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Abstract:

This study aimed to identify the impact of organizational commitment on the
quality of service in the Electricity and Gas Distribution Directorate of the Sonelgaz
Company in ElI Oued — Algeria.The organizational commitment as an independent
variable has the following dimensions; emotional commitment, continuance
commitment and normative commitmentwhile the dimensions of service quality as a
dependent variable in the study were tangibility, reliability, safety, responsiveness and
empathy.In order to address the research problem, we relied on the descriptive
approach through the case study method of the institution that we were studying. The
questionnaire was used as a data collection tool, which was distributed to a random
sample of 60 employees from the total employees of the directorate. The data was
processed using the Statistical Package for the Social Sciences (SPSS) program,
version 25. Through descriptive and inferential statistics tools.The study concluded
many results, the most important of which are:

There is an effect of organizational commitment on the quality of service.The
results indicated also that continuance and emotional commitment are the most
influential on the quality of service in the institution we studied. However, then
normative commitment has a weak impact on the quality of service.The study
presented a set of recommendations. The most important one that the institution need
to pay special attention to providing elements of organizational commitment because it
leads to an increase in the morale of the institution’s employees.Thus, it increases their
commitment and loyalty to the institution,reduces the leaving of cadres whenother
opportunities are available,it works also to spread the culture of service quality within
the institution as it is one of the main components of maintaining customers and an
important factor for the success of the institution.

Keywords: organizational commitment, service quality, economic institution

sonelgaz.
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Correlations

WA | oty sl of sl | Jeal) [STaw O jeel | @ faall 3 SOF | o otdt el | oe oS5 - & et
ik gl Olsl o 3815 | Bl Sl a o | Rkl Ul ol | b el ) gl LM e STl sl

b Pearson Correlation 1 733" 640" 686" 831" 577"

Sig. (2-tailed) .000 .000 .000 .000 .000

N 60 60 60 60 60 60

aoldl 3lasf of i | Pearson Correlation | 733" 1 199 407" 574" 358"

Sl e il Sig. (2-tailed) .000 088 .000 .000 .002

gl N 60 60 60 60 60 60

Jesll (Lo of el | Pearson Correlation | 6407 199 1 4017 4207 183

S e o Sig. (2-tailed) .000 .088 .000 .000 116

il N 60 60 60 60 60 60

& el 3 S Pearson Correlation 686" 407" 4017 1 500" .095

Ll oy ol | Sig. (2-tailed) .000 .000 .000 .000 416

N 60 60 60 60 60 60

5wl wzd | Pearson Correlation | 8317 574" 4207 500" 1 375"

L st gl | Sig. (2-tailed) .000 .000 .000 .000 001

N 60 60 60 60 60 60

S5 - & «2f | Pearson Correlation | 577" 358" 183 .095 375" 1
o S asl L | Sig. (2-tailed) .000 .002 116 416 .001

L N 60 60 60 60 60 60

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

& i pe Judl JS qia
IS () I PR NN Joall arine Sod | Al el e
Joeiny | el s | Aglslclele | Jiae | g8 jpmall b | e sl ol
s Ll 3l Jlda g0 Aars gl Jaxll A gl @ il g
—Y) 3y | Pearson Correlation 1 657" 651" 537" 594" 517"
3B Sig. (2-tailed) .000 .000 .000 .000 .000
N 60 60 60 60 60 60
&5 axe Juaidl Pearson Correlation 657" 1 388" 247 347" 363"
S ghsa Sig. (2-tailed) .000 .001 .033 .002 .001
Geamll Cig N 60 60 60 60 60 60
) 5all
Jenll axiasa Pearson Correlation 651" 388" 1 196 261 463"
032 4ilal clels | Sig. (2-tailed) .000 .001 .092 .024 .000
i N 60 60 60 60 60 60
& s IS wal | Pearson Correlation 537" 247 .196 1 .139 .178
fsdl e | Sig. (2-tailed) .000 .033 .092 234 126
N 60 60 60 60 60 60
Al sl il | Pearson Correlation 594" 347" 261 .139 1 291
S Hsaall 5| Sig. (2-tailed) .000 .002 .024 234 011
desll N 60 60 60 60 60 60
e Jsasll ollif | Pearson Correlation 517" 363" 463" 178 291" 1
el & <ild 5 | Sig. (2-tailed) .000 .001 .000 126 011
N 60 60 60 60 60 60
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Correlations
S panl |asl iy o2 e (3aind b sl aatia Llaall e a sl
AN e ) daally (BMAT | padlayl dususal | Jal e dasssall Cilana g5 el e
e | s |l sl S SR Josll (b sl s 5l
skl B Y | Pearson Correlation 1 772" 782" 704" 543" 642"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 60 60 60 60 60 60
0 e sasal | Pearson Correlation 772" 1 678" 472" 210 365"
¥ S e | Sig. (2-tailed) .000 .000 .000 071 .001
N 60 60 60 60 60 60
Al ik 5 Pearson Correlation 782" 678" 1 491" 131 464"
S dealls B8 | Sig. (2-tailed) .000 .000 .000 262 .000
e s Las N 60 60 60 60 60 60
s e sl | Pearson Correlation 704" 472" 4917 1 .084 500"
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=AY dunsdl | Sig. (2-tailed) .000 .000 .000 476 .000
sl N 60 60 60 60 60 60
<@l »iw | Pearson Correlation 543" 210 131 .084 1 127
Jal e dansdl | Sig. (2-tailed) .000 071 262 476 279
dall b Gliaal | N 60 60 60 60 60 60
Lsll e = af | Pearson Correlation 642" 365" 464" 500" 127 1
Claa s 3 el e | Sig. (2-tailed) .000 .001 .000 .000 279
s 5al) N 60 60 60 60 60 60
Scale: Q,.ihla.l\ al AN Scale: g ol 3N Scale: gkl ol 3
Reliability Statistics Reliability Statistics Reliability Statistics
Cronbach's Cronbach's Cronbach's
Alpha N of Items Alpha N of Items Alpha N of Items
731 5 674 5 .686 5
Correlations
e Augall S5 e i o Asall aal g5 | e dngall 353
8 3eals lana A bl | Jsa sl des @ise | A pe il Al
s palal s Jlasl 4 Sl
s palal) Pearson Correlation 1 868~ 786" 575" 806~
Sig. (2-tailed) .000 .000 .000 .000
N 60 60 60 60 60
8 jeals Gl e dussdl Jig5 | Pearson Correlation 868~ 1 641" 329" 613"
LN Sig. (2-tailed) .000 .000 .004 .000
N 60 60 60 60 60
AN sehady linuse S35 | Pearson Correlation 786~ 641" 1 234 459"
Jlaall Sig. (2-tailed) .000 .000 .043 .000
N 60 60 60 60 60
Jemss @830 (58 Ausns3all 22 550 Pearson Correlation 575" 329" 234 1 349"
) geasl Sig. (2-tailed) .000 .004 .043 .002
N 60 60 60 60 60
Uil 4ol e dwnsall Jiss | Pearson Correlation 806" 613" 459" 349" 1
Gl W Ay 5 Sig. (2-tailed) .000 .000 .000 .002
N 60 60 60 60 60

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

*. Correlation is significant at the 0.05 level (2-tailed).

Correlations
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@ Gle ya as B pall 8l i | a8 A 5l (2
2o gall (& Gladdll | Jad Whisge o2t | el pae Al e Al alaad
Jalaic V) sl elaall JSLie aran | dedl) ai b aal
Lolaie Y Pearson Correlation 1 708" 850" 810" 7317
Sig. (2-tailed) .000 .000 .000 .000
N 60 60 60 60 60
& leadl) i o ja ai Pearson Correlation 708" 1 470" 426" 250"
saaall e gal) Sig. (2-tailed) .000 .000 .000 .030
N 60 60 60 60 60
JSlis gaea Jal liew5e 28 | Pearson Correlation 850" 4707 1 585" 569"
#eall Sig. (2-tailed) .000 .000 .000 .000
N 60 60 60 60 60
pae Al Al 3510 o Pearson Correlation 810" 426" 585" 1 505"
Lasall a5 & Spaal) Sig. (2-tailed) .000 .000 .000 .000
N 60 60 60 60 60
A cless a0l L sl 3 | Pearson Correlation 7317 250 569" 505" 1
il e Sig. (2-tailed) .000 .030 .000 .000
N 60 60 60 60 60
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Correlations
GASE e et | G i o | sl 3 i | B e e
Ayl bl C)Ls PN cleadldl ) LgLSl\ 22l Sl Uil 3 yia
PEPGY AU Jazll 8 f Jlazll deadll Jal (e
sy Pearson Correlation 1 822" 717" 712" 784"
Sig. (2-tailed) .000 .000 .000 .000
N 60 60 60 60 60
de yull 5L 3V (5 0S5 ae a3 | Pearson Correlation 822" 1 520" 3717 6107
L3 Sig. (2-tailed) .000 .000 .001 .000
N 60 60 60 60 60
i lardll ey oy o Pearson Correlation 717" 520" 1 289 394"
Jeall i gf = s Sig. (2-tailed) .000 .000 012 .000
N 60 60 60 60 60
On S 2l dssall 531 i g | Pearson Correlation 712" 3717 289" 1 4317
Jlesl Sig. (2-tailed) .000 .001 012 .000
N 60 60 60 60 60
Ml 5 % i e gyt Pearson Correlation 784" 610" 394" 431" 1
Lasall Jal g i3 Sig. (2-tailed) .000 .000 .000 .000
N 60 60 60 60 60

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

*. Correlation is significant at the 0.05 level (2-tailed).
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Correlations

Glels o Siel | (55 Cle e 24 s ga < i ya el 5
eread Ladle Jaall | Jalal) ie i 300 eyl datiad | delaayl Jisad)

ciklal ] pene Gl e sl | ) e
Cabslal Pearson Correlation 1 670" 647" 798" 577"
Sig. (2-tailed) .000 .000 .000 .000
N 60 60 60 60 60
aeal bl Jaall el of S | Pearson Correlation 670" 1 232 446" 434"
o) Sig. (2-tailed) .000 045 .000 .000
N 60 60 60 60 60
sie il s siue el e 2 | Pearson Correlation 647" 232" 1 303" 294
pera Jalal) Sig. (2-tailed) .000 045 .008 .010
N 60 60 60 60 60
LAl dalial (il ga S Pearson Correlation 798" 446" 303" 1 514"
G e dalal) Sig. (2-tailed) .000 .000 .008 .000
N 60 60 60 60 60
Lelaa¥) )Y iwwse el 5 | Pearson Correlation 577" 434" 294" 514" 1

LY and Sig. (2-tailed) .000 .000 .010 .000

N 60 60 60 60 60

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

*. Correlation is significant at the 0.05 level (2-tailed).

Variables Entered/Removed®
Variables Variables

Model Entered Removed Method
1 AN (g bl . | Enter

S

oY,

Y ikl
a. Dependent Variable: ss« 43155
b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate
1 .456° .208 .166 .26317

a. Predictors: (Constant), ¢/ Y sobaeadl, ol 5IY1 (o)l p—ainyfl)) o) 1Y) ilalal)

ANOVA*®
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Model Sum of Squares df Mean Square F Sig.
1 Regression 1.019 3 340 4.904 .004°
Residual 3.878 56 .069
Total 4.897 59
a. Dependent Variable: ss« 3.23155
b. Predictors: (Constant), & 3¥ s beall ol 530 (5 ) il o 5 dhalal)
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -.205- .331 -.620- .538
A ) adalall 114 .060 .257 1.900 .063
Al A sl iyl .156 .069 .295 2.245 .029
o Y g bl -.035- .074 -.058- -.468- .642
a. Dependent Variable: s>« 4.23155
Scale: &ssaladl  Scale: 4slisY¥)  Scale: gV Scale: 4laiwy)  Scale: ikl
Reliability Reliability Reliability Reliability Reliability
Statistics Statistics Statistics Statistics Statistics
Cronbach's N of Cronbach's N of Cronbach's N of Cronbach's | N of Cronbach's N of
Alpha Items Alpha ltems Alpha ltems Alpha Items Alpha Iltems
.765 4 77 4 778 4 .749 4 .704 4
Tests of Normality
Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
fesill B3 5yaa .057 72| .200° .990 72 .860
*. This is a lower bound of the true significance.
Descriptive Statistics
N Mean Std. Deviation
New 4.l 72| 0.506944 0.2901958
Valid N (listwise) 72

a. Lilliefors Significance Correction

Descriptive Statistics

[~ ]

Mean

Std. Deviation
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Newe! 5!

72 0.506944

0.2898914

Valid N (listwise)

72

Tests of Normality

Kolmogorov-Smirnov® Shapiro-Wilk Descriptive Statistics

Statistic | df | Sig. | Statistic | df | Sig. Mean | Std. Deviation
oaaitl QN e 093 711 200" 963 71 034 | |Fractional Rank of | 71| 0.507028 0.2898615
*_This is a lower bound of the true significance. BB AREY
a. Lilliefors Significance Correction I N (EEE) 1

Tests of Normality

Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Ledll Bagn s .118 71 .016 .948 71 .005

a. Lilliefors Significance Correction

Descriptive Statistics
N Mean | Std. Deviation
Fractional Rank 60| 0.508333 0.2903785
of &2l s
Valid N (listwise) 60
Tests of Normality
Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. | Statistic | df Sig.
deall o 142 60 .004 942 60 .006
a. Lilliefors Significance Correction
Tests of Normality
Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
dexdll ae .063 60 200" .988 60 799
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*. This is a lower bound of the true significance.

a. Lilliefors Significance Correction

Descriptive Statistics
N Std. Deviation
Fractional Rank of 60| 0.508317 0.2898224
bl Bl Y s
Valid N (listwise) 60
Tests of Normality
Kolmogorov-Smirnov® Shapiro-Wilk
Statistic | df | Sig. | Statistic | df | Sig.
gkl AGEY s .167| 60| .000 .904| 60| .000
a. Lilliefors Significance Correction
Tests of Normality
Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
55 askaill ol Y1 sa .087 60 200" 981 60 491

*. This is a lower bound of the true significance.

a. Lilliefors Significance Correction

Frequency Table

T pal) il pa (31 955 Aalld) Alaa) o e
Frequency Percent Valid Percent Cumulative Percent
Valid 8% (38 g0 g 3 5.0 5.0 5.0
G se g 12 20.0 20.0 25.0
i 13 21.7 21.7 46.7
Gl e 30 50.0 50.0 96.7
8%y (3 5 2 3.3 3.3 100.0
Total 60 100.0 100.0
daldll (AShda (e 5 A Jard) Jsliia ol e
Frequency Percent Valid Percent Cumulative Percent
Valid | 33ds 38 50 5 8.3 8.3 8.3
Gl e 23 38.3 38.3 46.7
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Ao 14 23.3 23.3 70.0
Gl se 13 217 21.7 91.7
Sy 8l 5a 5 8.3 8.3 100.0
Total 60 100.0 100.0
Lasdl) gl s i Jaad) B Sl
Frequency Percent Valid Percent Cumulative Percent
Valid |32 38 5e e 3 5.0 5.0 5.0
Gilse e 8 13.3 13.3 18.3
B 8 13.3 13.3 31.7
B 9 38 63.3 63.3 95.0
835y (88l e 3 5.0 5.0 100.0
Total 60 100.0 100.0
Wb Jao (Al dsnupall (8 ypaally aliaiud
Frequency Percent Valid Percent Cumulative Percent
Valid | 33ds 38 50 e 6 10.0 10.0 10.0
S e 9 15.0 15.0 25.0
S 7 11.7 11.7 36.7
Gl e 38 63.3 63.3 100.0
Total 60 100.0 100.0
Wil (pe S S Les oS 5 Jla (il
Frequency Percent Valid Percent Cumulative Percent
Valid [ 3ady 38 sa y& 3 5.0 5.0 5.0
G e 14 23.3 23.3 28.3
e 23 38.3 38.3 66.7
Gilse 15 25.0 25.0 91.7
Bady (58 9 5 8.3 8.3 100.0
Total 60 100.0 100.0
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