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Abstract:

This study aims at highlighting the best quality standards in the service of the
HOUARI BOUMEDIENE International Airport in Algiers, which in turn
enhances the satisfaction of its airlinesand a.And to be more familiar with the
subject, we used the descriptive approach to provide the theoretical background
,using the questionnaire method in this area to collect information for a sample of
20 airlines, including Arab and foreign ,where it included questions related to the
variables and dimensions of quality of service and questions about the
satisfaction of airlines,as designed in a manner consistent with the achievement
of the objectives of the final study users in it statistical Program SPSS 20,where
it was confirmed the indications of sincerity and stability by 0.916 .In the last,
the study concluded with a number of results, which is:There is a correlation
between the quality of airport services and the satisfaction of the industrial
customer;There is a statistically significant relationship between service quality
dimensions sensitivity, responsiveness, reliability, safety, empathy) Explain the
persontage respectively 0.43 0.48 0.41 0.63 0.52 of customer satisfaction airlines
, There are no statistically significant differences in the responses of airlines
regarding the intermediate variables (nature of ownership, type of company,
experience and type of service).

Keywords: quality of airport service, quality of service dimensions, industrial
customer, customer satisfaction, airlines
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As ) e dals
Effectifs | Pourcentage Pourcentage Pourcentage
valide cumulé
ials 3 15.0 15.0 15.0
dwsee |15 75.0 75.0 90.0
Valide
k. |2 10.0 10.0 100.0
Total 20 100.0 100.0
Ol skl A8 )l g i
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé
s 4 20.0 20.0 20.0
dne 11 55.0 55.0 75.0
Valide
Axial 5 25.0 25.0 100.0
Total 20 100.0 100.0
Ol skl Jae (B AS A 5
Effectifs Pourcentage Pourcentage | Pourcen
valide tage
cumulé
Glsis 1008 | 3 15.0 15.0 15.0
.20 0100 |14 70.0 70.0 85.0
Valide )
45w 20 e S 3 15.0 15.0 100.0
Total 20 100.0 100.0
Ol palalt A8 4 daad g5
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé
Ol i 17 85.0 85.0 85.0
Valide  )uns oad (Phadl ds | 2 10.0 10.0 95.0
lmy o iluall g8 1 5.0 5.0 100.0
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Total I 20 | 100.0

| 100.0

Sylral) Bl puitlly Jagaalt 1703y Gouked)

Statistiques descriptives

N Moyenne | Ecart type
P} 5 ) shata s jeal jUnally i s
i 20 2.4000 1.31389
Jadlall 552l ulea g (Baldati Aaadl)
& callall ¢ g cilaadll adia aal g
) ) 20 3.3000 1.17429
2aaall Al
20 2.1500 .98809
)33, <l a,
BeliS 5 (33 yedaay jlaall il ga aidly
20 2.6500 1.53125
Al diga
S cleat e i 3all jUae i s
) 20 2.2000 1.36111
Jshas (s oo Uae(
Bl e ol el jdae ik
20 2.1000 1.29371
B
il s e il 5all e i
20 4.6000 .75394
PEEIN
Dbl Aaod 3352 20 3.3000 .80131
A yalall 20 3.5000 70711
N valide (listwise) 20
Statistiques descriptives
N Moyenne | Ecart type
Ol 20 2.2750 .76906
N valide (listwise) 20
Statistiques descriptives
N Moyenne | Ecart type
Dbl 3 1) o pla e Alaiul S
o S oS luadiianl 5 pSilllaial 20 3.9000 .96791
Jad s
e oSSl HUaall 3l cunius | 20 3.4000 1.35336
B lead anaiy jUaall chladd o 68
20 2.9000 .78807
ASia) yBY Al
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20 3.2000 1.05631
5 lalall
20 3.1500 1.13671
callall sie Jsall i 5l jUas
iy 20 3.5250 .76906
N valide (listwise) 20
Statistiques descriptives
N Moyenne | Ecart type
Gl piall Giledd (5 ghse
Akl A8 e Blpa (2 20 3.4500 1.27630
Yo el e 3301 2 5l & s
Bl ot (ol (35 JSe a sy Jls B
20 3.1000 1.07115
il 8 ) 3 LS Ul
Gl sl il all jUae dsge A
i 20 3.5500 1.05006
dapiagaads
sl gl jUaall ol Fass e o 55
20 3.7000 .65695
Lase 5
Leae sar jUaall pd duwse o 35 | 20 3.4000 .94032
B . ) 20 3.5000 .76089
Gy ama JS
bl e i jall jUas (5 5iny
i 20 2.2000 .83351
Joalaie Y 20 2.8250 .83153
N valide (listwise) 20
Statistiques descriptives
N Moyenne | Ecarttype
Jlad el allas jlaally jé 55y
20 4.6500 .74516
Yol e jal(
Siall jUaay cileadl) adie Sl
i i 20 3.9500 .99868
sl
Dl (s3a) 55 5 8 el s 20 4.6000 59824
) 20 4.2500 .96655
sl Sl jUae
k) 20 4.4500 .80948
N valide (listwise) 20
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Statistiques descriptives

N Moyenne | Ecart type
O 8l gbsa g Jamy jUaall 510} Jalaii
20 3.2500 .55012
Olaall ¢S s
YL laall Laadl) gadie sty
20 3.6500 1.22582
PARAPIA (g
Lalaia ) 5 Logi jUaall sikaga jekay
20 3.4500 .60481
Combial Cplalaia€ oSilaliaY
sl S oal JUaae ik g widhy
20 4.2000 .89443
las glalat b Calallly
Alalall 20 3.7250 .63815
N valide (listwise) 20
Statistiques descriptives
N Moyenne | Ecart type
A Aaadl) adie Alalas oo al U
) ) 20 3.1500 .93330
sl i 3all jlas
i (e oS0 Al cileaaldl (3l
B 20 1.7000 .65695
Silad g5 aa A sall i 3al) s
Lsu 58 Y ) 22e e (al Ul
20 2.2500 .71635
Slaall eyl
e ledd (g i (e (sl U
20 5.0000 .00000
sl i3l e
Al Aallrs allas e il i
20 2.6000 .75394
-L_._;JA” )S‘JAJ\ )\LA B)‘AJ u)l: Y
oyl (e dediall culeaall (380 65
Bagall ules go dsall i3l Uae | 20 1.1500 .48936
Agallall
el el (5 gise e ) el
20 2.1500 .87509
sl i3l ey
55 ek (5 sme 0 (sl U
o 20 2.2500 .91047
sl D3 el JUaey Aaial) Jueady
?:LLA\QLAAAL;)LMQ:UA\)&‘\
) . 20 1.3500 .48936
Yoo siie i s(Olaall (e
Aoy and et (e (Ul
20 5.0000 .00000
DHaally apa il
Shgl) el ja) clead e Gl Ul
20 3.6000 .75394

sl i3l jUaay 48 peall
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Joaaddl 5 phall e (al ) Ul
il Hlaey ol yilkall

Cal) and clada (e aal ) U
sl 33l jlaay 5l 5

FaDlall A1 e dexd e Gl U
Pl pall z (Utall Ay 52l

e i) aud Claxa e (gl U
sl i3l las

Llpa aud cladd (e il U
il

& dediall leadl) Hlad e (gl U
sl 55 U Gk e

Dbaay d8Uail (5 gl e al Ul
sl Sl

SUaally 4 jlall sl (e (gl Ul
Jalaidl cileadll e (al Ul

sl i 3adl JUa o bkl

Jaa (el cleadll e (gl U
Sl jUadd) bl jals) galaall
sl

il el jUae il e (el U
sl

Okl S yE L

N valide (listwise)

20

20

20

20

20

20

20

20

20

20

20

20
20

2.6000

2.7500

5.0000

2.7500

2.8000

2.5500

2.2500

1.5000

4.9000

1.9500

2.1500

2.6500

.88258

.55012

.00000

.55012

.61559

.75915

.78640

1.00000

44721

.68633

.67082

.60914
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Récapitulatif de traitement des observations

N %
Valide 20 100.0
Observations  Exclus® 0 .0
Total 20 100.0

a. Suppression par liste basée sur toutes les

variables de la procédure.

Statistiques de fiabilité

Alpha de Nombre

Cronbach d'éléments

916 49

Récapitulatif de traitement des observations

N %
Valide 20 100.0
Observations  Exclus® 0 .0
Total 20 100.0

a. Suppression par liste basée sur toutes les

variables de la procédure.

Statistiques de fiabilité

Alpha de Nombre
Cronbach d'éléments

.893 27

Récapitulatif de traitement des observations

N %

Valide 20 100.0
Observations  Exclus® 0 .0

Total 20 100.0
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a. Suppression par liste basée sur toutes les

variables de la procédure.

Statistiques de fiabilité

Alpha de Nombre
Cronbach d'éléments
.739 07
Récapitulatif de traitement des observations
N %
Valide 20 100.0
Observations  Exclus® 0 .0
Total 20 100.0

a. Suppression par liste basée sur toutes les

variables de la procédure.

Statistiques de fiabilité

Alpha de Nombre
Cronbach d'éléments

.902 05

Récapitulatif de traitement des

observations

N %
Valide 20 100.0
Observations  Exclus® 0 .0
Total 20 100.0

a. Suppression par liste basée sur toutes les
variables de la procédure.

Statistiques de fiabilité

Alpha de Nombre
Cronbach d'éléments

.841 07

Récapitulatif de traitement des

observations
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N %
Valide 20 100.0
Observations  Exclus® 0 .0
Total 20 100.0

a. Suppression par liste basée sur toutes les

variables de la procédure.

Statistiques de fiabilité

Alpha de

Cronbach

Nombre

d'éléments

721

04

Récapitulatif de traitement des

observations

%

Valide

Observations  Exclus?

Total

20
0
20

100.0
.0
100.0

a.

Suppression par liste basée sur toutes les va-

riables de la procédure.

Statistiques de fiabilité

Alpha de

Cronbach

Nombre

d'éléments

.920

04

Récapitulatif de traitement des

observations

%

Valide
Observations  Exclus®

Total

20
0
20

100.0
.0
100.0

a. Suppression par liste basée sur toutes les

variables de la procédure.

Statistiques de fiabilité

Alpha de

Cronbach

Nombre

d'éléments

.925

22
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Test de Kolmogorov-Smirnov a un échantillon

1e 20 &5
N 20 20 20
b Moyenne 1.4271 1.6146 2.0208
Paramétres normaux®
Ecart-type .48366 .70136 .70679
) Absolue 291 247 .158
Différences les plus -
Positive 291 247 .158
extrémes i
Négative 377 .369 .329
Z de Kolmogorov-Smirnov 231 459 .625
Signification asymptotique (bilatérale) .586 425 .324

a. La distribution a tester est gaussienne.

b. Calculée a partir des données.
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byl Jules 110 03, gkl

Corrélations

835 Aead Uadl | Liay clS yd o yulall
Corrélation de Pearson 1 672
3252 daad jlladl Sig. (bilatérale) .000
N 20 20
Corrélation de Pearson .672** 1
Lia ) lS 55 ol juhall Sig. (bilatérale) .000
N 20 20

**_La corrélation est significative au niveau 0.01 (bilatéral).
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Variables introduites/supprimées®

Modele Variables Variables Méthode
introduites supprimées
1 33 g dadd JUMSIb Entrée

a. Variable dépendante : L) <ilS 56 o) skl

b. Toutes variables requises saisies.

Récapitulatif des modeéles

Modéele R R-deux R-deux ajusté | Erreur standard
de I'estimation
1 .507° 494 .044 .59555
a. Valeurs prédites : (constantes), 525 dexa jUadll
ANOVA?
Modéle Somme des ddl Moyenne des D Sig.
carrés carrés
Régression .666 1 5.666 64.877 .000°
1 Résidu 6.384 18 .355
Total 7.050 19
a. Variable dépendante : L <iS i o) yahall
b. Valeurs prédites : (constantes), 25> 4o jUadll
Coefficients®
Modéle Coefficients non standardisés Coefficients t Sig.
standardisés
A Erreur standard Béta
(Constante) 1.879 .578 6.250 .004
53 ga dead jUadll .234 171 .307 7.370 .000

a. Variable dépendante : Ly <ilS i ol jalall
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Variables introduites/supprimées®

Modéele Variables Variables Méthode
introduites supprimées
ablall, s saldll,
1 Lty gLy, Entrée
ApalaeyIP
a. Variable dépendante : L) <ilS 15 o) skl
b. Toutes variables requises saisies.
Récapitulatif des modéles
Modéele R R-deux R-deux ajusté | Erreur standard
de I'estimation
1 .809° .655 531 41709

a. Valeurs prédites : (constantes), dilalall, G salall, Llaial) Y, ke y)
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ONE WAY ANOVA (£33 ouldl Jubows 112 43, goukel

ANOVA?®
Modele] Somme des ddl Moyenne des D Sig.
carrés carrés
Régression 4.615 5 .923 62.305 .000°
Résidu 2.435 14 174
Total 7.050 19
a. Variable dépendante : Laa S\S il o phall
b. Valeurs prédites : (constantes), 4ikle), Law salall| Llaia¥ Ll Lolaic ¥l
Coefficients®
Modele] Coefficients non standardisés Coefficients t Sig.
standardisés
A Erreur standard Béta
(Constante) .532 .787 6.676 .000
A salall 430 151 485 6.197 .000
iyl .236 .150 417 8.568 .000
AalaieY) .528 .162 .631 7.051 .000
el .304 .166 .528 5.622 .000
Adhalal) .542 247 438 4.193 .000
a. Variable dépendante : L <iS i o) yahall
ANOVA a 1 facteur
Somme des ddl Moyenne des F Signification
carrés carrés
Inter-groupes 2.283 4 0.846 0.846 0.671
dapldgldS )8l Intra-groupes 2.667 15 1.000
Total 4,950 19
Inter-groupes 1.394 4 0.312 0.936 0.627
g 54,5 okl Intra-groupes 7.556 15 0.333
Total 8.950 19
Inter-groupes 2.500 4 0.1541 4.624 0.115
B A8 ,al 8 Jaw o)kl Intra-groupes 3.500 15 0.333
Total 6.000 19




Inter-groupes 1.200 4 0.4530 5.436 0.093
giad 38,5 ol skl Intra-groupes 4.000 15 0.833
Total 5.200 19
Statistiques
33 9 4add ladll La)
Valide 20 20
N

Manquante 0 0
Asymétrie .284 1.549
Erreur std. d'asymétrie .512 .512
Aplatissement -1.161- -1.336-
Erreur std. d'aplatissement .992 .992
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Ministry of Higher Education and Scientific Research
Faculty of Economic and Commercial Sciences and Management Sciences

Universityof Ghardaia

Dear Employee (s): Greetings

| would like to put in your hands this questionnaire prepared for the completion of a Master's note for
the year 2018 2019,Industrial marketing specializationunder the title"The role of the quality of airport
services on the satisfaction of airlines (Algiers International Airport)"

The aim of this study is to find the best service quality standards that increase the satisfaction of the
airlines. Please answer the questions Accuracy and credibility to reach the results of this research,
noting that the answers will be used only for the purposes of scientific research.

Please accept our sincere thanks for your cooperation

Student: BEN NADIR MANSSOURA

THE FIRST Axis: INFORMATION ABOUT THE AIRLINE:

The nature of the company's ownership: Privatecompany A public con ]y |:|
Mixed company [ ]

Type of airline: Local Company [ ] Arab Company [ | Foreign Company (]

Company experience in aviation:; Less than 10 years [_From 10 to 20 years ]

More than 20 years [ ]

Type of airline service: Passenger Transport [ JTransportation of goods |:|

Transportation of passengers and goods together ]

THE SECOND AXIS: QUALITY OF AIRPORT SERVICE:

DIMENSIO | N° PHRASES STRONGL | OK | NEUTRA | STRONGL | NOT
NS Y AGREE L Y AGREE
DISAGREE

01 The airport has
advancedequipment to meet the
international quality standards

02 Service providers are availableat
the specified time

TANGIBILIT | 03 Airport services are available
Y (health, Services of exchange,
hotel)




04

Airport staff enjoy a
decentappearance and
professionalcompetence

05

AlgiersAirport has adequate
services (restaurants, coffee shop)

06

Algiers International
Airportiswell-kept

07

AlgiersAirportisavailable
onlLuggageholder

RESPONSE

08

Airport management responds to
yourrequirementsquickly and
effectively

09

Airport management responds to
your complaints quickly

10

Airport services provide new
services in response to your
suggestions

11

Airport management
enjoysfastimplementation of
transactions

12

The level of service provided by
Algeria International Airport staff
uponrequest

Reliability

13

The level of aircraft services is
good (maintenance, air navigation
control, periodicityrequired for
aircraft

14

You trust thatairport management
willsolveyourproblem in a
timelymanner

15

AlgeriaAirportFoundationprovided
me withaccurate and correct
information

16

The Airport Management
Corporation iscommitted to
fulfillingits promises

17

Airport Management Corporation
iscommitted to itsschedules

18

Airport staff provide me
withproper and accurate services

19

AlgeriaAirport has sufficient
check-in offices to provide service

SECURITY

20

The airport has an effective
security system (inspection
procedures)

21

Trust in service providers atAlgiers
International Airport

22

| feelsecure once | amat the airport

23

FeelsafewhendealingwithAlgeria
International Airport staff

EMOTION

24

Airport management deals fairly
and equitablywithairlines




25

Airport service providers are polite
and welltreated

26

Airport staff show understanding
and attention to yourneeds as
economic agents

27

Algiers International Airport staff
are courteous in
theirdealingswithyou

THE THIRD AXIS: SATISFACTION OF AIRLINES:

NO

Phrases

Completely
satisfied

neutral

Not
satisfied

not satisfied Completely

01

I amsatisfiedwith the treatment of
service providers atAlgiers
International Airport

02

Services provided by Algeria
International Airport match your

expectations

03

I amsatisfiedwith the number of
runways for airport take-off and

landing

04

| amsatisfiedwith the level of
security services atAlgiers
International Airport

05

You are satisfiedwith the
complaints handling system of the
Algiers International
AirportDepartment

06

Services provided by Algeria
International Airport are in line
with international quality standards

07

You are satisfiedwith the level of
insurance services atAlgiers
International Airport

08

| amsatisfiedwith the level of
luggageloadingatAlgiers
International Airport

09

You are satisfiedwith the level of
cateringat the airport building

10

I amsatisfiedwith the Airport
Information and Guidance

Department




11

I amsatisfiedwith the inspection
and customs services atAlgiers
International Airport

12

I amsatisfiedwith the aircraft
hangar atAlgiersairport

13

I amsatisfiedwith the services of
the shipping and post
departmentatAlgiers International
Airport

14

I amsatisfiedwith the air traffic
control service of the airport
(Observation Tower

15

I amsatisfiedwith the services of
the cargo departmentatAlgiers
International Airport

16

I amsatisfiedwith the services of
the aircraft maintenance
department

17

| amsatisfiedwith the price of
services provided to me by Algeria
International Airport

18

| amsatisfiedwith the level of
cleanlinessatAlgiers International
Airport

19

| amsatisfiedwith the airport shops

20

| amsatisfiedwith the services
related to the pilots atAlgiers
International Airport

21

| amsatisfiedwith the
accompanying services
(hotelreservation, car rental(

22

I amsatisfiedwith the lights of
Algiers International Airport
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