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The role of quality of service in customer satisfaction through proposal and
value creation at airports: The Case of Oran Airport
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Abstract:
Customer satisfaction is one of the main
sources of value creation within companies,
particularly those operating in the air transport
sector. Based on a questionnaire conducted by
Oran Airport, which reached 325 passengers
in international departure and 121 passengers
in national departure, we will analyze the
quality of service and customer satisfaction
through value proposition and creation. The
results have showed various deficiencies and
deterioration in the quality of services, both
qualitatively and qualitatively. In this respect,
the new project of modernizing the airport
has addressed

proposing new value

infrastructure these

shortcomings and
improving service quality; which is of vital
importance for designing the airport strategy.
quality
satisfaction requires the modernization of

Improving service and customer
airport structures and the valorization and
development of the human factor .

Keywords: Quality of service, value creation,
Oran Airport, customer satisfaction, airport
modernization air

infrastructure project,

transport sector.
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