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Summary:

This study aims to find out the extent to which the moral motivation of the
workers contributes to the development of service quality in the Algerian
Telecom Corporation, the Valley Branch, and in order to achieve the objectives
of the study, a 40-paragraph questionnaire was adopted that includes a section
for the independent variable (moral motivation for workers), and another part for

(service quality) And its dimensions represented in (tangibility, reliability,

responsiveness, safety, and empathy).

The study sample included 37 workers in the institution under study, and

we relied on the analysis of the questionnaire data on the spss program.
The results of the study showed the following:

—The study showed that the level of moral motivation prevailing in Algeria

Telecom, ELoued Branch, was medium, and that the level of service quality in

Algeria Telecom, Wadi Branch, was high according to the study scale.

—There is a significant role for moral stimulation in improving the quality

of service at the Algeria Telecom Corporation, ELoued Branch, at a significance
level (o= 0.05).

key words:

Moral motivation for workers, service quality, dimensions of service

quality, telecommunications institution ELoued .
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SPSS: Statistical Package for the Social Sciences

RELIABILITY
/VARIABLES=X1 X2 X3 X4 X5 X6 X7 X8 X9 X10
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability
Scale: ALL VARIABLES
Case Processing Summary

N %
Ca Valid 37 100.0
ses Exclude 0 .0
da
Total 37 100.0

a. Listwise deletion based on all variables in the

procedure.
Reliability
Statistics
Cronbach's N of
Alpha ltems
722 10
RELIABILITY

/VARIABLES=YAl YA2 YA3 YB4 YB5 YB6 YC7 YC8 YCY9 YD10 YD1l YD12 YE13
YE14 YE15

/SCALE ('ALL VARIABLES') ALL

/MODEL=ALPHA.

Reliability
Statistics
Cronbach's N of
Alpha Items
.815 15
RELIABILITY

/VARIABLES=X1 X2 X3 X4 X5 X6 X7 X8 X9 X10 YAl YA2 YA3 YB4 YB5 YB6
YC7 YC8 YC9 YD10 YD1l YD12 YE13
YE14 YE1S
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.
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Case Processing Summary

N %
Ca Valid 37 100.0
ses Exclude 0 .0
da
Total 37 100.0

a. Listwise deletion based on all variables in the

procedure.
Reliability
Statistics
Cronbach's N of
Alpha ltems
.841 25

Frequency Table

ouial

d}'

Freque Perce Valid Cumulative
ncy nt Percent Percent
\Y, K3 22 59.5 59.5 59.5
alid B
i 15 40.5 40.5 100.0
s
T 37 100.0 100.0
otal
)
Freque Perce Valid Cumulative
ncy nt Percent Percent
\Y 4 30 e 12 32.4 32.4 32.4
alid 405 30 oxle 21 56.8 56.8 89.2
450 e S8 4 10.8 10.8 100.0
Total 37 100.0 100.0
b o) cuaial)
Freque Perce Valid Cumulative
ncy nt Percent Percent
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\Y A 24 64.9 64.9 64.9
alid a
ia 13 35.1 35.1 100.0
28le
T 37 100.0 100.0
otal
dolilal) Al
Freque Perce Valid Cumulative
ncy nt Percent Percent
v el 12 32.4 324 324
alid <)
e 25 67.6 67.6 100.0
(B3}
T 37 100.0 100.0
otal
Lle Juaatia Balgddl
Freque Perce Valid Cumulative
ncy nt Percent Percent
V i 1 2.7 2.7 2.7
alid B
Bl 14 37.8 37.8 40.5
S
[EN 22 59.5 59.5 100.0
S
T 37 100.0 100.0
otal

DESCRIPTIVES VARIABLES=X1 X2 X3 X4 X5 X6 X7 X8 X9 X10 XXX YAl YA2 YA3

YOl YB4 YB5 YB6 Y02 YC7 YCS8

YC9 Y03 YD10 YD1l YD12 Y04 YEI3 YE14 YE15 Y05 YYY
/STATISTICS=MEAN STDDEV MIN MAX.

Descriptives

Descriptive Statistics

Minim Maxim Std.
N um um Mean Deviation
X1 37 2 5 4.16 727
X2 37 2 5 4.19 .811
X3 37 3 5 4.08 .795
X4 37 2 5 3.86 713
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X5 37 1 5 3.05 941
X6 37 3 5 4.08 .595
X7 37 2 5 3.46 .605
X8 37 2 5 3.70 .909
X9 37 2 5 4.19 .660
X10 37 3 5 3.86 .631
A sinall 581 sad) il il 37 2.50 4.40 3.864 .39946
9
YAl 37 3 5 4.27 .652
YA2 37 2 5 4.32 .626
YA3 37 3 5 4.22 .630
L salal) dpalall il sall 1 5Y) aad) 37 2.67 5.00 4.270 .55465
3
YB4 37 1 5 3.51 .901
YB5 37 1 5 3.59 .985
YB6 37 1 5 3.08 .954
Apalaie I il galdl 1 U 2all) 37 1.33 4.33 3.396 .71075
4
YC7 37 1 5 3.38 .828
YC8 37 1 5 3.19 .845
YC9 37 1 5 3.76 .760
L) i EIE aa ) 37 2.33 4.67 3.441 .55586
4
YD10 37 2 5 4.05 .705
YD11 37 1 5 3.54 .900
YD12 37 2 4 3.59 .599
Y1 il 2l 37 2.33 4.67 3.729 .52020
7
YE13 37 2 4 3.70 .520
YE14 37 2 5 3.54 767
MES 37 1 5 3.97 799
sihlall (ol 1Al 2l 37 2.00 4.67 3.738 .52196
7
& Aeadll B Basall Al il 37 2.20 4.40 3.715 41025
A all 3
Valid N (listwise) 37
REGRESSION

/MISSING LISTWISE

/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN(.05)

/NOORIGIN
/DEPENDENT YYY

POUT (.10)



/METHOD=ENTER XXX.

Regression
Variables Entered/Removed?
M Variables Variables Metho
odel Entered Removed d
1 HEINON g YE R . Enter
4 sinall 8 sallD
a. Dependent Variable: i sall (& 2a2al) 83 ga 53 gall alil) yuaial)
b. All requested variables entered.
Model Summary
M R Adjusted R Std. Error of
odel R Square Square the Estimate
1 4542 .206 .183 .37079

a. Predictors: (Constant), & sixall 8 all 1 il yiall

d}'

SU

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regressio 1.247 1 1.247 9.071 .005P
n

Residual 4.812 35 .137

Total 6.059 36
a. Dependent Variable: & el 8 623l 83 g 33 5all i) paial)
b. Predictors: (Constant), 4 sl 8 sl :Jiiuall el

Coefficients?
Standardize
Unstandardized Coefficients d Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 1.914 .601 3.185 .003

Sl rdaiall ) .466 155 454 3.012 .005

a. Dependent Variable: & sall 8 623l 83 g 33 5all i) paial)

REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN (.05) POUT(.10)

81



d>

SU

/NOORIGIN
/DEPENDENT Y01
/METHOD=ENTER XXX.

Regression

Variables Entered/Removed?

M Variables Variables Metho
odel Entered Removed d
1 HECNON e LN Enter
Ay sinall S8 5allD
a. Dependent Variable: & sala) ualal) il sl 1 5Y1 2l
b. All requested variables entered.
Model Summary
M R Adjusted R Std. Error of
odel R Square Square the Estimate
1 .5252 275 .255 47888
a. Predictors: (Constant), 4 sixall 3l sall Jsiuall jaiall
ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regressio 3.049 1 3.049 13.29 .001b
n 3
Residual 8.027 35 .229
Total 11.075 36
a. Dependent Variable: & salall &l cul gl 1Y) el
b. Predictors: (Constant), 4 sl 8 sl :Jitudll jiall
Coefficients?
Standardize
Unstandardized Coefficients d Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.455 776 1.874 .069
SilsallcdEal ) 728 .200 .525 3.646 .001
gl

a. Dependent Variable: & salall &l il sl 15V el

REGRESSION
/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA
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/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN

/DEPENDENT Y02
/METHOD=ENTER XXX.

Regression
Variables Entered/Removed?
M Variables Variables Metho
odel Entered Removed d
1 HECNON gt LN . Enter
4y sinall 8 5allD
a. Dependent Variable: aalaic ¥ il sall 1 SE 2=
b. All requested variables entered.
Model Summary
M R Adjusted R Std. Error of
odel R Square Square the Estimate
1 4312 .186 .162 .57998

a. Predictors: (Constant), 4 sixall 3l sall ;Jsiuall jaiall

d>

SU

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regressio 2.683 1 2.683 7.978 .008P
n

Residual 11.773 35 .336

Total 14.456 36
a. Dependent Variable: dalaie ¥ il gall ; SE 2l
b. Predictors: (Constant), 4 sixall 8l sall :J8iuall jsiall

Coefficients?
Standardize
Unstandardized Coefficients d Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) .917 .940 .975 .336

Bl dEad) i) .683 242 431 2.824 .008

a. Dependent Variable: dalaie ¥ il gall ; SEI a2l

Regression
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Variables Entered/Removed?

M Variables Variables Metho
odel Entered Removed d

1 il il . Enter

Ay simall ) 5aliD
a. Dependent Variable: laiwy) (Al )
b. All requested variables entered.
Model Summary

M R Adjusted R Std. Error of
odel R Square Square the Estimate

1 .3632 .132 .107 48835

a. Predictors: (Constant), 4 sixall 3 sal) :Jituall il

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regressio 1.271 1 1.271 5.327 .027b
n

Residual 8.347 35 .238

Total 9.618 36
a. Dependent Variable: 4lsiny) (il sl
b. Predictors: (Constant), 4 sixall 8 sall :Jiiuall ypaial)

Coefficients?
Standardize
Unstandardized Coefficients d Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 1.719 .792 2.172 .037

Sl rdEial ) 470 .204 .363 2.308 .027

a. Dependent Variable: laiwy) Gl al)

Regression
Variables Entered/Removed?
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M Variables Variables Metho
odel Entered Removed d

1 il il . Enter

Ay simall ) saliD
a. Dependent Variable: c»¥) :al i) 223l
b. All requested variables entered.
Model Summary

M R Adjusted R Std. Error of
odel R Square Square the Estimate

1 .4882 .238 .216 46057

a. Predictors: (Constant), 4 sixall 38 sall ; il yidl

=M

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regressio 2.318 1 2.318 10.92 .002b
n 6
Residual 7.424 35 212
Total 9.742 36
a. Dependent Variable: ;<Y gl i) a3l
b. Predictors: (Constant), 4 siaall 8 sall ;Jiiuall el
Coefficients?
Standardize
Unstandardized Coefficients d Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.275 747 1.708 .097
Silssll rdsiall ) .635 192 .488 3.305 .002
4y sinal)
a. Dependent Variable: <Y ;g 5l 2l
Regression

Variables Entered/Removed?
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M Variables Variables Metho
odel Entered Removed d

1 el i) . Enter

Ay simall ) saliD
a. Dependent Variable: ihlall (aedill ;padall sl
b. All requested variables entered.
Model Summary

M R Adjusted R Std. Error of
odel R Square Square the Estimate

1 .3872 .150 125 .62441

a. Predictors: (Constant), 4 sixall 3l sall 1Jsiuall juaiall

=M

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regressio 2.402 1 2.402 6.160 .018b
n

Residual 13.646 35 .390

Total 16.048 36
a. Dependent Variable: kbl (adsill 1 ulall 2l
b. Predictors: (Constant), & sixall 38 aall il paiall

Coefficients?
Standardize
Unstandardized Coefficients d Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 1.717 1.012 1.697 .099

Al dial sl .647 .261 .387 2.482 .018

g sinad

86



