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Service Quality Assessment and Its Impact on Customer Satisfaction:
A Field Study on Customers of "Yassir'"' Company in Bouira Province
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Abstract: This study aimed to evaluate the quality of services provided by
the "Yassir" company in Bouira from the customers' perspective, with a
particular focus on determining the extent to which various dimensions of
service quality impact customer satisfaction. The study examined
dimensions such as reliability, responsiveness, safety, empathy, and
tangibility. It also investigated the influence of demographic variables such
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as gender, age, educational level, occupational status, and income on
customer evaluations. The results revealed that the overall quality of
services was rated as moderate, with the tangibility dimension standing out.
A strong correlation was found between service quality dimensions
particularly responsiveness and empathy and customer satisfaction.
Moreover, demographic differences did not significantly affect quality
evaluations, while repeated interactions with the company influenced
perceptions of safety. Based on these findings, the study proposed
recommendations to enhance service quality and strengthen
communication, thereby supporting customer loyalty and improving the
company's competitiveness in the market.

Keywords: Service Quality, Customer Satisfaction, Quality Dimensions,
Yassir Company, Field Study, spss.

JEL Classification Codes: D12, L15, L91, M31, C83
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