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poladd Ldlasy ! dojmdl goliyn Oleyhe gmais :02 ady gxlall
(QLudwy | Jodxd a3L53) (26 )1 wol) sSpsSs s LaixY|
SPSS: Statistical Package for the Social Sciences.

Ayl 313l ey g Lo oYy
Ayl 3181 e Lasl-1

L Oli) il AN sLaay) LA it 1-1
CORRELATIONS

Lt o N o) oo o RN /VARIABLES=
03231 Loy oo NN .-~ uu-

/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.

Correlations
A g day daaall 33 gn
ql g2 g3 g4 plaaiay) EEPP ]
gl Pearson Correlation 1 491" .387" .334"
Sig. (2-tailed) .000 .000 .002
N 83 83 83 83
g2 Pearson Correlation 491" 1 468" .283"
Sig. (2-tailed) .000 .000 .010
N 83 83 83 83
g3 Pearson Correlation .387" .468™ 1 313"
Sig. (2-tailed) .000 .000 .004
N 83 83 83 83
g4 Pearson Correlation .334" .283" .313" 1
Sig. (2-tailed) .002 .010 .004
N 83 83 83 83
i 22y | Pearson Correlation 758" 765" 47" .654™ 1 .859"
Alasiuy) Sig. (2-tailed) .000 .000 .000 .000 .000
N 83 83 83 83 83 83
835 Pearson Correlation 681" 715" .628" 488" .859" 1
Laxl) Sig. (2-tailed) .000 .000 .000 .000 .000
A5 ySy) N 83 83 83 83 83 83
**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations
as g6 q7 &5l sl 3ny A5 yKIV) daadl) 3 s
g5 Pearson Correlation 1 .332" .336"
Sig. (2-tailed) .002 .002
N 83 83 83
g6 Pearson Correlation .332" 1 442"
Sig. (2-tailed) .002 .000
N 83 83 83 ‘ ‘
q7 Pearson Correlation .336" 442 1
Sig. (2-tailed) .002 .000
N 83 83 83
awaiday | Pearson Correlation .683" .780™ .793" 1 .843"
adsall Sig. (2-tailed) .000 .000 .000 .000
N 83 83 83 83 83
835 Pearson Correlation 576" .650" .656" .843" 1
deasll Sig. (2-tailed) .000 .000 .000 .000
g5 ySI N 83 83 83 83 83
**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations
Ao g aey | deaillass
g8 q9 g10 gll Alaiuy) A5 Iy
g8 Pearson Correlation 1 .687" 357" 241"
Sig. (2-tailed) .000 .001 .028
N 83 83 83 83
g9 Pearson Correlation .687" 1 .315" .319"
Sig. (2-tailed) .000 .004 .003
N 83 83 83 83
gl0 Pearson Correlation .357" .315" 1 .299" - t
Sig. (2-tailed) .001 .004 .006
N 83 83 83 83
gql1 Pearson Correlation 241" .319" .299" 1
Sig. (2-tailed) .028 .003 .006 - r
N 83 83 83 83 ‘ r
Ao Pearson Correlation g7 783" 703" .645™ 1 .834"
L) Sig. (2-tailed) .000 .000 .000 .000 .000
N 83 83 83 83 83 83
EPEN Pearson Correlation .590™ .596™ 647" 577 .834™ 1
dardl) Sig. (2-tailed) .000 .000 .000 .000 .000
A5 ySIY) N 83 83 83 83 83 83
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).

——

102

'



Correlations
q12 g13 914 B el 2y Ay IV Aeaddl Bagn
gl2 Pearson Correlation 1 413" 373"
Sig. (2-tailed) .000 .001
N 83 83 83
g13 Pearson Correlation 413" 1 .339"
Sig. (2-tailed) .000 .002
N 83 83 83
ql4 Pearson Correlation 373" .339" 1
Sig. (2-tailed) .001 .002 - -
N 83 83 83 ‘ ‘
Al ey Pearson Correlation 766" .760™ .764™ 1 .726™
Sig. (2-tailed) .000 .000 .000 .000
N 83 83 83 83 83
iadllsaa | Pearson Correlation .594" 424" .640™ 726" 1
ERPRN Sig. (2-tailed) .000 .000 .000 .000
N 83 83 83 83 83
**_Correlation is significant at the 0.01 level (2-tailed).
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5-1
Correlations
22y il 32
915 q16 ql7 il sladll 45 yS
gl5 Pearson Correlation 1 272 .209
Sig. (2-tailed) 013 .058
N 83 83 83
q16 Pearson Correlation 272" 1 .325"
Sig. (2-tailed) 013 .003
N 83 83 83
ql7 Pearson Correlation .209 .325" 1
Sig. (2-tailed) .058 .003
N 83 83 83 83 83
clesladl 223 | Pearson Correlation .708™ 742" .696™ 1 .851"
Sig. (2-tailed) .000 .000 .000 .000
N 83 83 83 83 83
Laadll 3o Pearson Correlation .601™ .697" 525" .851" 1
a5 Sy Sig. (2-tailed) .000 .000 .000 .000
N 83 83 83 83 83
*. Correlation is significant at the 0.05 level (2-tailed).
**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

2=y EUXEURAPPN
gl8 g19 g20 akaladll
q18 Pearson Correlation 1 277 291"
Sig. (2-tailed) .011 .008
N 83 83 83
g19 Pearson Correlation 277 1 .283"
Sig. (2-tailed) .011 .010
N 83 83 83
g20 Pearson Correlation .291™ .283™ 1
Sig. (2-tailed) .008 .010
N 83 83 83
ablaill aay Pearson Correlation 724" 731" 712" 1 .835"
Sig. (2-tailed) .000 .000 .000 .000
N 83 83 83 83 83
Laxal) 3350 Pearson Correlation .686™ 527" .600" .835" 1
EEPPN Sig. (2-tailed) .000 .000 .000 .000
N 83 83 83 83 83

*. Correlation is significant at the 0.05 level (2-tailed).

**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations
L) s
g21 g22 g23 g24 g25 s
g21 Pearson Correlation 1 .393" .503" .361" 449"
Sig. (2-tailed) .000 .000 .001 .000
N 83 83 83 83 83
q22 Pearson Correlation .393" 1 438" .365" 427"
Sig. (2-tailed) .000 .000 .001 .000
N 83 83 83 83 83 l
g23 Pearson Correlation .503" 438" 1 .366" 464"
Sig. (2-tailed) .000 .000 .001 .000
N 83 83 83 83 83
q24 Pearson Correlation .361" .365" .366™ 1 .256" r
Sig. (2-tailed) .001 .001 .001 .019
N 83 83 83 83 83
g25 Pearson Correlation 449" 427" 464" .256" 1
Sig. (2-tailed) .000 .000 .000 019 .
N 83 83 83 83 83 l
L) Hsma Pearson Correlation 757" 729" 758" .655™ 712" 1
G Sig. (2-tailed) .000 .000 .000 .000 .000
N 83 83 83 83 83 83
**_ Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
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Correlations
Ugem 2 | el 2y | Ao 2y R 2 | dewliiis jsae | L) e ENT
Alasiy) i sall Aaiay) | Al | sl | calalal A s S Ozl Jss
U ggs 22y Pearson Correlation 1 .619" .629" | 578" | .745" | .713" 734"
alaaiuy) Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 83 83 83 83 83 83 83
sl aeai a2y | Pearson Correlation .619" 1 .745" | 506™ | .665™ | .606™ .705™
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 83 83 83 83 83 83 83
4aiaY) de w223 | Pearson Correlation .629" 745" 1 545" | 611" | .586" 573"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 83 83 83 83 83 83 —' 83 r
2 Pearson Correlation 578" .506™ .545™ 1 481" | 487" .605™
Al Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 83 83 83 83 83 83 83
2 Pearson Correlation 715" .665" 611" | 481" 1 757" - 759" i
il sladll Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 83 83 83 83 83 83 83
2y Pearson Correlation 713" .606™ 586" | .487" | .757" 1 705"
abaladll Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 83 83 83 83 83 83 83
dadllsags s | Pearson Correlation .859™ .843™ .834" | .726™ | .851" | .835" 1 .824"
45 xS Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 83 83 83 83 83 83 83 83
ol La, s | Pearson Correlation 734" 705" 573" | .605™ | .759™ | .705™ .824™ 1
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 83 83 83 83 83 83 83 83 83
JsS il | Pearson Correlation .829" .805" 726" | .692™ | .839™ | .801" 925" .929™ 1
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000
N 83 83 83 83 83 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).
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(EL 0ass W) cldl jlas)-2
@jﬂﬁ'ﬂ daadl) 33 s &yluad ‘ﬂl;.m olad) 1-2
RELIABILITY

/VARIABLES=gl g2 g3 g4 g5 g6 g7 g8 g9 glO0 gll gl2 gl3 gl4 gl5 gl6 gl7 gl8 gl9 g20
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability
Case ProcessingSummary
N %
Cases Valid 83 100.0
Excluded? 0 .0
Total 83 100.0

a. Listwise deletion based on all variables in the

procedure.

ReliabilityStatistics
Cronbach's Alpha | N of ltems
.909 20

O Lay el @ldl) jlad) 2-2

RELTABILITY

/VARIABLES=g21 922 g23 g24 g25
/SCALE ('ALL VARIABLES') ALL

/MODEL=ALPHA.

Reliability
Case ProcessingSummary
N %

Cases Valid 83 100.0

Excluded? 0 .0

Total 83 100.0
a. Listwise deletion based on all variables in the
procedure.

ReliabilityStatistics

Cronbach's Alpha | N of Items

770 5

108

—
| S—



(IS8 O] @l jlad il sl 3.2

RELTABILITY

/VARIABLES=qgl g2 g3 g4 g5 g6 g7 g8 g9 glO0 gll gl2 gl3 gl4 gl5 gl6 gl7 gl8 gl9
g20 g21 g22 g23 g24925
/SCALE ('ALL VARIABLES') ALL

/MODEL=ALPHA.

Reliability
Scale: ALL VARIABLES
Case Processing Summary

N %
Cases Valid 83 100.0
Excluded? 0 .0
Total 83 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items

.929 25
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Ql,,\,ﬂu\!\ QUQ,\J g.a*hﬂ @J‘gﬂ\ By QSU
EXAMINE VARIABLES=gpaidi Lo s s

/PLOT NPPLOT
/STATISTICS DESCRIPTIVES

/CINTERVAL 95
/MISSING LISTWISE
/NOTOTAL.
Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
A s ySIY) deadl) 33 gn 83 100.0% 0 0.0% 83 100.0%
Ol sy 83 100.0% 0 0.0% 83 100.0%
Tests of Normality
Kolmogorov-Smirnov? Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
4 padl Leadll 3agn ) gma .085 83 .200° 974 83 .097
UM e s .088 83 .170 .984 83 372
*. This is a lower bound of the true significance.
a. LillieforsSignificance Correction

g agall) Bgb L) s

CORRELATIONS

s S i e o L ¢\ i e
cib Laidl :

/PRINT=TWOTAIL NOSIG

/MISSING=PAIRWISE.

Correlations
EAPTI prasal 22y Aoy

iy 54l Alaiay) A pud) 2y Gl slaall aay |caklal) aay
45 223 | Pearson Correlation 1 619" .629" 578" 715" 713"
Axiy) | Sig. (2-tailed) .000 .000 .000 .000 .000
N 83 83 83 83 83 83
aal 20y | Pearson Correlation .619" 1 745" .506™ .665" .606™
dsdl | Sig. (2-tailed) .000 .000 .000 .000 .000
N 83 83 83 83 83 83
ic yu 2y | Pearson Correlation .629" 745" 1 545" 611" .586"
i) | Sig. (2-tailed) .000 .000 .000 .000 .000
N 83 83 83 83 83 83
4l 2y | Pearson Correlation 578" .506™ 545" 1 481" 487"
Sig. (2-tailed) .000 .000 .000 .000 .000
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N 83 83 83 83 83 83

ay Pearson Correlation 715" .665™ 611" 481" 1 757"

clagledl | Sig. (2-tailed) .000 .000 .000 .000 .000

N 83 83 83 83 83 83

2 Pearson Correlation 713" .606™ .586" 487" 757" 1

abladl | Sjg. (2-tailed) .000 .000 .000 .000 .000

N 83 83 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).
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) el Aadl) daseil) LAY :lay),
REGRESSION

/MISSING LISTWISE
/STATISTICS COLLIN TOL
/CRITERIA=PIN(.05) POUT (.10)
/NOORIGIN

/DEPENDENT (a3l Loy

/METHOD=ENTER L lxdwY | 5\&)_“) ) P‘ L dw | ;‘—13-6-“’ AR
b Lz ]! )

Regression
Variables Entered/Removed?
Variables
Model Variables Entered Removed Method
1 plasied ] g an .| Enter

&hgadl paonad amn
LY dejw ary
O
S lagdall da
dib Ll a=y

a. Dependent Variable:o 53V La

b. All requested variables entered.

Coefficients?

Collinearity Statistics

Model

1 i) e 2ay .358 2.797
o) areai any .367 2.722
Lai! Ao pun dny .380 2.629
] g .606 1.650
Cila slaall any .329 3.044
Calalail) day .358 2.793

a. Dependent Variable:o sl Lay
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Ao ) A A1) JLARY aaetial) A jlasdY) gl sluld
REGRESSION

/MISSING LISTWISE

/STATISTICS COEFF OUTS R ANOVA COLLIN TOL
/CRITERIA=PIN (.05) POUT (.10)

/NOORIGIN

/DEPENDENT (43!
/METHOD=ENTE

Lo

Dolaied e oo [N ) ) s

db Las |
Regression
Variables Entered/Removed?
Model Variables Entered Variables Removed Method
1 plasswdl ddsgw dno .| Enter
&St prsal dx
LlbwY ) deju ary
! ury
Sloglall axy
dib Lo o
a. Dependent Variable:o 3 La
b. All requested variable
Model Summary
Model R R Square Adjusted R Square Std. Error of the Estimate
1 .8542 .729 .708 462
a. Predictors: (Constant), ENTER  de juw al WGiwY | dggw 4z
L lbiwy |
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 43.639 6 7.273 34.076 .000°
Residual 16.221 76 .213
Total 59.860 82
a. Dependent Variable: satisfaction
b. Predictors: (Constant), ENTER dc juw Jz al BowY ! ddggw dzo
iy |
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Coefficients?
Standardized
Unstandardized Coefficients Coefficients CollinearityStatistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) .003 .253 .013 .989
pladiaV) Al e 22 .210 .094 .223 2.236 .028 .358 2.797
& sall apaal aay .275 .086 314 3.183 .000 .367 2.722
Uiyl de yo oy -.166 .093 -172 -1.781 .079 .380 2.629
Ayl 22y .198 .075 .204 2.657 .010 .606 1.650
e sleall 22y .307 .107 .299 2.875 .005 .329 3.044
abalail) a2y .128 .098 131 1.309 194 .358 2.793

a. Dependent Variable: ¢ Ly

—

114

ot




(A1) Mg aay) oY) Ao jdl) Al dl) Ll il : Ll
dagad) Aadd) jlaady) lad) mili-1
REGRESSION

/MISSING LISTWISE
/STATISTICS COEFF OUTS COLLIN TOL

/CRITERIA=PIN(.05)

/NOORIGIN

/DEPENDENT (531
/METHOD=ENTER al LiiwY|

POUT

Loy

(.10)

dlggw 4z,

Regression

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 )Y A s 220 .| Enter
a. Dependent Variable:os i L,
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 7342 .539 .533 .584
a. Predictors: (Constant), alaaiu¥! il s aa
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 32.243 1 32.243 94.568 .000P

Residual 27.617 81 341

Total 59.860 82
a. Dependent Variable:o s L,
b. Predictors: (Constant), alaaiu¥) il seu 2a

Coefficients?
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) .933 .253 3.693 .000
alaiuy) Al s 22 .689 .071 734 9.725 .000 1.000 1.000

a. Dependent Variable: satisfaction
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REGRESSTON )

/MISSING LISTWISE
/STATISTICS COEFF OUTS COLLIN TOL

/CRITERIA=PIN (.05) POUT(.10)
/NOORIGIN
/DEPENDENT (o031 Lo,

/METHOD=ENTER &340l pian’ ixo.

Regression

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 &sall aranal a2ib . | Enter
a. Dependent Variable:os i L,
b. All requested variables entered.
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 29.733 1 29.733 79.940 .000P

Residual 30.127 81 372

Total 59.860 82
a. Dependent Variable:o s L,
b. Predictors: (Constant), & sell sl aay

Coefficients?
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics

Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.199 .246 4.884 .000

& sall apanal a2y .619 .069 .705 8.941 .000 1.000 1.000

a. Dependent Variable: satisfaction
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REGRESSION

/MISSING LISTWISE
/STATISTICS COEFF OUTS COLLIN TOL

/CRITERIA=PIN(.05) POUT (.10)
/NOORIGIN
/DEPENDENT (a3l Loy

/METHOD=ENTER i, lxiwY| e, w 4z

Regression
Variables Entered/Removed?
Variables
Model Variables Entered Removed Method
1 UaiuY) de yu aab . | Enter

a. Dependent Variable:o sV Ly

b. All requested variables entered.

Model Summary

Adjusted R

Model R R Square Square

Std. Error of the

Estimate

1 5732 .328 .320

.705

a. Predictors: (Constant), &lainy) de juw 2

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 19.623 1 19.623 39.504 .00QP
Residual 40.237 81 497
Total 59.860 82
a. Dependent Variable:o s 3 L
b. Predictors: (Constant),ulaiu¥) de jw 3a
Coefficients?
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.462 .304 4.809 .000
LY de yu 2 .550 .088 573 6.285 .000 1.000 1.000

a. Dependent Variable:o s 3V La
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REGRESSION

/MISSING LISTWISE

/STATISTICS COEFF OUTS COLLIN

/CRITERIA=PIN(.05) POUT (.10)
/NOORIGIN
/DEPENDENT (o3l Loy
/METHOD=ENTER i_ ju | 4

TOL

Regression

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 Ay ull aep .| Enter
a. Dependent Variable:o s: 3V La)
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .6052 .366 .358 .685
a. Predictors: (Constant), 4 ) 2
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 21.908 1 21.908 46.759 .00QP

Residual 37.952 81 469

Total 59.860 82
a. Dependent Variable: gs )l ba) jsaa
b. Predictors: (Constant), 4l 3

Coefficients?
Standardized
Unstandardized Coefficients Coefficients CollinearityStatistics

Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.236 .313 3.956 .000

[ ) e .589 .086 .605 6.838 .000 1.000 1.000

a. Dependent Variable:o s 3V La
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REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN (.05) POUT(.10)
/NOORIGIN
/DEPENDENT (o3l Loy
/METHOD=ENTER &L oglroll L

Regression

Variables Entered/Removed?

Variables
Model Variables Entered Removed Method
1 Cila sladll b . | Enter

a. Dependent Variable:o 3 La

b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .7592 577 572 .559
a. Predictors: (Constant), <ule steall aay
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 34.528 1 34.528 110.402 .000P

Residual 25.332 81 313

Total 59.860 82
a. Dependent Variable:o s 3 L
b. Predictors: (Constant), <ule steall aay

Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .602 .265 2.273 .026
o slrall 22y 779 .074 .759 10.507 .000
a. Dependent Variable:o 3 La
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REGRESSION

/MISSING LISTWISE

/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN(.05) POUT(.10)

/NOORIGIN

/DEPENDENT (o031 Lo,

/METHOD=ENTER liblsill 4z

Regression

Variables Entered/Removed?

Variables
Model Variables Entered Removed Method
1 Calalail) 2ey b . | Enter

a. Dependent Variable:o sl La,y s

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .7052 497 491 .610
a. Predictors: (Constant), —ahlill a2
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 29.752 1 29.752 80.043 .000°

Residual 30.108 81 372

Total 59.860 82
a. Dependent Variable:o s 3 L
b. Predictors: (Constant), —alaaill

Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .968 .270 3.579 .001
abalaill ey .692 .077 .705 8.947 .000
a. Dependent Variable:o s 3V L
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Abstract:

This study aims to present a theoretical framework, which defines the
different concepts related to quality in services sector, because it is considered as
a modern management approach.

The importance of this study resides in the knowledge of the role of quality
of e-service, with its dimensions (ease of use, website design, speed of response,
confidentiality and security, information, and empathy) in achieving customer
satisfaction, and to achieve this goal, the study relied on the descriptive method
for its appropriateness (suitability) to the nature of the subject.

Therefore, a questionnaire was designed as a tool to collect data and
disseminate it to the study sample represented by the (83) clients of M’sila Post
Bank, and some statistical methods were used in the Statistical Package for the
Social Sciences "SPSSV26" program to present and analyze the results of this
study and to test the hypotheses developed.

The study reveals that there is a statistically significant effect between
quality of electronical service and customer satisfaction for M’sila Post Bank.

Key words: electronical service, quality of electronical service, customer
satisfaction, M’sila Post Bank.



