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Abstract

The aim of this study was to try to develop the service of collective urban transport
enterprises using a model of quality assessment, and identifying the various distractions
affecting customer satisfaction. Depending on the assessment results, enterprises can
take take all the necessary decisions to improve their services from the customer's
perspective. All this is by highlighting the quality dimensions used in the enterprise of
collective urban transport (ETUB) of Batna - Algeria and their impact on customer’s
satisfaction. By applying the servperf model that depends on the assessing indicators
according to NF EN 13816 standard of the transport passenger quality. for that a field
study was conducted to recognize the views of the bus users in Batna as the study
population and the use of a random sample, and the statistical Program (SPSS) was used
for unloading and analyzing of the questionnaire.

The study concluded that there is a statistically significant effect between quality used
in the ETUB enterprise of Batna on the degree of satisfaction among users of the buses,
and that only 30.5% of those who have the satisfaction of the services of this enterprise
which is medium. The study results also found that there are deviations from the
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standard NF EN 13816 for quality of passenger service and quality used in the ETUB
enterprise. And the existence of differences in the dimensions of satisfaction due to the
difference in quality type, age group and educational level. While there are no such
differences are attributable to the difference in the profession and monthly income.

Keywords: Quality - urban transport - standard NF EN 13816 private passenger
transport quality - customer satisfaction
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