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Abstract:

CETTE ETUDE VISE PRINCIPALEMENT A COMPRENDRE LE ROLE DE
MARKETING INTERNE DANS LA QUALITE DE SERVICE DANS LE SECTEUR DES
TELECOMMUNICATION EN ALGERIE , DANS LA REGION DU SUD-EST ET LA PAR LA
MEME, A COMPRENDRE LA NATURE DE LA RELATION ENTRE LES VARIABLES
ETUDIEES, REPRESENTER PAR LE MARKETING INTERNE COMME VARIABLE
INDEPENDANTE ET LA QUALITE DE SERVICE COMME VARIABLE DEPONDANTE.
ELLE VISE EGALEMENT A COMPRENDRE LE ROLE DU MARKETING INTERNE DANS
LES INSTITUTIONS DU SECTEUR TELECOMMUNICATION, DU POINT DE VUE DES
CLIENTS ET DES EMPLOYES DU SECTEUR. POUR ATTEINDRE CE OBJECTIF, NOUS
AVONS ABORDE LES CONCEPTS LIES AU MARKETING INTERNE ET A LA QUALITE
DE SERVISE. DEUX QUESTIONNAIRES ONT ETE ADAPTES, LE PREMIER DISTRIBUE
A  UN ECHANTILLON VOLONTAIRE D’EMPLOYES DU SECTEUR DES
TELECOMMUNICATION ET LE SECOND A UN ECHANTILLON VOLENTAIRE DE
CLIENT DU SECTEUR. CETTE ETUDE A PERMIS DE CONCLURE :

- L’EQUIPEMENT ET LES INSTALATIONS PHYSIQUES DE L’INSTITUTION DE
TELECOMMUNICATION ONT UN EFFET STATISTIQUEMENT SIGNIFICATIF SUR LA
QUALITE DU SERVICE.

- IL EXISTE UN IMPACT STATISTIQUEMENT SIGNIFICATIF SUR LA PERFORMENCE
DU SERVICE REQUIS EN TERMES DE FIABILITE, DE PRECISION, DE STABILITE ET
DE PERFORMANCE CORRECTE DE L’INSTITUTION DE COMMUNICATIN POUR
ATTEINDRE LA QUALITE DU SERVICE.
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- LE SERVICE CLIENT, LACOMPREHESION ET LA COMMUNICATION D’UNE
ENTREPRISE DE TELECOMMUNICATION ONT UN EFFET STATISTIQUEMENT
SIGNIFICATIF SUR L’OBTENTION D’UN NIVEAU DE QUALITE SEVICE A 4=0.05.

- IL NY A PAS DE DIFFERENCES ENTRE LES REPONSESMOYENNES DE
L’ECHANTILLON D’EMPLOYES DU SECTEUR SUR LES AXES DE L’ETUDE EN
RAISON DES INFORMATIONS PERSONNELLES DE L’ECHANTILLON DE L’ETUDE A
UN NIVEAU DE SIGNIFICATION STATISTIQUE DE 0.05.

L’ETUDE RECOMMANDE D’ACCORDER PLUS D’ATTENTION AU MARKETING
INTERNE DANS LES INSTITUTIONS DE TELECOMMUNICATION DANS LA REGION
DU SUD-EST AINSI QU’AUX RECOMPENSES MATERIELLES POURLES EMPLOYES DE
L’INSTITUTION, CE QUI SE REFLETE POSITIVEMENT SUR LA FORNITURE DES
SERVICES DE QUALITE.

Keywords: MARKETING INTERNE, MOTIVATION, QUALITE DE SERVICE, SECTEUR
DES COMMUNICATIONS.
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Statistics
N

Valid Missing Mean | Std. Deviation
Sl sl e 33 A Jeall atloyy 8 cldaial alaiglly 252 0 3.54 1.404

Ja5 Jal g e shaall Jala Jaadl @lleay by a e glal
252 0 3.53 1.301

Sldge dpany
ool 5l e (38 Jardl lleny 2385 Cilaad )53 elaal 252 0 3.47 1.189

lelalll clelaia¥l g Jals A sall 2 35 (e clalaial
252 0 3.59 1.192

CVGEL 3l

e lalll lelaia) g Jak Ao gall cllead 208 Glead
252 0 3.01 1.280

0530 053 s o jdaml

YUY Al A 5alls llaad €T 33 0 die Jaladll
252 0 3.19 1.297

& 0
YLyl il @llans ST AE die Jalaill g 530 252 3.33 1.341
D55, Juady), Jalal) 252 3.4804 .78931

basly Al cuitgiiu SLAR) 1 ualdd) galal

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
A galdll]. ) 2e 380 3.8570 .58368 .02994
One-Sample Test
Test Value =0
95% Confidence Interval of the
Difference
t Df Sig. (2-tailed) Mean Difference | Lower Upper
dugaldll )me ] 128.815 [ 379 .000 3.85702 3.7981 3.9159
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
iplic¥i2. ) ]380 3.5250 .64581 .03313
One-Sample Test
Test Value = 0
95% Confidence Interval of the
Difference
t df Sig. (2-tailed) Mean Difference | Lower Upper
alde Y2, me ] 106.402 | 379 .000 3.52500 3.4599 3.5901
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
Aai¥I3. ) ]380 3.6763 .61937 .03177
One-Sample Test
Test Value = 0
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95% Confidence Interval of the

One-Sample Test

Difference
t df Sig. (2-tailed) Mean Difference | Lower Upper
A3 ,me | 115.706 | 379 .000 3.67632 3.6138 3.7388
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
<iblaillg, ) ae | 380 3.7895 77120 .03956

Test Value=0

95% Confidence Interval of the

Difference
t df Sig. (2-tailed) Mean Difference | Lower Upper
ahlxillg ;e ] 95.787 379 .000 3.78947 3.7117 3.8673
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
Y15, 55 ] 380 3.8237 .69153 .03547
One-Sample Test
Test Value = 0
95% Confidence Interval of the
Difference
t df Sig. (2-tailed) Mean Difference | Lower Upper
J<¥5 e |107.786 | 379 .000 3.82368 3.7539 3.8934
One-Sample Statistics
N Mean Std. Deviation Std. Error Mean
il )sme | 252 3.7545 .71871 .04527
One-Sample Test
Test Value = 0
95% Confidence Interval of the
Difference
t df Sig. (2-tailed) Mean Difference | Lower Upper
il )se ] 82.928 251 .000 3.75454 3.6654 3.8437
One-Sample Statistics
N Mean Std. Deviation Std. Error Mean
oSall2 )sae | 252 3.6389 .63995 .04031
One-Sample Test
Test Value = 0
95% Confidence Interval of the
Difference
t df Sig. (2-tailed) Mean Difference | Lower Upper
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One-Sample Test

Ga
Sali2, ) ae ] 90.266 251 .000 3.63889 3.5595 3.7183
One-Sample Statistics
N Mean Std. Deviation Std. Error Mean
)3, ) | 252 3.8027 .63897 .04025
One-Sample Test
Test Value = 0
95% Confidence Interval of the
Difference
t df Sig. (2-tailed) Mean Difference | Lower Upper
—_,W3 ) me ] 94.475 251 .000 3.80272 3.7234 3.8820
One-Sample Statistics
N Mean Std. Deviation Std. Error Mean
eanll a4, )me | 252 3.7643 .74465 .04691

Test Value=0

95% Confidence Interval of the

Difference
t Df Sig. (2-tailed) Mean Difference | Lower Upper
eaall saiansill4. ) me ] 80.248 251 .000 3.76429 3.6719 3.8567

One-Sample Statistics

N Mean Std. Deviation Std. Error Mean
A3 JuaNI5, ) e | 252 3.3804 .78931 .04972
One-Sample Test
Test Value = 0
95% Confidence Interval of the
Difference
t df Sig. (2-tailed) Mean Difference | Lower Upper
L a5 ) ae | 67.986 251 .000 3.38039 3.2825 3.4783
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anova JLad) aladiuly cllg @i jLad) :ualud) alal)

ANOVA
Sum of Squares | Df Mean Square F Sig.
dsalalll. hme  Between Groups 2.560 3 .853 2.535 .057
Within Groups 126.560 376 .337
Total 129.120 379
Llie¥2 ,me  Between Groups 2.827 3 .942 2.282 .079
Within Groups 155.241 376 413
Total 158.068 379
Uaiu¥I3.,me  Between Groups 5.014 3 1.671 4.476 .064
Within Groups 140.377 376 .373
Total 145.391 379
hbillg, ) saa Between Groups 2.533 3 .844 1.425 .235
Within Groups 222.875 376 .593
Total 225.408 379
UwYI5, ) e Between Groups 2.413 3 .804 1.691 .168
Within Groups 178.830 376 476
Total 181.242 379
ANOVA
Sum of Squares | df Mean Square F Sig.
81, ) sma Between Groups .815 2 407 .787 456
Within Groups 128.838 249 517
Total 129.653 251
RS2, s Between Groups 1.468 2 734 1.803 .167
Within Groups 101.324 249 407
Total 102.792 251
i3, e Between Groups .844 2 422 1.034 .357
Within Groups 101.634 249 .408
Total 102.478 251
edenll sniansill4 H5e  Between Groups 5.670 2 2.835 5.288 .066
Within Groups 133.508 249 .536
Total 139.179 251
SR a5, ) e Between Groups .160 2 .080 .128 .880
Within Groups 156.214 249 .627
Total 156.374 251
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