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Abstract:

This study aims to analyze the impact of service quality (technical quality,
functional quality) on the loyalty of Algérie Télécom customers (Relizane
Agency). The services provided by Algérie Télécom (Relizane Agency),
100 questionnaires were distributed to Algérie Télécom customers (Relizane
Agency) to return 89 questionnaires subject to the conditions of statistical
analysis, After the process of processing the data of the retrieved
questionnaires using the statistical program SPSS-19 and testing the
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hypotheses of the study, the results of this study were summarized to the
presence of a differential effect of the quality of services provided by
Algérie Télécom (Relizane Agency) on customer loyalty, with a strong
impact of functional quality on customer loyalty compared to the technical
quality that provided by the organization.

Keywords: service quality, technical quality, functional quality, customer
loyalty.
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