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Customer satisfaction as a mediator on the
relationship between service quality and customer
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Abstract :

The objective of this study is to try to study the impact of the dimensions of quality
of the services on customer loyalty with the existence of satisfaction as an
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intermediate variable. Case study of Algerian Mobilis Tlecom- Tlemcen Agency.
The study included a sample of 160 customers, The data was processed using
structural modeling by adopting the Advanced PLS methodology and by using
Smart PLS3 Software. the results have shown a positive effect of the quality of
services on loyalty with satisfaction as an intermediate variable.

Keywords: Dimensions of service quality, customer’s satisfaction, customer’s
loyalty.
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