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Abstract

The study aimed to analyse the impact of digiting the service encounter
environment on the competitive superiority of institutions In the telecommunic

ations sector. This was done through a field study targeting a sample of customer

(Mobilis, Ooredoo and Djazzy) The deescriptive an alytical approach was

adoproach was adopted to monitor the dimensions of the phenomenenon under
study and answer the problem posed, by relying on data collection tools that
included a questionnaire and field observation, in addition to using the Spss

program to analyze the statistical results.

We reached several results, the most important of which is that the level of
customer perception of the elements of digitizing the institutions service encounter
environment is strong and some of it is medium. The impact of digitizing the
service encounter environment on the compeyitive superiority of the instituti on

was also confimed.

The study concluded that digitizing the service encounter environment
represents one of the essential factors for achieving sustainab le competitive
superiority in the telecommunications sector by enhancing operational efficiency,
creating added value for the customer, and keeping pace with the technological

transformations taking place.

Keywords: Digitization of the service encounter environment, specifications and
skills of the service provider, internal andexternal physical environment, electronic
environment, competitive advantage, telecommunications sector (Mobilis, Djezzy,

Ooredoo).
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SPSS cilajia :03a8) alall

Reliability Statistics

Cronbach's

Alpha

N of Items

.857 6

Reliability Statistics

Cronbach's

Alpha

N of ltems

.927

26

Reliability Statistics

Cronbach's
Alpha N of Items
.944 32
il
Cumulative
Frequency Percent Valid Percent Percent
Valid X115 12.3 12.3 12.3
<ol 1107 87.7 87.7 100.0
Total | 122 100.0 100.0
el
Cumulative
Freguency Percent Valid Percent Percent
Valid 430 e dil] o1 74.6 74.6 74.6
40 40 oo B N 4330 02| 18 14.8 14.8 89.3
4w 50 e Jil N 4540 0| 11 9.0 9.0 98.4
ssas0 |2 1.6 1.6 100.0
Total | 122 100.0 100.0
ralad), Ja gal)
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Cumulative
Frequency Percent Valid Percent Percent
Valid Jil g (5 95 14 115 115 11.5
EERIEN 26 21.3 21.3 32.8
ol 59 48.4 48.4 81.1
Gedigas iula 20 16.4 16.4 97.5
g o e il 5o 3 25 25 100.0
Total 122 100.0 100.0
oS, Al
Cumulative
Frequency Percent Valid Percent Percent
Valid Jil 5 220000 | 87 71.3 71.3 71.3
z60000Y 221000 ¢« | 23 18.9 18.9 90.2
Sl 2260000 o= | 12 9.8 9.8 100.0
Total | 122 100.0 100.0
bl S 5 o gl
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
1clial s | 122 1.00 5.00 3.6148 1.01596
20l 50 1 122 1.00 5.00 3.7705 .96883
3alialse | 122 1.00 5.00 3.5000 1.02247
4lialsa ] 122 1.00 5.00 3.5902 1.05042
Sclial e 1 122 1.00 5.00 3.6639 .95874
Gildla sall Jani ia | 122 1.00 5.00 3.6279 .74182
Valid N (listwise) | 122
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
1ol | 122 1.00 5.00 4.0984 .76504
24 g | 122 1.00 5.00 3.3443 1.08917
3alles ] 122 1.00 5.00 3.6557 1.05838
44 )lea ] 122 1.00 5.00 3.7623 97957
5l e | 122 1.00 5.00 3.6885 .95417
Valid N (listwise) | 122
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Descriptive Statistics

Minimum Maximum Mean Std. Deviation
1480 yehaa | 122 1.00 5.00 3.7787 .83826
2,180, Hedaa ] 122 1.00 5.00 3.9098 .87201
3t ek ] 122 1.00 5.00 4.0164 74947
4 180 Hehaa | 122 1.00 5.00 3.6311 1.03812
5. sl jeha] 122 1.00 5.00 3.3443 1.18371
Gl eka ] 122 1.00 5.00 3.7361 .69342
Valid N (listwise) | 122
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
105, eha ] 122 1.00 5.00 3.6721 99122
220 seha | 122 1.00 5.00 3.7623 97957
s e | 122 1.00 5.00 3.8770 .90525
4 )a yeha] 122 1.00 5.00 3.8689 .92666
Beaa e | 122 1.00 5.00 3.6475 1.03590
B la ek | 122 1.00 5.00 3.4508 1.02128
T ke ] 122 1.00 5.00 3.3689 1.09243
B edae angia | 122 1.00 5.00 3.6639 .71698
Valid N (listwise) | 122
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
135 s Al 122 1.00 5.00 3.7049 1.03404
24,5 IV Al 122 1.00 5.00 3.7213 .94705
KIEPP PR 122 1.00 5.00 3.6393 .94533
43 5 ySIV) Al 122 1.00 5.00 3.8689 .96167
A ysIY) Al 122 1.00 5.00 3.7336 .72638
Valid N (listwise) 122
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Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
1 mdlaill 3 sl 122 1.00 5.00 3.6148 .93990
2, il (9 5al) 122 1.00 5.00 3.5000 .92932
3l (3 il 122 1.00 5.00 3.6885 .89148
4 omdliil) (3 5l 122 1.00 5.00 3.7459 .90510
5 omdliil) 3 5éil) 122 1.00 5.00 3.5246 1.07729
6 i), (3 54l 122 1.00 5.00 3.5328 1.02194
(sl (3 gl 122 1.00 5.00 3.6011 .73498
Valid N (listwise) 122
1 e il T il
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1] Petila gl b i | Enter
il 3 s&lla, Dependent Variable:
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1].596% .355 .350 .59260
Clila sl I ieq, Predictors: (Constant),
A de Al A
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 e Jan s Enter

a. Dependent Variable: 3l 3 il

b. All requested variables entered.




Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .580% .336 331 .60118
a. Predictors: (Constant), < jleall Jas gia
AN A Hall A el
Variables Entered/Removed?®
Variables Variables
Model Entered Removed Method
1 Sl el Enter

a. Dependent Variable: -kl 3 5l
b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 729° 531 .528 .50521
a. Predictors: (Constant), 3k, sedae
Al ) e il A Sl
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 A ehae Jan i
b Enter

a. Dependent Variable: 3l 3 il

b. All requested variables entered.




Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .708% 502 498 .52093
a. Predictors: (Constant), >_a, sehae dau gia
wdal) e Hall Ay )
Variables Entered/Removed?
Variables Variables
Model Entered Removed Method
1 L g I A5l Enter

a. Dependent Variable: 3l 3 il

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .640° 410 405 .56685

a. Predictors: (Constant), 4.y iy) Al
At Hl) da )

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .817° .668 .653 43267

a. Predictors: (Constant), >, sedae dau sia lilia gall Jows sia A g 5iSIY) A5l
&5\&_)@.]&\.4 ’u‘)Lg.AS\.]a.u}u

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 43.649 5 8.730 46.632 .000°
Residual 21.716 116 .187




Total

65.364

121

a. Dependent Variable: 3Ll 3 4l
b. Predictors: (Constant), 1a)s. jelae & jleall bav gin | a A, jedae o gia | Cililin sall Jaws sia 435 yiSIV) 20

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -.149 251 -.592 555
Cililia sall Jaw sia .305 .087 .308 3.518 .001
Gl gl Lo s -.037 .086 -.040 -.428 .670
AENARYS o 274 .102 .259 2.693 .008
> e Jan g 322 .086 314 3.733 .000
A5 ySIY), A 152 .080 .150 1.892 .061

a. Dependent Variable: i G &l




