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The impact of E-service quality on creating customer value
- Field study of a sample of BDL customers -

! Juanlgy 3

3l Aralacdyadinl cdelial) i
boulassel.lynda@univ-alger3.dz
SIS R A

3ol daals (Ladil) cileliall i
azzouz. aicha@univ-alger3.dz

2021/11/30 L&l Je il 2021/05/09 Jsil 2021/03/24 Jsa sl gl
Received 24/03/2021 Accepted 09/05/2021 Published online 30/11/2021

taidla

I e e et el Sy (3 Ospl) ad 3l Lo 2 g iSOV daadh) 3gor slal T35 L) il sl 308
dflaxYl G r desez Jo slexeWU debenm VI ppbl maliy plscnnl Lddy Blaul mig @ 438 o4
(Broyadly alladl 35 Ul Bl 25gaSIN) oddl B35 slul O 58 AbL3) Be 35y ) Anll) coalsy
ALEsll Ll Ol Ogll ded o ai g sSIV) dadd) 5393 slad o WU @M 35y U BLo) (Ogl ey
Sl
-39SV Wbl a5 SN 8351 ¢ 7SIV Zatdhl €0l e dpalidal) clalel

Abstract:

This study aims to identify the Impact of E-services quality dimensions on creating
customer value at the BDL, and for this purpose a questionnaire was distributed and
analyzed using Statistical Package for the Social ,based on a set of Statistical methods, the
study concluded that there is a strong correlation between the dimensions of E- service
quality (competence, loyalty, system availability and privacy) and customer value, in
addition to the existence of a relationship between the impact of E- service quality
dimensions on customer value according to the demographic factor " age.
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