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:SPSS  Alaay) zalinll cila Aa :(2) a8 dalall

Reliability Statistics Reliability Statistics

‘"51'35\ saal) Sl gaall
Cronbach's | Nomber Cronbach's | Nomber
Alpha délément Alpha délément
920 24 817 4

Reliability Statistics Reliability Statistics

JSS ) G sl

Cronbach's | Nomber Cronbach's | Nomber

Alpha délément Alpha délément

945 33 818 S

i gy LI N Jalaa
Correlations
daxd Baga | sMandl Ly [ sdaadt ¥y | Aswgalall dgalaiey) Aglaiay) ol calalast)
el

Sasa Pearson Correlation 1 866" 842" 584" 899" 843" 822" 856"
L Sig (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000
omldl 80 80 80 80 80 80 80 80
. Pearson Correlation 866" 1 746" 398" 747" 669" 648" ;705"
::d Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 80 80 80 80 80 80 80 80
Pearson Correlation 842" 746" 1 414" ;723" 6107 623" 660"
::;‘ Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 80 80 80 80 80 80 80 80
Pearson Correlation 584" 398" 414" 1 445" 380" 456" 377
usldl Sjg (2-tailed) ,000 ,000 ,000 ,000 ,001 ,000 ,001
N 80 80 80 80 80 80 80 80
Pearson Correlation 899" 747" 723" 445" 1 826" 658" ;728"
Laweyl Sjg. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 80 80 80 80 80 80 80 80
Lasd Pearson Correlation 843" 669" 610" 380" 826" 1 654" 690"
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Sig. (2-tailed) ,000 ,000 ,000 001 ,000 ,000 ,000
N 80 80 80 80 80 80 80 80
Pearson Correlation 822" 648" 623" 456" 658" 654" 1 677"

o Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 80 80 80 80 80 80 80 80
Pearson Correlation 856" ;705" 660" 377" ;728" 690" 677" 1

ciblld) - Sjg (2-tailed) ,000 ,000 ;000 ;001 ,000 ,000 ;000
N 80 80 80 80 80 80 80 80
**_Correlation is significant at the 0.01 level (2-tailed).
Al e Glajia ailad cliilaal
ouiall s sexe
Frequency | Percent | Valid Percent | Cumulative
Percent

F 42 52,5 52,5 52,5
Valid M 38 47,5 47,5 100,0

Total 80 100,0 100,0

ol s age
Frequency | Percent | Valid Percent | Cumulative
Percent

de 18 a 30 ans 25 31,3 31,3 31,3

de 31 a 45 ans 40 50,0 50,0 81,3
Valid de 46 a 59 ans 14 17,5 17,5 98.8

superieur 60 ans 1 1,3 1,3 100,0

Total 80 100,0 100,0

Gediall aa Jalail) 300 caa duré
Frequency | Percent | Valid Percent| Cumulative
Percent

inferieur 4 5 ans 25 31,3 31,3 31,3

de 5 al10 ans 25 31,3 31,3 62,5
Valid dellal5ans 5 6,3 6,3 68,8

superieur a 15 ans 25 31,3 31,3 100,0

Total 80 100,0 100,0




adail) (5iall s Niveau détudes

Frequency | Percent | Valid Percent | Cumulative
Percent

moeyen 1 1,3 1,3 1,3

primary 1 1,3 1,3 2,5
Valid secondaire 13 16,3 16,3 18,8

universitare 65 81,3 81,3 100,0

Total 80 100,0 100,0

thaal) Aie A1) Laibadd Lil) yifgal)

Bk 18430 ans
Hde3tadsans
D 46 450 ans
M superieur 60 ans

duré

Winferieur 4 5 ans
Wde5&10ans
Dde11a15ans

W superieur 315 ans

Niveau détudes

W moeyen
B primary
D secondaire
W universtare
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Statistics
Ql Q2 Q3 Q4 Q5 g galall
Valid 80 80 80 80 80 80
N Missing 0 0 0 0 0 0
Mean 3,49 4,11 3,45 3,11 2,99 3,4300
Std. Deviation ,968 ,574 ,953 1,136 ,987 ,60219
salie ) anad Ay yleall Caldlaiylg e siall
Statistics
Q6 Q7 Q8 Q9 Q10 Alaey)
Valid 80 80 80 80 80 80
N Missing 0 0 0 0 0 0
Mean 2,51 2,75 2,39 2,30 2,83 2,5550
Std. Deviation 1,019 1,013 1,073 ,920 911 ,76438
toleY ) axd ALl CilihasV il siall
Statistics
Q16 Q17 Q18 Q19 Q20 oY
Valid 80 80 80 80 80 80
N Missing 0 0 0 0 0 0
Mean 2,60 2,73 2,96 2,81 2,29 2,6775
Std. Deviation 936 1,136 818 ,969 944 ,70189
Calalaill aed A Lnall caldhaiy g il gial
Statistics
Q21 Q22 Q23 Q24 ekl
Valid 80 80 80 80 80
N Missing 0 0 0 0 0
Mean 2,49 2,55 2,86 3,30 2,8000
Std. Deviation 1,055 1,113 1,076 1,107 ,83001
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Statistics
Ql1 Q12 Q13 Q14 Q15 sty
Valid 80 80 80 80 80 80
N Missing 0 0 0 0 0 0
Mean 2,36 2,43 3,18 2,65 2,41 2,6050
Std. Deviation ,945 911 1,041 ,956 910 ,66521
syl tanlil) il 4 leall COld)as s il i)
Statistics
Q25 Q26 Q27 Q28 L)l
Valid 80 80 80 80 80
N Missing 0 0 0 0 0
Mean 2,68 2,65 2,43 2,69 2,6094
Std. Deviation ,938 ,982 ,991 ,894 ,76498
e Wsl) Tl jaatiall A )lieall CLld) il Cilan i)
Statistics
Q29 Q30 Q31 Q32 Q33 Vsl
Valid 80 80 80 80 80 80
N Missing 0 0 0 0 0 0
Mean 3,10 2,90 2,84 2,49 2,84 2,8325
Std. Deviation 1,121 ,989 ,906 ,941 1,096 77128
: ) xial) anaad Aylal) )Yy o gial)
Statistics
g salall dalaey! Alaauy) bl oWy dedd 3asa
Cppaltl)
Valid 80 80 80 80 80 80
N Missing 0 0 0 0 0 0
Mean 3,4300 2,5550 2,6050 2,6775 2,8000 2,7871
Std. Deviation ,60219 76438 ,66521 ,70189 ,83001 ,59986
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2aalall Hlasiy) #3gad aladinly

ralll) 3l a3 ENTER - 4 e alaie Wl
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 866" 750 747 38511
a. Predictors: (Constant), total
ANOVA®
Model Sum of Squares df Mean Square F Sig.
Regression 34,662 1 34,662 233,712 ,000P
1 Residual 11,568 78 ,148
Total 46,230 79
a. Dependent Variable: y
b. Predictors: (Constant), total
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) -,468 ,206 -2,274 ,026
: total 1,104 ,072 ,866 15,288 ,000

a. Dependent Variable: y

e dll il all

AUl ) ass Stepwise 4 e alaieWlhy sasiall Jlasi¥) =35 alasialy

Model Summary

Model R R Square Adjusted R Square | Std. Error of the Change Statistics
Estimate R Square Change F Change dfl

1 J147° ,558 ,552 ,51208 ,558 98,302

2 783" 613 ,603 48190 ,056 11,076

a. Predictors: (Constant), x2

b. Predictors: (Constant), x2, x5
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ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 25,777 1 25,777 98,302 ,000°
1 Residual 20,453 78 ,262

Total 46,230 79

Regression 28,349 2 14,175 61,038 ,000°
2 Residual 17,881 77 ,232

Total 46,230 79
a. Dependent Variable: y
b. Predictors: (Constant), x2
c. Predictors: (Constant), x2, x5

Coefficients”
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) ,700 ,201 3,484 ,001
: x2 , 747 ,075 , 747 9,915 ,000

(Constant) 453 ,203 2,227 ,029
2 X2 497 ,103 ,496 4,803 ,000

X5 317 ,095 344 3,328 ,001

a. Dependent Variable: y
e and) ¢t uaiall iyl lasl)

iyl daa il

1Al i) ans ENTER 4@ e alaieWls sasiall laai¥) #3500 alasialy

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,842° ,708 ,705 ,41909

a. Predictors: (Constant), total

ANOVA®
Model Sum of Squares df Mean Square F Sig.
Regression 33,296 1 33,296 189,569 ,000°
1 Residual 13,700 78 ,176
Total 46,995 79

a. Dependent Variable: z
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b. Predictors: (Constant), total

Coefficients’
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) -,184 ,224 -,820 414
: Total 1,082 ,079 ,842 13,768 ,000

a. Dependent Variable: z

e dll il il

:alll i) s Stepwise 4 o alaie Wl saiall jlasi¥) =35 alasiuly

Model Summary

Model R R Square Adjusted R Square | Std. Error of the Change Statistics
Estimate R Square Change F Change dfl
1 ,723? ,523 517 ,53619 ,523 85,465
2 749" ,561 ,550 ,51759 ,038 6,705
a. Predictors: (Constant), x2
b. Predictors: (Constant), x2, x4
ANOVA®

Model Sum of Squares df Mean Square F Sig.

Regression 24,571 1 24,571 85,465 ,000P
1 Residual 22,425 78 287

Total 46,995 79

Regression 26,367 2 13,184 49,211 ,000°
2 Residual 20,628 77 ,268

Total 46,995 79

a. Dependent Variable: z

b. Predictors: (Constant), x2

c. Predictors: (Constant), x2, x4
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Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) ,968 210 4,603 ,000
: X2 ,730 ,079 723 9,245 ,000

(Constant) ,645 238 2,705 ,008
2 X2 ,557 ,101 ,552 5,510 ,000

x4 285 110 ,260 2,589 011

a. Dependent Variable:
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Summary:

The subject of the quality of insurance services among the topics that
took the attention of many researchers, this is what triggered our attention to the
study of this kind of topics, if this study aimed to investigate the effect of the
quality of insurance services on customer satisfaction and loyalty, so we've
highlighted the Algerian Foundation of National social security Fund cnas
agency Mila to reach the level of quality of services provided by cnas the
jurisdiction of Mila and the degree of satisfaction of its customers to those
services, and the extent of their loyalty to the social security fund.

key words:

Social security, quality of service, the quality of insurance services,
customer satisfaction, and customer loyalty..
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Le sujet de la qualité des services d'assurance parmi les sujets qui ont
eu l'attention de nombreux chercheurs, cela est ce qui a déclenché
notre attention a I'¢tude de ce genre de sujets, si cette ¢tude visait a
ctudier l'effet de la qualité des services d'assurance sur la satisfaction
et la fidélité client, nous avons donc mis en évidence la Fondation
algérienne de sécurité sociale agence nationale Fonds cnas Mila pour
atteindre le niveau de qualit¢ des services fournis par cnas la
juridiction de Mila et le degré de satisfaction de ses clients a ces
services, et I'étendue de leur fidélité a la caisse de sécurité sociale.

Mots clés:

La sécurité sociale, la qualité du service, la qualité des services

d'assurance, la satisfaction du client et la fidélité des clients.
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