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Abstract:

This study aims to measure the extent of human resources competency effect on
external customer satisfaction through an application on a service company
represented in Algerian Telecom (Djelfa branch), in order to achieve this goal,
the study falls into two parts, on the theoretical side, the deductive method used
to present the study variables (human resource competency and external
customer satisfaction). As for the practical part, in which we relied on the
inductive approach, the researcher has collected necessary research data by
distributing an online survey on a convenient sample of 545 individuals from
Algerian Telecom customers in the province of Djelfa.

The finding of this study concluded that there is a statistically significant effect
of human resources competency on the external customer satisfaction in the
studied company, this is mainly due to the dimensions (problem-solving, speed
of service delivery, and interpersonal communication) with consideration of
arrangement, The findings revealed that there are statistically significant

Xl



- ek
differences in external customer satisfaction due to the variable (duration of
dealing with the company), while there were no statistically significant

differences concerning other demographic variables, At the end of the study,
several suggestions were made based on these results.

Keywords: Human resource competency, external customer, service
companies, Algerian Telecom in Djelfa
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2 Rolph E. Anderson, Consumer Dissatisfaction: The Effect of Disconfirmed Expectancy on Perceived Product
Performance, Journal of Marketing Research, Vol. 10, 1973, p.38.
3 Dawes, R., D. Singer & Lemons, P, An experimental Analysis of the Contrast Effect and its Implications for
Intergroup Communication and Indirect Assessment of Attitude, Journal of Personality and Social Psychology,
Vol. 21, 1972, p.281.
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1 Atila Yiiksel, Fisun Yuksel, Consumer Satisfaction Theories: A Critical Review, Tourist Satisfaction and
Complaining Behavior: Measurement, And Management Issues in The Tourism and Hospitality Industry, Nova
Science Publishers, New York, 2008, P.98.
2 Terry.g. vavra, op Cit.45.
% Florin Lucian Isac, Sergiu Rusu, Theories of Consumer’s Satisfaction and The Operationalization of The
Expectation Disconfirmation Paradigm, Annals of the ,,Constantin Brancusi” University of Targu Jiu, Economy
Series, Issue 2/2014, P.84.
4 Terry.g. vavra, Op cit, p.47.
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1 Atila Yiuksel, Fisun Yuksel, The Expectancy-Disconfirmation Paradigm: A Critique, Journal of Hospitality &
Tourism Research 2001, p.108.
2 Gunning, J, Models of Customer Satisfaction and Service Quality as Research Instruments in Construction
Management. in: Akintoye, A Glasgow Caledonian University. Association of Researchers in Construction
Management, 16th Annual Arcom Conference, 6-8 September, 2000.p.24.
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2 Churchill Gilbert, Surprenant Carol, An Investigation into The Determinants of Customer Satisfaction, Journal
of Marketing Research, Vol. 19, 1982, p.503.
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2 Youjae Yi,"The Determinants of Consumer Satisfaction: The Moderating Role of Ambiguity”, in NA - Advances
in Consumer Research Vol 20, 1993, retrieved from: http://acrwebsite.org/volumes/7500/volumes/v20/NA-20,
Accessed: 09 November 2019.

3 Westbrook Robert, Intrapersonal Affective Influences on Consumer Satisfaction with Products, Journal of
Consumer Research. Vol. 7, 1980, p.53.

4 Westbrook Robert, Product/ Consumption-Based Affective Responses and Postpurchase Processes, Journal of
Marketing Research, Vol. 24, 1987, p.266.
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Satisfaction, Vol. 18, No. 1, 1991, p.85.
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de bord, Recherche et Applications en Marketing, VVol. 16, No. 2, 2001, p.01.
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Cronbach's Alpha N of Items

.893 7

Reliability Statistics
Cronbach's

Alpha N of Items

.885 6

Reliability Statistics
Cronbach's Alpha N of ltems

.878 6

Reliability Statistics
Cronbach's Alpha N of Items

.879 7

Reliability Statistics
Cronbach's Alpha N of ltems

.922 13
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(one sample t test )our1g L & jlus
One-Sample Statistics
N Mean Std. Deviation ~ Std. Error Mean
Jaladll 46y 5l 545 3.3861 .76112 .03260
o=l Jual gl 545 3.2092 .82401 .03530
) e 545 2.9719 .88482 .03790
JSLiall da 545 3.1720 .79247 .03395
dieadl L) 545 3.0958 .80429 .03445
One-Sample Test
Test Value = 3
95% Confidence Interval of the
Difference
t df Sig. (2-tailed) Mean Difference Lower
Jalall_23, )k 11.843 544 .000 .38611 3221 .4502
=il Jual gl 5.926 544 .000 .20917 .1398 .2785
el de pu -.742 544 458 -.02813 -.1026 .0463
JSLiall da 5.065 544 .000 17195 .1053 .2386
Jeeall L) 2.782 544 .000 .09584 .0282 .1635
iugall Gy Al s
one way anova .3
ANOVA
daendl L
Sum of Squares df Mean Square F Sig.
Between Groups .011 1 .011 .017 .897
Within Groups 351.889 543 .648
Total 351.900 544
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one way anova ;n..J\

ANOVA
draall L)
Sum of Squares df Mean Square F Sig.
Between Groups 1.107 2 .554 .856 426
Within Groups 350.792 542 .647
Total 351.900 544
one way anova el ggdl
ANOVA
daesd) L)
Sum of Squares df Mean Square F Sig.
Between Groups 3.477 2 1.739 2.705 .068
Within Groups 348.422 542 .643
Total 351.900 544
one way anova >\
ANOVA
daesdl L
Sum of Squares df Mean Square F Sig.
Between Groups 2.219 2 1.110 1.720 .180
Within Groups 349.681 542 .645
Total 351.900 544
one way anova  jsladi s
ANOVA
daeall Ly
Sum of Squares df Mean Square F Sig.
Between Groups 4.718 2 2.359 3.683 .026
Within Groups 347.182 542 .641
Total 351.900 544
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Jolad) 8e pid Bydad) $9,40 LSD o) il

Multiple Comparisons
Dependent Variable: Jwall L,

LSD
Mean Difference 95% Confidence Interval
(1) Jaladll 320 (J) Jaladll 32a (1-J) Std. Error Sig. Lower Bound Upper Bound
A e B Glsid A 1 e -.00457 .10826 .966 -.2172 .2081
Gl s 4 (e S .18757" .08709 .032 .0165 .3586
Sl JAw ] ge A e B .00457 .10826 .966 -.2081 .2172
Gl 4 e SIS .19214" .08981 .033 .0157 .3686
Gl g 4 (e SSI 4w (e J8I -.18757" .08709 .032 -.3586 -.0165
Sl sied N A ] (e -.19214" .08981 .033 -.3686 -.0157

*. The mean difference is significant at the 0.05 level.

by jles

Jaleill sk omndl Jeal gl sl de e JSLE Ja

Jreall L Pearson Correlation .601" 713" 717 717 1
Sig. (2-tailed) .000 .000 .000 .000
N 545 545 545 545 545
AU e

bl Suall lady)

Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate
1 .7922 .627 .624 49331
a. Predictors: (Constant), sl de ju Jaladll 48 jla JSLELN Ja
el Joal 51l
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 220.489 4 55.122 226.510 .000P
Residual 131.411 540 .243
Total 351.900 544

a. Dependent Variable: Jwsll L,
b. Predictors: (Constant), saddll Jual sl aiill Gy dolaill 38 s JSLEN s
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Coefficients®
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 467 101 4.621 .000
Jalatll 46y 5l .003 .047 .002 .056 .955
il Jual sl .244 .052 .250 4.663 .000
P e .298 .037 .328 8.113 .000
Jstadl da .301 .044 .296 6.826 .000

a. Dependent Variable: Jwsll L,

Py SR SIEREERNES |

Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate

1 7172 515 514 .56081
2 J77° .604 .603 .50691
3 .792¢ .627 .624 .49285

a. Predictors: (Constant), Jstaall_da
b. Predictors: (Constant), sl de ju JSULill Ja
c. Predictors: (Constant), asill_dual sill aiill 4o ju JSLE da

ANOVA?®

Model Sum of Squares df Mean Square F Sig.

1 Regression 181.123 1 181.123 575.899 .000°
Residual 170.776 543 .315
Total 351.900 544

2 Regression 212.629 2 106.314 413.743 .000°
Residual 139.271 542 .257
Total 351.900 544

3 Regression 220.488 3 73.496 302.570 .000¢
Residual 131.412 541 .243
Total 351.900 544

a. Dependent Variable: dwall L=,

b. Predictors: (Constant), JSliall_ds

. Predictors: (Constant), axill_de ju JSUidl da

. Predictors: (Constant), =3l dual sl ol de ju JSUL da

o O
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Coefficients?

Unstandardized Coefficients

Standardized

Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) .786 .099 7.927 .000
JStiall da .728 .030 717 23.998 .000

2 (Constant) .601 .091 6.584 .000
Jstadl da 429 .038 423 11.144 .000
) e .382 .034 420 11.073 .000

3 (Constant) .469 .092 5.119 .000
JStial da .301 .044 .297 6.891 .000
ail) ey .298 .037 .328 8.131 .000
wandll Jal 5l .245 .043 .251 5.688 .000

a. Dependent Variable: Jsal) L,
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