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Abstract:

The study aims to identify the relationship of the application of electronic
management in its various dimensions to achieving the satisfaction of the users
in the public service institution of Algeria Telecom - Qelma branch.

In order to answer the problem of the study, the descriptive approach and the
analytical approach were relied upon, so that the questionnaire was used as a
basic research tool distributed to 100 individuals from a random sample
targeting the customers of the institution under study and the beneficiaries of its
services under the application of electronic management. The interpretation of
the results was also supported by relying on the interview answers. .

Through the analysis of the study, the researcher concluded that the electronic
management in the Algeria Telecom Corporation - Guelma branch - seeks to
provide quality services in order to gain the satisfaction of the users, despite the
difficulties that stand in the way of implementing electronic management to the
fullest extent. electronic and the satisfaction of the utilities.

Within the framework of this study, the study recommends improving the user
experience through an integrated electronic management of all services
provided by Algeria Telecom and working to improve the quality of services
provided for the benefit of public users.

Keywords: electronic administration, public utility, satisfaction.
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Ol s 103 (3, golll

ouiall
Effectifs | Pourcentage Pourcentage Pourcentage
valide cumulé
N3 28 28.0 28.0 28.0
Valide 72 72.0 72.0 100.0
Total 100 100.0 100.0
Statistiques
il Jaall s el el 6 sinaall, aalasl]
Valide 100 100 100 100
Manquante 0 0 0 0
Moyenne 2.24 1.92 3.18
Médiane 2.00 2.00 4.00
Ecart-type .955 761 1.266
BERVRPRYRA]
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé
J8l (20000 z2 27 27.0 27.0
(= 20000z> Y & . 400000
31 31.0 31.0
zo
Valide  « 40000 g2 V) B (e
60000z 33 33.0 33.0
81 3 60000z 9 9.0 9.0 100.0
Total 100 100.0 100.0
g
Effectifs | Pourcentage Pourcentage Pourcentage
valide cumulé
J8 e 30 Aim 33 33.0 33.0 33.0
230 S 8 (e 40 Aies 42 42.0 42.0 75.0
Valide
=40 S 8 e B0 Aies 25 25.0 25.0 100.0
Total 100 100.0 100.0
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8 Sal),  pazlail)
Effectifs | Pourcentage Pourcentage Pourcentage
valide cumulé
Lo 5 8 6 6.0 6.0 6.0
osilesd 39 39.0 39.0 45.0
e 1 1.0 1.0 46.0
Valide
Sube ) iivale 39 39.0 39.0 85.0
ol 5 5Ka 15 15.0 15.0 100.0
Total 100 100.0 100.0
Statistigues
al a2 a3 a4
Valide 100 100 100 100
N Manquante 0 0 0 0
Moyenne 3.79 3.56 3.35 3.87
Médiane 4.00 4.00 4.00 4.00
Ecart-type 1.038 1.166 .968 .800
al
Effectifs Pourcentage Pourcentage Pourcentage
valide cumulé
e (38 5 BAy 3 3.0 3.0 3.0
e 8 se 12 12.0 12.0 15.0
alas 12 12.0 12.0 27.0
Valide
3 e 49 49.0 49.0 76.0
il sa B2y 24 24.0 24.0 100.0
Total 100 100.0 100.0
Statistigues
b10 bll b12 b13 bl4 b15
Valide 100 100 100 100 100 100
N Manquante 0 0 0 0 0 0
Moyenne 2.89 2.56 2.97 2.82 2.88 3.39
Médiane 3.00 2.00 3.00 3.00 3.00 4.00
Ecart-type 1.317 1.104 797 .989 .891 .973
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b10
Effectifs | Pourcentage Pourcentage Pourcentage
valide cumulé
e B 5a B2y 18 18.0 18.0 18.0
o (88 5e 26 26.0 26.0 44.0
e 17 17.0 17.0 61.0
Valide
G s 27 27.0 27.0 88.0
A 5e Bady 12 12.0 12.0 100.0
Total 100 100.0 100.0
Statistigues
X1 X2 Y1l Y2 Y3 Y4
Valide 100 100 100 100 100 100
Manquante 0 0 0 0 0 0
Moyenne 3.6425 3.6560 2.9183 3.0783 3.3860 3.5950
Médiane 4.0000 3.6000 2.8333 3.3333 3.8000 3.5000
Ecart-type .76562 44138 .71323 .69931 .86422 .70243

Récapitulatif de traitement des observations

N %
Valide 100 100.0
Observations  Exclus? 0 .0
Total 100 100.0

a. Suppression par liste basée sur toutes les

variables de la procédure.

Statistiques de fiabilité

Alpha de

Cronbach

Nombre

d'éléments

.889

30
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Test de KoImogorov-Smirnov a un échantillon

adkall Aaild

X1 X2 y
N 100 100 100
Paramatres normauxe? Moyenne 3.6425 3.6560 3.2444
Ecart-type .76562 44138 .55049
Différences les plus Abs.o.lue 190 242 146
R Positive .074 118 .103
extremes Négative -.190 -.242 -.146
Z de Kolmogorov-Smirnov 1.897 2.421 1.459
Signification asymptotique (bilatérale) .001 .000 .028
a. La distribution a tester est gaussienne.
b. Calculée a partir des données.
Corrélations
al a2 a3 a4 ad5 a6 ar
Corrélation de Pearson 1 .849" 315" 478" .286" 483"
al Sig. (bilatérale) .000 .001 .000 .004 .000
N 100 100 100 100 100 100
Corrélation de Pearson .849" 1 .326" 425" 428" .613" -
a2 Sig. (bilatérale) .000 .001 .000 .000 .000
N 100 100 100 100 100 100
Corrélation de Pearson 315" .326" 1 229" .004 179 ..
a3 Sig. (bilatérale) .001 .001 .022 972 .074
N 100 100 100 100 100 100
Corrélation de Pearson 478" 425" 229" 1 .193 .023
a4 Sig. (bilatérale) .000 .000 .022 .054 818
N 100 100 100 100 100 100
Corrélation de Pearson .286™ 428" .004 193 1 .323" ..
a5 Sig. (bilatérale) .004 .000 972 .054 .001
N 100 100 100 100 100 100
Corrélation de Pearson 483" 613" 179 .023 323" 1 -
a6 Sig. (bilatérale) .000 .000 .074 .818 .001
N 100 100 100 100 100 100
Corrélation de Pearson 130 -.031 .269" .085 .290™ -.086
a7 Sig. (bilatérale) 197 .756 .007 .399 .003 .395
N 100 100 100 100 100 100
Corrélation de Pearson .335™ .350" -.075 461" .448™ .078 ..
as Sig. (bilatérale) .001 .000 460 .000 .000 439
N 100 100 100 100 100 100
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Corrélation de Pearson -.066 -.090 -.065 -.188 -.328" -.206"
a9 Sig. (bilatérale) 514 371 .519 .062 .001 .040
N 100 100 100 100 100 100
Corrélation de Pearson 847" .865" 495" 575" 512" 529"
X Sig. (bilatérale) .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100
**_La corrélation est significative au niveau 0.01 (bilatéral).
*, La corrélation est significative au niveau 0.05 (bilatéral).
Corrélations
X1 y
Coefficient de corrélation 1.000 564"
X1 Sig. (bilatérale) . .000
N 100 100
Rho de Spearman
Coefficient de corrélation 564" 1.000
y Sig. (bilatérale) .000
N 100 100

**_La corrélation est significative au niveau 0,01 (bilatéral).
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