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Quality of financial services and its relationship to customer satisfaction through electronic

payment applications ((Case study of the applications of the Algerian Post Office and
Algerian Telecom))
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Abstract:

The study aimed to identify the relationship between service quality and customer satisfaction
through the electronic payment applications of Algeria Post. The study targeted a group of Algeria Post
customers who have the gold card. In our study, we relied on the questionnaire tool, where we studied a
sample of 180 customers. We concluded that there is a correlation between the quality of financial services,
customer satisfaction, and electronic payment through Algeria Post applications, in addition to the
existence of a correlation between electronic payment and customer satisfaction. Finally, it was concluded
that electronic payment operations through the institution's applications have an intermediary role between
the quality of financial services and customer satisfaction.

Keywords: Financial services, financial services quality, customer, customer satisfaction, electronic

payment.
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Lsbas! &lo il g ASIYI adudly Llmiaadl (y Ll Jalas dayd o (05) @03y Joud! M5 (o Lasdls
P9 ASTY adlly Ll ( Aubolisy) ABMe g5 il Jsall (,Say ding (0 <0.05) dgiall Sgius ic
%21 Ay
(9 ASIY adudly cabolasdl o A8Me uagi Ayl | e yadl A 1411 4.6.5
Lo &ls pé o g ASTY adlly cabolatdl oty Lol Jalas 2ayd 31 (05) 8y Joaedl IS (e Lasdls
(S AT by Caboladl oy Audolisy) AMe urg3 ¥ T Joall (Say ding (A <0.05) Agiall (§giun is
(S AT asllg GLa¥l oy Ao g3 i il A ya ! Aiiin 5211 5.6.5
e Llas| Al oS g AT adlly o Le¥1 o Iola¥! Jalas &aid oo (05) oy Jgazedl IS5 (0 Lasdls
96377 Ay 39 AT 2819 (5 La¥1 oy Aubo Lty A8Me g5 4l Joal) (,Say diag (00 €0.05) Lginll Sgiuna

Syiun die Llas Ay o g ASIYI adlly LWL cladsedl 8352 o oLl Jalase 2agd ol Lasg %*

e pais @1 Hq Aadl 2o all Jadsy « Ho dpdinll A sl (28,3 Ll dules (00<0.05) Zuginll
9631.4" Ay « 39 AT addly LI lonisell Bagar (ry Lduassng Lz g Auboliy) A8Me Uz g5 L
"Og3ll gy g ASTY adull (s A8Me wmgs ™01 e s g AN B 11 A il 5Las 7.5
o (Pearson) LLs! Jolas olidy agdiu «Ogapll Liayg g ASIY adodl (s 28Mall Zals A8ya0 JT o1
poall uayd o Hlael e Ahadl Ausyally puall Aus,d Lea (s yd aisg Jl gl colpall sda
Al B a0l g cllaty Lis cmpmin g 055 3 LT 6T Lasdl Aaals
" Og03d) Linyg o ASTYI adudl (n 48Me w95 ¥ " :Hy
S Ogoll Liayg o ASTYN adudl (o 48Me u g5 ™ :Hy
(Y Jguzll dyi g Lo 1iag
03931 Liays (g ASTYI adll oo (Pearson) ol ¥l cdlala : oeltj.gn

UYL Sy Lol Jelas Sl

<0.001 0.454 @3;25.1}” E.\."

Lgiall Gytun die Lilast 2y il a3l Linyg Lig ASIY a8l oo boli¥! Jalae Aagd o Loy %
dr g3 4l e (a5 @1 Hy Alpad) A, all Ly « Ho ydinll B yall (ad)5 Lils 4ule (00 £0.05)
9045.4 Ludy « 032301 Lidyg Gig ASTY N ol (o A wgiag iz go Aubo Lyl 483
syl 1 At | A a1 5L 8.5
" ga3l Lanys AUl laniiell Baga coas A8l ig ASIYI adudl Jasugy ™51 e (ats 1
e slaxe¥ly pgdin (093l Layg AW cilonisel 8392 o A8Mal) g ASTY bl Ablisg Adypan Jl (10
zli=s el aaill s cny (PROCESS Procedure for SPSS V, ) 4854m0 M5 (10 Andrew F. Hayes 7 39
23 LET ol Lasd 2aals anall Aoy o 5lael e (sl 3o ,ally auadl 2o 18 Laa Catius 58 a9 ]
ALl s yall ang cdlaty s cdmpmis e 0955
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95331 Lngg AL Lol 85 o 21 Laawgty ¥ g ASIYI addl " iHl
09530 Ly ULl slociell B39 (o 253l Ly g ST ol " H,
rdies ds (Y Jguzdl dings Lo ldag

(PROCESS Procedure for SPSS V., ,) 43 gisas :07 o3, J,.\_;m

P S¥l udl Sgiu ozl Jolas
tiesd KoY
ol Auigd ol Auied ayudi &slkeall ]!
0.5695 0.2174 0.000 4.4104 0.0892 0.3139 a
0.4207 0.1850 0.000 5.0715 0.0597 0.3029 b
0.7924 0.4930 0.000 8.4719 0.0759 0.6427 c
0.6713 0.3758 0.000 6.9924 0.0749 0.5235 ¢
0.1651 0.0540 0.0378 0.1192 ab

PROCESS Procedure for SPSS V5 il i e slaze¥ly s Ll slae] oy 2 sialll
( FY) Lo (07) oy Jgued! IS (50

Bagad 31 lia O Ly s e daangll sl (e Jazad ) paall 80 Jtes g9 2(a) slueld 4wdls 1.8.5
S5 1da (59 <0.0892 608 (55lins Uassg 0.3139 dieyd 505 Jolaay (g ASIYI bl e U clousdl
a2l e 355 AW clousd) Basa of Jaall (Say diag (@ <0.05) dgiall Ssiun sic Lilas] Jio
{9 ASTY!

sl 3T Al o busg s il adall Je bagdl skl il Jiar iy 2(b) slueld Auddly 2.8.5
Lobas) s 331 1ia (/89 (0.0597 5,u5 §5leas Uases 0.3029 diasd 345 Jalaas 903l Ly e o ASTY)
(093l Loy (e 5350 g ASTYI ) 0 Jsall Sy ey (0020.05) Lgiall Sgtua ic

b o buzg s (S E1) aoldl sl e Jarad) paall 36 Jas gl :(c) sluweld 2udlly 3.8.5
«0.0759 608 (55lenn Unssg 0.6427 diagd 5.5 Jolaay «0gaill Lisy e Boleadl § W) clonsdl Bagt 3
e 5355 W loasel 3392 o Joall (Sas ding ((00£0.05) Logiall Sotue ic Lilas] Fla L3¥1 1ia oKy

(Ol Lis,

Losgll saall 3l (e CBLL alall sl e Jazad) pastl afl Jtes s :(€) sluneld 4l 4.8.5
sl dliay a3l olio e Boleadl 3 AU Slausdl Bagd 3T Sla o Luzg s (LA 531)
Ssues dic Libas| Fs 31 s oKy (0.0749 6,05 &slaas Uassy 0.5235 dind 55 Jolaoy caguegl

f 9 AT ad ol e 355 AU culeasedl Bage oof Joall (Say diag (00 €0.05) Lgiall
e 531 gl sl IS e qalad) i) e Jard) paall w8l dieg s ls :(ab) sluceld 4eudlly 5.8.5
0933l Lz e W loasell Bogad (3T llia (0 Larg s L) (3819 SO L3¥1 (s Gyal) 59 (LA
Ll 1o 391 1da 9 <0.0378 6,05 (5 lene Uaseig 0.1192 diayd 55 Jolaay ¢ o ASIY! a3l U5 1o

(00<£0.05) &giall (gsiun Lis
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Jlell 8 25 Y il 2agd o Loy c03030l Loy e 5355 2T loasdd) Baga oof Jedll Sy diag %
(0.1651) &l Jloes el fudgd ¥ ! 9(0.0540) 2ail Jloeo ol fudged o) sl (s yguaseld
Ho sydsnll Zu,all (adys Lils 4ules «(Hayes, 2022, p. 116) il 2Ll st lall of a1
16l e s @ Hy 2ol 4 ol Judsy
"Gga3dl Ly AUl cilantiell 5392 o A8l awogiy i ASTHI bl
szl .6
(loazell Baga s @ Lla 9o caaly g ASIY adull clidae pllas o Joall (Say clidalys M5 (0 pid
AU S lucsosll Byl e Fanall cleusedl gye 3L Ly (e pdlin (S L350 g1 ¥
e ¥la¥ly Wpusdl L gleiSall § Asladl wlyglatll 150 Jiladl iy plezal oo 2yne L Wglmag
M Lisgao Orumiy paliay s ¥ aadly cdsll Labsd 5895 8 Adle wilous wuudn) Lo Wglag
(b Lot Leal LS5 il Bue ) Lilio g3 s cclapdatl) dil: gdolagy ¥ cpdd) (50301
‘il Gig AV adull cladas Jleataly 5ol oy Buge pig P
t L3l Ly e iy e Gig ASIY bl il i 3
Lol 29 Adle laas 2Ly Bl gl clploas Crumnty 55l by Busha i >
ik Lesd Lo, S0 Sl 1B (e Al 1 AB1 Sy Buso Lo IS (10
iazes Lo Bale @) auadll JSLadl eyl Lelous oy cpues J) aad] 315l oy Buwge e P
colagdall asla geiun e
G AT a8l 4835 a5 Ua T oo (Flara¥] iolsall adlga e Agzmag Ul 3ozl caiSs >
Ay o lSUie Jog bl oISl e 5,19 & Lo >
a7
Ayl ARl a1
Babydl Awslly Ol (0259 Aeadl Baga slal o Auleladl &Ml (2017) . As daxa 9 ol slol @
https://asjp.cerist.dz/en/article/68201 (yo 37wl 3.31-47 ((01)03 « Jlae¥! cilyslinzs
Al didd) sl @ pas,ll Lo, (e Lanilis Lumiall cilonsel) 852 2819 .(2020) .olias Golu 9 ccdungyslawsl @
248-237 (01)07 «&ualazd ¥ dpaiild &5l Aloell 4850 "LgS - 515l 481 an” (guall (il
2silly padll bl 5l 0¥l colas . Gso3ll Aaid Hslaia 389 Bagwudll B3] ¢ .(2016) .l s sl uiil @
2025 ,01 09 57! 70,5 4ud uall ladsdl 5352 e Layily 2uig ASIYI 248 pall cilousd! L(2015) 51, S, @
https://dspace.univ-medea.dz: https://dspace.univ- O
medea.dz/bitstream/123456789/9529/1/%D9%85%D8%B0%D 9%83%D8%B1%D8%A9%20%D9%85%

D8%A7%D8%AC%D9%8A%D8%B3%D8%AA%D9%8A%D8%B1%20%D8%B1%D8%A7%D8%AD%D9
%88%20%D8%A8%D9%84%D8%A7%D9%84.pdf

D Bslg laiaa ¥l coles ASW il G294 .(2009) . £l mulr Sgama 9 gl Sl Oled @
ALl 3 Sordl eMae cMnas 3 A9 ATV 2udpuall cloasdl quuas 131.(2015,06 01) Gillaxall waw (e ®
https://asjp.cerist.dz/en/article/9862 ;ya 3|3 @3.09-26 (02)01 AWy slazd ¥l dlza 2592l Ayl
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https://www.researchgate.net: (pa slofu¥l @5 AU cleasdl Gigud (2018 ,06) .ouaddl hasd &)l
https://www.researchgate.net/publication/325922526

Lolys) Aedpall lausd| Baga (e 0,309 Lig ASIY 33guad]] .(2015) .St ol alasan 9 pasys ool e Oliase
oo Sl @ 1514186 (17002 Aaelmll Alms (0 Ruder Aolmdl chlall oo Al
https://bulletin.zu.edu.ly/issue_n17_2/Contents/A_08.pdf

Ciylall e Ae Ul Ly )iudyiall ciloasd] Jeais (e JLas¥ls cloglall LixglyiSs i1 .(2015) Coga) casma
https://dspace.univ- (o K- onY © eS| .03 Sl PPPES (305l
alger3.dz/jspui/handle/123456789/2400

] 3l Huge o dl coles Ossll SliMe Blal .(2009) salall 5353 @il 5 ¢ STl pumm Chugy
259l

o 2025 02 11 slasial s (asyls SL) las Loia
https://kifa.sa/category/5/%D8%AE%D8%AF%D9%85%D8%A7%D8%AA-%D8%A7%D9%84%D8%AF %
D9%81%D8%B9-%D 8%A7%D9%84%D8%A5%D 9%84%D 9%83%D 8%AA%D 8%B1%D9%88%D9%86%
D9%8A%#:~:text=%D9%85%D8%A7%20%D9%87%D9%8A%20%D 8%AE%D 8%AF%D 9%85%D 8%A7%D
8%AA%20%D8%A7%D9%84%D 8%AF%D9%81%D 8%B9%20%
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L§.‘>)LL|
(dad)
Cumulative
Frequency Percent Valid Percent
Percent
Sa 98 54,4 54,4 54,4
Valid ] 82 45,6 45,6 100,0
Total 180 100,0 100,0
alrd) (5 giusal)
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Frequency Percent Valid Percent Cumulative
Percent
655y Jil 20 11,1 11,1 11,1
Vil S5 29 16,1 16,1 27,2
EPEN 131 72,8 72,8 100,0
Total 180 100,0 100,0
LA Gadail) and
Frequency Percent Valid Percent Cumulative
Percent
BaridiMob 87 48,3 48,3 48,3
E-Paiemnt 36 20,0 20,0 68,3
Valid Eccp 53 29,4 29,4 97,8
My Idoom 4 2,2 2,2 100,0
Total 180 100,0 100,0
Gl aladie) & e 22
Frequency Percent Valid Percent Cumulative
Percent
80 Jsf 28 15,6 15,6 15,6
Valid <l 152 84,4 84,4 100,0
Total 180 100,0 100,0
Ogl Loy LWL Cledd 34
N of Items Cronbach's Alpha N of Items Cronbach's Alpha
8 797 25 ,841
R 39FSIY a3l
N of Items Cronbach's Alpha N of Items Cronbach's Alpha
40 ,886 7 ,780
Correlations
X Y M A0Sl ds l)
Pearson Correlation 1 ,536" 3147 , 746"
X Sig. (2-tailed) <,001 <,001 <,001
N 180 180 180 180
Pearson Correlation 536" 1 454" ,844"
Y Sig. (2-tailed) <,001 <,001 <,001
N 180 180 180 180
Pearson Correlation 314 454" 1 774"
M Sig. (2-tailed) <,001 <,001 <,001
N 180 180 180 180
Pearson Correlation 746 ,844™ 774" 1
EENIEESE
Sig. (2-tailed) <,001 <,001 <,001
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N 180 180 180 180
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
X1 X2 X3 X4 X5 X Y
Pearson Correlation 1 ,163" ,193™ ,119 ,568" 544" ,403"
X1 Sig. (2-tailed) ,029 ,010 112 <001  <,001 <,001
N 180 180 180 180 180 180 180
Pearson Correlation ,163" 1 4397 ,355" ,152" ,624” ,324™
X2 Sig. (2-tailed) ,029 <,001 <,001 ,041 <,001 <,001
N 180 180 180 180 180 180 180
Pearson Correlation ,193" ,439™ 1 AT76™ ,258" ;746" 3777
X3 Sig. (2-tailed) 010 <,001 <001 <001  <,001 <,001
N 180 180 180 180 180 180 180
Pearson Correlation 119 ,355" 476" 1 ,039 749" ,200™
X4 Sig. (2-tailed) 112 <001 <,001 599  <,001 ,007
N 180 180 180 180 180 180 180
Pearson Correlation ,568" ,152° ,258" ,039 1 523" 597"
X5 Sig. (2-tailed) <,001 ,041 <,001 ,599 <,001 <,001
N 180 180 180 180 180 180 180
Pearson Correlation ,544” ,624” ,746" ,749” ,523" 1 ,536™
X Sig. (2-tailed) <,001 <,001 <,001 <,001 <,001 <,001
N 180 180 180 180 180 180 180
Pearson Correlation ,403™ ,324" 3777 ,200™ 597" 536" 1
Y Sig. (2-tailed) <,001 <,001 <,001 ,007 <,001 <,001
N 180 180 180 180 180 180 180
*. Correlation is significant at the 0.05 level (2-tailed).
**_ Correlation is significant at the 0.01 level (2-tailed).
Correlations
X1 X2 X3 X4 X5 X M
Pearson Correlation 1 ,163" ,1937 ,119 ,568™ ,544" ,2707
X1 Sig. (2-tailed) ,029 ,010 412 <001 <,001 <,001
N 180 180 180 180 180 180 180
Pearson Correlation ,163" 1 ,439” ,355™ ,152° ,624" ,2157
X2 Sig. (2-tailed) ,029 <,001 <,001 ,041 <,001 ,004
N 180 180 180 180 180 180 180
Pearson Correlation ,193” 439" 1 476" ,258" , 746" 210"
X3 Sig. (2-tailed) ,010 <,001 <,001 <,001 <,001 ,005
N 180 180 180 180 180 180 180
Pearson Correlation ,119 ,355™ AT6™ 1 ,039 , 7497 ,081
x Sig. (2-tailed) 112 <,001 <,001 ,599 <,001 ,282
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N 180 180 180 180 180 180 180
Pearson Correlation ,568" ,152° ,258" ,039 1 ,523" 373"
X5 Sig. (2-tailed) <,001 ,041 <,001 ,599 <,001 <,001
N 180 180 180 180 180 180 180
Pearson Correlation ,544" ,624” 746" ,749” ,523" 1 ,314™
X Sig. (2-tailed) <001 <001 <001 <001 <001 <,001
N 180 180 180 180 180 180 180
Pearson Correlation ,270™ ,215™ ,210™ ,081 , 3737 ,314™ 1
M Sig. (2-tailed) <,001 ,004 ,005 ,282 <,001 <,001
N 180 180 180 180 180 180 180
*. Correlation is significant at the 0.05 level (2-tailed).
**, Correlation is significant at the 0.01 level (2-tailed).
Correlations
Y M
Pearson Correlation 1 454"
Y Sig. (2-tailed) <,001
N 180 180
Pearson Correlation 454" 1
M Sig. (2-tailed) <,001
N 180 180

** Correlation is significant at the 0.01 level (2-tailed).

Run MATRIX procedure:

*Kxxkkkkxkkkhkxxkk* PROCESS Procedure for SPSS Version 4.2 ***kxxkkkhkxkxkkhrx

Written by Andrew F. Hayes, Ph.D.
Documentation available in Hayes (2022).

www.afhayes.com
www.guilford.com/p/hayes3

R IR S b S Sb b S b I S SR S SE I Sb b b Sb S b b Sb b b b S b b S S 2R Sh S SE e Sb b b 2h S Ib I Sb b b 2b S b S Sb d Sb b I dh b S SE b S 2b I 3

Model : 4
Y Y
X X
M M

Sample

Size: 180

Kk hkhk Ak kA hhkhkhAhhk A hhkhhkhkhhhkhkh Ak hk A hhkhkhkhkhhhkhkhk Ak hkrhhkhkhhkhkhkhkhkhkrhkdkrhkhkhkhkhkhhkrkkrkkxk*k

OUTCOME VARIABLE:
M

Model Summary

R R-sq MSE F dfl
, 3139 , 0985 ,1682 19,4512 1,0000
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df2
178,0000

P
, 0000
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Model

coeff
constant 2,4601
X , 3935

se t
, 3471 77,0877
,0892 4,4104

Standardized coefficients

coeff
X , 3139

, 0000
, 0000

LLCI

1,7751

,2174

ULCI
3,1450
;5695

KR A A A AR AR A A A A A A AR A A A A A A AR A A A A A A A A A KA AR A A A AR A A A A A A A A AR AR A A IR AR AR A A A A A Ak kK

OUTCOME VARIABLE:
Y

Model Summary

R R-sq
, 6146 , 3778
Model
coeff
constant ,8162
X , 5235
M , 3029

MSE F
,1068 53,7305
se t
, 3132 2,6064
,0749 6,9924
, 0597 5,0715

Standardized coefficients

coeff
X , 4367
M , 3167

2,0000

, 0099
, 0000
, 0000

177,0

LLCI
,1982
, 3758
, 1850

df2 o)
000 ,0000
ULCI
1,4343
, 6713
, 4207

AKXk khkhkxdkkhkrxxkkhrxxkkkrkrxxkx TOTAL EFFECT MODEIL ******x*xkkhhxkkhhrxkhhrxrkkhrx

OUTCOME VARIABLE:
Y

Model Summary

R R-sqg
, 5361 , 2874
Model
coeff
constant 1,5614
X , 06427

MSE F
,1216 71,7730
se t
, 2951 5,2902
,0759 8,4719

Standardized coefficients

coeff
X , 5361

Ak khkkkk Kk Ak kKkk kK TOTAL,

Total effect of X on Y
Effect se
, 06427 , 0759

Direct effect of X on Y

Effect se

, 5235 , 0749
Indirect effect(s) of X
Effect BootSE

M ,1192 ,0378

Completely standardized
Effect BootSE
M , 0994 , 0303

kxkhkkhkrhkkhkrxhkkhkhkhkhkrkxhkhkxkk*xk

Level of confidence for
95,0000

t b

8,4719 ,0000

t b

6,9924 ,0000

on Y:

BootLLCT BootULCI

, 0540 ,2003
indirect effect(s) of X on Y:

BootLLCT
, 0467

1,0000

, 0000
, 0000

LLCI
, 4930

LLCI
, 3758

BootULCI
, 1651

178,0

LLCI
, 9789
;4930

df2 o)
000 ,0000
ULCI
2,1438
,7924

DIRECT, AND INDIRECT EFFECTS OF X ON Y ***kkkkkxxxxkxx

ULCI c cs
, 7924 ;5361
ULCIT c' cs
, 6713 ;4367

ANALYSIS NOTES AND ERRORS khkkhkkhkkhkhkkhkkhkkhkkhkkhkkhkhkhhkkhkkkkkkkx

all confidence intervals in output:

Number of bootstrap samples for percentile bootstrap confidence intervals:

5000
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