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Service quality and its impact on customer satisfaction in air transport companies

Case study of Tassili Airlines, Tindouf Agency
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Abstract:

The success of any enterprise depends on the performance of the Human Resource and its efficiency, and
it is the main element in providing the quality of the product or service. The service companies have become
required to provide services that satisfy the desires and aspirations of customers in order to ensure their
satisfaction and loyalty to the institution.In this study, we shed light on the importance of service quality in
achieving customer satisfaction at the level of Tassili Airlines Tindouf Agency, depending on the dimensions of
service quality, which are: tangibility, reliability, response, sympathy and the rest of the other dimensions. We
relied on the questionnaire and distributed it to a sample of customers of Company who use domestic airlines to
wards the Wilaya of Tindouf, and the results obtained confirm the existence of a statistically significant
relationship between the quality of service provided by Tassili Airlines and customer satisfaction.

Keywords: Human Resource, Service, Service Quality, Tassili Airlines, Customer Satisfaction.
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