
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Jinaal) ol el G A8l Jalaal Jasd) adll lass) : 40 dasal) dudajdl) LEs) -2
(05l Liay) aalill uiially (s salall 2

REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA CHANGE
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT (o031 Lay
/METHOD=ENTER 4w galoll.

Regression

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 s salall® . Enter

a. Dependent Variable: ¢l

b. All requested variables entered.

Model Summary
Change Statistics

R Adjusted R Std. Error of R Square F Sig. F
Model R Square Square the Estimate Change Change dfl df2 Change
1 .645% 415 407 47631 415  48.335 1 68 .000

a. Predictors: (Constant), auw selall

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 10.966 1 10.966 48.335 .000°
Residual 15.427 68 227
Total 26.393 69

a. Dependent Variable: ¢ ilba,

b. Predictors: (Constant), 4 sl

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .960 .395 2.430 .018
A galall .689 .099 .645 6.952 .000

a. Dependent Variable: ¢ b=,
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Jtisall el puaiall G 48D Jalail Jasal]  adl) jlaasy) AN duejdl) duza @l jlas) -3
(03l L) @il xially (dalaieY) any)

REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA CHANGE
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT (o031 Lay
/METHOD=ENTER 1,5 laseY! .

Regression

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 LalaeyP . Enter

a. Dependent Variable: ¢ 3la,

b. All requested variables entered.

Model Summary
Change Statistics

R Adjusted R Std. Error of R Square F Sig. F
Model R Square Square the Estimate Change Change dfl  df2 Change
1 .593% .352 .343 .50144 .352  36.966 1 68 .000

a. Predictors: (Constant), alicy!

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 9.295 1 9.295 36.966 .000"
Residual 17.098 68 .251
Total 26.393 69

a. Dependent Variable: ¢ 3ba,
b. Predictors: (Constant), 4l y!
Coefficients®
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .851 469 1.815 .074
Aplacy .704 116 .593 6.080 .000

a. Dependent Variable: ¢ b=,
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Jtsall eyl i) g ADW Jlat) Japuad) Jadll jlasiy) :daghyl) dejdll dudajdl) jLas) —4
(Gl L) aaldll uxially (FolaiY) 2s)

REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA CHANGE
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT (o031 Lay
/METHOD=ENTER i, LxiwY!.

Regression

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 sty . Enter

a. Dependent Variable: ¢ 3la,

b. All requested variables entered.

Model Summary
Change Statistics

R Adjusted R Std. Error of R Square F Sig. F
Model R Square Square the Estimate Change Change dfl  df2 Change
1 .744° .553 .547 41645 553  84.181 1 68 .000
a. Predictors: (Constant), 4lsisy)
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 14.600 1 14.600 84.181 .000°

Residual 11.793 68 173

Total 26.393 69

a. Dependent Variable: ¢ b=,

b. Predictors: (Constant), &aiwy!

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .532 347 1.535 .129
sy .843 .092 744 9.175 .000

a. Dependent Variable: ¢ b=,
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Janadd) ol il G AR Jalasl Jand) adll lass) rdealdd) dusdl) dpda @l L33 -5
(Csl L) ) sally (OleY) 2)

REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA CHANGE
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT (o031 Lay
/METHOD=ENTER (LY.

Regression

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 oeyiP . Enter

a. Dependent Variable: ¢l

b. All requested variables entered.

Model Summary
Change Statistics

R Adjusted  Std. Error of R Square F Sig. F
Model R Square R Square the Estimate Change Change dfi  df2 Change
1 7102 .504 .496 .43892 .504 68.999 1 68 .000

a. Predictors: (Constant), oY

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 13.293 1 13.293 68.999 .000"
Residual 13.100 68 193
Total 26.393 69

a. Dependent Variable: ¢ ilba,

b. Predictors: (Constant), !

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 211 421 .501 .618
oY .899 .108 710 8.307 .000

a. Dependent Variable: ¢ b=,
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Jiaal) ol il (s B8 ol sl ) laay) sdensbead) Ll dcajdl) JLs) —6
(Qj:t)'l\ L'A)) @t\]\ axiiallg (g..da\aﬂ\ A:u)

REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA CHANGE
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT (o031 Lay
/METHOD=ENTER b L3]I .

Regression

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 Cabalaill® . Enter

a. Dependent Variable: ¢ 3la,

b. All requested variables entered.

Model Summary
Change Statistics

R Adjusted  Std. Error of R Square F Sig. F
Model R Square R Square the Estimate Change Change dfl df2 Change
1 .734° .539 .532 42305 .539  79.470 1 68 .000

a. Predictors: (Constant), <aklil

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 14.223 1 14.223 79.470 .000°
Residual 12.170 68 79
Total 26.393 69

a. Dependent Variable: ¢ s 3L,
b. Predictors: (Constant), <aklil

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 475 .363 1.310 .194
alalaill .808 .091 734 8.915 .000

a. Dependent Variable: ¢ b=,
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Laaal) saga la) Jaisal) il (A8 sl aaeiall lassy) sdaendyl dudajdl) jlad) —7
(sl L) il uaially (el

REGRESSION
/DESCRIPTIVES MEAN STDDEV CORR SIG N
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA COLLIN TOL CHANGE
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT (a3 1 Lo,
/METHOD=ENTER iywsalall LosladieY! diolyiwy! glo¥i diblsesdl.

Regression

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 Calaladll dus galdl) . Enter

AlaieYl, iy,

oeyiP

a. Dependent Variable: ¢ ilba,

b. All requested variables entered.

Model Summary
Change Statistics

Std. Error Sig. F
R Adjusted of the R Square F Chang

Model R Square R Square  Estimate Change Change dfl df2 e
1 .829% .688 .664 .35870 .688  28.225 5 64 .000

a. Predictors: (Constant), <ableill, du salall dpalaie ), dsiny), la!

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 18.158 5 3.632 28.225 .000°
Residual 8.235 64 129
Total 26.393 69

a. Dependent Variable: ¢ ilba,
b. Predictors: (Constant), —ablaill, G saldl) dpalaic ), ddaiuyl, gl
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Coefficients?

Standardized

Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIFE
1 (Constant) -.660- .394 -1.674- .099
A yalall .257 .096 .240 2.680 .009 .605 1.652
Ayl .087 117 .074 .748 457 .504 1.983
Alainy) .342 129 .302 2.646 .010 374 2.671
oWy .232 .145 .183 1.607 113 374 2.673
abaladl) .202 .138 .183 1.463 .148 .310 3.224
a. Dependent Variable: ¢ 3ba,
Collinearity Diagnostics?®
Condition Variance Proportions
Model Dimension Eigenvalue Index (Constant) 4w salal) ol Yl sty B Calalal)
1 1 5.961 1.000 .00 .00 .00 .00 .00 .00
2 .012 22.400 .26 41 .07 .10 .01 .04
3 .012 22.559 44 .37 .09 .03 .00 .02
4 .006 31.105 .18 .13 .68 .36 .04 .01
5 .005 33.556 .00 .06 12 51 .39 .22
6 .004 37.182 12 .03 .04 .00 .56 71

a. Dependent Variable: ¢l
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Luhall Cadie] a3 Cangl) 13 ity (Opll Ly e (cababeal) ol clanny) ddalacy)
aasigiy Sl gand BS i miasl 5 Cus (g gagall daylal anedlal Ghiagl Cgll¥) e
paaae Ay (dasall AISH) "SAA" G2elill duidagl) AN il S Abiaially Luhall due e
astall Aflasy) Aol maliy B Adlasy) Cullll) (s aladiu) & Ay ol (70)
tde gmsall Dilaapdl) HLid) @ cdhall 73l didasg (el "SPSSy," duelaay)

Gl (e dediall Aindlil) cilaadl) Bagad ddlas) A2 93 A1 agag ) Auhall cliags s
Al sds die (L) Ly e (Al A1S5) "SAA" (elill dsida gl 4S50

Aialil) daadd) Baga sl cAcalil) Aaadl) aga cBagall (disalill daadl dalidal) cilalsl)
UJAJS\ U'AJ
Summary:

The objective of this study is to present a theoretical framework wich limits and defines
the different concepts wich have a relation with quality in the services sector as a modern
administrative approach;

The importance of the study is to know the impact of the quality of service insurance,
with its dimensions (Tangibility, Reliability, Responsiveness, Insurance, Empathy) on the
customer satisfaction, To achieve this objective the study relied on descriptive method for its
relevance to the nature of the subject, a questionnaire was designed as a data collection tool
and distributed to the seventy (70) "saa" (National Assurance Company, M'sila local
Agency) customers, Some statistical methods were used in the SPSSy,4 program to present
and analyze the results of the study, and then to test hypotheses.

The study found that there is a statistically significant impact of the quality of the
insurance services provided by the "saa" (National Assurance Company, M'sila local

Agency) on the customer satisfaction of this study sample.

Keywords: Insurance Service, Quality, Quality of Service Insurance, Dimensions of
Quiality of Service Insurance, Customer Satisfaction.




