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Abstract:

The study aimed to find out the role of retail stores' services in
achieving customer loyalty, based on the answers of a sample from customers
of Mega Mall corporation for the sale of electrical home appliances in the
wilaya of M'sila.

The result of the study found that there is a significant impact of retail
establishment services on the loyalty, while the overral degree al loyalty was

moderate, this leads not always lead us to gain customer loyalty.
Key words: services, retail, customer, loyalty.
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Mean Std. Deviation
Us e s 16.7000 6.54420
A 19.4200 4.36634
e a5 AllLaca 26.9000 6.97005
) jall AL allilesall 18.5200 8.10452
Aidlalaallilersl) 18.5200 6.16852

Correlations

allaale say g illilead &) el glalealslaral)

O le¥s  Aaldleninlead ¢ a A alaallilaral)

Pearson Correlation ¢s3lle¥s 1.000 .935 : : .967
dalullosiilers .935 1.000 . . .933
Ellanla s s illilans 971 .947 . .986
)yl gAleSallilarsl) .987 .944 . .957
4 alealtileadl) .967 .933 . . 1.000
Sig. (1-tailed) Oy . .000 . . .000
Aaldloilass , . . . .000
el g L , , . . .000
48 ) fAladliteadl) ) ) ) . .000
L alrallilersl)
Os Ve s
Labodlepinless
dlanie sa g silliLars
) yal) galeSalliloadl)

U laallilaasl)

Model Summary®




Adjusted R Std. Error of the
R R Square Square Estimate
1 0.9912 0.982 .980 .92387

a. Predictors: (Constant), &sdlaalibesal], dalulapiilerd, 48 jall sfileCallieadl],
) am Lag g Al Sleas
b. Dependent Variable: o3 Y5

ANOVA?

Sum of Squares df Mean Square F

Regression 2060.091 4 515.023 603.397
Residual 38.409 45 .854
Total 2098.500 49

a. Dependent Variable: ¢ eY s

b. Predictors: (Constant)‘ 3_:;3‘& Lealliloas \l' daludl :\E”ﬁ\ 34 , &\ﬂ\}ii\ COA (PR \I’ C~::“ \..\\ SYEP) yltileas

Coefficients?

Unstandardized Standardized 95.0% Confidence Interval
Coefficients Coefficients for B
Lower
Std. Error ig. Bound Upper Bound
(Constant) 1.153 -2.475- 2.170

Aalullopitilors 0.102 -.335- 077
aalisnle sayy Alldess 0.130 -.009- 515
881 all faleallslossl 0.065 457 719
ASllaalilesdl) 0.133 -177- 357

a. Dependent Variable: s eY s

CasewiseDiagnostics?

Case Number Std. Residual osMe¥s  Predicted Value  Residual
17 4.079 25.00 21.2311 3.76887

a. Dependent Variable: ¢s:eY s




Residuals Statistics?

Minimum

Maximum

Mean

Std. Deviation

Predicted Value

Std. Predicted Value
Standard Error of Predicted
Value

Adjusted Predicted Value
Residual

Std. Residual

Stud. Residual

Deleted Residual

Stud. Deleted Residual
Mahal. Distance

Cook's Distance

Centered Leverage Value

4.9348
-1.814-
144

4.9051
-1.72534-
-1.868-
-1.918-
-1.81945-
-1.979-
.214

.000

.004

25.3614
1.336
.516

25.3950
3.76887
4.079
4.406
4.39595
5.777
14.323
.646
.292

16.7000
.000
.280

16.6919
.00000
.000
.004
.00807
.031
3.920
.025
.080

6.48403
1.000
.086

6.48132
.88536
.958
1.014
.99237
1.151
3.154
.093
.064

a. Dependent Variable: s sY s

Frequency

Dependent Variable: onsl =Yy

0

Histogram

Mean = -1.09E-15
Std. Dew. = 0.958
M =250

2

Regression Standardized Residual




Normal P-P Plot of Regression Standardized Residual

Dependent Variable: ol ¥y
1.0

Expected Cum Prob

04 06

Observed Cum Prob

Scatterplot
Dependent Variable: an3i ¥y

Regression Standardized Residual

0

Regression Standardized Predicted Value




