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Case Processing Summary

N %
Cases Valid 45 100,0
Excluded® 0 ,0
Total 45 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

,996 23

Case Processing Summary

N %
Cases Valid 45 100,0
Excluded® 0 ,0
Total 45 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

,992 11

Case Processing Summary

N %
Cases Valid 45 100,0
Excluded® 0 ,0
Total 45 100,0

a. Listwise deletion based on all variables in the

procedure.




Reliability Statistics

Cronbach's

Alpha

N of Items

,993

12

One-Sample Kolmogorov-Smirnov Test

M1 M2 TOTAL
N 45 45 45
Normal Parameters®® Mean 3,5394 3,6537 3,5990
Std. Deviation 1,05954 1,04325| 1,04807
Most Extreme Differences  Absolute ,193 ,124 ,126
Positive ,084 ,098 ,091
Negative -,193 -,124 -,126
Kolmogorov-Smirnov Z 1,292 ,831 ,845
Asymp. Sig. (2-tailed) ,071 ,494 AT4

a. Test distribution is Normal.

b. Calculated from data.

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
Q1 45 3,5111 1,21771 ,18153
Q2 45 3,6222 1,21148 ,18060
Q3 45 3,7778 1,10554 ,16480
Q4 45 2,911 1,04059 ,156512
Q5 45 3,4222 1,05505 ,15728
Q6 45 3,0444 ,92823 ,13837
Q7 45 3,6444 1,15120 ,17161
Q8 45 3,7778 1,06363 ,15856
Q9 45 3,6667 1,16775 ,17408
Q10 45 3,6667 ,92932 ,13853
Q11 45 3,8889 1,21023 ,18041
Q12 45 3,8000 1,07872 ,16081
Q13 45 3,7778 1,02000 ,15205
Q14 45 3,6000 ,98627 ,14702
Q15 45 3,6000 ,96295 ,14355
Q16 45 3,8444 1,18620 ,17683
Q17 45 3,8222 1,07215 ,15983




Q18 45 3,6889 1,23991 ,18483

Q19 45 3,5778 1,11781 ,16663

Q20 45 3,6444 1,06931 ,15940

Q21 45 3,711 1,12052 ,16704

Q22 45 3,5111 1,01404 ,15116

Q23 45 3,2667 1,09545 ,16330

M1 45 3,539 1,05954 ,15795

M2 45 3,6537 1,04325 ,15552

TOTAL 45 3,5990 1,04807 ,15624

One-Sample Test
Test Value = 3
95% Confidence Interval of the
Mean Difference
t df Sig. (2-tailed) Difference Lower Upper

Q1 19,342 44 ,000 3,51111 3,1453 3,8770
Q2 20,057 44 ,000 3,62222 3,2583 3,9862
Q3 22,923 44 ,000 3,77778 3,4456 4,1099
Q4 18,767 44 ,000 2,91111 2,5985 3,2237
Q5 21,759 44 ,000 3,42222 3,1052 3,7392
Q6 22,002 44 ,000 3,04444 2,7656 3,3233
Q7 21,237 44 ,000 3,64444 3,2986 3,9903
Q8 23,826 44 ,000 3,77778 3,4582 4,0973
Q9 21,063 44 ,000 3,66667 3,3158 4,0175
Q10 26,467 44 ,000 3,66667 3,3875 3,9459
Q11 21,556 44 ,000 3,88889 3,56253 4,2525
Q12 23,631 44 ,000 3,80000 3,4759 4,1241
Q13 24,845 44 ,000 3,77778 3,4713 4,0842
Q14 24,486 44 ,000 3,60000 3,3037 3,8963
Q15 25,079 44 ,000 3,60000 3,3107 3,8893
Q16 21,741 44 ,000 3,84444 3,4881 4,2008
Q17 23,915 44 ,000 3,82222 3,5001 4,1443
Q18 19,958 44 ,000 3,68889 3,3164 4,0614
Q19 21,471 44 ,000 3,57778 3,2420 3,9136
Q20 22,863 44 ,000 3,64444 3,3232 3,9657
Q21 22,217 44 ,000 3,711 3,3745 4,0478
Q22 23,227 44 ,000 3,51111 3,2065 3,8158
Q23 20,004 44 ,000 3,26667 2,9376 3,5958
M1 22,409 44 ,000 3,53939 3,2211 3,8577
M2 23,494 44 ,000 3,65370 3,3403 3,9671
TOTAL 23,036 44 ,000 3,59903 3,2842 3,9139




Correlations

M1
Q1 Pearson Correlation ,973**
Sig. (2-tailed) ,000
N 45
Q2 Pearson Correlation 977"
Sig. (2-tailed) ,000
N 45
Q3 Pearson Correlation ,967**
Sig. (2-tailed) ,000
N 45
Q4 Pearson Correlation ,959**
Sig. (2-tailed) ,000
N 45
Q5 Pearson Correlation 941”7
Sig. (2-tailed) ,000
N 45
Q6 Pearson Correlation ,931**
Sig. (2-tailed) ,000
N 45
Q7 Pearson Correlation ,984**
Sig. (2-tailed) ,000
N 45
Q8 Pearson Correlation ,976**
Sig. (2-tailed) ,000
N 45
Q9 Pearson Correlation ,985**
Sig. (2-tailed) ,000
N 45
Q10 Pearson Correlation ,953**
Sig. (2-tailed) ,000
N 45
Q11 Pearson Correlation 955~
Sig. (2-tailed) ,000
N 45

**, Correlation is significant at the 0.01 level
(2-tailed).




Correlations

M2
Q12 Pearson Correlation ,979**
Sig. (2-tailed) ,000
N 45
Q13  Pearson Correlation 971"
Sig. (2-tailed) ,000
N 45
Q14 Pearson Correlation ,961**
Sig. (2-tailed) ,000
N 45
Q15 Pearson Correlation ,958**
Sig. (2-tailed) ,000
N 45
Q16 Pearson Correlation ,963**
Sig. (2-tailed) ,000
N 45
Q17  Pearson Correlation 966"
Sig. (2-tailed) ,000
N 45
Q18 Pearson Correlation ,968**
Sig. (2-tailed) ,000
N 45
Q19 Pearson Correlation ,975**
Sig. (2-tailed) ,000
N 45
Q20  Pearson Correlation 974"
Sig. (2-tailed) ,000
N 45
Q21 Pearson Correlation ,979**
Sig. (2-tailed) ,000
N 45
Q22 Pearson Correlation ,952**
Sig. (2-tailed) ,000
N 45
Q23 Pearson Correlation ,943**
Sig. (2-tailed) ,000
N 45




Correlations

M2
Q12 Pearson Correlation ,979**
Sig. (2-tailed) ,000
N 45
Q13  Pearson Correlation 971"
Sig. (2-tailed) ,000
N 45
Q14 Pearson Correlation ,961**
Sig. (2-tailed) ,000
N 45
Q15 Pearson Correlation ,958**
Sig. (2-tailed) ,000
N 45
Q16 Pearson Correlation ,963**
Sig. (2-tailed) ,000
N 45
Q17  Pearson Correlation 966"
Sig. (2-tailed) ,000
N 45
Q18 Pearson Correlation ,968**
Sig. (2-tailed) ,000
N 45
Q19 Pearson Correlation ,975**
Sig. (2-tailed) ,000
N 45
Q20  Pearson Correlation 974"
Sig. (2-tailed) ,000
N 45
Q21 Pearson Correlation ,979**
Sig. (2-tailed) ,000
N 45
Q22 Pearson Correlation ,952**
Sig. (2-tailed) ,000
N 45
Q23 Pearson Correlation ,943**
Sig. (2-tailed) ,000
N 45

**, Correlation is significant at the 0.01 level
(2-tailed).




Notes

Output Created
Comments

Input

Missing Value Handling

Active Dataset

Filter

Weight

Split File

N of Rows in Working Data
File

Definition of Missing

Cases Used

21-mai-2015 16:08:00

DataSet0
<none>
<none>
<none>
45

User-defined missing values are
treated as missing.

Statistics for each pair of variables are
based on all the cases with valid data

for that pair.

Syntax CORRELATIONS
/VARIABLES=TOTAL M1 M2
/PRINT=TWOTAIL NOSIG
IMISSING=PAIRWISE.
Resources Processor Time 00:00:00,031
Elapsed Time 00:00:00,035
[DataSet0]
Correlations
TOTAL M1 M2
TOTAL Pearson Correlation 1 ,997** ,997**
Sig. (2-tailed) ,000 ,000
N 45 45 45
M1 Pearson Correlation 997" 1 989"
Sig. (2-tailed) ,000 ,000
N 45 45 45
M2 Pearson Correlation 997" 989" 1
Sig. (2-tailed) ,000 ,000
N 45 45 45

**. Correlation is significant at the 0.01 level (2-tailed).




One-Sample Test

Test Value = 3
95% Confidence Interval of the
Mean Difference
t df Sig. (2-tailed) Difference Lower Upper
Q1 2,816 44 ,007 ,51111 ,1453 ,8770
Q2 3,445 44 ,001 ,62222 ,2583 ,9862
Q3 4,719 44 ,000 7778 ,4456 1,1099
Q4 -,573 44 ,570 -,08889 -,4015 ,2237
Q5 2,685 44 ,010 ,42222 ,1052 ,7392
Q6 ,321 44 ,750 ,04444 -,2344 ,3233
Q7 3,755 44 ,001 ,64444 ,2986 ,9903
Q8 4,905 44 ,000 7778 ,4582 1,0973
Q9 3,830 44 ,000 ,66667 ,3158 1,0175
Q10 4,812 44 ,000 ,66667 ,3875 ,9459
Q11 4,927 44 ,000 ,88889 ,5253 1,2525
Q12 4,975 44 ,000 ,80000 4759 1,1241
Q13 5,115 44 ,000 17778 4713 1,0842
Q14 4,081 44 ,000 ,60000 ,3037 ,8963
Q15 4,180 44 ,000 ,60000 ,3107 ,8893
Q16 4,776 44 ,000 ,84444 ,4881 1,2008
Q17 5,144 44 ,000 ,82222 ,5001 1,1443
Q18 3,727 44 ,001 ,68889 ,3164 1,0614
Q19 3,467 44 ,001 57778 ,2420 ,9136
Q20 4,043 44 ,000 ,64444 ,3232 ,9657
Q21 4,257 44 ,000 71111 ,3745 1,0478
Q22 3,381 44 ,002 ,51111 ,2065 ,8158
Q23 1,633 44 ,110 ,26667 -,0624 ,5958
M1 3,415 44 ,001 ,53939 ,2211 ,8577
M2 4,203 44 ,000 ,65370 ,3403 ,9671
TOTAL 3,834 44 ,000 ,59903 ,2842 ,9139
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Summary

The primary goal of this research is the role of negotiation skills in
improving the quality of customer service .ola study to achieve this goal we've
divided this research into three chapters Vslaan theorists in (to negotiate my
entrance) and (quality of service and improved), and there Hawwalnaseat about
the possibility of addressing the dilemma raised in fact, through Almidnyh study
in (Maghreb Pipe Industries) Crown achieve this purpose we relied on Wallace

Tell us where an essential tool in the examination of aspects of the search
for near The study concluded to achieve the overall premise, where it turns out
that I am the institution under study has negotiated Mehrat improvement of the
quality of customer service.

Keywords: negotiation, negotiation skills, quality of service, customer service.
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