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The Role of Service Reform in Achieving Customer Joy: A Study of a Sample of
Algeria Telecom Subscribers
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This study aims to address the extent of the impact of service reform on the customer's delight, and | Recerved

to do this, a questionnaire was prepared that was distributed electronically to a sample of 160 17/06/2025
individual subscribers of Algeria Telecom across the various states of the country, and a set of Accepted

statistical methods were relied on using the (SPSS) program, and the study found that there are 20/10/2025
fundamental differences in the impact of service reform on the customer's delight according to

gender; The service is independent in the delight of the customer, but there is a difference between

them in terms of the degree of impact, from the customer's point of view, according to the relative Eeptoords:
importance to him, which came in the following order: empathy, problem sofving, explanation, | ¥ service reform

apology, speed of response, and among the most important proposals presented is the need to focus § V" Customer delight

on service reform, especially empatly, because it is among the most important dimensions of service § v g [geria Telecom.

reform affecting customer happiness.
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