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Quality of service and its role in achieving customer in the service organization:
A case study of Mobilis Telecom
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Abstract:

This study aims to identify the impact of the quality of telecommunications services in its
five dimensions (tangibility, reliability, responsiveness, security, and empathy) provided by
the mobile phone operator Mobilis on its customers’ satisfaction and the extent to which they
conform to their desires.

To measure all variables of the proposed theoretical model for the research and to verify the
validity of the hypotheses, we tested a sample of 400 individuals from consumers of the
Mobilis mobile phone network services in some states representing western Algeria.

Data analysis was first performed using exploratory factor analysis using SPSS.V25, followed
by confirmatory factor analysis and structural equation modeling using Statistica.VO8 to
statistically test the hypotheses. The validity of the hypotheses was confirmed, as was the
positive impact of the dimensions of Mobilis customer service quality and perceived value on
customer satisfaction.

Keywords: Service quality dimensions, customer perceived value, customer satisfaction, and
structural equation modeling.
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