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la croissance ?, Revue Banque, Management & systemes d'information, N707, p76.

1SilvaV, (2011), Banking Foresight : Blue Ocean Strategy For Integrated Development, 23" Anniversary Convention, p138

2Badoc M, dadon M.B, Op.Cit, p76.
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Source: Kim W.C, Mouborgne R ,(2005) .Blue Ocean Strategy,(How to create Uncontested Market Space
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and make the competition Irrelevant, Harvard Business School Publishing,U.S.A, p118.

10n Web Site : http://bueoceanstrategy.com/tools/strategy-canvas/, Accessed on : 13/03/2016
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2KimW.C, Mouborgne R(2015), Op.Cit, p.p148-150.
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31bid, p8o.
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2 Ibid, p515.
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Management, 50(3), pp. 429-446.
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19 pp.1001-1006, p21.

5 Leonard, D. and ). Rayport. (1997). Spark innovation through empathic design, Harvard Business Review, Vol75, N6,p.105
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process. Journal of services marketing, Vol16, N6, p.518.

3 Leonard, B. D.(1995). Wellsprings of knowledge: building and sustaining the sources of innovation, Harvard Business School
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of Business Research, 59,. p244.

4 C.M. Christensen and J.L. Bower, (1996).Customer power, strategic investment, and the failure of leading firms, Strateg Manage ,

pp197-218.

SUlwick, AW (2002). Turn customer input into innovation, Harvard Bus Rev, p92.

6 Ulwick, A. W. (2005). What customers want: using outcome-driven innovation to create breakthrough products and services.

New York: McGraw-Hill, p.36.
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1 Cudjoe. A.G, et al. (2015).__ Effect of Customer’s Satisfaction of Service Delivery on Customers’ Retention of Tigo

Telecommunication Network : A Case of Abokobi-Madina Localit), The International Journal Of Business & Management, Vol 3,

Issue 1, p149.

2]elEic’. S. (2014). Managing Service Quality to Gain Competitive Advantage in Retail Environment, TEM Journal, Vol03, No2,

p.p.181-186, p.182.
3 Shahin, A. (2006). SERVQUAL and Model of service Quality Gaps : AFrame work for determining and Prioritizing Critical

Factors in delivring Quality services. in Sarathy, V.P.(2006). Service Quality : An Introduction, The ICFAI unicersity press, India ,p.118.
* Ibid. p.121.

5 Robinson, S. (1999), Measuring service quality: current thinking and future requirements, Marketing Intelligence & Planning ,

Vol.17,No. 1, p.23.
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2 Shahin, A, Samea, M. Op. Cit, p2.
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Source : Shahin A, Samea, M (2010), Develping the model of service quality Gaps, A critical Discussion,

Business mamnagement and strategy, Vol1, No1, p2.
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S| sue
Dimensions Definition Items in dasyal NEA)
scale
Reliability The ability to perform the 4 edi e duwsll Bu8 (o
promised service dependably G oaxll cdgll ‘3 d9edl | Adgigd!
and accurately EER)
Assurance The knowledge and courtesy 5 Ppde plAsl e e gl
of employees and  their Ay 208y dausdl
ability to convey trust and o M;Lj_”@m oles
confidence . .
Tangibles The appearance of physical 4 Ll oMl § Jiewm
facilities, equipment, aes  Olpexdly olaally gl
personnel and B EPRES[PRTE P 51,831
communication materials
Empathy The provision of caring, 5 Jhas¥l coyladl dan,b Jeds
individualized attention to oddly slae¥ly (oLl aidy sl laid
customers Lucwsl) Louas ‘5\1\ égjé_ll
Responsiveness | The willingness to help 4 Loasdl  adde  laaiwl (2
customers and to provide Aozl @uddsy Bl Suelud | dlemiwd|
prompt service Ao yuuy

Source : Buttle, Frances, (1996). SERVQUAL: Review, critique, research agenda, European Journal of Marketing,

1 Shahin, A, Samea, M. Op.Cit, p 4.

2 parasuraman, A. et al. Op. Cit, p23.

Vol. 30,No.1, p9.
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! Parasuraman, A. et al. Op. Cit, p23.

2 Loke S.P, etal. Op. Cit, p25.

3 parasuraman, A. et al. (1988). Op. Cit, p17.

4 Jain S.K, Gupta. G. (2004). Measuring Service Quality: Servqual vs. Servperf Scales, VIKALPA, Vol29, No 2, p27.
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1 Ghaswyneh A M, etal, (2013). SERVQUAL and SERVPERF: A Review of Measures in Services Marketing Research, Global Journal
of Management and Business Research Marketing, Vol13, Issue 6,, p68.
2 Khan AM, Op. Cit, p166.

3 Buttle, Frances, (1996). SERVQUAL: Review, critique, research agenda, European Journal of Marketing, Vol. 30, No.1, pp.10-11.

# Upal, M. Op. Cit, p20.
5 lvarsson.A, Lindstrand.D, Op. Cit, p25.
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1 parasuraman, A, et al. (1988).0p .Cit, p23.
2 Jain S.K, Gupta. G, Op. Cit, p28.

? Ibid, p28.

% Ibid, p28.
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3 Jain S.K, Gupta. G, Op. Cit, p29.

690 Bilu gzpa ol s Wlo’

107 (el ¥ o JIE Tl (Lolacte ol Truaty3) JLEU ilgh (Lolarte rakih 339 Gubusn B 3951 Toaumall iameilylh ol linlad



835 %1 doomalt el il Joag slkal G2 racell 33ga (e O¥ Loxe byo | 2 gt

Taedf 3agamg (3551 Taiomall Prumeil picul (it ezt 1 (AL Sl

ay A Slalhias L 1Yy KLY o lu¥l (oeleiSil anatll (galazd¥l gl
) poadl” b Ludd Lunosll § Shadd ] (5055 Auess UsS Gaiay dpu> pocie HSLY agan
sLaily (o3l Lple Lae (@1) 2oyl Layiolic pactiy «galmzd¥l JSe ! J 1o g lladsl Sy 558 ity o]
oY) e Buasll ey calinag w58 Lo S Jada paly pogio 4 LS " latuly Bugusr juolic
5ag29 30391 Lzl Azl o pemdl Jolmie el lda (ess <Auadliall 3ST,L0 3 Lanias Lzmiong
Oladlgie logeal) OB 13) Lo Adynn i aunsl Jlms 3 Laginivald @3 cloga pazd! Bads Ul (a9 Zoasll
VYRES [DIVCQ RIS (IR SWESN (R S i I U Ryt P (I PRy v- Eri (95 P11 (R | 2O |

Lladll clelad g apaall § S 3 Hleladl Lple camgn LbLad skt Ll cuolyi 13]
G Bl dzmys 4l HLY1 Cayad o0 (Sasg Bumogall Aendliadl 3yuall 3505 3w Jole SIS uiny
es s i Gl Sleaslly aludl Jooads (aebanll lidee M) clbeall Jouad JI 6355 0F e
dpainll ange g 1Y) aung 3 Jiergd SN Lol (5,Sall (ALAIST pa 38151y Lo sle £ 1Y) (L6 WSall
sdyd (34339 sdme cinyal ) lsliay @Jo g lAs¥ls g lu¥le HELY goinse ouimldl e SISl
B ey S| e 58w Ayl sda § LS5 mualall sda o balsdl w2 Lo Wiy coollaall
Aoy LS Gpumtdl of (zmpatll SISy (gydmdl SIS tlea HELY (e (e g5 o ied] (Say IS
onis L) pamy

iy I oMl e el (ady S ageie e baas 3SAN Jglomine cllall 1da IS5 (e
podin LS Aeasdl 83529 3o Lol Aumiililal (o oo e3> 4l oylaely amladl cregeall oo
KLY e Bl 53929 By ool Lazmsiliisel (ya S cudige ) oloa¥l Ladlic
(Disruptive Innovation) pldaait! SLEaia¥ 19 8y3%1 Jaoeel! Jacedl yiu : X gl

SN pouall” s 9cd Lsnds Aucasll (@ lsd ) (6255 Aue 93 AaS Jaay dpur o gin 58I suimy
S lael M5 e @llig 1939 ale (J.Shumpeter) fuwgd Cisjg> 4asms LeS(Creative Distruction)
ol s pudn caisldl o sae a8 uBy lae Sluwgoll (Destroyer) Jlass g(Creator) Li) i
JLal P o Aailall Blowdl Sha Jlamy gl P @l Judaatll” (o cilgo J] (6355 48 Lz 1gasl]

1 Benyetho K (2014), Réle de L'innovation dans L’amélioration de la Qualité du Management et de L'organisation des PME

internationales Marocaines, Dossiers de recherche en Economie et Gestion, Numéro Spéciale, p493.

2 Utterback,).A, Acee, H.J. (2003). Disruptive Technology , Presented at The Pavitt Conférence, University of Sussex, England, p02.
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Source : Christensen, C.M, Raynor,M.E.(2003). The Innovator’s Solution : Creating and Sustaining Successful

Growth, Harvard Business School Press, Boston, p44.

! Lumpkin,G.T, Dess, G.G.(1996). Clarifying The Entrepreneurial Orientation Construst and Linking it to Performance, Academy

of Management Review, Vol.21,N1.
2 Kanter, RM, (1983). The Changes Masters : Innovation and Entrepreneurship in the American Corporation, Newyork, Simon

and Shuster, p.20-21.
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3 Ibid,p13.
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Service Quality in the Relocation Industry, Master of science Thesis, Stockholm, Sweden , p28.
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1 Malik, S.U.(2012). Customer Satisfaction, Perceived Service Quality and Mediating Role of Perceived Value, International

Journal of Marketing Studies, Vol4, No.1, p70.
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! Reichheld, F., & Markey, B. (2011). The Ultimate Question 2.0 - Driving Good Profits and True Growth. Boston: Harvard Business
School Press, p.39.
2 Ibid, p39.
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Source : lvarsson.A, Lindstrand.D .(2014). Developing a Tool for Digital Transformations: How to Improve

Service Quality in the Relocation Industry, Master of science Thesis, Stockholm, Sweden, p39.
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! Tabari et al,(2014). The role of a blue ocean strategy on performance evaluation, Management Science Letters, Vol4, p1612.

2 Service assurance for communications service providers. (2007). White Paper, Improve Service Quality and enhance the customer
experience, IBM, Governance and Risk Management.
3 Milfelner et al, Op. Cit, p607.
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¢(Attractive quality attributes) 41> 89> Slaw -1

¢(One-dimensional quality attributes)aadl &sl>i 839> cilaw -2

! Milfelner et al, Op. Cit, p609.
2 Benjamin S, et al, (2004), Service Quality : New Direction in Theory and Practice, Sage Publications, U.S.A, p51.
? Ibid, p53.

4 Setijono D, (2008), The Development of Quality Management Toward Customer Value Creation, Thesis for the degree of

Doctor of Philosophy, Vixj6 University, Sweden.
/50 Aaiall i *
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1 Yang C.C, etal, Op. Cit, p2.
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Source: Yang C.Cetal ,(2011), An Integrated Model of Value Creation Based on the Refined Kano’s Model

and the Blue Ocean Strategy, Total Quality Management & Business Excellece,Vol 22,N9, p2.
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Source: Yang C.C, Sung D, Yang C.C, Sung D,(2011), An Integrated Model of Value Creation Based on the

Refined Kano’s Model and the Blue Ocean Strategy, Total Quality Management & Business Excellece, Vol 22,

N9, p2.
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1 Kai Yang,(2008) . Voice Of The Customer Capture and Analysis, Mc Graw Hill Companies, USA, p113.
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2 Sekaran U,(2000). Research Methods for Business: A Skill-Building Approach, John Wiley & Sons, Inc., Fourth Edition, p225.

3 Cook, M., & Cripps, B. (2005). Psychological assessment in the workplace. London, John Wiley & Sons Ltd, p206.
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Résumé
L'adoption de l'approche de Kim & Mouborgne (2005), fondée sur I'innovation de lavaleur, parlesgrandes institutions, a ouvertlavoie dungrand nombre
de chercheurs pour découvrir le cadre adopté dans la mise en ceuvre de la « Blue Ocean Strategyr, et son effet sur le changement dans la pensée intellectuelle et stratégique.

Dans ce contexte, ce travail de recherche vise a analyser I'effet de I'adoption du cadre de la « B/lue Ocean Strategy» sur I'amélioration de la qualité du service de les
opérateures de téléphonie mobile dans la région « Msila». Pour répondre a cette problématique, I'approche descriptive basée a la fois sur I'approche quantitative et
qualitative a été utilisée. Ainsi, ce travail a été réalisé en cinq étapes : Nous avons, en premier, déterminé les facteurs de la qualité de service, et cela a travers un entretien
avec la Fondation Oreedoo. En plus de cela, 'analyse d'une série d'études précédentes dans le secteur de service a été réalisée pour concevoir le questionnaire de cette
thése. Par la suite, nous avons déterminé l'importance relative de la qualité du service et dessiné, ainsi, la courbe de qualité attendue / pergue pour tous les facteurs et
calculé apreés le niveau de la qualité selon le modele de SERVQUAL. Dans une derniére étape, de ce travail, nous avons effectué une catégorisation des facteurs en fonction
de leurs possibilités d'améliorer la qualité de service. Cela nous a permis d'identifier les solutions techniques correspondant a la nouvelle orientation stratégique visant a
améliorer la qualité de service.

Les résultats de I'application du programme de la qualité de service (SQC), a montré la présence de trois groupes. Le premier groupe contient certains facteurs qu'il
faudrait renforcer tels que : la facilité d'acces aux offres, 'absence d’erreurs dans le service, la possibilité a la clientéle de contacter l'institution, ainsi que d’avoir un personnel
possédant des compétences en communication. Le deuxiéme groupe contient des facteurs qu'il faudrait laisser en dehors du cadre de renforcement de l'institution tels que :
la force et la stabilité du réseau, la communication des informations sur les offres, ainsi que le service de conseil a la clientéle. Le troisieme groupe contient dautres facteurs
qui sont censés étre adoptés par |'institution tels que : la promotion d'une plateforme d'interaction entre les clients, la mise en place d'un mécanisme automatique 24h/24,
I'acces aux services disponibles sur Internet, ainsi que la compensation lors d'un disfonctionnement dans le service.

Nous avons, dans ce travail de recherche, présenté un guide a suivre par une institution afin de changer sa stratégique en vue d'améliorer la qualité de son service. A
partir de cela, certaines solutions ont été proposées comme la création des applications pour le téléphone mobile, I'adoption d’un modeéle de service propre a l'institution, et
la formation d'une communauté sur internet. Toutes ces solutions visent a augmenter lavaleur du client et ainsi obtenir innovation dans la valeur aussi bien pour
I'institution que pour le client.

Les mots clés: |a stratégie océan blue, qualité de service, mesure de la qualité de service (SERVQUAL), Opérateurs de téléphonie mobile (DMO), Innovation.

Abstract
The adoption of the Kim & Mouborgne approach, based on value innovation, by large institutions, has opened the way for a large number of researchers to discover the
framework adopted in the implementation of the "Blue Ocean Strategy’, and its effect on the change in intellectual and strategic thinking.

In this context, this research aims to analyze the effect of the adoption of the "Blue Ocean Straregy "framework on the improvement of the quality of operator of mobile

phone in the "Msila" region. To answer this problem, a descriptive approach based on both quantitative and qualitative approach was used. Thus, this work was carried out
in five stages: We first determined the factors of the service quality, and this through an interview with the "Oreedoo” Foundation. In addition to this, an analysis of a series
of previous studies in the service area was conducted to design the questionnaire for this thesis. Subsequently, we determined the relative importance of quality service,
designed, thus, the expected / perceived quality curve for all factors, and calculated after the quality level according to the SERVQUAL model. In a final step, we categorized
factors based on their potential to improve service quality. This allowed us to identify the technical solutions corresponding to the new strategic direction to improve the
quality of service.
The results of the application of the Service Quality Canvas (SQC), showed the presence of three groups. The first group contains some factors that should be emphasize
such as: ease of access to offers, the absence of errors in the service, the ability of the client to contact the institution, as well as having a staff possessing communication
skills. The second group contains factors that should be Make irrelevant the institution's strengthening framework, such as: strength and stability of the network,
communication of bid information, and customer service. The third group contains other factors that are supposed to be adopted by the institution such as: the promotion
of a platform for interaction between customers, the setting up of a 24-hour automatic mechanism, access to services available on the Internet, as well as compensation
during a malfunction in the service.

In this research, we have presented a guide for an institution to follow in order to change its strategy to improve the quality of its service. From this, some solutions have
been proposed such as the creation of applications for mobile phones, the adoption of a model service specific to the institution, and the formation of a community on the
Internet. All of these solutions aimed at increasing the value of customer and thus achieving value innovation for both the institution and customer.

Key words: Blue Ocean Strategy, quality of service, quality of service measurement (SERVQUAL),Operator of Mobile Phone (D.M.O), Innovation.
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