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Abstract

This study aims to identify the various
concepts associated with service quality as a
modern strategy for enhancing customer
loyalty. The significance of this research lies
in uncovering the extent to which service
quality influences customer loyalty by
evaluating the core dimensions of service
quality using the Servqual model. To
achieve the objectives of the study, 30
questionnaires were distributed to customers
of Air Algérie. A range of statistical methods
were employed using the IBM SPSS
Statistics 21 software package to present and
analyze the results and to test the research
hypotheses. The findings of the study
revealed a positive impact of service
quality—represented by the following
dimensions tangibility,  reliability,
responsiveness, assurance, and empathy—
on the loyalty of Air Algérie customers.
Additionally, the results indicated that there
were no statistically significant differences
in customer loyalty levels.

Keywords: Service quality, customer
loyalty, dimensions of service quality,
quality.
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Abstract

This study aims to identify the various
concepts associated with service quality as a
modern strategy for enhancing customer
loyalty. The significance of this research lies
in uncovering the extent to which service
quality influences customer loyalty by
evaluating the core dimensions of service
quality using the Servqual model. To achieve
the objectives of the study, 30 questionnaires
were distributed to customers of Air Algérie.
A range of statistical methods were
employed using the IBM SPSS Statistics 21
software package to present and analyze the
results and to test the research hypotheses.
The findings of the study revealed a positive
impact of service quality—represented by
the following dimensions tangibility,
reliability, responsiveness, assurance, and
empathy—on the loyalty of Air Algérie
customers.  Additionally, the results
indicated that there were no statistically
significant differences in customer loyalty
levels.
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