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The effect of the service reform strategy in restoring customer
satisfaction: an exploratory study of the opinions of a sample of
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Abstract:

This study aims to determine the extent to which the service reform
strategy contributes to restoring customer satisfaction, by adopting an
electronic questionnaire distributed to 140 Algeria Telecom customers.
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We have found that there is no difference in the effect of the service
reform strategy in restoring customer satisfaction according to demographic
characteristics, and it was also shown that there is a positive and strong
correlation between the dimensions of the service reform strategy and
restoring customer satisfaction, as after solving the problem came at the
forefront in terms of the strength of the effect, followed by apology and
response, then explanation, compensation and sympathy with the same
degree of influence, which shows that the effectiveness of restoring
satisfaction depends mainly on the fundamental treatment of failure
supported by speed of response and recognition of error, and therefore the
need for institutions to adopt An integrated strategy for service reform is
based on giving priority to solving the problem, as it is the most influential
dimension in restoring customer satisfaction and building his confidence in
the institution.

Keywords dimensions of service reform strategy; restoring customer
satisfaction; Algeria Telecom.
Jel Classification Codes: M31, M10, L96
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