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Abstract

This study aimed to identify the use of the role of information technology in
improving the quality of services with its dimensions (tangibility, reliability,
responsiveness, security, empathyy in the Directorate of Postal Services in Wilaya
Relizane. This study followed the descriptive analytical approach, and the
questionnaire is the study tool used, The study population consisted of workers in
the Postal Services Directorate in Wilaya Relizane, and the sample number was 30
workers in the company that under study.

The study found several findings, most notably: that there is an impact of the
use of information technology in improving the quality of services of the Glazan
Postal Services Directorate, and there is an impact of the use of information
technology and the service quality dimensions of (tangible, reliable, responsive,
safe, empatheticy either partially with each dimension alone, or with all
dimensions combined.

The study recommended a set of recommendations, the most important of
which: The quality of service is achieved by means of the application of
information technology, It must go through the acquisition of these applications
and the integration, training and composition of individuals, and also must
Increased attention to information technology as a quality tool.

Keywords: Information Tecnology , Quality of Service, Gelezan Postal Services

Directorate.
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Reliability Statistics

Cronbachs
Alpha N of Items
,984 6
Item Total Statistics
Cronbachs
Scale Mean if | Scale Variance | Correlated Item-| Alpha if ltem
Item Deleted if Item Deleted [ Total Correlation Deleted
L sl iS5 Claslaall 19,6111 20,016 ,979 ,979
e salall 19,6822 19,444 ,908 ,986
Alaiey! 18,9156 20,469 ,973 ,980
EEENAY 18,7378 20,721 ,906 ,985
alaladll 19,2600 19,696 ,968 ,979
Y 19,3156 18,785 ,974 ,979
EXWA IR VP
Correlations
e;s_“ui
e A Assze o A 5
Azl Azl L sl iS5 paind [ e de e Jus
) dgial) s il sladll dsdl | clastedl g
Auliall RPN 3 ) g [FENPLPE-SI I O
PREY Ca g ymall By shia g Claslzall | 53 la¥! dalal)
L sl iS5 e EESERyEN ISR el e
Slhan [dead 4l | aleas Lellec | LS | b gl oS5 Clagladll




Sl A pall 4wl Pearson - x ox o o
N ) ) 1 ,520 ,644 ,637 ,826 ,837
dgadll Lulsdl JaaiuY  Correlation
b 1535 U8 3 Significance(2-
) ,003 ,000 ,000 ,000 ,000
tailed)
N 30 30 30 30 30 30
DA 55 A 3all ad ga Pearson - " " " -
) ,520 1 ,894 ,902 ,555 , 745
oSl g =l ey Correlation
U sl 4l Significance(2-
) ,003 ,000 ,000 ,001 ,000
tailed)
N 30 30 30 30 30 30
padiud A ge Lia 1 635 Pearson " " - - "
) ,644 ,894 1 ,829 ,639 , 792
o slaall 3 ) guca Correlation
b skiia 5 4] 5a U8 Significance(2-
,000 ,000 ,000 ,000 ,000
sle s tailed)
N 30 30 30 30 30 30
AR Ao al) Pearson - " o o o
) ) ,637 ,902 ,829 1 ,634 ,840
Ll clasledl 8 Correlation
BESAFREY Significance(2-
) ,000 ,000 ,000 ,000 ,000
tailed)
N 30 30 30 30 30 30
Jaxi A e e Pearson " - - - x
. ) ) ,826 ,555 ,639 ,634 1 , 786
de ju Ji Alasladl (i Correlation
Yl ddlisdll 53181 Significance(2-
. ) ) ,000 ,001 ,000 ,000 ,000
daladl Jalaic ) L;s‘_ ta”ed)
b 15355 N 30 30 30 30 30 30
L ol iS5 e sleall Pearson - - - - -
) ,837 , 745 , 792 ,840 , 786 1
Correlation
Significance(2-
) ,000 ,000 ,000 ,000 ,000
tailed)
N 30 30 30 30 30 30
**_Correlation at 0.01(2-tailed):...
Correlations
dae saldl Gualaic Y sy o) Cabalail) sasall daadll
Jpuse galdll Pearson Correlation 1 ,907" 781" ,906" ,914"
Significance(2-tailed) ,000 ,000 ,000 ,000
N 30 30 30 30 30
Laleie Y Pearson Correlation ,907" 1 937" ,953” ,978”
Significance(2-tailed) ,000 ,000 ,000 ,000
N 30 30 30 30 30




Ay Pearson Correlation ;781" 937”7 1 ,904" 917" ,953"
Significance(2-tailed) ,000 ,000 ,000 ,000 ,000
N 30 30 30 30 30 30
Sy Pearson Correlation 906" 953" ,904” 1 957" 979"
Significance(2-tailed) ,000 ,000 ,000 ,000 ,000
N 30 30 30 30 30 30
il Pearson Correlation 888" 948" 917" 957" 1 ,980"
Significance(2-tailed) ,000 ,000 ,000 ,000 ,000
N 30 30 30 30 30 30
33l 4exll  Pearson Correlation 914" 978" ,953" 979" ,980" 1
Significance(2-tailed) ,000 ,000 ,000 ,000 ,000
N 30 30 30 30 30 30
**_Correlation at 0.01(2-tailed):...
ghﬁu\ & j:J\ Lo
Tests of Normality
Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Significance Statistic df Significance
L o565 e sladl) 151 30 ,079 ,946 30 131
e galall ,184 30 ,011 ,912 30 ,017
dpalaie ) ,168 30 ,030 ,871 30 ,002
EEEAOY ,237 30 ,000 , 756 30 ,000
Y ,215 30 ,001 ,903 30 ,010
akalaill ,190 30 ,007 ,878 30 ,003

a. Lilliefors Significance Correction

«;‘3*’35‘ b
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Cumulative
Frequency Percent Valid Percent Percent
Valid  Sa 19 63,3 63,3 63,3
Sl 11 36,7 36,7 100,0
Total 30 100,0 100,0
el
Cumulative
Frequency Percent Valid Percent Percent
Valid ¢« 25-35 4w 15 50,0 50,0 50,0
 36-50 43 12 40,0 40,0 90,0
81 e 50 A 3 10,0 10,0 100,0
Total 30 100,0 100,0
§ Sal) anlail)
Cumulative
Freguency Percent Valid Percent Percent
Valid 56 6 20,0 20,0 20,0
EEVIEN 19 63,3 63,3 83,3
S (el 5 16,7 16,7 100,0
Total 30 100,0 100,0




3 pddl dyigall

Cumulative
Frequency Percent Valid Percent Percent
Valid &« 01-05 &l i 11 36,7 36,7 36,7
2 05 -10 & s 12 40,0 40,0 76,7
S (50 10 <l s 7 23,3 23,3 100,0
Total 30 100,0 100,0
dL..J-\ b j:l\
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
Al o el Guidl dgiadl) Loulial)
) 30 2 5 4,47 ,819
phaiu L o €5 JS0y 2
DA el aise s YN Cag prall
30 1 5 2,73 1,112
Jew Jpadll 4
23 s 3o L 5l 1S5 il glaall
b byshile 5480 00 I sale 30 2 5 3,23 ,898
B
A s pall L o) 535 e lacall
30 1 5 3,63 ,999
&l Ll
Jeri D e o Ao o 03
o slaall s ALY Al 55 Y 30 1 5 3,80 ,805
Alad) alaie] e La ol 65
Valid N (listwise) 30
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
PRI Ao gall ana 53 jea)
i ) 30 1 5 2,80 1,297
Ao ) iS5 s
aanaill Al A pall i g
i 30 1 5 3,27 1,230
e 9 o kel
gl 5 (Alaall s sall ild
) 30 2 5 4,43 774
ebe a5 pea
Valid N (listwise) 30




Descriptive Statistics

Minimum Maximum Mean Std. Deviation
5 s el Lgiladd (3 ) daaall 30 1 5 4,17 ,986
o2l duusall e Ja Klia
} 30 1 5 3,97 ,999
Sl gl G5 (Sas
ot A ) ey Lgilad () 9o g Uatil 30 1 5 4,47 ,860
Valid N (listwise) 30
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
4l g dussge e il A5 apai]
30 1 5 4,60 ,814
sac L &l
saain il oo dsiall Claginy
) 30 3 5 4,53 ,571
A age lS A )3 gDl
35 A sall (5 S 5 il
30 1 5 4,17 1,020
S
Valid N (listwise) 30
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
gbs il gall L A el llany (38
. 30 2 5 3,83 ,913
ped
@) s GaVU die @llalad aa L all 30 1 5 3,87 ,973
ol sall 8 Fs ) agoal 48 jadll
BEVEENETECIREISFIN 30 1 5 3,83 1,315
&b Ll
Valid N (listwise) 30
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
T gall a5 3l Lelatia) Luad 30 2 5 4,00 ,983
A gall Lol plaial Osl Hds) e
30 2 5 3,57 ,728
Clelaial daliaall
g A sall JSLiay 503 JSy
) 30 1 5 4,20 1,095
@A
Valid N (listwise) 30
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,977° ,955 ,953 ,19069
a. Predictors: (constant) s2sall_deaall
ANOVA?
Model Sum of Squares df Mean Square F Significance
1 Regression 21,441 1 21,441 589,640 ,000°
Residual 1,018 28 ,036
Total 22,459 29
a. Dependent Variable: La 5 5S35 il glall
b. Predictors: (constant) sasall deaall, |
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Significance
1 (Constant) -,157 , 154 -1,015 ,319
B 5all daxsl ,934 ,038 977 24,282 ,000
a. Dependent Variable: L sl siS3 cila sbeall
01 a.5,4

Model Summary




Adjusted R

Std. Error of the

Model R R Square Square Estimate
1 ,939% ,881 877 ,30902
a. Predictors: (constant) 4w saldl. .
ANOVA?®
Model Sum of Squares df Mean Square F Significance
1 Regression 19,785 1 19,785 207,179 ,000°
Residual 2,674 28 ,095
Total 22,459 29
a. Dependent Variable: L sl 5 i shal)
b. Predictors: (constant) s salall, .
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Significance
1 (Constant) ,682 ,203 3,355 ,002
Ao galall ,821 ,057 ,939 14,394 ,000

a. Dependent Variable: L 5l 55 <l gleall
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,947° ,896 ,892 ,28878
a. Predictors: (constant) 4nlicyl...
ANOVA?®
Model Sum of Squares df Mean Square F Significance
1 Regression 20,124 1 20,124 241,317 ,OOOb
Residual 2,335 28 ,083
Total 22,459 29
a. Dependent Variable: L ol 5 i shal)
b. Predictors: (constant) &slie ¥, .
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Significance
1 (Constant) -,693 ,275 -2,523 ,018
dgalaic ) ,999 ,064 ,947 15,534 ,000

a. Dependent Variable: La #5585 Clasladll
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,888° ,789 ,781 41167
a. Predictors: (constant) &lsiuyl, .,
ANOVA?®
Model Sum of Squares df Mean Square F Significance
1 Regression 17,713 1 17,713 104,518 ,000°
Residual 4,745 28 ,169
Total 22,459 29
a. Dependent Variable: La sl ¢S i glaal)
b. Predictors: (constant) 4wyl
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Significance
1 (Constant) -,499 ,398 -1,255 ,220
Aty ,914 ,089 ,888 10,223 ,000

a. Dependent Variable: La #5585 o sladll
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,974°% ,949 ,948 ,20128
a. Predictors: (constant) cYl...
ANOVA?
Model Sum of Squares df Mean Square F Significance
1 Regression 21,324 1 21,324 526,362 ,000°
Residual 1,134 28 ,041
Total 22,459 29
a. Dependent Variable: La sl ¢S il glaal)
b. Predictors: (constant) gw¥!...
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Significance
1 (Constant) ,328 ,143 2,297 ,029
YY) ,835 ,036 ,974 22,943 ,000

a. Dependent Variable: L #5585 Cla sladll
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,961% ,924 ,922 ,24652
a. Predictors: (constant) —ablaill,
ANOVA?
Model Sum of Squares df Mean Square F Significance
1 Regression 20,757 1 20,757 341,565 ,000°
Residual 1,702 28 ,061
Total 22,459 29
a. Dependent Variable: La 555 il glaall
b. Predictors: (constant) bl
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Significance
1 (Constant) -,022 ,195 -111 ,912
alalail) ,914 ,049 ,961 18,481 ,000

a. Dependent Variable: L #5585 Cila sladll




