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SPSS iz s i 1 03 Galal

Case ProcessingSummary

N %

Cases Valid 30 100.0
Excluded? 0 .0

Total 30 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics
Cronbach's
Alpha N of Items
.969 35

Correlations

L cllkic | 3d clblbic Ll ik )l
A bl Pearson Correlation 1 .700™ .789" .902"
Sig. (2-tailed) .000 .000 .000
N 30 30 30 30
L il Pearson Correlation .700" 1 .798™ 921"
Sig. (2-tailed) .000 .000 .000
N 30 30 30 30
Ll il Pearson Correlation .789" 798" 1 928"
Sig. (2-tailed) .000 .000 .000
N 30 30 30 30
)l Pearson Correlation .902" .921" .928™ 1
Sig. (2-tailed) .000 .000 .000
N 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Laldie V) sty Aaus galall alalatl) bl 33 5all
Aalaie Yl Pearson Correlation 1 758" 764" .625" 734" .860"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
Alaiay) Pearson Correlation .758™ 1 781" 787" 753" 913"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
A gl Pearson Correlation .764™ 781" 1 811" T72” 927"
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Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
Cabalal) Pearson Correlation .625™ 787" 811" 1 a72" .894™
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
bl Pearson Correlation .734™ 753" a72" TJ72" 1 .890"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
53 5all Pearson Correlation .860™ 913" 927" .894" .890" 1
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Al A2 A3 A4 Ao ki
Al Pearson Correlation 1 784" 775" .846™ .956™
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
A2 Pearson Correlation .784™ 1 529" .632™ .824™
Sig. (2-tailed) .000 .003 .000 .000
N 30 30 30 30 30
A3 Pearson Correlation .775™ 529" 1 .760" .866™
Sig. (2-tailed) .000 .003 .000 .000
N 30 30 30 30 30
A4 Pearson Correlation .846™ .632" 760" 1 911"
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
A bl Pearson Correlation .956™ .824" .866™ 911" 1
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Bl B3 B4 B5 Ak il
B1 Pearson Correlation 1 734" 797" 817" .700™ 915"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
B2 Pearson Correlation .734™ 1 .879" .689" 587" .869"
Sig. (2-tailed) .000 .000 .000 .001 .000
N 30 30 30 30 30 30
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B3 Pearson Correlation .797" .879™ 1 712" 587" .893"
Sig. (2-tailed) .000 .000 .000 .001 .000
N 30 30 30 30 30 30
B4 Pearson Correlation .817" .689" 712" 1 .837" .918™
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
B5 Pearson Correlation .700™ 587" 587" 837" 1 .840"
Sig. (2-tailed) .000 .001 .001 .000 .000
N 30 30 30 30 30 30
Ay i Pearson Correlation .915™ .869" .893" .918" .840™ 1
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
C1 C2 C3 C4 C5 Aol il
C1 Pearson Correlation 1 426" .548" .625™ 412" .750™
Sig. (2-tailed) 019 .002 .000 024 .000
N 30 30 30 30 30 30
Cc2 Pearson Correlation .426" 1 495" AT .692™ .805™
Sig. (2-tailed) .019 .005 .008 .000 .000
N 30 30 30 30 30 30
C3 Pearson Correlation .548™ 495" 1 520" 522" .789"
Sig. (2-tailed) .002 .005 .003 .003 .000
N 30 30 30 30 30 30
C4 Pearson Correlation .625™ 477 520" 1 511" 762"
Sig. (2-tailed) .000 .008 .003 .004 .000
N 30 30 30 30 30 30
C5 Pearson Correlation .412" .692" 522" 511" 1 .818"
Sig. (2-tailed) .024 .000 .003 .004 .000
N 30 30 30 30 30 30
Ll bt Pearson Correlation .750™ .805" .789™ 762" .818™ 1
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
*, Correlation is significant at the 0.05 level (2-tailed).
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
D1 D2 D3 D4 ALalaicy)
D1 Pearson Correlation 1 526" .544™ 617" .884™
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Sig. (2-tailed) .003 .002 .000 .000
N 30 30 30 30 30
D2 Pearson Correlation .526™ 1 .339 493" 718"
Sig. (2-tailed) .003 .067 .006 .000
N 30 30 30 30 30
D3 Pearson Correlation .544™ .339 1 442" .708™
Sig. (2-tailed) .002 .067 014 .000
N 30 30 30 30 30
D4 Pearson Correlation .617" 493" 442" 1 .829"
Sig. (2-tailed) .000 .006 014 .000
N 30 30 30 30 30
Aalaie Yl Pearson Correlation .884™ .718™ .708™ .829" 1
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Correlations
El E2 E3 E4 Aty
El Pearson Correlation 1 494" 481" -.034 .689™
Sig. (2-tailed) .006 .007 .858 .000
N 30 30 30 30 30
E2 Pearson Correlation .494™ 1 .758" .260 .906"
Sig. (2-tailed) .006 .000 165 .000
N 30 30 30 30 30
E3 Pearson Correlation .481" .758" 1 .039 .831"
Sig. (2-tailed) .007 .000 .838 .000
N 30 30 30 30 30
E4 Pearson Correlation -.034 .260 .039 1 .396"
Sig. (2-tailed) .858 165 838 .030
N 30 30 30 30 30
Al Pearson Correlation .689™ .906™ .831" .396" 1
Sig. (2-tailed) .000 .000 .000 .030
N 30 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).
Correlations
F1 F2 F3 F4 A salall
F1 Pearson Correlation 1 499" .560" 429" .803™
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Sig. (2-tailed) .005 .001 018 .000
N 30 30 30 30 30
F2 Pearson Correlation .499™ 1 .364" 701" .816™
Sig. (2-tailed) .005 048 .000 .000
N 30 30 30 30 30
F3 Pearson Correlation .560™ .364" 1 .253 720"
Sig. (2-tailed) .001 048 178 .000
N 30 30 30 30 30
F4 Pearson Correlation .429" 701" .253 1 .760™
Sig. (2-tailed) .018 .000 178 .000
N 30 30 30 30 30
s sl Pearson Correlation .803" .816" .720™ .760™ 1
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Correlations
Gl G2 G3 G4 G5 alalal)
G1 Pearson Correlation 1 679" .689™ .333 527" .850™
Sig. (2-tailed) .000 .000 .072 .003 .000
N 30 30 30 30 30 30
G2 Pearson Correlation .679™ 1 Ta79" .287 .609" .914"
Sig. (2-tailed) .000 .000 124 .000 .000
N 30 30 30 30 30 30
G3 Pearson Correlation .689™ 779" 1 .319 .352 .863"
Sig. (2-tailed) .000 .000 .086 .056 .000
N 30 30 30 30 30 30
G4 Pearson Correlation .333 .287 .319 1 -.110 461"
Sig. (2-tailed) .072 124 .086 563 .010
N 30 30 30 30 30 30
G5 Pearson Correlation .527" .609" .352 -.110 1 .638"
Sig. (2-tailed) .003 .000 .056 563 .000
N 30 30 30 30 30 30
Calalail) Pearson Correlation .850™ 914" .863" 461" .638™ 1
Sig. (2-tailed) .000 .000 .000 .010 .000
N 30 30 30 30 30 30

**_Correlation is significant at the 0.01 level (2-tailed).

*, Correlation is significant at the 0.05 level (2-tailed).
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Correlations

H1l H2 H3 H4 ebuatll

H1 Pearson Correlation 1 .640" 479" .201 .802™
Sig. (2-tailed) .000 .007 288 .000

N 30 30 30 30 30
H2 Pearson Correlation .640™ 1 431" .022 .680™
Sig. (2-tailed) .000 018 906 .000

N 30 30 30 30 30
H3 Pearson Correlation .479™ 431" 1 460" .829™
Sig. (2-tailed) .007 018 011 .000

N 30 30 30 30 30
H4 Pearson Correlation .201 .022 .460" 1 .594™
Sig. (2-tailed) .288 .906 011 .001

N 30 30 30 30 30

el Pearson Correlation .802™ .680" .829™ .594™ 1

Sig. (2-tailed) .000 .000 .000 .001
N 30 30 30 30 30

**_Correlation is significant at the 0.01 level (2-tailed).

*, Correlation is significant at the 0.05 level (2-tailed).

Cdadl
Cumulative
Frequency Percent Valid Percent Percent
Valid Sy 11 36.7 36.7 36.7
<8 19 63.3 63.3 100.0
Total 30 100.0 100.0
sad)
Cumulative
Frequency Percent Valid Percent Percent
Valid G.30 e dil 1 3.3 3.3 33
.40 JI300- 13 43.3 43.3 46.7
.50 141 - 13 43.3 43.3 90.0
450 0e oSl 3 10.0 10.0 100.0
Total 30 100.0 100.0
5yl
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Cumulative
Frequency Percent Valid Percent Percent
Valid Jils o5 1 3.3 33 3.3
G510 N6+ 5 16.7 16.7 20.0
415 N 11 e 12 40.0 40.0 60.0
4u 16 oo ST 12 40.0 40.0 100.0
Total 30 100.0 100.0
& Sieual)
Cumulative
Frequency Percent Valid Percent Percent
Valid eSS 6 20.0 20.0 20.0
ol 11 36.7 36.7 56.7
e 11 36.7 36.7 93.3
Lle &bl jn 2 6.7 6.7 100.0
Total 30 100.0 100.0
Statistics
N
Valid Missing Mean Std. Deviation
Al 30 0 3.67 1.124
A2 30 0 3.83 1.147
A3 30 0 3.67 1.213
A4 30 0 3.73 1.172
i ullkic 30 0 3.7250 1.03464
B1 30 0 3.27 1.388
B2 30 0 3.60 1.192
B3 30 0 3.43 1.357
B4 30 0 3.37 1.402
B5 30 0 3.37 1.351
i clllkie 30 0 3.4167 1.18785
Cl 30 0 3.60 1.037
C2 30 0 3.90 1.155
C3 30 0 3.77 1.104
C4 30 0 4.13 776
C5 30 0 3.57 1.194
Ll i 30 0 3.7933 .82960
D1 30 0 3.87 1.137
D2 30 0 4.33 711
D3 30 0 4.20 714
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D4 30 0 4.00 .983
Laliey) 30 0 4.1000 .70893
E1 30 0 3.77 1.104
E2 30 0 3.37 1.299
E3 30 0 3.67 1.213
E4 30 0 4.13 973
Ay 30 0 3.7333 .83287
F1 30 0 3.77 1.135
F2 30 0 3.83 1.085
F3 30 0 3.87 1.252
F4 30 0 3.90 1.155
dmsaldl 30 0 3.8417 .89415
G1 30 0 4.13 .860
G2 30 0 3.57 1.165
G3 30 0 3.67 1.241
G4 30 0 4.13 .900
G5 30 0 3.97 .999
—abladll 30 0 3.8933 .78386
H1 30 0 4.13 1.008
H2 30 0 4.27 .691
H3 30 0 4.07 .980
H4 30 0 4.20 .887
<Ll 30 0 4.1667 .65434
Descriptive Statistics
N Skewness Kurtosis
Statistic Statistic Std. Error Statistic Std. Error
sl 30 -.539 427 .146 .833
352l 30 -.440 427 -.118 .833

Valid N (listwise) 30

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 bisad ) Enter

a. Dependent Variable:s2 s

b. All requested variables entered.
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Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate
1 .9082 .824 .818 .29723

a. Predictors: (Constant), 4l

ANOVA?2
Model Sum of Squares df Mean Square F Sig.
1 Regression 11.587 1 11.587 131.158 .000P
Residual 2.474 28 .088
Total 14.061 29

a. Dependent Variable:s2 sl
b. Predictors: (Constant), 4

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.477 .222 6.643 .000
)l 678 .059 .908 11.452 .000

s3s,alla. DependentVariable:

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 bisad ) Enter

a. Dependent Variable:&slicY)

b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate
1 .8072 .652 .639 42569

a. Predictors: (Constant), 4wl

ANOVA?
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Model Sum of Squares df Mean Square F Sig.
1 Regression 9.501 1 9.501 52.431 .000P
Residual 5.074 28 181
Total 14.575 29
a. Dependent Variable:ixlicY)
b. Predictors: (Constant), & )l
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.864 .318 5.851 .000
ad)ll 614 .085 .807 7.241 .000
a. Dependent Variable: 4l Y
Variables Entered/Removed?
Variables Variables
Model Entered Removed Method
1 bl | Enter
a. Dependent Variable:dsi.)
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .845% 714 .704 45311
4id jlla. Predictors: (Constant),
ANOVA2
Model Sum of Squares df Mean Square F Sig.
1 Regression 14.368 1 14.368 69.981 .000"
Residual 5.749 28 .205
Total 20.117 29

a. Dependent Variable:ilaiuy)

b. Predictors: (Constant), 4wé i
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Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .983 .339 2.900 .007
)l 755 .090 .845 8.365 .000

4iwYla, DependentVariable:

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 biied )l Enter

a. Dependent Variable:dw sl
b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .891% .795 787 41236
44 Hlla. Predictors: (Constant),

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 18.424 1 18.424 108.349 .000"
Residual 4.761 28 170
Total 23.185 29
a. Dependent Variable:iuw selall
b. Predictors: (Constant), 4 )il
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .727 .309 2.357 .026
)l 855 .082 .891 10.409 .000

a. Dependent Variable:du salll
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Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 biid ) | Enter

a. Dependent Variable:—aklxll
b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .813% .661 .649 .46440
4uad Ylla. Predictors: (Constant),

ANOVA?2
Model Sum of Squares df Mean Square F Sig.
1 Regression 11.780 1 11.780 54.622 .00QP
Residual 6.039 28 216
Total 17.819 29
a. Dependent Variable:—aklxil
b. Predictors: (Constant), &)l
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.403 .347 4.038 .000
ad ) 684 .093 .813 7.391 .000

—aklxdla. DependentVariable:

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 il Enter

a. Dependent Variable: bl

b. All requested variables entered.
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Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate

1 .6872 473 454 48361

4 Jlla, Predictors: (Constant),

ANOVA?2
Model Sum of Squares df Mean Square F Sig.
1 Regression 5.868 1 5.868 25.090 .000P
Residual 6.549 28 .234
Total 12.417 29

l=illa, DependentVariable:
i Jlip. Predictors: (Constant),

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1  (Constant) 2.409 .362 6.658 .000
4,1l .483 .096 .687 5.009 .000

a. Dependent Variable: bl
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Abstract:

This dissertation aims to examine the topic: “7he Role of Digitalization in Improving Service
Quality — A Case Study of Municipalities in Sétif Province, "in light of the transformations taking place
in Algerian public administration and its efforts to keep pace with digital advancements in order to
enhance the quality of services provided to citizens.

The research problem was constructed around a central question concerning the extent to
which digitalization impacts service quality within the municipal context. Several sub-hypotheses were
formulated and tested in the field through a questionnaire distributed to a sample of municipal
employees in the province.

The methodological approach adopted was descriptive and analytical. Data collected from the
questionnaire were processed using SPSS (version 26) to verify the hypotheses and interpret the results
quantitatively and objectively.

The study concluded that digitalization is a significant factor in improving service quality. The
results revealed a strong relationship between the adoption of digital tools and the enhancement of key
service dimensions, particularly reliability, responsiveness, and tangibility. The findings also showed
that digitalization not only contributes to streamlining administrative procedures but also improves the
relationship between the citizen and the administration by facilitating access to services and reducing
time and effort.

Therefore, the study demonstrates that digital transformation within municipalities can serve
as an effective means of improving performance and achieving citizen satisfaction—provided that
investments in digital infrastructure are sustained, human resources are properly trained, and electronic
platforms are implemented in a coordinated and comprehensive manner.

Keywords : digitalization, service quality.




