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Résumé

Le but de notre étude est comprendre la méthode d’améliorer la qualité de service
apercue et la relation du client, ¢’est-a-dire mesurer la qualité du service, du point de vue
relationnel, selon des variances intermédiaires. Ou nous le déposons dans le domaine de
service client de la téléphonie mobile, en effet, on a abordé les différents dimensions qui
meénent a analyser la relation entre la qualité apercue du service et les attentes des
clients, et cela du coté de la compréhension et de 1’évaluation des éléments de la qualité
apercue du service par 1’étude des motivations relationnelle et son role dans la
formation des attentes, du coté de 1’étude de la relation entre la qualité apercue du
service et la loyauté selon les variances relationnelles intermediaire pour évaluer son
progres et son role dans la formation de la valeur apergue , de I’expérience du client
envers ’agence / I’entreprise sujet de 1’¢tude, et de I'importance de 1’é¢tude dans le
besoin des entreprises actifs dans le domaine pour le service du client, pour une stratégie
concurrente qui travail pour protéger leur part du marché et augmenter la demande
surtout actuellement vu 1’adaptation de la 3G ( service de la troisieme génération ) et
par conséquence, elles s’intéressent a la formation des relations et garantir la qualité du
service .

On s’est basé sur le programme (IBM) comme outil statistique pour mesurer le model de
I’¢tude, et on conclure que les participants du service 3G ont une bonne impression de ce
service envers leurs relations avec 1’entreprise et du méme pour la catégorie ( mobtasim
et 3G ) ces catégories représentent un futur avantageux pour ’entreprise de plus, il ya la
confiance qui se considere comme un intermédiaire clé pour la loyauté des clients, de
plus des colts de changement financiers lourdes car elle n’a pas influence sur leur
engagement psychique du client mais plutét sur la loyauté.

En conclusion, la qualité apercue de la satisfaction et la motivation du client, en outre
elle se détermine dans ce genre du service client sur les motifs de traitement spécial et
ainsi par la confiance, et entre ces facteurs différents les attentes des clients ainsi que la
qualité apercue qui influence sur la valeur apercue.

Mots clés :

La qualité apercue; les Motivations relationnelles ; la satisfaction Cumulée ; la
confiance ; I'engagement psychique ; les colts de changement financiers ; la loyaute.
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Paris, 2004, p 123.
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% Luc Boyer et Didier Burgaud, Le Marketing Avancé : Du One To One au E-business, Editions d’organisation, Paris,
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* Christophe Allard, op.cit, p.p 210-211.

* J-L Descharreaux et P-Suzet —Charbonne, Le Modéle Client-Savoirs, Dunod, Paris, 2000, p.p 45, 47.
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2 Ed Peelen et Autres, op.cit, p 277.

* Ibid, p 278.
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Reliability

Annexe N° 5

L'étude de la validite de I'échelle de mesure :
Scale : Les variables qui comprennent la relation client

Case Processing Summary

N %
Valid 300 100,0
Cases  Excluded? 0 0
Total 300 100,0
a. Listwise deletion based on all variables in the procedure.
Reliability Statistics
Cronbach's Alpha| N of Items
,908 52
Scale : les motivations de la relation client
Case Processing Summary
N %
Valid 300 100,0
Cases  Excluded? 0 0
Total 300 100,0

a. Listwise deletion based on all variables in the
procedure.

Reliability Statistics
Cronbach's Alpha| N of Items
,861 28

Scale : la confiance

Case Processing Summary

N %
Valid 300 100,0
Cases  Excluded® 0 0
Total 300 100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics
Cronbach's Alpha| N of Items
,844 16




Scale : la satisfaction

Case Processing Summary

cumulée

N %
Valid 300 100,0
Cases Excluded? 0 0
Total 300 100,0
a. Listwise deletion based on all variables in the procedure.
Reliability Statistics
Cronbach's Alpha| N of Items
, 748 16
Scale : I'engagement
Case Processing Summary
N %
Valid 300 100,0
Cases Excluded® 0 0
Total 300 100,0
d. Listwise deletion based on all variables in the procedure.
Reliability Statistics
Cronbach's Alpha| N of Items
175 8
Scale : la fidélité
Case Processing Summary
N %
Valid 300 100,0
Cases Excluded® 0 0
Total 300 100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

, 191

5

Scale : Ensemble des items du questionnaire




Case Processing Summary

N %
Valid 300 100,0
Cases  Excluded? 0 0
Total 300 100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

,920

S

Frequencies

Annexe N°6

les résultats du profil par I'analyse des fréquences :

Statistics
sex
N Valid 300
Missing 0
Sex
Frequency Percent |Valid Percent Cumulative
Percent
male 186 62,0 62,0 62,0
Valid femelle 114 38,0 38,0 100,0
Total 300 100,0 100,0




Statistics

sex

| EE
B femelle

age
N Valid 300
Missing 0
Age
Frequency Percent |Valid Percent Cumulative
Percent
20 ans et moins 12 4,0 4,0 4,0
21-30 ans 124 41,3 41,3 453
valid 31-40 ans 113 37,7 37,7 83,0
41-50 ans 41 13,7 13,7 96,7
51ans et plus 10 3,3 3,3 100,0
Total 300 100,0 100,0




age

120

1007

80

§ B0
(18
40
20
’ 20 ang ét moing M -36 ans Kl -46 ans 41 -SIZ: ans =l anslet plus
dge
Statistics
revenu
N Valid 300
Missing 0
Revenu
Frequency Percent | Valid Percent Cumulative
Percent
moins de 15000 DA 100 33,3 33,3 33,3
15000 - 45000 DA 125 41,7 41,7 75,0
Valid 50000 - 80000 DA 40 13,3 13,3 88,3
plus de 80000 DA 35 11,7 11,7 100,0
Total 300 100,0 100,0




revenu

1204

1007

30

s
2 60
40
209
’ maoinscle 1ISDIZIIZI DA 15000 - 4|5IZIDIZI DA 50000 - BIEIDIZIIZI DA plus de E:DIZIIZID DA
reavenu
Statistics
cotisation
N Valid 300
Missing 0
Cotisation
Frequency Percent |Valid Percent Cumulative
Percent
1-3ans 126 42,0 42,0 42,0
4 -6 ans 98 32,7 32,7 74,7
Valid 7-9ans 47 15,7 15,7 90,3
10 ans et plus 29 9,7 9,7 100,0
Total 300 100,0 100,0




cotisation

1257
1007
)
| =
2 75—
g
(1
a0
257
o 1- 3| ans 4- BI ans V- EII ans 10 anslet plus
cotisation
Statistics
uce
Valid 300
N ..
Missing 0
Puce
Frequency Percent Valid Percent | Cumulative Percent
tawfick 38 12,7 12,7 12,7
mobtasim et 3G++ 15 5,0 5,0 17,7
elkhadra et post paid 3 1,0 1,0 18,7
3G++ et elkhadra 2 v 7 19,3
3G++ et post paid 2 v v 20,0
3G++ et tawfick 6 2,0 2,0 22,0
tawfick et elkhadra 2 v 7 22,7
tawfick et mobtasim 6 2,0 2,0 24,7
Valid mobicontrole et postpaid 1 3 3 25,0
mobtasim et mobicontrole 3 1,0 1,0 26,0
3G++ 22 7,3 7,3 33,3
elkhadra 18 6,0 6,0 39,3
mobicontrole 7 2,3 2,3 41,7
mobtasim 137 45,7 45,7 87,3
post paid 29 9,7 9,7 97,0
mobtasim et post paid 9 3,0 3,0 100,0
Total 300 100,0 100,0




puce

W tawfick

B moktasim et 3G++

O elkhadra et post paid

B 3G++ et elkhadra
[03G++ et post paid

B 3G++ et tawfick
Ctawfick et elkhadra
Otawfick et mobtasim

O mobicontrole et postpaid
W mobtasim et mobicontrole
Oac++

Oelkhadra

B nchicontrole

O moktasim
M post paid
O mobtasim et post paid

Annexe N°7
les resultats obtenus par I'analyse des fréquences :
Frequencies

Analyse des frequences selon les axes de motivations ( la confiance , le relationnel
social et la personnalisation de la relation )



Q1 Q2 Q3 Q4 Q5 Q6
N Valid 300 300 300 300 300
Missing 0 0 0 0 0
Mean 2,59 2,31 2,59 2,50 2,40
Std. Deviation 666 . 790 . 705 701 741




Frequency Table

Q1
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 30 10,0 10,0 10,0
valid Neutre 63 21,0 21,0 31,0
d'accord 207 69,0 69,0 100,0
Total 300 100,0 100,0
Q2
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 61 20,3 20,3 20,3
valid Neutre 84 28,0 28,0 48,3
d'accord 155 51,7 51,7 100,0
Total 300 100,0 100,0
Q3
Frequency Percent |Valid Percent Cumulative
Percent
pas d'accord 38 12,7 12,7 12,7
valid neutre 47 15,7 15,7 28,3
d'accord 215 71,7 71,7 100,0
Total 300 100,0 100,0
Q4
Frequency Percent [ Valid Percent Cumulative
Percent
pas d'accord 36 12,0 12,0 12,0
valid neutre 79 26,3 26,3 38,3
d'accord 185 61,7 61,7 100,0
Total 300 100,0 100,0
Q5
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 46 15,3 15,3 15,3
valid neutre 88 29,3 29,3 447
d'accord 166 55,3 55,3 100,0
Total 300 100,0 100,0




Q6

Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 84 28,0 28,0 28,0
valid neutre 94 31,3 31,3 59,3
d'accord 122 40,7 40,7 100,0
Total 300 100,0 100,0
Q7
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 72 24,0 24,0 24,0
valid neutre 112 37,3 37,3 61,3
d'accord 116 38,7 38,7 100,0
Total 300 100,0 100,0
Q8
Frequency Percent [Valid Percent Cumulative
Percent
pas d'accord 72 24,0 24,0 24,0
valid neutre 117 39,0 39,0 63,0
d'accord 111 37,0 37,0 100,0
Total 300 100,0 100,0
Q9
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 39 13,0 13,0 13,0
valid neutre 37 12,3 12,3 25,3
d'accord 224 74,7 74,7 100,0
Total 300 100,0 100,0
Q10
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 40 13,3 13,3 13,3
valid neutre 87 29,0 29,0 42,3
d'accord 173 57,7 57,7 100,0
Total 300 100,0 100,0




Q11

Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 40 13,3 13,3 13,3
valid neutre 76 25,3 25,3 38,7
d'accord 184 61,3 61,3 100,0
Total 300 100,0 100,0
Q12
Frequency Percent |Valid Percent Cumulative
Percent
pas d'accord 69 23,0 23,0 23,0
valid neutre 88 29,3 29,3 52,3
d'accord 143 47,7 47,7 100,0
Total 300 100,0 100,0
Q13
Frequency Percent |Valid Percent Cumulative
Percent
pas d'accord 45 15,0 15,0 15,0
valid neutre 87 29,0 29,0 44,0
d'accord 168 56,0 56,0 100,0
Total 300 100,0 100,0
Q14
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 48 16,0 16,0 16,0
valid neutre 110 36,7 36,7 52,7
d'accord 142 47,3 47,3 100,0
Total 300 100,0 100,0
Q15
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 31 10,3 10,3 10,3
valid neutre 92 30,7 30,7 41,0
d'accord 177 59,0 59,0 100,0
Total 300 100,0 100,0




Q16

Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 60 20,0 20,0 20,0
valid neutre 103 34,3 34,3 54,3
d'accord 137 45,7 45,7 100,0
Total 300 100,0 100,0
Q17
Frequency Percent |Valid Percent Cumulative
Percent
pas d'accord 86 28,7 28,7 28,7
valid neutre 134 44,7 44,7 73,3
d'accord 80 26,7 26,7 100,0
Total 300 100,0 100,0
Q18
Frequency Percent |Valid Percent Cumulative
Percent
pas d'accord 53 17,7 17,7 17,7
valid neutre 67 22,3 22,3 40,0
d'accord 180 60,0 60,0 100,0
Total 300 100,0 100,0
Q19
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 17 5,7 57 5,7
valid neutre 36 12,0 12,0 17,7
d'accord 247 82,3 82,3 100,0
Total 300 100,0 100,0
Q20
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 47 15,7 15,7 15,7
valid neutre 133 44,3 44,3 60,0
d'accord 120 40,0 40,0 100,0
Total 300 100,0 100,0




Q21

Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 41 13,7 13,7 13,7
valid neutre 94 31,3 31,3 45,0
d'accord 165 55,0 55,0 100,0
Total 300 100,0 100,0
Q22
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 43 14,3 14,3 14,3
valid neutre 151 50,3 50,3 64,7
d'accord 106 35,3 35,3 100,0
Total 300 100,0 100,0
Q23
Frequency Percent |Valid Percent Cumulative
Percent
pas d'accord 33 11,0 11,0 11,0
valid neutre 49 16,3 16,3 27,3
d'accord 218 72,7 72,7 100,0
Total 300 100,0 100,0
Q24
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 49 16,3 16,3 16,3
valid neutre 53 17,7 17,7 34,0
d'accord 198 66,0 66,0 100,0
Total 300 100,0 100,0
Q25
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 146 48,7 48,7 48,7
valid neutre 100 33,3 33,3 82,0
d'accord 54 18,0 18,0 100,0
Total 300 100,0 100,0




Q26

Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 122 40,7 40,7 40,7
valid neutre 87 29,0 29,0 69,7
d'accord 91 30,3 30,3 100,0
Total 300 100,0 100,0
Q27
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 96 32,0 32,0 32,0
valid neutre 66 22,0 22,0 54,0
d'accord 138 46,0 46,0 100,0
Total 300 100,0 100,0
Q28
Frequency Percent |Valid Percent Cumulative
Percent
pas d'accord 22 7,3 7,3 7,3
valid neutre 30 10,0 10,0 17,3
d'accord 248 82,7 82,7 100,0
Total 300 100,0 100,0




Analyse des frequences selon les axes ( la satisfaction cumulée , I'engagement et la

fidélité du client)

Q29 Q30 Q31 Q32 Q33
N Valid 300 300 300 300 300
Missing 0 0 0 0 0
Mean 2,16 1,98 1,85 2,07 2,03
Std. Deviation 799 758 549 .863 364




Frequency Table

Q29
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 75 25,0 25,0 25,0
valid neutre 101 33,7 33,7 58,7
d'accord 124 41,3 41,3 100,0
Total 300 100,0 100,0
Q30
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 89 29,7 29,7 29,7
valid neutre 128 42,7 42,7 72,3
d'accord 83 21,7 21,7 100,0
Total 300 100,0 100,0
Q31
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 71 23,7 23,7 23,7
. neutre 203 67,7 67,7 91,3
Valid ,
d'accord 26 8,7 8,7 100,0
Total 300 100,0 100,0
Q32
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 102 34,0 34,0 34,0
valid neutre 76 25,3 25,3 59,3
d'accord 122 40,7 40,7 100,0
Total 300 100,0 100,0
Q33
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 15 5,0 5,0 5,0
Valid neutre 260 86,7 86,7 91,7
d'accord 25 8,3 8,3 100,0




Total 300 | 100,0| 100,0]
Q34
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 12 4,0 4,0 4,0
. neutre 266 88,7 88,7 92,7
Valid ,
d'accord 22 7,3 7,3 100,0
Total 300 100,0 100,0
Q35
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 46 15,3 15,3 15,3
valid neutre 58 19,3 19,3 34,7
d'accord 196 65,3 65,3 100,0
Total 300 100,0 100,0
Q36
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 85 28,3 28,3 28,3
valid neutre 90 30,0 30,0 58,3
d'accord 125 41,7 41,7 100,0
Total 300 100,0 100,0
Q37
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 69 23,0 23,0 23,0
valid neutre 69 23,0 23,0 46,0
d'accord 162 54,0 54,0 100,0
Total 300 100,0 100,0
Q38
Frequency Percent | Valid Percent Cumulative
Percent
valid pas d'accord 74 24,7 24,7 24,7
neutre 103 34,3 34,3 59,0




d'accord 123 41,0 ‘ 41,0 100,0
Total 300 100,0 100,0
Q39
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 95 31,7 31,7 31,7
valid neutre 143 47,7 47,7 79,3
d'accord 62 20,7 20,7 100,0
Total 300 100,0 100,0
Q40
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 84 28,0 28,0 28,0
valid neutre 126 42,0 42,0 70,0
d'accord 90 30,0 30,0 100,0
Total 300 100,0 100,0
Q41
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 61 20,3 20,3 20,3
valid neutre 58 19,3 19,3 39,7
d'accord 181 60,3 60,3 100,0
Total 300 100,0 100,0
Q42
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 59 19,7 19,7 19,7
Valid neutre 86 28,7 28,7 48,3
d'accord 155 51,7 51,7 100,0
Total 300 100,0 100,0
Q43
Frequency Percent | Valid Percent Cumulative
Percent
Valid pas d'accord 46 15,3 15,3 15,3




neutre 71 23,7 23,7 39,0
d'accord 183 61,0 61,0 100,0
Total 300 100,0 100,0
Q44
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 55 18,3 18,3 18,3
valid neutre 89 29,7 29,7 48,0
d'accord 156 52,0 52,0 100,0
Total 300 100,0 100,0
Q45
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 76 25,3 25,3 25,3
valid neutre 103 34,3 34,3 59,7
d'accord 121 40,3 40,3 100,0
Total 300 100,0 100,0
Q46
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 38 12,7 12,7 12,7
valid neutre 90 30,0 30,0 42,7
d'accord 172 57,3 57,3 100,0
Total 300 100,0 100,0
Q47
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 57 19,0 19,0 19,0
valid neutre 97 32,3 32,3 51,3
d'accord 146 48,7 48,7 100,0
Total 300 100,0 100,0
Q48
Frequency Percent | Valid Percent Cumulative

Percent




pas d'accord 66 22,0 22,0 22,0
valid neutre 84 28,0 28,0 50,0
d'accord 150 50,0 50,0 100,0
Total 300 100,0 100,0
Q49
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 65 21,7 21,7 21,7
valid neutre 137 45,7 45,7 67,3
d'accord 98 32,7 32,7 100,0
Total 300 100,0 100,0
Q50
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 88 29,3 29,3 29,3
valid neutre 107 35,7 35,7 65,0
d'accord 105 35,0 35,0 100,0
Total 300 100,0 100,0
Q51
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 27 9,0 9,0 9,0
valid neutre 95 31,7 31,7 40,7
d'accord 178 59,3 59,3 100,0
Total 300 100,0 100,0
Q52
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 70 23,3 23,3 23,3
valid neutre 87 29,0 29,0 52,3
d'accord 143 47,7 47,7 100,0
Total 300 100,0 100,0

Q53




Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 54 18,0 18,0 18,0
valid neutre 78 26,0 26,0 44,0
d'accord 168 56,0 56,0 100,0
Total 300 100,0 100,0
Q54
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 47 15,7 15,7 15,7
valid neutre 66 22,0 22,0 37,7
d'accord 187 62,3 62,3 100,0
Total 300 100,0 100,0
Q55
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 47 15,7 15,7 15,7
valid neutre 77 25,7 25,7 41,3
d'accord 176 58,7 58,7 100,0
Total 300 100,0 100,0
Q56
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 91 30,3 30,3 30,3
valid neutre 88 29,3 29,3 59,7
d'accord 121 40,3 40,3 100,0
Total 300 100,0 100,0
Q57
Frequency Percent | Valid Percent Cumulative
Percent
pas d'accord 38 12,7 12,7 12,7
valid neutre 90 30,0 30,0 42,7
d'accord 172 57,3 57,3 100,0
Total 300 100,0 100,0




Annexe N°8
les résultats obtenus par le test de la premiere hypothese :

Crosstabs

I'évaluation du role constaté par la confiance pour enrichir la satisfaction cumulé du

client
Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
X*S 300 100,0% 0 0,0% 300 100,0%
X * S Crosstabulation
S Total
non satisfait Satisfait
Count 102 20 122
Expected Count 79,7 42,3 122,0
% within x 83,6% 16,4% 100,0%
% within S 52,0% 19,2% 40,7%
non confiant 4 of Total 34,0% 6,7% 40,7%
Residual 22,3 -22,3
Std. Residual 2,5 -3,4
X Adjusted Residual 55 -55
Count 94 84 178
Expected Count 116,3 61,7 178,0
% within x 52,8% 47,2% 100,0%
confiant % within S 48,0% 80,8% 59,3%
% of Total 31,3% 28,0% 59,3%
Residual -22,3 22,3
Std. Residual -2,1 2,8




Adjusted Residual -5,5 5,5
Count 196 104 300
Expected Count 196,0 104,0 300,0
Total % within x 65,3% 34,7% 100,0%
% within S 100,0% 100,0% 100,0%
% of Total 65,3% 34,7% 100,0%
Chi-Square Tests
Value df Asymp. Sig. | Exact Sig. | Exact Sig.
(2-sided) (2-sided) (1-sided)
Pearson Chi-Square 30,314° 1 ,000
Continuity Correction” 28,970 1 ,000
Likelihood Ratio 32,160 1 ,000
Fisher's Exact Test ,000 ,000
Llnear_-b_y-Llnear 30,213 1 000
Assoclation
N of Valid Cases 300

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 42,29.

b. Computed only for a 2x2 table

Symmetric Measures

Value Asymp. Std. | Approx. T> | Approx.
Error® Sig.
Interval by Pearson's R 318 051 5788 000°
Interval
Ordinal by Spearman c
Ordinal Correlation 318 051 5,788 000
N of Valid Cases 300

a. Not assuming the null hypothesis.

b. Using the asymptotic standard error assuming the null hypothesis.

c. Based on normal approximation.

Risk Estimate

Value 95% Confidence Interval
Lower Upper
Oddg Ratio for x (non confiant / 4,557 2,597 7998
confiant)
For cohort S = non satisfait 1,583 1,350 1,857




For cohort S = satisfait 347 226 534
N of Valid Cases 300

Bar Chart

S

M non satisfait
W satisfait

1207

100

30
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40

20+

non confiant confiant

Factor Analysis

les résultats de I'analyse factorielle en composantes principales eu égard aux clients qui
confiants

Descriptive Statistics®

Mean Std. Deviation| AnalysisN | Missing N
Q1 2,78 493 178 0
Q2 2,63 570 178 0
Q3 2,83 461 178 0
Q4 2,77 ,485 178 0
Q5 2,67 578 178 0
Q6 2,38 , 729 178 0
Q7 2,36 ,701 178 0
Q8 2,39 674 178 0




Q9 2,81 ,492 178 0
Q10 2,75 ,485 178 0
Q11 2,78 ,466 178 0
Q12 2,56 ,663 178 0
Q13 2,71 525 178 0
Q14 2,66 ,532 178 0
Q15 2,78 ,445 178 0
Q16 2,50 ,666 178 0
a. Only cases for which x = confiant are used in the analysis phase.
Q1 Q2 Q3 Q4 Q5
Q1 1,000 ,204 ,001 ,019 ,01
Q2 ,204 1,000 ,054 ,139 ,19°
Q3 ,001 ,054 1,000 -,004 -,04!
Q4 ,019 ,139 -,004 1,000 ,05:
Q5 ,019 ,197 -,045 ,053 1,00
Q6 -,090 ,030 ,048 -,085 17
Q7 ,006 ,123 -,050 ,162 ,09
Correlation Q8 114 ,176 -,087 ,089 ,11.
Q9 -,010 ,096 -,019 ,104 ,06!
Q10 ,021 ,006 ,080 -,009 -,05.
Q11 -,093 -,010 ,058 -,075 -,09
Q12 ,043 -,014 ,026 ,018 ,05:
Q13 ,051 -,119 ,115 -,066 -,12
Ql4 -,058 -,067 ,101 -,001 ,09:
Q15 -,025 -,085 -,027 ,073 -,04!
Q16 ,052 -,179 ,101 -,044 -,08!




Sig. (1-tailed)

01
Q2
Q3
Q4
Q5
Q6
Q7
Q8
Q9
Q10
Q11
Q12
Q13
Q14
Q15
Q16

,003
496
,403
,400
, 116
467
,064
449
,391
, 110
,286
252
,220
,368
247

,003

,238
,032
,004
,345
,050
,009
, 101
,466
448
428
,058
,186
,129
,009

496
,238

481
2077
,263
,254
,123
403
,144
221
,364
,063
,090
,362
,089

,403
,032
481

240
129
015
120
083
454
161
405
190
494
166
281

40
,00:

24

a. Only cases for which x = confiant are used in the analysis phase.
b. Determinant = ,281

KMO and Bartlett's Test®

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy.

Bartlett's Test of

Sphericity

Approx. Chi-Square

df
Sig.

,045

217,067
120
,000

a. Only cases for which x = confiant are used in the analysis phase.

Communalities®

Initial Extraction
Q1 1,000 ,596
Q2 1,000 613
Q3 1,000 424
Q4 1,000 ,381
Q5 1,000 ,553
Q6 1,000 615
Q7 1,000 ,540
Q8 1,000 ,652




Q9

Q10
Q11
Q12
Q13
Q14
Q15
Q16

1,000
1,000
1,000
1,000
1,000
1,000
1,000
1,000

,616
446
,616
,302
621
,636
,092
422

Extraction Method: Principal
Component Analysis.
a. Only cases for which x = confiant
are used in the analysis phase.

Total Variance Explained®

Component Initial Eigenvalues Extraction Sums of Squared Loadi
Total % of Variance | Cumulative % Total % of Variance Cumulg

1 1,968 12,302 12,302 1,968 12,302

2 1,750 10,939 23,241 1,750 10,939

3 1,298 8,112 31,352 1,298 8,112

4 1,279 7,992 39,344 1,279 7,992

5 1,206 7,538 46,882 1,206 7,538

6 1,124 7,023 53,906 1,124 7,023

7 ,999 6,243 60,149

8 1962 6,011 66,160

9 ,850 5,314 71,475

10 ,807 5,045 76,519

11 763 4,768 81,287

12 711 4,444 85,731

13 ,662 4,137 89,868

14 642 4,013 93,881

15 526 3,289 97,170

16 453 2,830 100,000

Extraction Method: Principal Component Analysis.
a. Only cases for which x = confiant are used in the analysis phase.



Eigenvalue

Scree Plot

0,0

1 2 5 7 g 2] 10 11 12 13 14 15 16
Component Number
Component Matrix®"
Component
1 3 4 5
Q15 ,666 ,093 -,116 -,351 -,040 -,033
Q14 ,627 ,047 -,104 -,087 -,361 ,302
Q13 475 -,232 -,456 -,015 -,021 ,365
Q16 ,433 -,251 ,319 ,035 ,205 -,163
Q12 371 ,093 ,052 ,358 -,054 -,148
Q2 -,125 ,586 ,072 ,364 2712 ,205
Q8 ,328 521 ,132 -,375 ,330 ,071
Q5 -,049 ,518 ,333 ,083 -,300 2712
Q7 ,406 ,510 -,020 -,030 -,011 -,338
Q4 ,051 421 -,245 ,133 -,009 -,351
Q6 ,047 ,096 ,688 -,051 -,257 ,249
Q11 ,360 -,310 ,449 ,201 ,270 -,274
Q9 ,045 ,203 -,203 ,502 -,496 -,184
Q10 ,358 -,217 ,023 ,499 ,134 -,060
Q1 -,008 ,251 -,217 ,207 ,594 ,302
Q3 ,156 -,194 ,058 ,364 ,025 475

Extraction Method: Principal Component Analysis.




a. 6 components extracted.

b. Only cases for which x = confiant are used in the analysis phase.

Tableau A
Rotated Component Matrix®”
Component
2 3 4 6
Ql4 ,748 ,041 ,067 ,207 -,103 127
Q13 ,709 ,005 -,178 -,282 ,089 ,021
Q15 ,597 ,159 412 -,026 -,135 -,150
Q11 -,089 773 -,007 ,017 -,074 -,068
Q16 ,104 617 ,049 ,011 -,092 -,138
Q10 ,129 523 -,143 -,134 ,161 ,302
Q7 ,136 ,124 ,680 ,087 ,070 ,178
Q8 ,201 ,030 ,559 ,220 ,301 -,399
Q4 -,088 -,094 475 -,132 ,128 ,323
Q3 ,262 ,179 -,466 ,130 275 ,114
Q6 -,020 ,150 -,112 , 742 -,127 -,115
Q5 ,001 -,201 ,108 671 ,159 ,158
Q1 ,026 -,010 -,002 -,179 , 739 -,130
Q2 -,182 -,081 , 147 ,258 679 ,157
Q9 ,028 -,091 ,069 ,056 -,058 172
Q12 ,138 ,349 147 ,055 ,085 ,360
Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 10 iterations.
b. Only cases for which x = confiant are used in the analysis phase.
Component Transformation Matrix®
Component 1 2 3 4 6
1 ,759 ,560 ,324 ,029 -,010 ,064
2 -,055 -,351 ,680 ,408 ,466 ,168
3 -,342 490 -,065 , 746 -,139 -,252
4 -,178 ,344 -,314 ,000 423 157
5 -,226 ,346 ,088 -,384 ,631 -,526
6 470 -,293 -,568 ,360 433 -,233

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Only cases for which x = confiant are used in the analysis phase.
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Discriminant Analysis
les résultats de I'analyse discriminatoire eu égard les clients qui ne confiant pas

Analysis Case Processing Summary

Unweighted Cases N Percent
Valid 122 40,7
Missing or out-of-range group
0 0
codes
At least one missing
L . 0 0
discriminating variable
Excluded Both missing or out-of-range
group codes and at least one 0 0
missing discriminating variable
Unselected 178 59,3
Total 178 59,3
Total 300 100,0




Group Statistics
S Mean Std. Deviation Valid N (listwise)
Unweighted | Weighted
x1 2,07 ,502 102 102,000
"o satisfait X2 1,91 421 102 102,000
x3 1,94 ,516 102 102,000
x4 1,91 527 102 102,000
x1 2,43 ,514 20 20,000
Satisfait X2 2,06 416 20 20,000
x3 1,99 490 20 20,000
x4 2,02 ,556 20 20,000
x1 2,13 ,518 122 122,000
Total X2 1,93 422 122 122,000
x3 1,95 ,510 122 122,000
x4 1,93 531 122 122,000
Tests of Equality of Group Means
Wilks' Lambda F dfl df2 Sig.
x1 ,936 8,258 1 120 ,005
X2 ,982 2,193 1 120 141
X3 ,999 ,123 1 120 127
x4 ,994 ,692 1 120 407

Tableau B




Group Statistics

S Mean Std. Deviation Valid N (listwise)
Unweighted Weighted
Q1 2,26 ,7195 102 102,000
Q2 1,78 ,828 102 102,000
Q3 2,22 ,863 102 102,000
Q4 2,02 71 102 102,000
Q5 1,99 , 164 102 102,000
Q6 1,72 ,801 102 102,000
Q7 1,80 171 102 102,000
non satisfait Q8 1,71 739 102 102,000
Q9 2,32 ,858 102 102,000
Q10 1,99 , 164 102 102,000
Q11 2,00 ,7196 102 102,000
Q12 1,83 172 102 102,000
Q13 1,95 ,763 102 102,000
Q14 1,80 ,690 102 102,000
Q15 2,04 ,7130 102 102,000
Q16 1,88 , 7162 102 102,000
Q1 2,60 ,681 20 20,000
Q2 2,20 834 20 20,000
Q3 2,40 154 20 20,000
Q4 2,50 ,688 20 20,000
Q5 2,05 ,826 20 20,000
Q6 1,95 ,826 20 20,000
Q7 2,00 ,858 20 20,000
e 8 1,95 ,759 20 20,000
Satisfait 89 2.35 875 20 20,000
Q10 2,05 ,826 20 20,000
Q11 2,25 , 7186 20 20,000
Q12 1,55 ,759 20 20,000
Q13 2,10 912 20 20,000
Q14 1,85 , 145 20 20,000
Q15 2,20 ,768 20 20,000
Ql6 2,00 ,858 20 20,000
Q1 2,32 ,785 122 122,000
Q2 1,85 ,840 122 122,000
Q3 2,25 ,846 122 122,000
Q4 2,10 176 122 122,000
Q5 2,00 71 122 122,000
Q6 1,75 ,806 122 122,000
Q7 1,84 ,786 122 122,000
Total Q8 1,75 , 745 122 122,000
Q9 2,33 ,857 122 122,000
Q10 2,00 71 122 122,000
Q11 2,04 197 122 122,000
Q12 1,79 74 122 122,000
Q13 1,98 187 122 122,000
Q14 1,81 ,696 122 122,000
Q15 2,07 , 7136 122 122,000
Q16 1,90 (76 122 122,000




Tests of Equality of Group Means

Wilks' Lambda F dfl df2 Sig.
Q1 975 3,105 1 120 ,081
Q2 ,966 4,205 1 120 ,042
Q3 ,993 792 1 120 375
Q4 947 6,715 1 120 ,011
Q5 ,999 ,100 1 120 ,753
Q6 ,988 1,418 1 120 ,236
Q7 991 1,041 1 120 ,310
Q8 ,985 1,808 1 120 ,181
Q9 1,000 016 1 120 ,900
Q10 ,999 ,100 1 120 ,753
Q11 ,986 1,656 1 120 ,201
Q12 981 2,265 1 120 ,135
Q13 ,995 ,598 1 120 441
Ql4 ,999 ,073 1 120 ,788
Q15 ,993 ,798 1 120 374
Q16 ,997 ,383 1 120 ,537

Discriminant Analysis
les résultats de I'analyse discriminatoire eu égard les clients qui confiant

Group Statistics
S Mean Std. Deviation Valid N (listwise)
Unweighted | Weighted
x1 2,70 ,309 94 94,000
non satisfait X2 2,46 317 94 94,000
x3 2,66 ,323 94 94,000
x4 2,59 ,361 94 94,000
x1 2,81 228 84 84,000
satisfait X2 2,60 ,331 84 84,000
X3 2,74 ,298 84 84,000
x4 2,71 ,379 84 84,000
x1 2,75 279 178 178,000
Total X2 2,52 ,330 178 178,000
x3 2,70 ,314 178 178,000
x4 2,64 374 178 178,000
Tests of Equality of Group Means
Wilks' Lambda F dfl df2 Sig.
x1 ,959 7,522 1 176 ,007
X2 ,959 7,533 1 176 ,007
X3 ,982 3,257 1 176 ,073
x4 972 5,078 1 176 ,025




Group Statistics

S Mean Std. Deviation Valid N (listwise)
Unweighted Weighted
Q1 2,73 ,512 94 94,000
Q2 2,57 577 94 94,000
Q3 2,73 ,552 94 94,000
Q4 2,74 ,507 94 94,000
Q5 2,69 ,568 94 94,000
Q6 2,29 742 9 94,000
Q7 2,26 ,687 94 94,000
non satisfait Q8 2,22 ,690 94 94,000
Q9 2,85 414 94 94,000
Q10 2,72 473 9 94,000
Q11 2,76 ,456 94 94,000
Q12 2,46 ,667 94 94,000
Q13 2,70 ,504 94 94,000
Q14 2,60 ,535 94 94,000
Q15 2,72 ,495 94 94,000
Q16 2,44 ,649 94 94,000
Q1 2,82 470 84 84,000
Q2 2,69 ,559 84 84,000
Q3 2,93 ,302 84 84,000
Q4 2,80 ,460 84 84,000
Q5 2,65 591 84 84,000
Q6 2,49 ,703 84 84,000
Q7 2,48 ,702 84 84,000
o 8 2,58 ,605 84 84,000
satisfait 89 2.77 567 84 84,000
Q10 2,77 ,499 84 84,000
Q11 2,81 478 84 84,000
Q12 2,68 ,643 84 84,000
Q13 2,71 ,550 84 84,000
Q14 2,73 ,523 84 84,000
Q15 2,83 375 84 84,000
Q16 2,57 ,682 84 84,000
Q1 2,78 ,493 178 178,000
Q2 2,63 ,570 178 178,000
Q3 2,83 ,461 178 178,000
Q4 2,77 ,485 178 178,000
Q5 2,67 578 178 178,000
Q6 2,38 129 178 178,000
Q7 2,36 ,701 178 178,000
Total Q8 2,39 ,674 178 178,000
Q9 2,81 ,492 178 178,000
Q10 2,75 ,485 178 178,000
Q11 2,78 ,466 178 178,000
Q12 2,56 ,663 178 178,000
Q13 2,71 525 178 178,000
Q14 2,66 ,532 178 178,000
Q15 2,78 ,445 178 178,000
Q16 2,50 ,666 178 178,000




Tests of Equality of Group Means

Wilks' Lambda F dfl df2 Sig.
Q1 ,992 1,397 1 176 ,239
Q2 ,990 1,846 1 176 176
Q3 ,955 8,224 1 176 ,005
Q4 997 528 1 176 ,468
Q5 ,999 178 1 176 ,673
Q6 ,981 3,415 1 176 ,066
Q7 975 4,490 1 176 ,035
Q8 1929 13,535 1 176 ,000
Q9 994 1,093 1 176 ,297
Q10 997 478 1 176 490
Q11 997 599 1 176 440
Q12 972 5,046 1 176 ,026
Q13 1,000 ,024 1 176 ,878
Ql4 ,985 2,692 1 176 ,103
Q15 ,985 2,737 1 176 ,100
Q16 ,990 1,839 1 176 77
Crosstabs

I'évaluation du role constaté par le relationnel social pour enrichir la satisfaction

cumulée

Case Processing Summary

Cases
Valid Missing Total
N Percent N Percent N Percent
Q17 *S 300 100,0% 0 0,0% 300 100,0%




Q17 * S Crosstabulation

S Total
non satisfait satisfait
Count 155 63 218
Expected Count 1424 75,6 218,0
% within Q17 71,1% 28,9% 100,0%
Faible % within S 79,1% 60,6% 72,7%
% of Total 51,7% 21,0% 72,7%
Residual 12,6 -12,6
Std. Residual 1,1 -1,4
017 Adjusted Residual 3,4 -3,4
Count 41 41 82
Expected Count 53,6 28,4 82,0
% within Q17 50,0% 50,0% 100,0%
Forte % within S 20,9% 39,4% 27,3%
% of Total 13,7% 13,7% 27,3%
Residual -12,6 12,6
Std. Residual -1,7 2,4
Adjusted Residual -3,4 3,4
Count 196 104 300
Expected Count 196,0 104,0 300,0
Total % within Q17 65,3% 34,7% 100,0%
% within S 100,0% 100,0% 100,0%
% of Total 65,3% 34, 7% 100,0%
Chi-Square Tests
Value df Asymp. Sig. | Exact Sig. | Exact Sig.
(2-sided) (2-sided) (1-sided)
Pearson Chi-Square 11,714° 1 ,001
Continuity Correction® 10,801 1 ,001
Likelihood Ratio 11,396 1 ,001
Fisher's Exact Test ,001 ,001
Llnear_—b_y—Llnear 11,675 1 001
Association
N of Valid Cases 300

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 28,43.
b. Computed only for a 2x2 table




Symmetric Measures

Value Asymp. Std. Approx. T°| Approx.
Error® Sig.
Interval by Interval Pearson's R ,198 ,059 3,480 ,001°
Ordinal by Ordinal  >Pgarman 198 059 3,480 001°
Correlation
N of Valid Cases 300

a. Not assuming the null hypothesis.
b. Using the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.

Risk Estimate

Value 95% Confidence Interval
Lower Upper
Odds Ratio for Q17 (faible / 2 460 1.459 4,149
forte)
For cohort S = non satisfait 1,422 1,127 1,794
For cohort S = satisfait 578 428 780
N of Valid Cases 300
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Crosstabs

I'évaluation du role constaté par la personnalisation de la relation pour enrichir la
satisfaction cumulée

Case Processing Summary

Cases
Valid Missing Total
N Percent N Percent N Percent
R*S 300| 100,0% 0 0,0% 300 100,0%
R * S Crosstabulation
S Total
non satisfait satisfait
Count 126 17 143
Expected Count 934 49,6 143,0
% within R 88,1% 11,9% 100,0%
Faible % within S 64,3% 16,3% 47,7%
% of Total 42,0% 5,7% 47,7%
Residual 32,6 -32,6
Std. Residual 3,4 -4,6
R Adjusted Residual 7,9 -7,9
Count 70 87 157
Expected Count 102,6 54,4 157,0
% within R 44,6% 55,4% 100,0%
Forte % within S 35,7% 83,7% 52,3%
% of Total 23,3% 29,0% 52,3%
Residual -32,6 32,6
Std. Residual -3,2 4,4
Adjusted Residual -7,9 7,9
Count 196 104 300
Expected Count 196,0 104,0 300,0
Total % within R 65,3% 34, 7% 100,0%
% within S 100,0% 100,0% 100,0%
% of Total 65,3% 34, 7% 100,0%




Chi-Square Tests

Value df | Asymp. Sig.| Exact Exact Sig. (1-
(2-sided) | Sig. (2- sided)
sided)
Pearson Chi-Square 62,598 1 ,000
Continuity 60,601 | 1 000
Correction
Likelihood Ratio 67,110 1 ,000
Fisher's Exact Test ,000 ,000
Llnear_—by—Llnear 62.390 1 000
Association
N of Valid Cases 300

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 49,57.
b. Computed only for a 2x2 table

Symmetric Measures

Value Asymp. Std. | Approx. | Appr
Error® TP OX.
Sig.
Interval by Pearson’s R 457 048 8.864 | 000°
Interval
Ordinal by Spearman ¢
Ordinal Correlation 457 048 8,864 | ,000
N of Valid Cases 300

a. Not assuming the null hypothesis.
b. Using the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.

Risk Estimate

Value 95% Confidence Interval
Lower Upper
Odds Ratio for R (faible / 9,212 5.075 16722
forte)
For cohort S = non satisfait 1,976 1,643 2,377
For cohort S = satisfait ,215 134 342
N of Valid Cases 300
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I'évaluation du rdle constaté par la personnalisation de la relation pour enrichir la
satisfaction cumulé selon la technologie du réseau de telecommunication

Case Processing Summary

Cases
Valid Missing Total
N Percent N Percent N Percent
R * S * puce 300 100,0% 0 0,0% 300 100,0%




R * S * puce Crosstabulation

Puce S T
non satisfait satisfait 0
t
a
|
Count 12 1 13
E’;ﬂf}‘t’ted 9.6 3.4 13,0
% within R 92,3% 7,7% 100,0%
Faible % within S 42 .9% 10,0% 34,2%
% of Total 31,6% 2,6% 34,2%
Residual 2,4 -2,4
Std. Residual .8 -1,3
Adjusted
R Residual 1.9 -1.9
Count 16 9 25
Eﬁﬂf}‘itad 18.4 6.6 250
o WIthin ,0% ,0% ,0%
tawfick % within R 64,0% 36,0%| 100,0%
% within S 57,1% 90,0% 65,8%
forte % of Total 42.1% 237%|  658%
Residual -2,4 2,4
Std. Residual -6 9
Adjusted
Residual -1.9 1.9
Count 28 10 38
E’éﬂf}‘tzted 28.0 10,0 38,0
Total % within R 73.7% 26,3%| 100,0%
% within S 100,0% 100,0% 100,0%
% of Total 73,7% 26,3% 100,0%
Count 7 0 7
E’éﬂf}‘tzted 47 23 7.0
% within R 100,0% 0,0% 100,0%
) % within S 70,0% 0,0% 46,7%
Faible % of Total 46,7% 00%|  46,7%
Residual 2,3 -2,3
Std. Residual 11 -1,5
Adjusted
. Residual 2,6 2,6
mobtasim et 3G++ R Count 3 5 8
Eﬁﬁ‘;‘t’ted 5.3 2.7 8.0
% within R 37,5% 62,5% 100,0%
Forte % within S 30,0% 100,0% 53,3%
% of Total 20,0% 33,3% 53,3%
Residual -2,3 2,3
Std. Residual -1,0 1,4
Adjusted 26 26

Residual




Total
R Faible
elkhadra et post paid
Total
Faible
R
3G++ et elkhadra
forte
Total
3G++ et post paid R Faible

Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual

10
10,0

66,7%
100,0%
66,7%
3

3,0

100,0%
100,0%
100,0%
0
0

3
3,0

100,0%
100,0%
100,0%

1

)

100,0%
100,0%
50,0%
S

7

1,4

1,0

50,0%
100,0%
50,0%
1

)

100,0%
100,0%
50,0%
S

5
5,0

33,3%
100,0%
33,3%

100,0%
100,0%
50,0%
S

7

1,4
1
1,0

50,0%
100,0%
50,0%
0

)

0,0%
0,0%
0,0%

15
15,0

100,0%
100,0%
100,0%

3

3,0

100,0%
100,0%
100,0%

3
3,0

100,0%
100,0%
100,0%

1

1,0

100,0%
50,0%
50,0%

1
1,0

100,0%
50,0%
50,0%

2
2,0

100,0%
100,0%
100,0%

1

1,0

100,0%
50,0%
50,0%




forte
Total
Faible
R
3G++ et tawfick
forte
Total
tawfick et elkhadra R Faible

Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual

1,0

50,0%
100,0%
50,0%

2,0

33,3%
100,0%
33,3%
1

9

100,0%
100,0%
50,0%
S

7

1,4

100,0%
100,0%
50,0%
S

7

1,4
1
1,0

50,0%
100,0%
50,0%

4,0

66,7%
100,0%
66,7%

1
1,0

100,0%
50,0%
50,0%

2
2,0

100,0%
100,0%
100,0%

2

2,0

100,0%
33,3%
33,3%

4
4,0

100,0%
66,7%
66,7%

6
6,0

100,0%
100,0%
100,0%

1

1,0

100,0%
50,0%
50,0%




forte
Total
Faible
R
tawfick et mobtasim
forte
Total
R Forte
mobicontrole et postpaid
Total

Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

1,0

50,0%
100,0%
50,0%
2

1,0

66,7%
100,0%
33,3%
1,0

1,0

1,7
0
1,0

0,0%
0,0%
0,0%
-1,0
-1,0

-1,7
2
2,0

33,3%
100,0%
33,3%

1
S

100,0%
100,0%
50,0%
S

7

1,4
1
1,0

50,0%
100,0%
50,0%
1

2,0

33,3%
25,0%
16,7%
-1,0
-7

-1,7
3
2,0

100,0%
75,0%
50,0%

1,0
7

1,7
4
4,0

66,7%
100,0%
66,7%
1

1,0

100,0%
100,0%
100,0%

0

1
1,0

100,0%
50,0%
50,0%

2
2,0

100,0%
100,0%
100,0%

3

3,0

100,0%
50,0%
50,0%

3
3,0

100,0%
50,0%
50,0%

6
6,0

100,0%
100,0%
100,0%

1

1,0

100,0%
100,0%
100,0%




Faible
R
mobtasim et mobicontrole
forte
Total
Faible
R
3G++
forte
Total

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total

1
7

100,0%
50,0%
33,3%

2,0

66,7%
100,0%
66,7%
12

8,3

85,7%
92,3%
54,5%
3,7
1,3

3,4
1
4,7

12,5%
7,7%
4,5%

-3,7
-1,7

3,4
13
13,0

59,1%
100,0%
59,1%

100,0%
100,0%
100,0%

50,0%
100,0%
33,3%

1,0

33,3%
100,0%
33,3%
2

5,7

14,3%
22,2%
9,1%
-3,7
-1,6

-3,4
7
3,3

87,5%
77,8%
31,8%
3,7
2,1

3,4
9
9,0

40,9%
100,0%
40,9%

100,0%
100,0%
100,0%

1

1,0

100,0%
33,3%
33,3%

2
2,0

100,0%
66,7%
66,7%

3
3,0

100,0%
100,0%
100,0%

14

14,0

100,0%
63,6%
63,6%

8
8,0

100,0%
36,4%
36,4%

22
22,0

100,0%
100,0%
100,0%




Faible
R
elkhadra
forte
Total
Faible
R
mobicontrole
forte
Total
mobtasim R Faible

Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

10
8,6

90,9%
71,4%
55,6%
1,4

S

1,7
4
54

57,1%
28,6%
22,2%
-1,4
-,6

-1,7
14
14,0

77,8%
100,0%
77,8%
4

2,9

80,0%
100,0%
57,1%
1,1

7

1,9
0
1,1

0,0%
0,0%
0,0%
-1,1
-1,1

-1,9
4
4,0

57,1%
100,0%
57,1%
50

37,5

2,4

9,1%
25,0%
5,6%

1,6

42,9%
75,0%
16,7%
1,4
1,2

1,7
4
4,0

22,2%
100,0%
22,2%
1

2,1

20,0%
33,3%
14,3%
-1,1
-8

-1,9
2
9

100,0%
66,7%
28,6%

1,1
1,2

19
3
3,0

42,9%
100,0%
42,9%
9

21,5

11
11,0

100,0%
61,1%
61,1%

7
7,0

100,0%
38,9%
38,9%

18
18,0

100,0%
100,0%
100,0%

5

50

100,0%
71,4%
71,4%

2
2,0

100,0%
28,6%
28,6%

-
7,0

100,0%
100,0%
100,0%

59

59,0




forte
Total
Faible
R
post paid
forte
Total
mobtasim et post paid R Faible

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual
Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total

84,7%
57,5%
36,5%
12,5
2,0

4,5
37
49,5

47,4%
42,5%
27,0%
-12,5
-1,8

45
87
87,0

63,5%
100,0%
63,5%
18

15,5

100,0%
72,0%
62,1%

2,5
6

2,8
7
9,5

63,6%
28,0%
24,1%
-2,5
-8

-2,8
25
25,0

86,2%
100,0%
86,2%
3

1,3

75,0%
100,0%
33,3%

15,3%
18,0%
6,6%
-12,5
-2,7

4,5
41
28,5

52,6%
82,0%
29,9%
12,5
2,3

4,5
50
50,0

36,5%
100,0%
36,5%
0

2,5

0,0%
0,0%
0,0%
-2,5
-1,6

-2,8
4
15

36,4%
100,0%
13,8%
2,5

2,0

2,8
4
4,0

13,8%
100,0%
13,8%
1

2,7

25,0%
16,7%
11,1%

100,0%
43,1%
43,1%

78
78,0

100,0%
56,9%
56,9%

137
137,0

100,0%
100,0%
100,0%

18

18,0

100,0%
62,1%
62,1%

11
11,0

100,0%
37,9%
37,9%

29
29,0

100,0%
100,0%
100,0%

4

4,0

100,0%
44,4%
44,4%




Total

Total

Total

forte

Faible

forte

Residual

Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Residual

Std. Residual
Adjusted
Residual
Count
Expected
Count

% within R
% within S
% of Total
Count
Expected
Count

% within R
% within S
% of Total
Residual

Std. Residual

Adjusted
Residual

Count

Expected
Count

% within R
% within S
% of Total
Residual

Std. Residual

Adjusted
Residual

Count

Expected
Count

% within R
% within S
% of Total

1,7
1,4

2,4
0
1,7

0,0%
0,0%
0,0%

1,7
1,3
2,4

3

3,0
33,3%
100,0%
33,3%
126

93,4

88,1%
64,3%
42,0%
32,6
3,4

7,9
70
102,6

44,6%
35,7%
23,3%
-32,6
-3,2

-7,9
196
196,0

65,3%
100,0%
65,3%

-1,7
-1,0

-2,4
5
3,3

100,0%
83,3%
55,6%

1,7

9

2,4

6

6,0
66,7%
100,0%

66,7%
17

49,6

11,9%
16,3%
5,7%
-32,6
4,6

7,9
87
54,4

55,4%
83,7%
29,0%
32,6
4.4

79
104
104,0

34,7%
100,0%
34,7%

5
50

100,0%
55,6%
55,6%

9
9,0

100,0%
100,0%
100,0%

143

143,0

100,0%
47,7%
47,7%

157
157,0

100,0%
52,3%
52,3%

300
300,0

100,0%
100,0%
100,0%




Chi-Square Tests

Puce Value Df | Asymp. Sig.| Exact Exact
(2-sided) Sig. Sig.
(2-sided) (1-sided)
Pearson Chi-Square 3,5634° 1 ,060
Continuity Correction” 2,225 1 136
Likelihood Ratio 4,080 1 ,043
Tawfick Fisher's Exact Test ,118 ,063
Lmear_-by—Llnear 3,441 1 064
Association
N of Valid Cases 38
Pearson Chi-Square 6,563° 1 ,010
Continuity Correction” 4,051 1 044
Likelihood Ratio 8,510 1 ,004
mobtasim et 3G++ Fisher's Exact Test ,026 ,019
Llnear_-by-Llnear 6,125 1 013
Association
N of Valid Cases 15
. . Pearson Chi-Square £
elkhadra et post paid N of VValid Cases 3
Pearson Chi-Square 2,000 1 157
Continuity Correction” ,000 1 1,000
Likelihood Ratio 2,773 1 ,096
3G++ et elkhadra Fisher's Exact Test 1,000 ,500
Llnear_-by-Llnear 1,000 1 317
Association
N of Valid Cases 2
Pearson Chi-Square 2,000 1 157
Continuity Correction” ,000 1 1,000
Likelihood Ratio 2,773 1 ,096
3G++ et post paid Fisher's Exact Test 1,000 ,500
Llnear_-b_y-Llnear 1,000 1 317
Association
N of Valid Cases 2
Pearson Chi-Square ,375¢ 1 ,540
Continuity Correction” ,000 1 1,000
Likelihood Ratio ,367 1 ,545
3G++ et tawfick Fisher's Exact Test 1,000 ,600
Llnear_-by-Llnear 313 1 576
Association
N of Valid Cases 6
Pearson Chi-Square 2,000' 1 157
Continuity Correction® ,000 1 1,000
Likelihood Ratio 2,773 1 ,096
tawfick et elkhadra  Fisher's Exact Test 1,000 ,500
Llnear_-b_y-Llnear 1,000 1 317
Association
N of Valid Cases 2
Pearson Chi-Square 3,000" 1 ,083
Continuity Correction” 750 1 386
tawfick et mobtasim L_ikelihood Ratio 3,819 1 ,051
Fisher's Exact Test ,400 ,200
Linear-by-Linear 2,500 1 114

Association




mobicontrole et
postpaid

mobtasim et
mobicontrole

3G++

elkhadra

mobicontrole

mobtasim

post paid

mobtasim et post paid

Total

N of Valid Cases
Pearson Chi-Square

N of Valid Cases
Pearson Chi-Square
Continuity Correction”
Likelihood Ratio
Fisher's Exact Test
Linear-by-Linear
Association

N of Valid Cases
Pearson Chi-Square
Continuity Correction”
Likelihood Ratio
Fisher's Exact Test
Linear-by-Linear
Association

N of Valid Cases
Pearson Chi-Square
Continuity Correction”
Likelihood Ratio
Fisher's Exact Test
Linear-by-Linear
Association

N of Valid Cases
Pearson Chi-Square
Continuity Correction”
Likelihood Ratio
Fisher's Exact Test
Linear-by-Linear
Association

N of Valid Cases
Pearson Chi-Square
Continuity Correction”
Likelihood Ratio
Fisher's Exact Test
Linear-by-Linear
Association

N of Valid Cases
Pearson Chi-Square
Continuity Correction”
Likelihood Ratio
Fisher's Exact Test
Linear-by-Linear
Association

N of Valid Cases
Pearson Chi-Square
Continuity Correction”
Likelihood Ratio
Fisher's Exact Test
Linear-by-Linear
Association

N of Valid Cases
Pearson Chi-Square

Continuity Correction”
Likelihood Ratio

6
e
1
750’
000
1,046

,500

3
11,289
8,463
12,256

10,776

22
2,822%
1,206
2,807

2,665

18
3,733’
1,181
4,557

3,200

7
20,176™
18,598
21,482

20,028

137
7,593"
4,842
8,848

7,331

29
5,625°
2,756
6,959

5,000

9
62,598°
60,691
67,110

[

e

-

,386
1,000
,306

,480

,001
,004
,000

,001

,093
272
,094

,103

,053
277
,033

,074

,000
,000
,000

,000

,006
,028
,003

,007

,018
,097
,008

,025

,000
,000
,000

1,000

,001

,245

,143

,000

,014
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Fisher's Exact Test ,000 ,000
Llnear_-b_y-Llnear 62,390 1 000
Association
N of Valid Cases 300
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 49,57.
b. Computed only for a 2x2 table
c. 1 cells (25,0%) have expected count less than 5. The minimum expected count is 3,42.
d. 3 cells (75,0%) have expected count less than 5. The minimum expected count is 2,33.
e. No statistics are computed because R and S are constants.
f. 4 cells (100,0%) have expected count less than 5. The minimum expected count is ,50.
g. 4 cells (100,0%) have expected count less than 5. The minimum expected count is ,67.
h. 4 cells (100,0%) have expected count less than 5. The minimum expected count is 1,00.
I. 4 cells (100,0%) have expected count less than 5. The minimum expected count is ,33.
J. 2 cells (50,0%) have expected count less than 5. The minimum expected count is 3,27.
k. 2 cells (50,0%) have expected count less than 5. The minimum expected count is 1,56.
. 4 cells (100,0%) have expected count less than 5. The minimum expected count is ,86.
m. 0 cells (,0%) have expected count less than 5. The minimum expected count is 21,53.
n. 2 cells (50,0%) have expected count less than 5. The minimum expected count is 1,52.
0. 4 cells (100,0%) have expected count less than 5. The minimum expected count is 1,33.
Symmetric Measures
Puce Value Asymp. Std. | Approx. | Approx. Sig.
Error® T
Interval by Pearson's R 305 122 1,921 063
Interval
tawfick Ordinal by Ordinal ~ >Pearman 305 122 1,921 063°
Correlation
N of Valid Cases 38
Interval by Interval ~ Pearson's R ,661 ,145 3,180 ,007¢
i . . Spearman c
mobtasim et 3G++ Ordinal by Ordinal . ,661 ,145 3,180 ,007
Correlation
N of Valid Cases 15d
. Interval by Interval ~ Pearson's R .
elkhadra et post paid N of Valid Cases 3
Interval by Interval ~ Pearson's R 1,000 ,000°
3G++ et elkhadra Ordinal by Ordinal Spearman 1,000 ,000°
Correlation
N of Valid Cases 2
Interval by Interval ~ Pearson's R 1,000 ,000°
3G++ et post paid Ordinal by Ordinal Spearman 1,000 ,000°
Correlation
N of Valid Cases 2
Interval by Interval ~ Pearson's R ,250 412 ,516 ,633°
. . . Spearman c
3G++ et tawfick Ordinal by Ordinal . ,250 412 ,516 ,633
Correlation
N of Valid Cases 6
Interval by Interval ~ Pearson's R 1,000 ,000°
tawfick et elkhadra  Ordinal by Ordinal gpearma.” 1,000 000°
orrelation
N of Valid Cases 2
Interval by Interval ~ Pearson's R 107 ,228 2,000 ,116°
tawfick etmobtasim oy ;a1 by Ordinal~ SPEAMAN 707 228| 2,000 116°
Correlation




N of Valid Cases 6
mobicontrole et Interval by Interval  Pearson's R !
postpaid N of Valid Cases 1
Interval by Interval  Pearson's R ,500 ,306 577 ,667°
mobtasim et Ordinal by Ordinal ~ >Pearman 500 306 577 667°
mobicontrole Correlation
N of Valid Cases 3
Interval by Interval  Pearson's R ,716 ,151 4,591 ,000°
3G++ Ordinal by Ordinal ~ SPgarman 716 51| 4,591 ,000°
Correlation
N of Valid Cases 22
Interval by Interval  Pearson's R ,396 ,220 1,725 ,104°
elkhadra Ordinal by Ordinal ~ SPgarman 396 220 1,725 ,104°
Correlation
N of Valid Cases 18
Interval by Interval  Pearson's R ,730 ,216 2,390 ,062°
. . . Spearman c
mobicontrole Ordinal by Ordinal . ,730 ,216 2,390 ,062
Correlation
N of Valid Cases 7
Interval by Interval  Pearson's R ,384 ,074 4,829 ,000°
. . . Spearman c
mobtasim Ordinal by Ordinal . ,384 ,074 4,829 ,000
Correlation
N of Valid Cases 137
Interval by Interval  Pearson's R ,512 ,122 3,095 ,005°
post paid Ordinal by Ordinal ~ SPgarman 512 122| 3,005 ,005°
Correlation
N of Valid Cases 29
Interval by Interval  Pearson's R ,791 177 3,416 ,011°
. . . . Spearman c
mobtasim et post paid Ordinal by Ordinal . ,791 177 3,416 ,011
Correlation
N of Valid Cases 9
Interval by Interval ~ Pearson's R 457 ,048 8,864 ,000°
Total Ordinal by Ordinal ~ >Pearman 457 048| 8,864 000°
Correlation
N of Valid Cases 300
a. Not assuming the null hypothesis.
b. Using the asymptotic standard error assuming the null hypothesis.
-Based on normal approximation.
d. No statistics are computed because R and S are constants.
Risk Estimate
Puce Value 95% Confidence Interval
Lower Upper
Odds Ratio for R (faible / forte) 6,750 ,750 60,760
tawfick For cohort S = non satisfait 1,442 1,034 2,013
awne For cohort S = satisfait 214 030 1,508
N of Valid Cases 38
: For cohort S = non satisfait 2,667 1,090 6,524
mobtasim et 3G++ N of Valid Cases 15
elkhadra et post paid Odds Ratio for R (faible / ) 2
3G++ et elkhadra Odds Ratio for R (faible / forte) [’
3G++ et post paid Odds Ratio for R (faible / forte) |’
3G++ et tawfick Odds Ratio for R (faible / forte) 3,000 ,084 107,447




tawfick et elkhadra
Tawf

ick et mobtasim
mobicontrole et postpaid

mobtasim et mobicontrole

3G++

elkhadra

mobicontrole

mobtasim

post paid

mobtasim et post paid

Total

For cohort S = non satisfait

For cohort S = satisfait

N of Valid Cases

Odds Ratio for R (faible / forte)
For cohort S = satisfait

N of Valid Cases

Odds Ratio for R (forte / .)

For cohort S = non satisfait

N of Valid Cases

Odds Ratio for R (faible / forte)
For cohort S = non satisfait

For cohort S = satisfait

N of Valid Cases

Odds Ratio for R (faible / forte)
For cohort S = non satisfait

For cohort S = satisfait

N of Valid Cases

For cohort S = satisfait

N of Valid Cases

Odds Ratio for R (faible / forte)
For cohort S = non satisfait

For cohort S = satisfait

N of Valid Cases

For cohort S = non satisfait

N of Valid Cases

For cohort S = satisfait

N of Valid Cases

Odds Ratio for R (faible / forte)

For cohort S = non satisfait
For cohort S = satisfait
N of Valid Cases

2,000
,667
6

,333
6

a
2,000
3
42,000
6,857
,163
22
7,500
1,591
212
18
,200
;
6,156
1,787
,290
137
1,571
29
,250
9
9,212
1,976
,215
300

224
,149

,067

,500

3,198
1,083
044

,590
,816
,027
,035
2,665
1,381
,153
1,005
,046

5,075
1,643
,134

17,894
2,979

1,652

7,997

551,565
43,428
,605

95,376
3,103
1,656
1,154

14,222
2,311

,949
2,456
1,365

16,722
2,377
,342

a. No statistics are computed because R and S are constants.

b. Risk Estimate statistics cannot be computed. They are only computed for a 2*2 table without empty cells.
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Factor Analysis
les résultats de I'analyse factorielle en composantes principales selon les clients ayant
des relations personnalisés fortes

Descriptive Statistics®

Mean Std. Deviation| AnalysisN | Missing N
Q18 2,75 ,502 157 0
Q19 2,89 ,392 157 0
Q20 2,51 ,995 157 0
Q21 2,65 ,953 157 0
Q22 2,43 ,569 157 0
Q23 2,89 ,385 157 0
Q24 2,80 ,503 157 0
Q27 2,54 ,694 157 0
Q28 2,92 ,290 157 0

a. Only cases for which R = forte are used in the analysis phase.



Correlation Matrix®°

Q18 Q19 Q20 | Q21 | Q22 [Q Q24 | Q27 | Q28
2
3
Q18 1,000 -,015 -024| -,015 ,087] -,041 -,100 ,016 177
Q19 -,015 1,000 ,005( -,098 ,023] ,130 ,108 ,015 ,092
Q20 -,024 ,005 1,000 ,020 -,164| ,130 -,015 ,050( -,107
Q21 -,015 -,098 ,0201 1,000 ,139( ,031 -,051| -,043| -,048
Correlation Q22 ,087 ,023 -,164 ,139 1,000| -,165 -,093 ,107] -,031
Q23 -,041 ,130 ,130 ,031 -,165( 1,000 ,348 ,098| -,017
Q24 -,100 ,108 -015] -,051 -,093| ,348 1,000 -,090 ,024
Q27 ,016 ,015 ,050( -,043 ,107| ,098 -,090| 1,000 ,013
Q28 177 ,092 -,107| -,048 -,031]| -,017 ,024 ,013( 1,000
Q18 424 ,382 425 ,138( ,307 ,106 421 ,013
Q19 424 ATT 112 ,388| ,053 ,088 427 ,126
Q20 ,382 ATT ,402 ,020| ,052 427 ,268 ,090
Q21 425 112 ,402 ,041| ,348 ,263 ,296 215
Sig. (1-tailed) Q22 ,138 ,388 ,020 ,041 ,020 ,124 ,090 ,349
Q23 ,307 ,053 ,052 ,348 ,020 ,000 ,110 415
Q24 ,106 ,088 427 ,263 ,124( ,000 ,132 ,381
Q27 421 A27 ,268 ,296 ,090| ,110 ,132 434
Q28 ,013 ,126 ,090 215 3491 ,415 ,381 434
a. Only cases for which R = forte are used in the analysis phase.
b. Determinant = ,675
KMO and Bartlett's Test®
Kaiser-Meyer-Olkin Measure of Sampling 476
Adequacy. ’
Approx. Chi-Square 59,818
Bartlett's Test of
Sphericity df 36
Sig. ,008

Initial Extraction
Q18 1,000 ,668
Q19 1,000 463
Q20 1,000 ,659
Q21 1,000 ,789
Q22 1,000 7107
Q23 1,000 713
Q24 1,000 ,663
Q27 1,000 167
Q28 1,000 619

Extraction Method: Principal
Component Analysis.

a. Only cases for which R = forte are used in the analysis phase.
Communalities®




a. Only cases for which R = forte are
used in the analysis phase.

Total Variance Explained®

Component Initial Eigenvalues Extraction Sums of Squared Rotation Sums of Squared
Loadings Loadings
Total % of Cumulative | Total % of Cumulative | Total % of | Cumulative
Variance % Variance % Variance %

1 1,552 17,250 17,250| 1,552 17,250 17,250 1,434 15,931 15,931
2 1,261 14,014 31,264 1,261 14,014 31,2641 1,200 13,337 29,268
3 1,116 12,398 43,662 1,116 12,398 43,662 1,182 13,132 42,400
4 1,100 12,223 55,886 1,100 12,223 55,886 1,121 12,455 54,854
5 1,018 11,317 67,202 1,018 11,317 67,202 1,111 12,348 67,202
6 ,898 9,980 77,182
7 824 9,154 86,336
8 ,689 7,656 93,991
9 ,541 6,009 100,000

Extraction Method: Principal Component Analysis.

a. Only cases for which R = forte are used in the analysis phase.
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Component Matrix®"

Component
2 3

Q23 , 728 ,060 ,350 ,066 ,230
Q24 ,669 172 -,008 424 ,075
Q28 -,053 , 710 -,122 -,100 ,295
Q19 ;313 457 ,190 ,087 -,335
Q27 -,036 ,084 , 134 -,392 -,258
Q22 -,505 114 ,507 ,403 -,138
Q20 ,320 -,389 ,156 -,567 244
Q21 -, 176 -,339 341 426 ,588
Q18 -,291 478 ,078 -,280 519
Extraction Method: Principal Component Analysis.

a. 5 components extracted.

b. Only cases for which R = forte are used in the analysis phase.
Tableau C

Rotated Component Matrix®"
Component
2 3

Q24 778 -,061 -,067 -,025 -,222
Q23 ,768 ,288 ,011 ,113 ,165
Q19 426 -,252 ,066 -,395 ,240
Q20 ,020 174 -,070 ,097 212
Q22 -,136 -,650 -,015 ,328 ,398
Q18 -,144 ,056 , 784 ,140 ,096
Q28 ,110 -,126 744 -,176 -,085
Q21 ,075 -,067 -,008 ,882 -,022
Q27 -,006 ,069 ,007 -,075 ,870
Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 7 iterations.

b. Only cases for which R = forte are used in the analysis phase.

Component Transformation Matrix®

Component 1 2 3 4 5

1 ,844 429 -,192 -,243 -,089
2 ,265 -,410 , 754 -,430 ,088
3 ,246 -,097 -,025 ,381 ,886
4 378 -, 717 -,262 ,385 -,356
5 117 ,353 570 ,681 -,270

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.




a. Only cases for which R = forte are used in the analysis phase.

Component Plot in Rotated Space
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Discriminant Analysis
les résultats de I'analyse discriminatoire selon les clients ayant des relations
personnalisés faibles

Analysis Case Processing Summary

Unweighted Cases N Percent
Valid 143 47,7
Missing or out-of-range group
0 0
codes
At least one missing
Lo . 0 0
discriminating variable
Excluded Both missing or out-of-range
group codes and at least one 0 0
missing discriminating variable
Unselected 157 52,3
Total 157 52,3
Total 300 100,0




Group Statistics
S Mean Std. Deviation Valid N (listwise)
Unweighted | Weighted
R1 2,14 ,367 126 126,000
non satisfait R2 2,21 ,649 126 126,000
R3 1,78 ,406 126 126,000
R1 2,25 ,336 17 17,000
satisfait R2 2,50 ,685 17 17,000
R3 1,94 ,380 17 17,000
R1 2,15 ,364 143 143,000
Total R2 2,24 ,658 143 143,000
R3 1,80 ,405 143 143,000
Tests of Equality of Group Means
Wilks' Lambda F dfl df2 Sig.
R1 ,991 1,270 1 141 ,262
R2 979 3,029 1 141 ,084
R3 ,982 2,520 1 141 ,115
Tableau D
Group Statistics
S Mean Std. Deviation Valid N (listwise)
Unweighted Weighted
Q18 2,03 ,857 126 126,000
Q19 2,61 ,657 126 126,000
Q20 1,92 ,700 126 126,000
Q21 2,17 787 126 126,000
Q22 1,98 ,698 126 126,000
non satisfait Q23 2,27 , 194 126 126,000
Q24 2,14 ,865 126 126,000
Q25 1,30 526 126 126,000
Q26 1,56 754 126 126,000
Q27 1,70 851 126 126,000
Q28 2,55 744 126 126,000
Q18 2,29 ,849 17 17,000
Q19 2,82 529 17 17,000
Q20 2,18 728 17 17,000
Q21 2,06 827 17 17,000
Q22 1,88 ,697 17 17,000
satisfait Q23 2,65 702 17 17,000
Q24 2,35 786 17 17,000
Q25 1,59 ,870 17 17,000
Q26 1,71 849 17 17,000
Q27 1,76 831 17 17,000
Q28 2,71 ,686 17 17,000
Total Q18 2,06 ,858 143 143,000




Q19 2,64 645 143 143,000
Q20 1,95 ,705 143 143,000
Q21 2,15 ;790 143 143,000
Q22 1,97 ,696 143 143,000
Q23 2,31 ;791 143 143,000
Q24 2,17 856 143 143,000
Q25 1,34 581 143 143,000
Q26 1,57 764 143 143,000
Q27 1,71 846 143 143,000
Q28 2,57 737 143 143,000
Tests of Equality of Group Means
Wilks' Lambda F dfl df2 Sig.
Q18 ,990 1,406 1 141 ,238
Q19 ,989 1,631 1 141 ,204
Q20 ,986 1,984 1 141 ,161
Q21 ,998 278 1 141 ,599
Q22 ,998 271 1 141 ,604
Q23 976 3,466 1 141 ,065
Q24 ,994 ,902 1 141 ,344
Q25 974 3,719 1 141 ,056
Q26 ,996 578 1 141 449
Q27 ,999 ,091 1 141 ,763
Q28 ,995 ,689 1 141 ,408

Discriminant Analysis
les résultats de I'analyse discriminatoire selon les clients ayant des relations
personnalises fortes

Analysis Case Processing Summary

Unweighted Cases N Percent
Valid 157 52,3
Missing or out-of-range group
0 0
codes
At least one missing
NP . 0 0
discriminating variable
Excluded Both missing or out-of-range
group codes and at least one 0 0
missing discriminating variable
Unselected 143 47,7
Total 143 47,7
Total 300 100,0




Group Statistics
S Mean Std. Deviation Valid N (listwise)
Unweighted | Weighted
R1 2,59 244 70 70,000
non satisfait R2 2,82 ,381 70 70,000
R3 2,31 ,330 70 70,000
R1 2,69 215 87 87,000
satisfait R2 2,86 ,355 87 87,000
R3 2,51 347 87 87,000
R1 2,65 ,234 157 157,000
Total R2 2,84 ,366 157 157,000
R3 2,42 ,353 157 157,000
Tests of Equality of Group Means
Wilks' Lambda F dfl df2 Sig.
R1 947 8,752 1 155 ,004
R2 ,997 476 1 155 ,491
R3 921 13,253 1 155 ,000
Group Statistics
S Mean Std. Deviation Valid N (listwise)
Unweighted Weighted
Q18 2,66 ,562 70 70,000
Q19 2,89 401 70 70,000
Q20 2,44 ,605 70 70,000
Q21 2,56 581 70 70,000
Q22 2,39 546 70 70,000
non satisfait Q23 2,89 401 70 70,000
Q24 2,76 576 70 70,000
Q25 1,90 725 70 70,000
Q26 2,04 824 70 70,000
Q27 2,37 783 70 70,000
Q28 2,91 ,329 70 70,000
Q18 2,83 437 87 87,000
Q19 2,89 ,387 87 87,000
Q20 2,56 ,585 87 87,000
Q21 2,72 521 87 87,000
Q22 2,47 587 87 87,000
satisfait Q23 2,90 ,375 87 87,000
Q24 2,83 437 87 87,000
Q25 2,11 , 769 87 87,000
Q26 2,31 752 87 87,000
Q27 2,67 584 87 87,000
Q28 2,93 255 87 87,000
Total Q18 2,75 ,502 157 157,000




Q19 2,89 ,392 157 157,000
Q20 2,51 595 157 157,000
Q21 2,65 553 157 157,000
Q22 2,43 569 157 157,000
Q23 2,89 385 157 157,000
Q24 2,80 503 157 157,000
Q25 2,02 755 157 157,000
Q26 2,19 794 157 157,000
Q27 2,54 ,694 157 157,000
Q28 2,92 290 157 157,000
Tests of Equality of Group Means
Wilks' Lambda F dfl df2 Sig.
Q18 971 4,574 1 155 ,034
Q19 1,000 ,000 1 155 ,992
Q20 1990 1,593 1 155 ,209
Q21 977 3,594 1 155 ,060
Q22 994 875 1 155 351
Q23 1,000 ,030 1 155 ,862
Q24 ,995 759 1 155 ,385
Q25 ,980 3,187 1 155 ,076
Q26 972 4,505 1 155 ,035
Q27 ,955 7,312 1 155 ,008
Q28 ,999 ,129 1 155 7120
Annexe N° 9
les résultats obtenus par le test du deuxiéme hypotheése :
les résultats de T-Test sur les motivations relationnel selon le sex
T-Test
Group Statistics
Sex Mean Std. Deviation Std. Error
Mean
1 male 186 2,44 ,528 ,039
X femelle 114 2,60 428 040
2 male 186 2,25 478 ,035
femelle 114 2,34 ,455 ,043
%3 male 186 2,37 ,552 ,040
femelle 114 2,43 ,539 ,051
) male 186 2,35 576 ,042
femelle 114 2,36 ,555 ,052
% male 186 2,35 422 ,031
femelle 114 2,43 ,385 ,036




Independent Samples Test

Levene's Test t-test for Equality of Means
for Equality
of Variances
F Sig. t df Sig. (2- Mean Std. | 95% Confidence
tailed) [ Difference | Error | Interval of the
Differ Difference
ence | Lower | Upper
1 Equal variances assumed ,3881 ,001| -2,785 298 ,006 -,163 | ,059 -,279 -,048
X Equal variances not assumed -2,928| 275,665 ,004 -,16310| ,056 -273 -,053
2 Equal variances assumed ,289| ,591| -1,628 298 ,105 -091| ,056| -,201 ,019
Equal variances not assumed -1,648| 248,353 ,101 -091| ,055| -,200 ,018
3 Equal variances assumed ,059| ,808 -,972 298 ,332 -,063| ,065 -,191 ,065
Equal variances not assumed -977| 243,211 ,329 -,063| ,065 -,191 ,064
wd Equal variances assumed ,206| ,650| -,247 298 ,805 -017] ,068| -,150 ,116
Equal variances not assumed -,249| 246,063 ,803 -,017( ,067 -,149 ,115
% Equal variances assumed 3,226 ,073( -1,720 298 ,087 -,084( ,049 -,179 ,012
Equal variances not assumed -1,758 | 255,950 ,080 -,084| ,048 -177 ,010

Group Statistics

| sex N Mean Std. Deviation | Std. Error Mean
Q17 male 186 2,00 ,764 ,056
femelle 114 1,95 714 ,067
Independent Samples Test
Levene's Test for t-test for Equality of Means
Equality of
Variances
F Sig. t df Sig. [Mean| Std. | 95% Confidence
(2- | Diffe | Error | Interval of the
tailed) | rence | Differe Difference
nce | Lower | Upper
Equal variances 709| 400| 593| 298| 553| 053 089| -122| 227
Q17 assumed.
Equal variances not 603 2514 547| 053 087| -119 225
assumed 63




Group Statistics

| sex N Mean Std. Deviation | Std. Error Mean
R1 male 186 2,37 428 ,031
femelle 114 2,48 ,307 ,029
R male 186 2,52 ,597 ,044
femelle 114 2,61 ,617 ,058
R3 male 186 2,10 ,495 ,036
femelle 114 2,16 ,481 ,045
R male 186 2,33 377 ,028
femelle 114 2,42 ;349 ,033
Independent Samples Test
Levene's t-test for Equality of Means
Test for
Equality of
Variances
F Sig. t df Sig. Mean Std. 95% Confidence
(2- | Differen| Error Interval of the
tailed) ce Differen Difference
ce Lower | Upper
Equal variances 12567|,000| -2,558| 298| 011| -118| 046 -208| -027
assumed
Rl Equal vari t 290,6
qual variances no 2764| <7021 006 -118| 043 -201| -034
assumed 53
Equal variances 470(,493| -1,287| 298| 99| -093| 072 -234| 049
assumed
R2 Equal variances not 232,9
g -1,276 . ,203 -,093 ,072 -,235 ,050
assumed 94
Equal variances 035|,852| -1,148| 298| ,252| -067| 058 -181| 048
assumed
R3 Equal variances not 244,3
g -1,156 . ,249 -,067 ,058 -,181 ,047
assumed 07
Equal variances 547|,460| -2,116| 298| ,035| -092| 044 -178| -006
assumed
R Equal variances not 253,0
a 2155 <> 032 -092| 043| -177| -008
assumed 49

Oneway

Les résultats de lI'analyse de variance d'apres one-way Anova sur les motivations
relationnel selon I'age




Descriptives

N Mean Std. Std. Error 95% Confidence Minim [ Maxim
Deviation Interval for Mean um um
Lower Upper
Bound Bound
20 ans et moins 12 2,60 ,559 ,161 2,25 2,96 1 3
21-30 ans 124 2,48 476 ,043 2,40 2,56 1 3
1 31-40 ans 113 2,49 ,505 ,048 2,40 2,59 1 3
X 41-50 ans 41 2,56 521 081 240| 273 1 3
51ans et plus 10 2,40 ,580 ,183 1,99 2,81 1 3
Total 300 2,50 ,498 ,029 2,44 2,55 1 3
20 ans et moins 12 2,27 375 ,108 2,03 2,50 2 3
21-30 ans 124 2,24 444 ,040 2,16 2,32 1 3
2 31-40 ans 113 2,28 ,498 ,047 2,18 2,37 1 3
41-50 ans 41 2,41 ,496 ,077 2,25 2,57 1 3
51ans et plus 10 2,44 420 ,133 2,14 2,74 2 3
Total 300 2,28 471 ,027 2,23 2,34 1 3
20 ans et moins 12 2,21 ,463 ,134 191 2,50 1 3
21-30 ans 124 2,39 ,555 ,050 2,29 2,49 1 3
%3 31-40 ans 113 2,38 571 ,054 2,28 2,49 1 3
41-50 ans 41 2,51 ,490 ,077 2,36 2,67 1 3
51ans et plus 10 2,38 475 ,150 2,04 2,71 2 3
Total 300 2,40 547 ,032 2,33 2,46 1 3
20 ans et moins 12 2,25 ,683 ,197 1,82 2,68 1 3
21-30 ans 124 2,34 ,589 ,053 2,23 2,44 1 3
w 31-40 ans 113 2,37 ,545 ,051 2,27 2,47 1 3
41-50 ans 41 2,41 ,488 ,076 2,26 2,57 1 3
51ans et plus 10 2,17 741 234 1,64 2,70 1 3
Total 300 2,35 ,567 ,033 2,29 2,42 1 3
20 ans et moins 12 2,33 ,410 ,118 2,07 2,59 2 3
21-30 ans 124 2,36 ,410 ,037 2,29 2,43 1 3
X 31-40 ans 113 2,38 ,420 ,040 2,30 2,46 1 3
41-50 ans 41 2,47 ,381 ,060 2,35 2,59 2 3
51ans et plus 10 2,35 416 ,131 2,05 2,64 2 3
Total 300 2,38 ,410 ,024 2,34 2,43 1 3
ANOVA
Sum of df Mean F Sig.
Squares Square
Between Groups ,440 4 ,110 ,440 ,780
x1 Within Groups 73,746 295 ,250
Total 74,186 299
Between Groups 1,157 4 ,289 1,312 ,266
X2 Within Groups 65,046 295 ,220
Total 66,203 299
Between Groups 1,010 4 ,252 ,842 ,499
x3 Within Groups 88,433 295 ,300
Total 89,443 299
Between Groups ,695 4 174 ,536 ,709
x4 Within Groups 95,531 295 324
Total 96,226 299
X Between Groups ,448 4 112 ,664 ,618




Within Groups 49,714‘ 295} ,169‘ ‘ |
Total 50,161 299
Descriptives
Q17
N Mean Std. Std. Error 95% Confidence Minimum [ Maximu
Deviation Interval for Mean m
Lower Upper
Bound Bound
20 ans et moins 12 2,17 ,937 271 1,57 2,76 1 3
21-30 ans 124 2,02 ,754 ,068 1,88 2,15 1 3
31-40 ans 113 1,90 ,719 ,068 1,77 2,04 1 3
41-50 ans 41 2,10 ,735 ,115 1,87 2,33 1 3
51ans et plus 10 1,70 ,675 ,213 1,22 2,18 1 3
Total 300 1,98 ,745 ,043 1,90 2,06 1 3
ANOVA
Q17
Sum of Squares df Mean Square F Sig.
Between Groups 2,607 4 ,652 1,177 321
Within Groups 163,273 295 ,553
Total 165,880 299
ANOVA
Sum of Squares df Mean Square F Sig.
Between Groups ,168 4 ,042 273 ,895
R1 Within Groups 45,274 295 ,153
Total 45,441 299
Between Groups 2,765 4 ,691 1,910 ,109
R2 Within Groups 106,771 295 ,362
Total 109,537 299
Between Groups 1,638 4 ,409 1,725 ,144
R3 Within Groups 70,044 295 ,237
Total 71,682 299
Between Groups ,864 4 ,216 1,601 174
R Within Groups 39,813 295 ,135
Total 40,677 299

Les résultats de I'analyse de variance d'apres one-way Anova sur les motivations
relationnel selon les revenus

Oneway




Descriptives

N Mean Std. Std. 95% Confidence Minim | Maximu
Deviation | Error Interval for Mean um m
Lower Upper
Bound Bound
moinsde 15000 DA 100 2,48 471 ,047 2,38 2,57 1 3
15000 - 45000 DA 125| 2,52 ,523 ,047 2,43 2,62 1 3
x1 50000 - 80000 DA 40| 2,36 ,531 ,084 2,19 2,53 1 3
plus de 80000 DA 35| 2,62 417 ,071 2,48 2,76 2 3
Total 3001 2,50 ,498 ,029 2,44 2,55 1 3
moinsde 15000 DA 100 2,27 435 ,044 2,18 2,35 1 3
15000 - 45000 DA 125 2,31 ,496 ,044 2,22 2,39 1 3
X2 50000 - 80000 DA 40 2,14 474 ,075 1,98 2,29 1 3
plus de 80000 DA 35 242 441 ,075 2,27 2,57 2 3
Total 300| 2,28 471 ,027 2,23 2,34 1 3
moinsde 15000 DA 100 2,40 ,531 ,053 2,29 2,50 1 3
15000 - 45000 DA 125| 2,42 ,562 ,050 2,32 2,52 1 3
x3 50000 - 80000 DA 40| 2,34 571 ,090 2,16 2,52 1 3
plus de 80000 DA 35 2,38 ,526 ,089 2,20 2,56 1 3
Total 300| 2,40 547 ,032 2,33 2,46 1 3
moinsde 15000 DA 100 2,37 ,596 ,060 2,26 2,49 1 3
15000 - 45000 DA 125| 2,38 ,549 ,049 2,28 2,47 1 3
x4 50000 - 80000 DA 40| 2,23 ,606 ,096 2,03 2,42 1 3
plus de 80000 DA 35 2,35 ,505 ,085 2,18 2,53 1 3
Total 3001 2,35 ,567 ,033 2,29 2,42 1 3
moinsde 15000 DA 100 2,38 ,394 ,039 2,30 2,46 1 3
15000 - 45000 DA 125| 241 433 ,039 2,33 2,48 1 3
X 50000 - 80000 DA 40 2,27 ,405 ,064 2,14 2,39 1 3
plus de 80000 DA 35| 2,44 ,356 ,060 2,32 2,57 2 3
Total 300 2,38 410 ,024 2,34 2,43 1 3
ANOVA
Sum of Squares df Mean Square F Sig.
Between Groups 1,405 3 ,468 1,905 ,129
x1 Within Groups 72,781 296 ,246
Total 74,186 299
Between Groups 1,647 3 ,549 2,517 ,058
X2 Within Groups 64,556 296 ,218
Total 66,203 299
Between Groups ,208 3 ,069 ,230 ,876
x3 Within Groups 89,235 296 ,301
Total 89,443 299
Between Groups , 7163 3 254 ,788 ,501
x4 Within Groups 95,464 296 ,323
Total 96,226 299
Between Groups , 154 3 251 1,507 ,213
X Within Groups 49,407 296 ,167
Total 50,161 299




Post Hoc Tests

Multiple Comparisons

LSD
Dependent (1) revenu (J) revenu Mean Std. Error | Sig. 95% Confidence
Variable Difference Interval
(1-9) Lower | Upper
Bound Bound
15000 - 45000 DA -,049 ,067 462 -,18 ,08
moinsde 15000 DA 50000 - 80000 DA 113 ,093 ,226 -,07 ,30
plus de 80000 DA -,146 ,097 134 -,34 ,05
moinsde 15000 DA ,049 ,067 462 -,08 ,18
15000 - 45000 DA 50000 - 80000 DA ,162 ,090 074 -,02 .34
ol plus de 80000 DA -,097 ,095 ,305 -,28 ,09
moinsde 15000 DA -,113 ,093 226 -,30 ,07
50000 - 80000 DA 15000 - 45000 DA -,162 ,090 074 -,34 ,02
plus de 80000 DA -,259" 115 ,025 -,48 -,03
moinsde 15000 DA ,146 ,097 134 -,05 .34
plus de 80000 DA 15000 - 45000 DA ,097 ,095 ,305 -,09 ,28
50000 - 80000 DA 259" ,115 ,025 ,03 48
15000 - 45000 DA -,038 ,063 ,549 -,16 ,09
moinsde 15000 DA 50000 - 80000 DA ,133 ,087 ,129 -,04 .30
plus de 80000 DA -,155 ,092 ,092 -,34 ,03
moinsde 15000 DA ,038 ,063 ,549 -,09 ,16
15000 - 45000 DA 50000 - 80000 DA 171" ,085 ,045 ,00 34
2 plus de 80000 DA -,117 ,089 ,190 -,29 ,06
moinsde 15000 DA -,133 ,087 ,129 -,30 ,04
50000 - 80000 DA 15000 - 45000 DA 1717 ,085 ,045 -,34 ,00
plus de 80000 DA -,288" ,108 ,008 -,50 -,08
moinsde 15000 DA ,155 ,092 ,092 -,03 .34
plus de 80000 DA 15000 - 45000 DA 117 ,089 ,190 -,06 .29
50000 - 80000 DA 288" ,108 ,008 ,08 ,50
15000 - 45000 DA -,023 074 ,755 -,17 12
moinsde 15000 DA 50000 - 80000 DA ,058 ,103 576 -,14 ,26
plus de 80000 DA ,016 ,108 879 -,20 23
moinsde 15000 DA ,023 ,074 ,755 -,12 A7
15000 - 45000 DA 50000 - 80000 DA ,081 ,100 420 -,12 28
%3 plus de 80000 DA ,039 ,105 ,708 -,17 25
moinsde 15000 DA -,058 ,103 576 -,26 14
50000 - 80000 DA 15000 - 45000 DA -,081 ,100 420 -,28 12
plus de 80000 DA -,041 127 747 -,29 21
moinsde 15000 DA -,016 ,108 879 -,23 ,20
plus de 80000 DA 15000 - 45000 DA -,039 ,105 ,708 -,25 17
50000 - 80000 DA ,041 127 747 -21 .29
15000 - 45000 DA -,003 ,076 972 -,15 15
moinsde 15000 DA 50000 - 80000 DA ,148 ,106 ,164 -,06 .36
plus de 80000 DA ,021 112 ,851 -,20 24
wd moinsde 15000 DA ,003 ,076 972 -,15 ,15
15000 - 45000 DA 50000 - 80000 DA ,151 ,103 144 -,05 .35
plus de 80000 DA ,024 ,109 ,828 -,19 24
moinsde 15000 DA -,148 ,106 ,164 -,36 ,06
50000 - 80000 DA 15009 _ 45000 DA _151 103|144 35| .05




plus de 80000 DA -,127 ,131 ,333 -,39 13
moinsde 15000 DA -,021 ,112 ,851 -,24 ,20
plus de 80000 DA 15000 - 45000 DA -,024 ,109 ,828 -,24 ,19
50000 - 80000 DA 127 ,131 ,333 -,13 ,39
15000 - 45000 DA -,028 ,055 ,609 -,14 ,08
moinsde 15000 DA 50000 - 80000 DA ,113 ,076 ,141 -,04 ,26
plus de 80000 DA -,066 ,080 412 -,22 ,09
moinsde 15000 DA ,028 ,055 ,609 -,08 14
15000 - 45000 DA 50000 - 80000 DA ,141 ,074 ,059 -,01 ,29
% plus de 80000 DA -,038 ,078 ,628 -,19 12
moinsde 15000 DA -,113 ,076 ,141 -,26 ,04
50000 - 80000 DA 15000 - 45000 DA -,141 ,074 ,059 -,29 ,01
plus de 80000 DA -,179 ,095 ,060 -,36 ,01
moinsde 15000 DA ,066 ,080 412 -,09 22
plus de 80000 DA 15000 - 45000 DA ,038 ,078 ,628 -,12 ,19
50000 - 80000 DA 179 ,095 ,060 -,01 ,36
*. The mean difference is significant at the 0.05 level.
Descriptives
Q17
N Mean Std. Std. 95% Confidence Minimum [ Maximum
Deviation | Error Interval for Mean
Lower Upper
Bound Bound
moinsde 15000 DA 100 2,07 ,782 ,078 1,91 2,23 1 3
15000 - 45000 DA 125 1,94 122 ,065 1,82 2,07 1 3
50000 - 80000 DA 40 1,90 144 ,118 1,66 2,14 1 3
plus de 80000 DA 35 1,94 725 ,123 1,69 2,19 1 3
Total 300 1,98 ,745 ,043 1,90 2,06 1 3
ANOVA
Q17
Sum of df Mean Square F Sig.
Squares
Between Groups 1,276 3 425 , 7165 514
Within Groups 164,604 296 ,556
Total 165,880 299




Descriptives

N Mean Std. Std. 95% Confidence Mini | Maxi
Deviation Error Interval for Mean | mum [ mum
Lower Upper
Bound Bound
moinsde 15000 DA 100 2,40 ,363 ,036 2,33 2,47 1 3
15000 - 45000 DA 125 2,46 ,359 ,032 2,39 2,52 1 3
R1 50000 - 80000 DA 40 2,29 AT7 ,075 2,14 2,44 1 3
plus de 80000 DA 35 2,42 441 ,075 2,27 2,57 1 3
Total 300 2,41 ,390 ,023 2,37 2,46 1 3
moinsde 15000 DA 100 2,60 ,611 ,061 2,48 2,72 1 3
15000 - 45000 DA 125 2,58 ,575 ,051 2,47 2,68 1 3
R2 50000 - 80000 DA 40 2,43 ,656 ,104 2,22 2,63 1 3
plus de 80000 DA 35 2,51 ,636 ,107 2,30 2,73 1 3
Total 300 2,56 ,605 ,035 2,49 2,63 1 3
moinsde 15000 DA 100 2,17 474 ,047 2,08 2,26 1 3
15000 - 45000 DA 125 2,10 ,501 ,045 2,01 2,18 1 3
R3 50000 - 80000 DA 40 2,04 ,496 ,078 1,88 2,20 1 3
plus de 80000 DA 35 2,16 ,489 ,083 1,99 2,33 1 3
Total 300 2,12 ,490 ,028 2,07 2,18 1 3
moinsde 15000 DA 100 2,39 ,360 ,036 2,32 2,46 1 3
15000 - 45000 DA 125 2,38 ,347 ,031 2,32 2,44 1 3
R 50000 - 80000 DA 40 2,25 ,400 ,063 2,13 2,38 1 3
plus de 80000 DA 35 2,36 423 ,072 2,22 2,51 1 3
Total 300 2,36 ,369 ,021 2,32 2,40 1 3
ANOVA
Sum of Squares Df Mean Square F Sig.
Between Groups ,879 3 ,293 1,946 122
R1  Within Groups 44,563 296 ,151
Total 45,441 299
Between Groups ,991 3 ,330 ,901 441
R2  Within Groups 108,546 296 ,367
Total 109,537 299
Between Groups ,603 3 ,201 ,837 475
R3  Within Groups 71,080 296 ,240
Total 71,682 299
Between Groups D77 3 ,192 1,420 237
R Within Groups 40,100 296 ,135
Total 40,677 299

Les résultats de I'analyse de variance d'apres one-way Anova sur les motivations
relationnel selon la cotisation

Oneway




Descriptives

N Mean Std. Std. 95% Confidence Interval | Minimu | Maximu
Deviation | Error for Mean m m
Lower Upper
Bound Bound
1-3ans 126 2,48 ,483 ,043 2,40 2,57 1 3
4 -6 ans 98 2,48 ,512 ,052 2,37 2,58 1 3
x1 7-9ans 47 2,53 ,498 ,073 2,38 2,67 1 3
10 ans et plus 29 2,59 ;531 ,099 2,38 2,79 1 3
Total 300 2,50 ,498 ,029 2,44 2,55 1 3
1-3ans 126 2,29 439 ,039 2,22 2,37 1 3
4 -6 ans 98 2,30 497 ,050 2,20 2,40 1 3
X2 T7-9ans 47 2,28 ,452 ,066 2,14 2,41 1 3
10 ans et plus 29 2,19 ,548 ,102 1,98 2,39 1 3
Total 300 2,28 471 ,027 2,23 2,34 1 3
1-3ans 126 2,40 ,533 ,047 2,31 2,50 1 3
4 -6 ans 98 2,43 ,503 ,051 2,33 2,53 1 3
x3 7-9ans 47 2,34 ,604 ,088 2,16 2,52 1 3
10 ans et plus 29 2,34 ,662 ,123 2,08 2,59 1 3
Total 300 2,40 547 ,032 2,33 2,46 1 3
1-3ans 126 2,36 ,555 ,049 2,26 2,45 1 3
4 -6 ans 98 2,42 ,553 ,056 2,31 2,53 1 3
x4 7-9ans 47 2,28 ,557 ,081 2,11 2,44 1 3
10 ans et plus 29 2,23 ,673 ,125 1,97 2,49 1 3
Total 300 2,35 ,567 ,033 2,29 2,42 1 3
1-3ans 126 2,38 375 ,033 2,32 2,45 1 3
4 -6 ans 98 2,41 426 ,043 2,32 2,49 1 3
X 7-9ans 47 2,36 415 ,061 2,23 2,48 2 3
10 ans et plus 29 2,33 ,496 ,092 2,15 2,52 1 3
Total 300 2,38 410 ,024 2,34 2,43 1 3
ANOVA
Sum of Squares df Mean Square F Sig.
Between Groups ,339 3 ,113 453 ,7116
x1 Within Groups 73,847 296 ,249
Total 74,186 299
Between Groups ,331 3 ,110 496 ,685
X2 Within Groups 65,872 296 ,223
Total 66,203 299
Between Groups 347 3 ,116 ,384 , 165
x3 Within Groups 89,096 296 ,301
Total 89,443 299
Between Groups 1,135 3 ,378 1,177 ,319
x4 Within Groups 95,092 296 ,321
Total 96,226 299
Between Groups ,158 3 ,053 312 817
X Within Groups 50,003 296 ,169
Total 50,161 299




Descriptives

Q17
N Mean Std. Std. 95% Confidence Interval | Minim | Maxim
Deviation Error for Mean um um
Lower Upper
Bound Bound
1-3ans 126 2,01 7164 ,068 1,87 2,14 1 3
4 -6 ans 98 1,95 778 ,079 1,79 2,11 1 3
7-9ans 47 1,91 ,654 ,095 1,72 2,11 1 3
10 ans et plus 29 2,07 , 704 131 1,80 2,34 1 3
Total 300 1,98 ,745 ,043 1,90 2,06 1 3
ANOVA
Q17
Sum of Squares df Mean Square F Sig.
Between Groups ,621 3 ,207 371 174
Within Groups 165,259 296 ,558
Total 165,880 299
Descriptives
N Mean Std. Std. 95% Confidence Minimu | Maxim
Deviation | Error Interval for Mean m um
Lower Upper
Bound Bound
1-3ans 126 2,42 ,370 ,033 2,35 2,48 1 3
4 -6 ans 98 2,45 ,378 ,038 2,37 2,52 1 3
R1 7-9ans 47 2,38 ,404 ,059 2,26 2,50 1 3
10 ans et plus 29 2,31 ,483 ,090 2,13 2,49 1 3
Total 300 2,41 ,390 ,023 2,37 2,46 1 3
1-3ans 126 2,59 ,598 ,053 2,49 2,70 1 3
4 -6 ans 98 2,58 571 ,058 2,46 2,69 1 3
R2 7-9ans 47 2,47 ,679 ,099 2,27 2,67 1 3
10 ans et plus 29 2,48 ,634 ,118 2,24 2,72 1 3
Total 300 2,56 ,605 ,035 2,49 2,63 1 3
1-3ans 126 2,11 ,501 ,045 2,02 2,20 1 3
4 -6 ans 98 2,16 470 ,047 2,07 2,25 1 3
R3 7-9ans 47 2,13 ,486 ,071 1,99 2,27 1 3
10 ans et plus 29 2,01 ,520 ,096 1,81 2,21 1 3
Total 300 2,12 ,490 ,028 2,07 2,18 1 3
1-3ans 126 2,37 ,366 ,033 2,31 2,44 1 3
4 -6 ans 98 2,40 ,354 ,036 2,32 2,47 1 3
R 7-9ans 47 2,33 ,406 ,059 2,21 2,45 1 3
10 ans et plus 29 2,27 ,364 ,068 2,13 2,41 1 3
Total 300 2,36 ,369 ,021 2,32 2,40 1 3




ANOVA

Sum of df Mean Square F Sig.
Squares
Between Groups 475 3 ,158 1,042 374
R1 Within Groups 44,966 296 ,152
Total 45,441 299
Between Groups JA17 3 ,239 ,650 584
R2 Within Groups 108,820 296 ,368
Total 109,537 299
Between Groups 531 3 177 ,736 531
R3 Within Groups 71,152 296 ,240
Total 71,682 299
Between Groups ,446 3 ,149 1,094 352
R Within Groups 40,231 296 ,136
Total 40,677 299

les résultats de I'analyse de variance a partir means sur les motivations relationnel selon

la puce d'abonnement

Case Processing Summary

Cases
Included Excluded Total
N Percent N Percent N Percent
x1 * puce 300 100,0% 0 0,0% 300 100,0%
X2 * puce 300 100,0% 0 0,0% 300 100,0%
x3 * puce 300 100,0% 0 0,0% 300 100,0%
x4 * puce 300 100,0% 0 0,0% 300 100,0%
X * puce 300 100,0% 0 0,0% 300 100,0%
Report
puce x1 X2 X3 x4
Mean 2,43 2,25 2,40 2,34 2,36
tawfick N 38 38 38 38 38
Std. Deviation ,496 ,469 544 ,545 432
Mean 2,67 2,37 2,40 2,36 2,45
mobtasim et 3G++ N 15 15 15 15 15
Std. Deviation ,386 413 ,516 ,623 ,395
Mean 2,00 2,07 2,00 2,22 2,07
elkhadra et post paid N 3 3 3 3 3
Std. Deviation ,250 ,306 ,750 ,694 475
Mean 2,63 2,30 3,00 2,83 2,69
3G++ et elkhadra N 2 2 2 2 2
Std. Deviation A77 424 ,000 ,236 ,003
Mean 2,63 2,40 2,63 2,83 2,62
3G++ et post paid N 2 2 2 2 2
Std. Deviation ,530 ,849 ,530 ,236 ,536
3G++ et tawfick Mean 2,46 2,30 2,38 2,33 2,37




N 6 6 6 6 6
Std. Deviation ,781 ,690 ,891 ,843 725
Mean 2,25 2,40 2,50 1,67 2,20
tawfick et elkhadra N 2 2 2 2 2
Std. Deviation ,354 ,566 ,000 ,943 ,466
Mean 2,63 2,37 2,63 2,39 2,50
tawfick et mobtasim N 6 6 6 6 6
Std. Deviation ,262 ,344 ,306 ,390 ,132
Mean 2,75 3,00 3,00 3,00 2,94
mobicontrole et postpaid N 1 1 1 1 1
Std. Deviation . . . . .
Mean 2,33 2,47 2,58 2,22 2,40
mobtasim et mobicontrole N 3 3 3 3 3
Std. Deviation , 764 ,611 ,520 ,192 ,500
Mean 2,51 2,37 2,44 2,41 2,43
3G++ N 22 22 22 22 22
Std. Deviation ,503 471 ,500 ,493 ,325
Mean 2,67 2,37 2,38 2,46 2,47
elkhadra N 18 18 18 18 18
Std. Deviation 420 451 ,509 ,459 314
Mean 2,43 2,14 2,29 2,14 2,25
mobicontrole N 7 7 7 7 7
Std. Deviation ,515 443 ,699 ,716 ,449
Mean 2,49 2,26 2,36 2,38 2,37
mobtasim N 137 137 137 137 137
Std. Deviation 521 ,490 ,585 ,560 430
Mean 2,44 2,33 2,41 2,22 2,35
post paid N 29 29 29 29 29
Std. Deviation ,520 ,408 440 ,656 ,400
Mean 2,67 2,04 2,56 2,15 2,35
mobtasim et post paid N 9 9 9 9 9
Std. Deviation ,331 ATT ,370 ,603 ,298
Mean 2,50 2,28 2,40 2,35 2,38
Total N 300 300 300 300 300
Std. Deviation ,498 AT1 547 567 410
ANOVA Table
Sum of df Mean F Sig.
Squares Square
Between Groups (Combined) 2,690 15 ,179 712 172
x1 * puce Within Groups 71,496 284 ,252
Total 74,186 299
Between Groups (Combined) 2,115 15 141 ,625 ,854
X2 * puce Within Groups 64,089 284 ,226
Total 66,203 299
Between Groups (Combined) 2,690 15 ,179 ,587 ,884
X3 * puce Within Groups 86,753 284 ,305
Total 89,443 299
Between Groups (Combined) 3,996 15 ,266 ,820 ,655
X4 * puce Within Groups 92,230 284 ,325
Total 96,226 299
Between Groups (Combined) 1,514 15 ,101 ,589 ,883
X * puce Within Groups 48,647 284 171
Total 50,161 299




Case Processing Summary

Cases
Included Excluded Total
N Percent N Percent N Percent
Q17 * puce 300 100,0% 0 0,0% 300 100,0%
Report

Q17

puce Mean N Std. Deviation

tawfick 2,11 38 , 764

mobtasim et 3G++ 2,13 15 ,640

elkhadra et post paid 1,67 3 577

3G++ et elkhadra 3,00 2 ,000

3G++ et post paid 2,50 2 ,707

3G++ et tawfick 2,00 6 ,894

tawfick et elkhadra 2,00 2 1,414

tawfick et mobtasim 1,83 6 ,753

mobicontrole et postpaid 3,00 1 :

mobtasim et mobicontrole 1,67 3 577

3G++ 2,27 22 ,703

elkhadra 1,94 18 ,802

mobicontrole 1,86 7 ,690

mobtasim 1,95 137 741

post paid 1,66 29 ,769

mobtasim et post paid 2,00 9 ,500

Total 1,98 300 , 745

ANOVA Table
Sum of Df Mean Square F Sig.
Squares
Between Groups (Combined) 10,542 15 ,703| 1,285| 211
Q17 *puce  Within Groups 155,338 284 547
Total 165,880 299
Case Processing Summary
Cases
Included Excluded Total
N Percent N Percent N Percent

R1 * puce 300| 100,0% 0 0,0% 300 100,0%
R2 * puce 300| 100,0% 0 0,0% 300 100,0%
R3 * puce 300| 100,0% 0 0,0% 300 100,0%
R * puce 300| 100,0% 0 0,0% 300 100,0%




Report

puce R1 R2 R3
fick Mean 2,41 2,78 2,16 2,45
tawtic N 38 38 38 38
Std. Deviation ,450 ,461 470 ,353
Mean 2,47 2,53 2,12 2,37
mobtasim et 3G++ N 15 15 15 15
Std. Deviation 451 ,611 ,525 ,292
Mean 1,87 2,50 1,83 2,07
elkhadra et post paid N 3 3 3 3
Std. Deviation ,503 ,500 ,382 ,109
Mean 2,50 2,50 1,88 2,29
3G++ et elkhadra N 2 2 2 2
Std. Deviation ,141 , 707 177 342
Mean 2,40 2,25 1,75 2,13
3G++ et post paid N 2 2 2 2
Std. Deviation ,566 1,061 1,061 ,896
Mean 2,50 2,58 2,58 2,56
3G++ et tawfick N 6 6 6 6
Std. Deviation 452 ,801 ,465 374
Mean 2,50 3,00 2,00 2,50
tawfick et elkhadra N 2 2 2 2
Std. Deviation 424 ,000 7107 377
Mean 2,33 2,83 2,08 2,42
tawfick et mobtasim N 6 6 6 6
Std. Deviation 301 ,258 ,376 ,197
Mean 2,80 3,00 1,50 2,43
mobicontrole et postpaid N 1 1 1 1
Std. Deviation . . . .
. Mean 2,47 2,50 2,25 2,41

mobtasim et

mobicontrole N . 3 3 3 3
Std. Deviation ,503 ,866 ,250 ,379
Mean 2,43 2,48 2,13 2,34
3G++ N 22 22 22 22
Std. Deviation ,382 ,607 ,499 ,349
Mean 2,52 2,61 2,07 2,40
elkhadra N 18 18 18 18
Std. Deviation 315 ,557 ,561 ,358
Mean 2,20 2,43 1,96 2,20
mobicontrole N 7 7 7 7
Std. Deviation 432 ,838 ,509 ,453
Mean 2,43 2,56 2,13 2,37
mobtasim N 137 137 137 137
Std. Deviation ,370 ,586 ,501 373
Mean 2,34 2,29 2,04 2,23
post paid N 29 29 29 29
Std. Deviation ,366 ,738 433 ,406
Mean 2,29 2,39 2,25 2,31
mobtasim et post paid N 9 9 9 9
Std. Deviation 481 741 ,395 ,409
Mean 2,41 2,56 2,12 2,36
Total N 300 300 300 300
Std. Deviation ,390 ,605 ,490 ,369




ANOVA Table

Sum of df Mean F Sig.
Squares Square
Between Groups (Combined) 2,053 15 ,137 ,896 ,570
R1 * puce Within Groups 43,389 284 ,153
Total 45,441 299
Between Groups (Combined) 5,687 15 ,379 1,037 417
R2 *puce  Within Groups 103,850 284 ,366
Total 109,537 299
Between Groups (Combined) 3,033 15 ,202 ,837 ,636
R3 * puce Within Groups 68,649 284 242
Total 71,682 299
Between Groups (Combined) 1,751 15 ,117 ,852 ,619
R * puce Within Groups 38,926 284 ,137
Total 40,677 299
Annexe N° 10
les résultats obtenus par le test de la troisieme hypothése
L’analyse de I'influence de la confiance sur la fidélité
Crosstabs
Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
X*F*S 300| 100,0% 0 0,0% 300 100,0%
X * F* S Crosstabulation
S F Total
non fidéle Fidele
Count 73 29 102
Expected Count 60,4 41,6 102,0
% within x 71,6% 28,4% 100,0%
non confiant % within F 62,9% 36,3% 52,0%
% of Total 37,2% 14,8% 52,0%
Residual 12,6 -12,6
non satisfait ~ x Std. Residual 1,6 -2,0
Adjusted Residual 3,7 -3,7
Count 43 51 9
Expected Count 55,6 38,4 94,0
confiant % within x 45,7% 54,3% 100,0%
% within F 37,1% 63,8% 48,0%
% of Total 21,9% 26,0% 48,0%




satisfait

Total

Total

Total

Total

non confiant

confiant

non confiant

confiant

Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within x

% within F

% of Total

Count

Expected Count
% within x

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within x

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within x

% within F

% of Total

Count

Expected Count
% within x

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within x

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within x

% within F

% of Total

-12,6
-1,7
-3,7
116

116,0

59,2%
100,0%
59,2%
4

3,1
20,0%
25,0%
3,8%

15,4%
100,0%
15,4%
77

53,7
63,1%
58,3%
25,7%
23,3
3.2

5,5

55

78,3
30,9%
41,7%
18,3%
-23,3
-2,6
5,5
132
132,0
44,0%
100,0%
44,0%

12,6
2,0
3,7

80

80,0

40,8%
100,0%
40,8%
16

16,9
80,0%
18,2%
15,4%

88
88,0
84,6%
100,0%
84,6%
45
68,3
36,9%
26,8%
15,0%
-23,3
-2,8
-5,5
123
99,7
69,1%
73,2%
41,0%
23,3
2,3
5,5
168
168,0
56,0%
100,0%
56,0%

196
196,0
100,0%
100,0%
100,0%
20

20,0
100,0%
19,2%
19,2%

84

84,0
100,0%
80,8%
80,8%

104
104,0
100,0%
100,0%
100,0%
122
122,0
100,0%
40,7%
40,7%

178
178,0
100,0%
59,3%
59,3%

300
300,0
100,0%
100,0%
100,0%




Chi-Square Tests

S Value df | Asymp. Sig. | Exact Sig. Exact Sig.
(2-sided) (2-sided) (1-sided)
Pearson Chi-Square 13,505° 1 ,000
Continuity Correction” 12,457 1 ,000
Likelihood Ratio 13,650 1 ,000
non satisfait  Fisher's Exact Test ,000 ,000
Llnear_-by-Llnear 13.436 1 000
Association
N of Valid Cases 196
Pearson Chi-Square ,405° 1 524
Continuity Correction” ,085 1 770
Likelihood Ratio ,384 1 ,536
satisfait Fisher's Exact Test ,504 ,368
Llnear_-by-Llnear 401 1 526
Association
N of Valid Cases 104
Pearson Chi-Square 30,490° 1 ,000
Continuity Correction” 29,197 1 ,000
Likelihood Ratio 30,811 1 ,000
Total Fisher's Exact Test ,000 ,000
Linear-by-Linear
Associatiyon 30,388 1 000
N of Valid Cases 300
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 53,68.
b. Computed only for a 2x2 table
c. 0 cells (,0%) have expected count less than 5. The minimum expected count is 38,37.
d. 1 cells (25,0%) have expected count less than 5. The minimum expected count is 3,08.
Symmetric Measures
S Value | Asymp. Std. | Approx. | Approx.
Error® T Sig.
Interval by Interval Pearson's R ,262 ,069 3,789 ,000°
non satisfait Ordinal by Ordinal Spearman Correlation ,262 ,069 3,789 ,000°
N of Valid Cases 196
Interval by Interval Pearson's R ,062 ,106 ,632 ,529°
satisfait Ordinal by Ordinal Spearman Correlation ,062 ,106 ,632 ,529°
N of Valid Cases 104
Interval by Interval Pearson's R 319 ,055| 5,806 ,000°
Total Ordinal by Ordinal Spearman Correlation ,319 ,055 5,806 ,000°
N of Valid Cases 300

a. Not assuming the null hypothesis.
b. Using the asymptotic standard error assuming the null hypothesis.

c. Based on normal approximation.




Risk Estimate

S Value 95% Confidence
Interval
Lower Upper
Odds Ratio for x (non confiant / confiant) 2,986 1,653 5,393
non satisfait For cohort F = non fidele 1,565 1,216 2,013
For cohort F = fidele 524 ,366 ,751
N of Valid Cases 196
Odds Ratio for x (non confiant / confiant) 1,500 ,428 5,259
Satisfait For cohort F = non fidele 1,400 ,504 3,887
For cohort F = fidéle ,933 137 1,182
N of Valid Cases 104
Odds Ratio for x (non confiant / confiant) 3,827 2,353 6,222
Total For cohort F = non fidele 2,043 1,578 2,644
For cohort F = fidele ,534 415 ,687
N of Valid Cases 300
S=non satisfait
a0 F
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Annexe N° 11
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Les résultats obtenus par le test de la quatrieme hypothese

I'analyse d'influence constatée par la confiance et I'engagement sur la fidelite

Crosstabs
Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
E*F*X*S 300 100,0% 0 0,0% 300 100,0%




E * F * x * S Crosstabulation

S X F Total
non fidele | fidéle
Count 65 16 81
Expected Count 58,0 23,0 81,0
% within E 80,2%| 19,8%]| 100,0%
non engagé % within F 89,0%| 55,2%| 79,4%
% of Total 63,7%| 15,7%]| 79,4%
Residual 7,0 -7,0
Std. Residual 9 -1,5
£ Adjusted Residual 3,8 -3,8
Count 8 13 21
Expected Count 15,0 6,0 21,0
non confiant % within E 38,1%( 61,9%| 100,0%
engagé % within F 11,0%| 44,8%| 20,6%
% of Total 78%| 12,7%| 20,6%
Residual -7,0 7,0
Std. Residual -1,8 2,9
Adjusted Residual -3,8 3,8
Count 73 29 102
Expected Count 73,0 29,0 102,0
Total % within E 71,6%| 28,4%/| 100,0%
% within F 100,0% | 100,0% | 100,0%
% of Total 71,6%| 28,4%| 100,0%
non satisfait Count 36 16 52
Expected Count 23,8 28,2 52,0
% within E 69,2%| 30,8% | 100,0%
non engage % within F 83,7%| 31,4%/| 55,3%
% of Total 38,3%| 17,0%| 55,3%
Residual 12,2 -12,2
Std. Residual 2,5 -2,3
£ Adjusted Residual 51 -5,1
Count 7 35 42
Expected Count 19,2 22,8 42,0
Confiant % within E 16,7%| 83,3%| 100,0%
engagé % within F 16,3%| 68,6%| 44,7%
% of Total 74%| 372%| 44,7%
Residual -12,2 12,2
Std. Residual -2,8 2,6
Adjusted Residual -5,1 51
Count 43 51 9
Expected Count 43,0 51,0 94,0
Total % within E 45,7%)| 54,3%| 100,0%
% within F 100,0% | 100,0% | 100,0%
% of Total 45,7%| 54,3%| 100,0%
Total E non engagé Count 101 32 133
Expected Count 78,7 54,3 133,0




engagé

Total

non engagé

non confiant

engage

satisfait

Total

non engageé

Confiant E

engagé

% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total
Count

Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count
Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count
Expected Count
% within E

% within F

% of Total
Count
Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count
Expected Count
% within E

% within F

75,9%
87,1%
51,5%
22,3
2,5
6,9

15
37,3
23,8%
12,9%
7,7%
-22,3
-3,6
-6,9
116
116,0
59,2%
100,0%
59,2%
4

1,8
44,4%
100,0%
20,0%
2,2
1,6
2,5

0

2,2
0,0%
0,0%
0,0%
-2,2
-1,5
-2,5

4

4,0
20,0%
100,0%
20,0%
10

2,1
66,7%
83,3%
11,9%
7,9
5,4
6,4

2

9,9
2,9%
16,7%

24,1%
40,0%
16,3%
-22,3
-3,0
-6,9
48
25,7
76,2%
60,0%
24,5%
22,3
4,4
6,9

80
80,0
40,8%
100,0%
40,8%
5

7,2
55,6%
31,3%
25,0%
-2,2
-,8
-2,5
11

8,8
100,0%
68,8%
55,0%
2,2

7

2,5

16
16,0
80,0%
100,0%
80,0%
5

12,9
33,3%
6,9%
6,0%
-7,9
-2,2
-6,4
67
59,1
97,1%
93,1%

100,0%
67,9%
67,9%

63

63,0
100,0%
32,1%
32,1%

196
196,0
100,0%
100,0%
100,0%
9

9,0
100,0%
45,0%
45,0%

11

11,0
100,0%
55,0%
55,0%

20

20,0
100,0%
100,0%
100,0%
15

15,0
100,0%
17,9%
17,9%

69

69,0
100,0%
82,1%




Total

non engage

Total

engagé

Total

non engageé

non confiant
Total

engagé

Total

Confiant E non engagé

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total
Count

Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total
Count

Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total
Count

2,4%
7,9
2,5
-6,4

12
12,0
14,3%
100,0%
14,3%
14

37
58,3%
87,5%
13,5%
10,3
5,4
6,6

2

12,3
2,5%
12,5%

1,9%

-10,3
-2,9
-6,6

16
16,0
15,4%
100,0%
15,4%
69
56,8
76,7%
89,6%
56,6%
12,2
1,6
5,2

8

20,2
25,0%
10,4%

6,6%

12,2
2,7
5,2

77

77,0
63,1%
100,0%
63,1%
46

79,8%
7.9
1,0
6,4

72
72,0
85,7%
100,0%
85,7%
10
20,3
41,7%
11,4%
9,6%
-10,3
2,3
-6,6
78
67,7

97,5%

88,6%

75,0%

10,3
1,3

6,6

88
88,0
84,6%
100,0%
84,6%
21

33,2

23,3%

46,7%

17,2%

12,2
2,1
5,2

24
11,8

75,0%

53,3%

19,7%

12,2
3,6

5,2

45
45,0
36,9%
100,0%
36,9%
21

82,1%

84

84,0
100,0%
100,0%
100,0%
24

24,0
100,0%
23,1%
23,1%

80

80,0
100,0%
76,9%
76,9%

104
104,0
100,0%
100,0%
100,0%
90

90,0
100,0%
73,8%
73,8%

32

32,0
100,0%
26,2%
26,2%

122
122,0
100,0%
100,0%
100,0%
67




Total

engagé

Total

non engagé

engagé

Total

Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total
Count

Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E

% within F

% of Total

20,7
68,7%
83,6%
25,8%
25,3
5,6
8,5
9
34,3
8,1%
16,4%
5,1%
-25,3
-4,3
-8,5
55
55,0
30,9%
100,0%
30,9%
115

69,1
73,2%
87,1%
38,3%

45,9

5,5

10,7

17

62,9
11,9%
12,9%

5,7%
-45,9
-5,8
-10,7
132
132,0
44,0%
100,0%
44,0%

46,3
31,3%
17,1%
11,8%

-25,3
-3,7
-8,5
102

76,7
91,9%
82,9%
57,3%
253
2,9
8,5
123
123,0
69,1%

100,0%

69,1%

42
87,9
26,8%
25,0%
14,0%
-45,9
4,9
-10,7
126
80,1
88,1%
75,0%
42,0%
45,9
5,1
10,7
168
168,0
56,0%

100,0%
56,0%

67,0
100,0%
37,6%
37,6%

111
111,0
100,0%
62,4%
62,4%

178
178,0
100,0%
100,0%
100,0%
157
157,0
100,0%
52,3%
52,3%

143
143,0
100,0%
47,7%
47,7%

300
300,0
100,0%
100,0%
100,0%




Chi-Square Tests

S X Value df Asymp. | Exact | Exact
Sig. (2- [ Sig. | Sig. (1-
sided) (2- sided)
sided)
Pearson Chi-Square 14,562' 1 ,000
Continuity Correction” 12,564 1 ,000
Likelihood Ratio 13,366 1 ,000
non confiant Fisher's Exact Test ,000 ,000
Linear_-b_y-Linear 14.419 1 000
Association
N of Valid Cases 102
Pearson Chi-Square 25,865° 1 ,000
Continuity Correction” 23,791 1 ,000
Likelihood Ratio 27,590 1 ,000
non satisfait confiant Fisher's Exact Test ,000 ,000
Lmear_-by-Llnear 25590 1 000
Association
N of Valid Cases 94
Pearson Chi-Square 48,093° 1 ,000
Continuity Correction® 45,959 1 ,000
Likelihood Ratio 49,134 1 ,000
Total Fisher's Exact Test ,000 ,000
Llnear_-b_y-Llnear 47,848 1 000
Association
N of Valid Cases 196
Pearson Chi-Square 6,111' 1 ,013
Continuity Correction” 3,649 1 ,056
Likelihood Ratio 7,651 1 ,006
non confiant Fisher's Exact Test ,026 ,026
Lmear_-by-Llnear 5,306 1 016
Association
N of Valid Cases 20
Pearson Chi-Square 40,918’ 1 ,000
Continuity Correction” 35,876 1 ,000
Likelihood Ratio 31,699 1 ,000
satisfait confiant Fisher's Exact Test ,000 ,000
Llnear_-b_y-Llnear 40,431 1 000
Association
N of Valid Cases 84
Pearson Chi-Square 44,210" 1 ,000
Continuity Correction” 40,025 1 ,000
Likelihood Ratio 37,993 1 ,000
Total Fisher's Exact Test ,000 ,000
;‘”ear.'bY'L'”ear 43,785 1| 000
ssociation
N of Valid Cases 104
Pearson Chi-Square 27,069° 1 ,000
Total fiart Continuity Correction” 24,895 1 ,000
ot non confiant i\elinood Ratio 26,857 1| 000
Fisher's Exact Test ,000 ,000




Lmear_-b_y—Llnear 26,847 1 000
Association
N of Valid Cases 122
Pearson Chi-Square 71,739° 1 ,000
Continuity Correction® 68,932 1 ,000
Likelihood Ratio 74,316 1 ,000
confiant Fisher's Exact Test ,000 ,000
Llnear_-b_y-Llnear 71.336 1 000
Association
N of Valid Cases 178
Pearson Chi-Square 114,353% 1 ,000
Continuity Correction” 111,877 1 ,000
Likelihood Ratio 124,894 1 ,000
Total Fisher's Exact Test ,000 ,000
Linear-by-Linear 113,972 1| 000
Association
N of Valid Cases 300
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 62,92.
b. Computed only for a 2x2 table
c. 0 cells (,0%) have expected count less than 5. The minimum expected count is 11,80.
d. 0 cells (,0%) have expected count less than 5. The minimum expected count is 20,70.
e. 0 cells (,0%) have expected count less than 5. The minimum expected count is 25,71.
f. 0 cells (,0%) have expected count less than 5. The minimum expected count is 5,97.
g. 0 cells (,0%) have expected count less than 5. The minimum expected count is 19,21.
h. 1 cells (25,0%) have expected count less than 5. The minimum expected count is 3,69.
I. 2 cells (50,0%) have expected count less than 5. The minimum expected count is 1,80.
J. 1 cells (25,0%) have expected count less than 5. The minimum expected count is 2,14.
Symmetric Measures
S X Value | Asymp. | Approx. | Approx.
Std. T Sig.
Error®
Interval by Interval Pearson's R 378 ,104 4,081 ,000°
non confiant Ordinal by Ordinal Spearman Correlation ,378 ,104 4,081 ,000°
N of Valid Cases 102
Interval by Interval Pearson's R ,525 ,086 5,910 ,000°
non satisfait Confiant Ordinal by Ordinal Spearman Correlation ,525 ,086 5,910 ,000°
N of Valid Cases 94
Interval by Interval Pearson's R ,495 063 7,942 ,000°
Total Ordinal by Ordinal Spearman Correlation ,495 ,063 7,942 ,000°
N of Valid Cases 196
Interval by Interval Pearson's R ,553 ,134 2,814 ,011°¢
non confiant Ordinal by Ordinal Spearman Correlation ,553 ,134 2,814 ,011°
N of Valid Cases 20
Interval by Interval Pearson's R ,698 ,106 8,825 ,000°
satisfait Confiant Ordinal by Ordinal Spearman Correlation ,698 ,106 8,825 ,000°
N of Valid Cases 84
Interval by Interval Pearson's R ,652 ,089 8,684 ,000°
Total Ordinal by Ordinal Spearman Correlation ,652 ,089 8,684 ,000°
N of Valid Cases 104




Interval by Interval Pearson's R 471 ,083 5,850 ,000°

non confiant Ordinal by Ordinal Spearman Correlation 471 ,083 5,850 ,000°
N of Valid Cases 122

Interval by Interval Pearson's R ,635 ,060| 10,901 ,000°

Total Confiant Ordinal by Ordinal Spearman Correlation ,635 ,060| 10,901 ,000°
N of Valid Cases 178

Interval by Interval Pearson's R ,617 ,044| 13,548 ,000°

Total Ordinal by Ordinal Spearman Correlation ,617 ,044| 13,548 ,000°
N of Valid Cases 300

a. Not assuming the null hypothesis.
b. Using the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.

Risk Estimate

S X Value 95% Confidence
Interval
Lower Upper
Odds Ratio for E (non engagé / engagé) 6,602 2,341 18,617
non confiant For cohort F = n.on fidele 2,106 1,208 3,672
For cohort F = fidele ,319 ,184 ,554
N of Valid Cases 102
Odds Ratio for E (non engagé / engagé) 11,250 4,128 30,662
non satisfait  confiant For cohort F = n_on fidele 4,154 2,063 8,366
For cohort F = fidele ,369 ,240 ,567
N of Valid Cases 94
Odds Ratio for E (non engagé / engagé) 10,100 5,000 20,400
Total For cohort F = non fidele 3,189 2,030 5,012
For cohort F = fidele ,316 227 ,440
N of Valid Cases 196
non confiant For coho_rt F = fidele ,556 ,310 ,997
N of Valid Cases 20
Odds Ratio for E (non engagé / engagé) 67,000 11,420( 393,081
confiant For cohort F = non fidele 23,000 5,605 94,374
satisfait For coho_rt F = fidele ,343 ,168 ,703
N of Valid Cases 84
Odds Ratio for E (non engagé / engagé) 54,600 10,792 276,249
Total For cohort F = non fidele 23,333 5,699 95,536
For cohort F = fidele 427 ,266 ,687
N of Valid Cases 104
Odds Ratio for E (non engagé / engagé) 9,857 3,860 25,170
non confiant For cohort F = non fidele 3,067 1,665 5,649
For cohort F = fidele 311 ,203 476
N of Valid Cases 122
Total Odds Ratio for E (no_n engagé / engage) 24,825 10,558 58,370
confiant For cohort F = non fidele 8,468 4,435 16,169
For cohort F = fidele 341 ,238 ,488
N of Valid Cases 178
Total Odds Ratio for E (non engagé / engagé) 20,294 10,944 37,632
For cohort F = non fidele 6,161 3,905 9,722
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N of Valid Cases 300
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Crosstabs

Case Processing Summary

Cases
Valid Missing Total
Percent N Percent N Percent
E*F*S 300 100,0% 0 0,0% 300 100,0%
E * F * S Crosstabulation
S F Total
non fidele fidele
Count 101 32 133
Expected Count 78,7 54,3 133,0
% within E 75,9% 24,1% 100,0%
non engagé % within F 87,1% 40,0% 67,9%
% of Total 51,5% 16,3% 67,9%
Residual 22,3 -22,3
Std. Residual 2,5 -3,0
£ Adjusted Residual 6,9 -6,9
Count 15 48 63
Expected Count 37,3 25,7 63,0
non satisfait % within E 23,8% 76,2% 100,0%
engagé % within F 12,9% 60,0% 32,1%
% of Total 7,7% 24,5% 32,1%
Residual -22,3 22,3
Std. Residual -3,6 4,4
Adjusted Residual -6,9 6,9
Count 116 80 196
Expected Count 116,0 80,0 196,0
Total % within E 59,2% 40,8% 100,0%
% within F 100,0% (| 100,0% 100,0%
% of Total 59,2% 40,8% 100,0%
Count 14 10 24
Expected Count 3,7 20,3 24,0
% within E 58,3% 41, 7% 100,0%
non engagé % within F 87,5% 11,4% 23,1%
% of Total 13,5% 9,6% 23,1%
Residual 10,3 -10,3
Std. Residual 54 -2,3
satisfait E Adjusted Residual 6,6 -6,6
Count 2 78 80
Expected Count 12,3 67,7 80,0
% within E 2,5% 97,5% 100,0%
engagé % within F 12,5% 88,6% 76,9%
% of Total 1,9% 75,0% 76,9%
Residual -10,3 10,3
Std. Residual -2,9 1,3
Adjusted Residual -6,6 6,6




Count 16 88 104
Expected Count 16,0 88,0 104,0
Total % within E 15,4% 84,6% 100,0%
% within F 100,0%| 100,0% 100,0%
% of Total 15,4% 84,6% 100,0%
Count 115 42 157
Expected Count 69,1 87,9 157,0
% within E 73,2% 26,8% 100,0%
non engags % within F 87,1% 25,0% 52,3%
% of Total 38,3% 14,0% 52,3%
Residual 45,9 -45,9
Std. Residual 55 -4,9
e Adjusted Residual 10,7 -10,7
Count 17 126 143
Expected Count 62,9 80,1 143,0
Total % within E 11,9% 88,1% 100,0%
. % within F 12,9% 75,0% 47,7%
engageé 0 0 0 0
% of Total 5,7% 42,0% 47,7%
Residual -45,9 45,9
Std. Residual -5,8 51
Adjusted Residual -10,7 10,7
Count 132 168 300
Expected Count 132,0 168,0 300,0
Total % within E 44,0% 56,0% 100,0%
% within F 100,0%| 100,0% 100,0%
% of Total 44,0% 56,0% 100,0%
Chi-Square Tests
S Value df Asymp. |Exact Sig.| Exact
Sig. (2- | (2-sided) | Sig. (1-
sided) sided)
Pearson Chi-Square 48,093° 1 ,000
Continuity Correction” 45,959 1 ,000
non satisfait L_ikelihood Ratio 49,134 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 47,848 1 ,000
N of Valid Cases 196
Pearson Chi-Square 44,210¢ 1 ,000
Continuity Correction” 40,025 1 ,000
satisfait L_ikelihood Ratio 37,993 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 43,785 1 ,000
N of Valid Cases 104
Pearson Chi-Square 114,353° 1 ,000
Continuity Correction” 111,877 1 ,000
Total L_ikelihood Ratio 124,894 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 113,972 1 ,000
N of Valid Cases 300

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 62,92.




b. Computed only for a 2x2 table

c. 0 cells (,0%) have expected count less than 5. The minimum expected count is 25,71.

d. 1 cells (25,0%) have expected count less than 5. The minimum expected count is 3,609.

Symmetric Measures

S Value Asymp. Approx. [ Approx.
Std. Error® T Sig.
Interval by Interval Pearson's R ,495 ,063 7,942 ,000°
non satisfait ~ Ordinal by Ordinal Spearman Correlation ,495 ,063 7,942 ,000°
N of Valid Cases 196
Interval by Interval Pearson's R ,652 ,089 8,684 ,000°
satisfait Ordinal by Ordinal Spearman Correlation ,652 ,089 8,684 ,000°
N of Valid Cases 104
Interval by Interval Pearson's R ,617 ,044 13,548 ,000°
Total Ordinal by Ordinal Spearman Correlation ,617 ,044 13,548 ,000°
N of Valid Cases 300

a. Not assuming the null hypothesis.
b. Using the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.

Risk Estimate

S Value 95% Confidence Interval
Lower Upper
Odds Ratio for E (non engagé / engagé) 10,100 5,000 20,400
non satisfait For cohort F = n.on fidele 3,189 2,030 5,012
For cohort F = fidele ,316 227 ,440
N of Valid Cases 196
Odds Ratio for E (non engagé / engagé) 54,600 10,792 276,249
satisfait For cohort F = non fidele 23,333 5,699 95,536
For cohort F = fidéle 427 ,266 ,687
N of Valid Cases 104
Odds Ratio for E (non engagé / engagé) 20,294 10,944 37,632
Total For cohort F = non fidele 6,161 3,905 9,722
For cohort F = fidele ,304 233 ,396
N of Valid Cases 300
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Annexe N° 11

les résultats du test de la cinquieme hypothése

L’explication de I'effet de la relation entre les indices de la relation client

Crosstabs
Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
E2*E1*S 300 100,0% 0 0,0% 300 100,0%
E2 * E1 * S Crosstabulation
S El Total
non engagé engagé
Count 73 23 96
Expected Count 61,7 34,3 96,0
% within E2 76,0% 24,0% 100,0%
o engags % within E1 57,9% 32,9% 49,0%
% of Total 37,2% 11,7% 49,0%
Residual 11,3 -11,3
Std. Residual 1,4 -1,9
£ Adjusted Residual 34 -3,4
Count 53 47 100
Expected Count 64,3 35,7 100,0
non satisfait % within E2 53,0% 47,0% 100,0%
engagé % within E1 42,1% 67,1% 51,0%
% of Total 27,0% 24,0% 51,0%
Residual -11,3 11,3
Std. Residual -1,4 1,9
Adjusted Residual -3,4 3,4
Count 126 70 196
Expected Count 126,0 70,0 196,0
Total % within E2 64,3% 35,7% 100,0%
% within E1 100,0% 100,0% 100,0%
% of Total 64,3% 35,7% 100,0%
Count 12 9 21
Expected Count 53 15,8 21,0
% within E2 57,1% 42,9% 100,0%
o non engagé % within E1 46,2% 11,5% 20,2%
satisfait E2 % of Total 11,5% 8,7% 20,2%
Residual 6,8 -6,8
Std. Residual 2,9 -1,7
Adjusted Residual 3,8 -3,8
engagé Count 14 69 83




Expected Count 20,8 62,3 83,0
% within E2 16,9% 83,1% 100,0%
% within E1 53,8% 88,5% 79,8%
% of Total 13,5% 66,3% 79,8%
Residual -6,8 6,8
Std. Residual -1,5 9
Adjusted Residual -3,8 3,8
Count 26 78 104
Expected Count 26,0 78,0 104,0
Total % within E2 25,0% 75,0% 100,0%
% within E1 100,0% 100,0% 100,0%
% of Total 25,0% 75,0% 100,0%
Count 85 32 117
Expected Count 59,3 57,7 117,0
% within E2 72,6% 27,4% 100,0%
o engags % within E1 55,9% 21,6% 39,0%
% of Total 28,3% 10,7% 39,0%
Residual 25,7 -25,7
Std. Residual 3,3 -3,4
£ Adjusted Residual 6,1 -6,1
Count 67 116 183
Expected Count 92,7 90,3 183,0
Total % within E2 36,6% 63,4% 100,0%
engagé % within E1 44,1% 78,4% 61,0%
% of Total 22,3% 38,7% 61,0%
Residual -25,7 25,7
Std. Residual -2,7 2,7
Adjusted Residual -6,1 6,1
Count 152 148 300
Expected Count 152,0 148,0 300,0
Total % within E2 50,7% 49,3% 100,0%
% within E1 100,0% 100,0% 100,0%
% of Total 50,7% 49,3% 100,0%
Chi-Square Tests
S Value df Asymp. Sig. | Exact Sig.| Exact Sig.
(2-sided) | (2-sided) | (1-sided)
Pearson Chi-Square 11,326° 1 ,001
Continuity Correction® 10,345 1 ,001
non satisfait Likelihood Ratio 11,504 1 ,001
Fisher's Exact Test ,001 ,001
Linear-by-Linear Association 11,268 1 ,001
N of Valid Cases 196
Pearson Chi-Square 14,499° 1 ,000
Continuity Correction” 12,431 1 ,000
satisfait L_ikelihood Ratio 12,956 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 14,360 1 ,000
N of Valid Cases 104
Total Pearson Chi-Square 37,082° 1 ,000




Continuity Correction® 35,654 1 ,000
Likelihood Ratio 38,134 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 36,958 1 ,000
N of Valid Cases 300
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 57,72,
b. Computed only for a 2x2 table
c. 0 cells (,0%) have expected count less than 5. The minimum expected count is 34,29.
d. 0 cells (,0%) have expected count less than 5. The minimum expected count is 5,25.
Symmetric Measures
S Value Asymp. | Approx. | Approx.
Std. T Sig.
Error®
Interval by Interval Pearson's R ,240 ,069 3,449 ,001°
non satisfait Ordinal by Ordinal Spearman Correlation ,240 ,069 3,449 ,001°
N of Valid Cases 196
Interval by Interval Pearson's R 373 ,106 4,065 ,000°
satisfait Ordinal by Ordinal Spearman Correlation ,373 ,106 4,065 ,000°
N of Valid Cases 104
Interval by Interval Pearson's R ,352 ,053 6,483 ,000°
Total Ordinal by Ordinal Spearman Correlation ,352 ,053 6,483 ,000°
N of Valid Cases 300

a. Not assuming the null hypothesis.
b. Using the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.

Risk Estimate

S Value 95% Confidence Interval
Lower Upper

Odds Ratlo for E2 (non engagé / 2815 1,527 5,188
engageé)

non satisfait For cohort E1 = non engagé 1,435 1,156 1,781
For cohort E1 = engagé ,510 ,337 770
N of Valid Cases 196
Odds If%atlo for E2 (non engagé / 6.571 2328 18551
engage)

satisfait For cohort E1 = non engagé 3,388 1,851 6,200
For cohort E1 = engageé ,516 ,312 ,853
N of Valid Cases 104
Odds Ratlo for E2 (non engage / 4,599 2774 7625
engage)

Total For cohort E1 = non engagé 1,984 1,591 2,474
For cohort E1 = engagé 431 ,315 ,591
N of Valid Cases 300
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ANNEXE N° 12

Les résultats du test de la sixieme hypothese :

L’analyse de I'effet des couts de changements financiers sur la fidelité

Crosstabs
Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
E2*F*S 300 100,0% 0 0,0% 100,0%
E2 * F * S Crosstabulation
S F Total
non fidele fidele
Count 75 21 96
Expected Count 56,8 39,2 96,0
% within E2 78,1% 21,9% 100,0%
non engags % within F 64,7% 26,3% 49,0%
% of Total 38,3% 10,7% 49,0%
Residual 18,2 -18,2
Std. Residual 2,4 -2,9
£2 Adjusted Residual 5,3 -5,3
Count 41 59 100
Expected Count 59,2 40,8 100,0
non satisfait % within E2 41,0% 59,0% 100,0%
engags % within F 35,3% 73,8% 51,0%
% of Total 20,9% 30,1% 51,0%
Residual -18,2 18,2
Std. Residual -2,4 2,8
Adjusted Residual -5,3 5,3
Count 116 80 196
Expected Count 116,0 80,0 196,0
Total % within E2 59,2% 40,8% 100,0%
% within F 100,0%( 100,0% 100,0%
% of Total 59,2% 40,8% 100,0%
Count 13 8 21
Expected Count 3,2 17,8 21,0
% within E2 61,9% 38,1% 100,0%
Satisfait E2 non engagé % within F 81,3% 9,1% 20,2%
% of Total 12,5% 7,7% 20,2%
Residual 9,8 -9,8
Std. Residual 54 -2,3
Adjusted Residual 6,6 -6,6




Count 3 80 83
Expected Count 12,8 70,2 83,0
% within E2 3,6% 96,4% 100,0%
engagé % within F 18,8% 90,9% 79,8%
% of Total 2,9% 76,9% 79,8%
Residual -9,8 9,8
Std. Residual -2,7 1,2
Adjusted Residual -6,6 6,6
Count 16 88 104
Expected Count 16,0 88,0 104,0
Total % within E2 15,4% 84,6% 100,0%
% within F 100,0%| 100,0% 100,0%
% of Total 15,4% 84,6% 100,0%
Count 88 29 117
Expected Count 51,5 65,5 117,0
% within E2 75,2% 24,8% 100,0%
non engagé % within F 66,7% 17,3% 39,0%
% of Total 29,3% 9,7% 39,0%
Residual 36,5 -36,5
Std. Residual 51 -4,5
£2 Adjusted Residual 8,7 -8,7
Count 44 139 183
Expected Count 80,5 102,5 183,0
Total % within E2 24,0% 76,0% 100,0%
engagé % within F 33,3% 82,7% 61,0%
% of Total 14,7% 46,3% 61,0%
Residual -36,5 36,5
Std. Residual -4,1 3,6
Adjusted Residual -8,7 8,7
Count 132 168 300
Expected Count 132,0 168,0 300,0
Total % within E2 44,0% 56,0% 100,0%
% within F 100,0%| 100,0% 100,0%
% of Total 44,0% 56,0% 100,0%
Chi-Square Tests
S Value df | Asymp. Sig. | Exact Sig. | Exact Sig.
(2-sided) | (2-sided) | (1-sided)
Pearson Chi-Square 27,946° 1 ,000
Continuity Correction” 26,430 1 ,000
non satisfait Likelihood Ratio 28,830 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 27,803 1 ,000
N of Valid Cases 196
Pearson Chi-Square 43,744° 1 ,000
Continuity Correction” 39,381 1 ,000
satisfait L_ikelihood Ratio 35,577 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 43,324 1 ,000
N of Valid Cases 104




Pearson Chi-Square 75,841° 1 ,000
Continuity Correction” 73,779 1 ,000
Total Likelihood Ratio 78,644 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 75,588 1 ,000
N of Valid Cases 300
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 51,48.
b. Computed only for a 2x2 table
c. 0 cells (,0%) have expected count less than 5. The minimum expected count is 39,18.
d. 1 cells (25,0%) have expected count less than 5. The minimum expected count is 3,23.
Symmetric Measures
S Value | Asymp. | Approx. | Approx.
Std. T Sig.
Error®
Interval by Interval Pearson's R ,378 ,065 5,680 ,000°
non satisfait ~ Ordinal by Ordinal Spearman Correlation ,378 ,065 5,680 ,000°
N of Valid Cases 196
Interval by Interval Pearson's R ,649 ,096 8,605 ,000°
satisfait Ordinal by Ordinal Spearman Correlation ,649 ,096 8,605 ,000°
N of Valid Cases 104
Interval by Interval Pearson's R ,503 ,050( 10,041 ,000°
Total Ordinal by Ordinal Spearman Correlation ,503 ,050( 10,041 ,000°
N of Valid Cases 300
a. Not assuming the null hypothesis.
b. Using the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.
Risk Estimate
S Value 95% Confidence
Interval
Lower Upper
Odds Ratio for E2 (non engagé / engageé) 5,139 2,746 9,619
non satisfait For cohort F = n_on fidele 1,905 1,472 2,466
For cohort F = fidéle 371 ,246 ,560
N of Valid Cases 196
Odds Ratio for E2 (non engagé / engageé) 43,333 10,159 184,842
satisfait For cohort F = non fidele 17,127 5,366 54,662
For cohort F = fidéle ,395 ,229 ,683
N of Valid Cases 104
Odds Ratio for E2 (non engagé / engagé) 9,586 5,589 16,442
Total For cohort F = n_on fidele 3,128 2,370 4,130
For cohort F = fidele ,326 ,236 ,452
N of Valid Cases 300
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Les résultats de la sixieme hypothése a partir de I'indice comportemental (I1C)

Crosstabs
Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
E2*F*S*IC 300 100,0% 0 0,0% 300 100,0%
E2 *F* S * IC Crosstabulation
IC S F Total
non fidele fidele
Count 52 9 61
Expected Count 44,9 16,1 61,0
% within E2 85,2% 14,8%| 100,0%
non engage % within F 64,2% 31,0% 55,5%
% of Total 47,3% 8,2% 55,5%
Residual 7,1 -7,1
Std. Residual 11 -1,8
£2 Adjusted Residual 3,1 -3,1
Count 29 20 49
Expected Count 36,1 12,9 49,0
non satisfait % within E2 59,2% 40,8%| 100,0%
engagé % within F 35,8% 69,0% 44,5%
% of Total 26,4% 18,2% 44,5%
Residual -7,1 7,1
Std. Residual -1,2 2,0
non Adjusted Residual -3,1 3,1
Count 81 29 110
Expected Count 81,0 29,0 110,0
Total % within E2 73,6% 26,4% | 100,0%
% within F 100,0%| 100,0%| 100,0%
% of Total 73,6% 26,4% | 100,0%
Count 6 2 8
Expected Count 2,5 55 8,0
% within E2 75,0% 25,0%| 100,0%
non engagé % within F 85,7% 13,3% 36,4%
% of Total 27,3% 9,1% 36,4%
satisfait E2 Residual 3,5 -3,5
Std. Residual 2,2 -1,5
Adjusted Residual 3,3 -3,3
Count 1 13 14
engagé Expected Count 4,5 9,5 14,0
% within E2 7,1% 92,9% | 100,0%




Total
E2
Total
Total
E2
oui non satisfait
Total

non engagé

engagé

non engagé

engagé

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total

Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total
Count
Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count
Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count
Expected Count
% within E2

% within F

14,3%
4,5%
-3,5
-1,6
-3,3

7

7,0
31,8%
100,0%
31,8%
58
46,0
84,1%
65,9%
43,9%
12,0
1,8
4.4

30
42,0
47,6%
34,1%
22,7%
-12,0
-1,9
-4.4
88
88,0
66,7%
100,0%
66,7%
23
14,2
65,7%
65,7%
26,7%
8,8
2,3
3,9

12
20,8
23,5%
34,3%
14,0%
-8,8
-1,9
-3,9
35
35,0
40,7%
100,0%

86,7%
59,1%
35
1,1
3,3

15
15,0
68,2%
100,0%
68,2%
11
23,0
15,9%
25,0%
8,3%
-12,0
-2,5
4,4
33
21,0
52,4%
75,0%
25,0%
12,0
2,6
4.4

44
44,0
33,3%
100,0%
33,3%
12
20,8
34,3%
23,5%
14,0%
8,8
-1,9
3,9
39
30,2
76,5%
76,5%
45,3%
8,8
1,6
3,9

51
51,0
59,3%
100,0%

63,6%
63,6%

22

22,0
100,0%
100,0%
100,0%
69

69,0
100,0%
52,3%
52,3%

63

63,0
100,0%
47,7%
47,7%

132
132,0
100,0%
100,0%
100,0%
35

35,0
100,0%
40,7%
40,7%

51

51,0
100,0%
59,3%
59,3%

86

86,0
100,0%
100,0%




E2
satisfait

Total

E2
Total

Total

Total non satisfait E2

non engage

engagé

non engagé

engage

non engageé

engagé

% of Total
Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total
Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total
Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

40,7%

1,4
53,8%
77,8%

8,5%
5,6
4,7
5,4

2

7,6
2,9%
22,2%
2,4%
5,6
-2,0
5,4

9

9,0
11,0%

100,0%

11,0%

30
12,6
62,5%
68,2%
17,9%
17,4
4.9
6,8

14
31,4
11,7%
31,8%
8,3%
-17,4
3,1
-6,8
44
44,0
26,2%

100,0%

26,2%

75
56,8
78,1%
64,7%
38,3%
18,2
2,4
5,3

41
59,2
41,0%

59,3%

11,6
46,2%
8,2%
7,3%
5,6
-1,6
5,4
67
61,4
97,1%
91,8%
81,7%
5,6

7

5,4

73
73,0
89,0%
100,0%
89,0%
18
35,4
37,5%
14,5%
10,7%
17,4
-2,9
6,8
106
88,6
88,3%
85,5%
63,1%
17,4
1,9
6,8
124
124,0
73,8%
100,0%
73,8%
21
39,2
21,9%
26,3%
10,7%
-18,2
-2,9
5,3
59
40,8
59,0%

100,0%
13

13,0
100,0%
15,9%
15,9%

69

69,0
100,0%
84,1%
84,1%

82

82,0
100,0%
100,0%
100,0%
48

48,0
100,0%
28,6%
28,6%

120
120,0
100,0%
71,4%
71,4%

168
168,0
100,0%
100,0%
100,0%
96

96,0
100,0%
49,0%
49,0%

100
100,0
100,0%




Total

E2
satisfait

Total
Total E2

Total

non engage

engagé

non engagé

engagé

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total

Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total

Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

Expected Count
% within E2

% within F

% of Total
Residual

Std. Residual
Adjusted Residual
Count

35,3%
20,9%
-18,2
-2,4
-5,3
116
116,0
59,2%
100,0%
59,2%
13

3,2
61,9%
81,3%
12,5%
9,8
5,4
6,6

3

12,8
3,6%
18,8%
2,9%
-9,8
-2,7
-6,6
16
16,0
15,4%
100,0%
15,4%
88
51,5
75,2%
66,7%
29,3%
36,5
51
8,7

44
80,5
24,0%
33,3%
14,7%
-36,5
-4,1
-8,7
132

73,8%
30,1%
18,2
2,8
5,3

80
80,0
40,8%
100,0%
40,8%
8

17,8
38,1%
9,1%
7,7%
-9,8
-2,3
-6,6
80
70,2
96,4%
90,9%
76,9%
9,8
1,2
6,6

88
88,0
84,6%
100,0%
84,6%
29
65,5
24,8%
17,3%
9,7%
-36,5
-4,5
-8,7
139
102,5
76,0%
82,7%
46,3%
36,5
3,6
8,7
168

51,0%
51,0%

196
196,0
100,0%
100,0%
100,0%
21

21,0
100,0%
20,2%
20,2%

83

83,0
100,0%
79,8%
79,8%

104
104,0
100,0%
100,0%
100,0%
117
117,0
100,0%
39,0%
39,0%

183
183,0
100,0%
61,0%
61,0%

300




Expected Count 132,0 168,0 300,0
% within E2 44,0% 56,0% | 100,0%
% within F 100,0%| 100,0%| 100,0%
% of Total 44,0% 56,0%| 100,0%
Chi-Square Tests
IC S Value df | Asymp. | Exact Exact
Sig. (2- | Sig. (2- | Sig. (1-
sided) sided) | sided)
Pearson Chi-Square 9507'| 1 ,002
Continuity Correction” 8212 1 ,004
non satisfait Likelihood Ratio 9,589 1 ,002
Fisher's Exact Test ,002 ,002
Linear-by-Linear Association 9,421 1 ,002
N of Valid Cases 110
Pearson Chi-Square 10,805°| 1 ,001
Continuity Correction” 7,904 1 ,005
non satisfait Likelihood Ratio 11,319 1 ,001
Fisher's Exact Test ,002 ,002
Linear-by-Linear Association 10,314 1 ,001
N of Valid Cases 22
Pearson Chi-Square 19,677°| 1 ,000
Continuity Correction” 18,071 1 ,000
Total Likelihood Ratio 20,304 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 19,528 1 ,000
N of Valid Cases 132
Pearson Chi-Square 15,304'| 1 ,000
Continuity Correction” 13,606 1 ,000
non satisfait L_ikelihood Ratio 15,573 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 15,126 1 ,000
N of Valid Cases 86
Pearson Chi-Square 29,060 1 ,000
Continuity Correction” 24,079| 1 ,000
oui satisfait L_ikelihood Ratio 20,695 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 28,705 1 ,000
N of Valid Cases 82
Pearson Chi-Square 45830" 1 ,000
Continuity Correction” 43239 1 ,000
Total L_ikelihood Ratio 43,248 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 45,558 1 ,000
N of Valid Cases 168
Pearson Chi-Square 27,946°| 1 ,000
Continuity Correction® 26,430 1 ,000
Total non satisfait Likelihood Ratio 28,830 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 27,803 1 ,000




N of Valid Cases 196
Pearson Chi-Square 43,744 1 ,000
Continuity Correction® 39,381 1 ,000
satisfait Likelihood Ratio 35,577 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 43,324 1 ,000
N of Valid Cases 104
Pearson Chi-Square 75,841% 1 ,000
Continuity Correction® 73,779 1 ,000
Total Likelihood Ratio 78,644 1 ,000
Fisher's Exact Test ,000 ,000
Linear-by-Linear Association 75,588 1 ,000
N of Valid Cases 300

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 51,48.
b. Computed only for a 2x2 table

c. 0 cells (,0%) have expected count less than 5. The minimum expected count is 39,18.
d. 1 cells (25,0%) have expected count less than 5. The minimum expected count is 3,23.
e. 0 cells (,0%) have expected count less than 5. The minimum expected count is 21,00.
f. 0 cells (,0%) have expected count less than 5. The minimum expected count is 12,92.
g. 2 cells (50,0%) have expected count less than 5. The minimum expected count is 2,55.
h. 0 cells (,0%) have expected count less than 5. The minimum expected count is 12,57.
i. O cells (,0%) have expected count less than 5. The minimum expected count is 14,24,
J- 1 cells (25,0%) have expected count less than 5. The minimum expected count is 1,43.

Symmetric Measures

C S Value Asymp. Std
Error®
Interval by Pearson's R 294 |
Interval
non satisfait - Ordinal by Spearman Correlation 294 ,
Ordinal
N of Valid Cases 110
Interval by Pearson's R 701 ,
Interval
non satisfait Ordinal by Spearman Correlation ;701 ,
Ordinal
N of Valid Cases 22
Interval by Pearson's R ,386 :
Interval
Total Ordinal by Spearman Correlation 386 ,
Ordinal
N of Valid Cases 132
Interval by Pearson's R 422 :
Interval
oul non satisfait - Ordinal by Spearman Correlation 422 ’
Ordinal
N of Valid Cases 86




satisfait

Total

non satisfait

Total satisfait

Total

Interval by
Interval

Ordinal by
Ordinal

N of Valid Cases
Interval by
Interval

Ordinal by
Ordinal

N of Valid Cases
Interval by
Interval

Ordinal by
Ordinal

N of Valid Cases
Interval by
Interval

Ordinal by
Ordinal

N of Valid Cases
Interval by
Interval

Ordinal by
Ordinal

N of Valid Cases

Pearson's R

Pearson's R

Pearson's R

Pearson's R

Pearson's R

Spearman Correlation

Spearman Correlation

Spearman Correlation

Spearman Correlation

Spearman Correlation

,995

,995
82
,922

,922
168
378

378
196
,649

,649
104
,503

,903
300

a. Not assuming the null hypothesis.
b. Using the asymptotic standard error assuming the null hypothesis.
c. Based on normal approximation.

Risk Estimate

IC S Value 95% Confidence Inte
Lower Upg
Odds Ratlo for E2 (non engage / 3.985 1,606
engage)
non satisfait For cohort F = non fidele 1,440 1,116
For cohort F = fidéle ,361 ,181
N of Valid Cases 110
non Odds Ratlo for E2 (non engage / 39,000 2932 51
engage)
satisfait For cohort F = non fidele 10,500 1,523 1
For cohort F = fidéle ,269 ,080
N of Valid Cases 22
Total Odds Ratio for E2 (non engagé / 5.800 2574 1

engagé)




oui

Total

non satisfait

satisfait

Total

non satisfait

satisfait

Total

For cohort F = non fidele
For cohort F = fidele

N of Valid Cases

Odds Ratio for E2 (non engagé /
engagé)

For cohort F = non fidele

For cohort F = fidele

N of Valid Cases

Odds Ratio for E2 (non engagé /
engagé)

For cohort F = non fidele

For cohort F = fidele

N of Valid Cases

Odds Ratio for E2 (non engagé /
engage)

For cohort F = non fidele

For cohort F = fidele

N of Valid Cases

Odds Ratio for E2 (non engagé /
engage)

For cohort F = non fidele

For cohort F = fidéle

N of Valid Cases

Odds Ratio for E2 (non engagé /
engage)

For cohort F = non fidele

For cohort F = fidele

N of Valid Cases

Odds Ratio for E2 (non engagé /
engage)

For cohort F = non fidele

For cohort F = fidele

N of Valid Cases

1,765
,304
132

6,229

2,793
448
86

39,083

18,577
475
82

12,619

5,357
425
168

5,139

1,905
371
196

43,333

17,127
,395
104

9,586

3,128
,326
300

1,336
,169

2,405

1,612
2077

6,593

4,334
,264

5,628

3,125
,293

2,746

1,472
,246

10,159

5,366
,229

5,589

2,370
,236

1€

(&l




S=non satisfait, IC=non

60

non engage engage

E2

S=satisfait, IC=non

F

M non fidéle
M ficléle

12,57

10,0

7,37

Count

non engage

engage

E2

F

M non fidéle
M ficléle




S=non satisfait, IC=oui

F
40
M non fidéle
M ficléle
307

Count

non engage

E2

engage




S=satisfait, IC=oui

F

M non fidéle
M ficléle

60

Count

204

o
non engage engage

E2

Annexe N° 12

les résultats de I'analyse discriminant eu égard le niveau de satisfaction

DISCRIMINANT

IGROUPS=S(1 2)

IVARIABLES=Q29 Q30 Q31 Q32 Q33 Q34 Q35 Q36 Q37 Q38 Q39 Q40 Q41 Q42
Q43 Q44

JANALYSIS ALL

IPRIORS EQUAL

JHISTORY

ISTATISTICS=MEAN STDDEV UNIVF

JICLASSIFY=NONMISSING POOLED.

Discriminant

Notes

Output Created 30-DEC-2015 18:54:47
Comments




Input

Missing Value
Handling

Syntax

Resources

Data

Active Dataset

Filter

Weight

Split File

N of Rows in Working Data
File

Definition of Missing

Cases Used

Processor Time
Elapsed Time

B:\CRM.sav
DataSet1
<none>
<none>
<none>

300

User-defined missing values are
treated as missing in the analysis
phase.
In the analysis phase, cases with
no user- or system-missing values
for any predictor variable are used.
Cases with user-, system-missing,
or out-of-range values for the
grouping variable are always
excluded.
DISCRIMINANT

/IGROUPS=5(1 2)

IVARIABLES=0Q29 Q30 Q31
Q32 Q33 Q34 Q35 Q36 Q37 Q38
Q39 Q40 Q41 Q42 Q43 Q44

/ANALYSIS ALL

/IPRIORS EQUAL

/HISTORY

ISTATISTICS=MEAN STDDEV
UNIVF

/ICLASSIFY=NONMISSING
POOLED.

00:00:00,05
00:00:00,28

Analysis Case Processing Summary

Unweighted Cases N Percent
Valid 300 100,0
Missing or out-of-range group
0 0
codes
At least one missing
NP : 0 0
discriminating variable
Excluded -
Both missing or out-of-range
group codes and at least one 0 0
missing discriminating variable
Total 0 0




| Total | 300 100,0]
Group Statistics
S Mean Std. Deviation Valid N (listwise)
Unweighted | Weighted

Q29 1,94 ,814 196 196,000
Q30 1,74 ,706 196 196,000
Q31 1,71 ,566 196 196,000
Q32 1,86 ,839 196 196,000
Q33 1,99 ,358 196 196,000
Q34 1,97 311 196 196,000
Q35 2,32 ,813 196 196,000
“on satisfait Q36 1,97 ,813 196 196,000
Q37 2,10 ,847 196 196,000
Q38 1,94 ,792 196 196,000
Q39 1,73 ,680 196 196,000
Q40 1,74 ,678 196 196,000
Q41 2,24 ,836 196 196,000
Q42 2,06 , 786 196 196,000
Q43 2,25 ,780 196 196,000
Q44 2,08 77 196 196,000
Q29 2,59 ,568 104 104,000
Q30 2,42 ,649 104 104,000
Q31 2,12 ,402 104 104,000
Q32 2,45 174 104 104,000
Q33 2,11 ,367 104 104,000
Q34 2,14 ,353 104 104,000
Q35 2,84 443 104 104,000
satisfait Q36 2,43 773 104 104,000
Q37 2,70 ,605 104 104,000
Q38 2,58 ,618 104 104,000
Q39 2,18 ,693 104 104,000
Q40 2,55 ,621 104 104,000
Q41 2,69 ,655 104 104,000
Q42 2,82 478 104 104,000
Q43 2,85 478 104 104,000
Q44 2,83 450 104 104,000
Q29 2,16 ,799 300 300,000
Q30 1,98 ,758 300 300,000
Total Q31 1,85 ,549 300 300,000
Q32 2,07 ,863 300 300,000
Q33 2,03 ,364 300 300,000
Q34 2,03 ,336 300 300,000




Q35 2,50 147 300 300,000
Q36 2,13 827 300 300,000
Q37 2,31 ,822 300 300,000
Q38 2,16 ,795 300 300,000
Q39 1,89 , 716 300 300,000
Q40 2,02 , 763 300 300,000
Q41 2,40 ,805 300 300,000
Q42 2,32 , 783 300 300,000
Q43 2,46 , 746 300 300,000
Q44 2,34 ,769 300 300,000
Tests of Equality of Group Means
Wilks' Lambda F dfl df2 Sig.
Q29 ,851 52,288 1 298 ,000
Q30 ,818 66,221 1 298 ,000
Q31 ,876 42,269 1 298 ,000
Q32 ,894 35,373 1 298 ,000
Q33 979 6,410 1 298 ,012
Q34 ,942 18,398 1 298 ,000
Q35 ,892 36,065 1 298 ,000
Q36 ,930 22,327 1 298 ,000
Q37 ,879 41,000 1 298 ,000
Q38 ,856 50,161 1 298 ,000
Q39 911 29,083 1 298 ,000
Q40 , 745 102,159 1 298 ,000
Q41 ,930 22,468 1 298 ,000
Q42 , 785 81,521 1 298 ,000
Q43 ,855 50,574 1 298 ,000
Q44 , 784 82,181 1 298 ,000

Annexe N° 13

les résultats obtenus a partir de I'analyse factorielle en composantes principales

pour évaluer la qualité du service client

FACTOR

IVARIABLES Q32 x1 X2 x3 x4 R1 R2
IMISSING PAIRWISE
JANALYSIS Q32 x1 x2 x3 x4 R1 R2
ISELECT=S(2)
/PRINT UNIVARIATE INITIAL CORRELATION SIG DET KMO EXTRACTION
ROTATION
IFORMAT SORT

/PLOT EIGEN ROTATION




ICRITERIA MINEIGEN(1) ITERATE(25)
JEXTRACTION PC

ICRITERIA ITERATE(25)

/ROTATION VARIMAX
IMETHOD=CORRELATION.

Factor Analysis

Notes
Output Created 30-DEC-2015 19:09:51
Comments
Data B:\CRM.sav
Active Dataset DataSetl
Filter <none>
Input Weight <none>
Split File <none>
N of Rows in Working Data
File ’ 300
MISSING=EXCLUDE: User-
Definition of Missing defined missing values are treated
as missing.
. PAIRWISE: Correlation
Missing Value - .
: coefficients for each pair of
Handling

Cases Used

variables are based on all the cases
with valid data for that pair. The
factor analysis is based on these
correlations.




FACTOR

/VARIABLES Q32 x1 x2 x3 x4
R1 R2

IMISSING PAIRWISE

/ANALYSIS Q32 x1 x2 x3 x4 R1
R2

ISELECT=S(2)

/PRINT UNIVARIATE INITIAL
CORRELATION SIG DET KMO

Syntax EXTRACTION ROTATION
/[FORMAT SORT
/PLOT EIGEN ROTATION
/ICRITERIA MINEIGEN(1)
ITERATE(25)
JEXTRACTION PC
/ICRITERIA ITERATE(25)
/ROTATION VARIMAX
/IMETHOD=CORRELATION.
Processor Time 00:00:00,95
Resources Elapsed Time 00:00:01,89
Maximum Memory Required |7204 (7,035K) bytes
Descriptive Statistics®
Mean Std. Deviation| AnalysisN | Missing N
Q32 2,45 A4 104 0
x1 2,74 ,337 104 0
X2 2,49 ,407 104 0
X3 2,60 453 104 0
x4 2,58 ,499 104 0
R1 2,62 ,290 104 0
R2 2,80 443 104 0
a. Only cases for which S = satisfait are used in the analysis phase.
Correlation Matrix®”
Q32 x1 X2 X3 x4
Q32 1,000 ,109 ,162 ,100
x1 ,109 1,000 487 ,382
Correlati X2 ,162 487 1,000 ,356
orretation .3 100 382 356 1,000
x4 ,073 ,334 418 ,619
R1 ,122 ,192 ,303 232




Sig. (1-tailed)

R2
Q32
x1
X2
X3
x4
R1
R2

,036

,136
,050
,156
232
, 110
,359

,086
,136

,000
,000
,000
,025
,192

,280
,050

,000

,000
,000
,001
,002

,061
,156

,000
,000

,000
,009
,268

,19(
,23.
,00(
,00(
,00(

a. Only cases for which S = satisfait are used in the analysis phase.
b. Determinant = ,266

KMO and Bartlett's Test?

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy.

Bartlett's Test of

Sphericity

Approx. Chi-Square

df
Sig.

132,283

704

21
,000

a. Only cases for which S = satisfait are used in the analysis phase.

Communalities®

Initial Extraction
Q32 1,000 115
x1 1,000 487
X2 1,000 594
X3 1,000 706
x4 1,000 ,652
R1 1,000 498
R2 1,000 616

Extraction Method: Principal
Component Analysis.
a. Only cases for which S = satisfait
are used in the analysis phase.

Total Variance Explained®

Component

Initial Eigenvalues

Extraction Sums of Squared Loadi

Total % of Variance | Cumulative % Total % of Variance Cumulg
1 2,573 36,762 36,762 2,573 36,762
2 1,095 15,636 52,398 1,095 15,636
3 ,980 13,994 66,392
4 178 11,109 77,501
5 7154 10,775 88,276
6 475 6,780 95,056



|7 | 346 | 4,944 100,000 |

Extraction Method: Principal Component Analysis.
a. Only cases for which S = satisfait are used in the analysis phase.

Scree Plot

Eigenvalue

0,0

Component Number

Component Matrix®"

Component
1 2
X2 , 7160 127
x4 , 146 -,308
X3 , 132 -,411
x1 ,670 -,193
Q32 ,253 ,226
R2 374 ,690
R1 ,499 499

Extraction Method: Principal
Component Analysis.

a. 2 components extracted.

b. Only cases for which S = satisfait
are used in the analysis phase.



Rotated Component Matrix*"

Component
1 2
X3 ,840 ,022
X4 ,799 , 118
x1 675 , 178
X2 ,588 ,498
R2 -,032 , 784
R1 173 ,684
Q32 ,101 324

Extraction Method: Principal
Component Analysis.

Rotation Method: Varimax with
Kaiser Normalization.
a. Rotation converged in 3 iterations.
b. Only cases for which S = satisfait
are used in the analysis phase.

Component Transformation Matrix®

Component 1 2
1 ,859 512
2 -,512 ,859

Extraction Method: Principal Component

Analysis.

Rotation Method: Varimax with Kaiser

Normalization.

a. Only cases for which S = satisfait are
used in the analysis phase.




Component Plot in Rotated Space

1,0

x2
0,57 o]
%1

®3
00 =

Component 2

0,54

1,0

4.0 05 0,0 0,5 1,0

Component 1

Annexe N° 14

L'évaluation du service client concernant le réseau de troisieme géeneration 3G++

T-TEST GROUPS=Q34(1 3)

IMISSING=ANALYSIS

IVARIABLES=Q29 Q30 Q31 Q32 Q33 Q35 Q36 Q37 Q38 Q39 Q40 Q41 Q42 Q43
Q44

JCRITERIA=CI(.95).

T-Test
Notes

Output Created 30-DEC-2015 19:20:24
Comments

Data B:\CRM.sav
Input A_ctive Dataset DataSet1

Filter <none>

Weight <none>




Split File

N of Rows in Working Data

File

Definition of Missing

<none>
300

User defined missing values are
treated as missing.

Missing Value Statistics for each analysis are
Handling based on the cases with no missing
Cases Used
or out-of-range data for any
variable in the analysis.
T-TEST GROUPS=Q34(1 3)
IMISSING=ANALYSIS
Syntax /IVARIABLES=0Q29 Q30 Q31
Q32 Q33 Q35 Q36 Q37 Q38 Q39
Q40 Q41 Q42 Q43 Q44
/ICRITERIA=CI(.95).
RESOUICES Processor Time 00:00:00,05
Elapsed Time 00:00:00,08
Group Statistics
Q34 N Mean Std. Deviation Std. Error
Mean
929 pas d'accord 12 1,92 ,996 ,288
d'accord 22 2,68 ATT7 ,102
Q30 pas d'accord 12 1,83 ,835 241
d'accord 22 2,36 127 ,155
Q31 pas d'accord 12 2,00 ,853 ,246
d'accord 22 2,68 ,568 121
Q32 pas d'accord 12 1,17 ,389 112
d'accord 22 2,27 ,883 ,188
033 pas d'accord 12 1,50 ,905 261
d'accord 22 2,77 ,528 ,113
Q35 pas d'accord 12 1,67 778 225
d'accord 22 2,82 ,501 ,107
Q36 pas d'accord 12 1,75 , 754 ,218
d'accord 22 2,14 ,941 ,201
Q37 pas d'accord 12 2,08 ,900 ,260
d'accord 22 2,50 ,802 171
Q38 pas d'accord 12 1,92 ,793 229
d'accord 22 2,27 ,883 ,188
Q39 pas d'accord 12 1,58 ,515 ,149
d'accord 22 1,91 ,921 ,196
Q40 pas d'accord 12 2,00 ,603 174
d'accord 22 2,18 ,853 ,182




Qa1 pas d'accord 12 2,33 ,888 ,256
d'accord 22 2,36 ,902 ,192
Q42 pas d'accord 12 2,08 ,900 ,260
d'accord 22 2,45 ,858 ,183
Q43 pas d'accord 12 2,25 ,866 ,250
d'accord 22 2,68 ,716 ,153
Q44 pas d'accord 12 1,92 ,900 ,260
d'accord 22 2,45 ,800 171
Independ
Levene's Test for Equality of
Variances
F Sig. t
929 Equal variances assumed 39,546 ,000 -3,045
Equal variances not assumed -2,509
Q30 Equal variances assumed ,206 ,653 -1,930
Equal variances not assumed -1,851
Q31 Equal variances assumed 2,184 ,149 -2,796
Equal variances not assumed -2,485
Q32 Equal variances assumed 20,287 ,000 -4,106
Equal variances not assumed -5,046
Q33 Equal variances assumed 7,005 ,013 -5,204
Equal variances not assumed -4,475
Q35 Equal variances assumed 6,964 ,013 -5,253
Equal variances not assumed -4,628
Q36 Equal variances assumed 3,779 ,061 -1,222
Equal variances not assumed -1,305
Q37 Equal variances assumed ,323 574 -1,387
Equal variances not assumed -1,339
Q38 Equal variances assumed 1,668 ,206 -1,163
Equal variances not assumed -1,202
Q39 Equal variances assumed 10,018 ,003 -1,128
Equal variances not assumed -1,323
Q40 Equal variances assumed 7,258 ,011 -,653
Equal variances not assumed -, 122
Q41 Equal variances assumed ,063 ,803 -,094
Equal variances not assumed -,095
Q42 Equal variances assumed ,019 ,890 -1,185
Equal variances not assumed -1,168
Q43 Equal variances assumed 2,071 ,160 -1,561
Equal variances not assumed -1,474
Q44 Equal variances assumed 253 ,618 -1,793
Equal variances not assumed -1,730




T-TEST GROUPS=puce(2' '10')
IMISSING=ANALYSIS
IVARIABLES=Q29 Q30 Q31 Q32 Q33 Q35 Q36 Q37 Q38 Q39 Q40 Q41 Q42 Q43

Q44 Q34

ICRITERIA=CI(.95).

T-Test
Notes
Output Created 30-DEC-2015 19:31:10
Comments
Data B:\CRM.sav
Active Dataset DataSet1
Filter <none>
Input Weight <none>
Split File <none>
Ei |?af Rows in Working Data 300
Definition of Missing User defineo_l missing values are
treated as missing.
Missing Value Statistics for each analysis are
Handling based on the cases with no missing
Cases Used
or out-of-range data for any
variable in the analysis.
T-TEST GROUPS=puce('2' '10")
IMISSING=ANALYSIS
Syntax IVARIABLES=Q29 Q30 Q31
Q32 Q33 Q35 Q36 Q37 Q38 Q39
Q40 Q41 Q42 Q43 Q44 Q34
/ICRITERIA=CI(.95).
R Processor Time 00:00:00,02
eSourees Elapsed Time 00:00:01,29
Group Statistics
puce N Mean Std. Deviation|  Std. Error
Mean
29 3G++ 22 2,23 , 752 ,160
Q mobtasim et 3G++ 15 2,47 ,640 ,165




Q30 3G++ ' 22 2,09 ,610 ,130
mobtasim et 3G++ 15 2,20 561 ,145
Q31 3G++ 22 2,32 ,716 ,153
mobtasim et 3G++ 15 2,60 ,632 ,163
Q32 3G++ _ 22 1,68 ,839 ,179
mobtasim et 3G++ 15 2,27 ,799 ,206
Q33 3G++ _ 22 2,27 ,883 ,188
mobtasim et 3G++ 15 2,33 ,816 211
Q35 3G++ _ 22 2,05 , 785 ,167
mobtasim et 3G++ 15 2,80 ,561 ,145
Q36 3G++ 22 1,95 ,899 ,192
mobtasim et 3G++ 15 2,20 ,862 223
Q37 3G++ 22 2,23 ,869 ,185
mobtasim et 3G++ 15 2,53 ,834 ,215
Q38 3G++ 22 2,18 ,853 ,182
mobtasim et 3G++ 15 1,87 ,834 ,215
Q39 3G++ 22 2,00 ,690 , 147
mobtasim et 3G++ 15 1,80 ,862 223
Q40 3G++ 22 2,23 ,685 ,146
mobtasim et 3G++ 15 1,87 ,834 ,215
Q41 3G++ 22 2,18 ,907 ,193
mobtasim et 3G++ 15 2,00 1,000 ,258
Q42 3G++ 22 2,55 ,739 ,157
mobtasim et 3G++ 15 2,00 ,926 ,239
Q43 3G++ 22 2,73 ,631 ,135
mobtasim et 3G++ 15 2,47 ,834 215
Qa4 3G++ 22 2,14 ,834 178
mobtasim et 3G++ 15 2,27 ,884 ,228
34 3G++ 22 2,09 811 , 173
Q mobtasim et 3G++ 15 2,40 137 ,190
Independ
Levene's Test for Equality of
Variances
F Sig.

29 Equal variances assumed 317 577 -1,008
Q Equal variances not assumed -1,040
Q30 Equal variances assumed ,010 ,922 -,551

Equal variances not assumed -,561
Q31 Equal variances assumed ,639 429 -1,231
Equal variances not assumed -1,261
Q32 Equal variances assumed 244 ,624 -2,122
Equal variances not assumed -2,142




Q33
Q35
Q36
Q37
Q38
Q39
Q40
Q41
Q42
Q43
Q44

Q34

Equal variances assumed
Equal variances not assumed
Equal variances assumed
Equal variances not assumed
Equal variances assumed
Equal variances not assumed
Equal variances assumed
Equal variances not assumed
Equal variances assumed
Equal variances not assumed
Equal variances assumed
Equal variances not assumed
Equal variances assumed
Equal variances not assumed
Equal variances assumed
Equal variances not assumed
Equal variances assumed
Equal variances not assumed
Equal variances assumed
Equal variances not assumed
Equal variances assumed
Equal variances not assumed
Equal variances assumed

Equal variances not assumed

496
2,855
066
448
141
3,556
990
1,190
1,876
3,571
333

,025

,486
,100
,7199
,508
,709
,068
,326
,283
,180
,067
,568

876

-,211
-,214
-3,200
-3,409
-,829
-,836
-1,069
-1,077
1,113
1,118
, 782
,750
1,439
1,386
o4
,564
1,990
1,906
1,082
1,027
-,456
-,451
-1,180
-1,202




