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Abstract:

This study aimed to know the impact of the quality of services on customer loyalty
through the mediation of satisfaction and customer trust on customer loyalty. To address the
issue, a questionnaire was distributed to 100 customers of the Mobilis agency. SPSS and
Smart Pls were also relied upon to model the relationship between the variables of the study.
The study concluded that there was an effect Customer satisfaction and trust as mediating
variables between the quality of services in all its dimensions (reliability, tangibility, safety,
empathy, responsiveness) and customer loyalty at a significance level of 0.05. The study
recommends the need to periodically evaluate the level of quality of its services and work to
improve it.

Keywords: Trust, satisfaction, quality of service, customer loyalty.
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