13,8 daslr
m.:j\ ("}L"ﬁ dgylnadlg dysla:dy) e}\aj\ s

23T male B3g Oldlaze JLSaw Lodde 85T
) poheg Dylndls LsLadY) aghall 1Ol
dyymd! pohall (dmid)
Slads 1 gand [ yawasl!

@ lwlSailg Al Slods 3340 W1 B 439 mSIYI 8101
Sl gl Loy o

o s (o It sl o

2019 01 19 : augte e ol 5 23y

P.hj\.o..oi LY L Ry Zu;id\ deoedd el.ai

()38 dmalr) "G el Sl o (£918,5 .5

(W)d g dralr) "l Sl (e (g .3

(W)d g dralr) " A lans Sl @) gl o mddt

(413 B dnelr) " ol Sl iUl 83500 5Yoi .3

2019-2018 :isledt dcdt







13,8 daslr
m.:j\ ("}L"ﬁ dgylnadlg dysla:dy) e}\aj\ s

23T male B3g Oldlaze JLSaw Lodde 85T
) poheg Dylndls LsLadY) aghall 1Ol
dyymd! pohall (dmid)
Slads 1 gand [ yawasl!

@ lwlSailg Al Slods 3340 W1 B 439 mSIYI 8101
Sl gl Loy o

o s (o It sl o

2019 01 19 : augte e ol 5 23y

P.hj\.o..oi LY L Ry Zu;id\ deoedd el.ai

()38 dmalr) "G el Sl o (£918,5 .5

(W)d g dralr) "l Sl (e (g .3

(W)d g dralr) " A lans Sl @) gl o mddt

(413 B dnelr) " ol Sl iUl 83500 5Yoi .3

2019-2018 :isledt dcdt




AN AN NN NN NN NN NN

AL NN NANNNNNANNNNNNNNNNNNNN

&)Y

la) Lo A2 Laalay oS cpa )

Lagad &) &bl camal) (aly (ol Lagd sloaly ) Alagl ¢ ()

baagll iy el aly Al A
L L T N s Al )
daaag by cuaallae (glag cennennens A |

Aauly S i e 5 Y
Jadl Ay Auall B Dl )
il 185 Asmaly agual cpe S ) ey Sd Las
e iy Eal g5

algiall agal) 138 saal lasan agal)

Olaadlae v

AN A AN A AN A A A A A A A A A A A A A A A A A A A

WA AN A AN ANy A ANy Ay AN Ay A A A




AN AN NN NN NN NN NN

AL NN NANNNNNANNNNNNNNNNNNNN

o\’m 4&3

a ) ) Al e
lalla desi oy gally oy Ao camndl A dlians a7 o Jodl @)
(Ceallal) dale B dlian y Aldalg ol s
asliall ) (Gama

19 Y. Jaill 3) gau

Sandl 13 Sl by of 188 oSy &) daad (g JS Jdg Yl
alug ade A Lo dana Uds Ao aMadly 53uall anyg

gVl Al ) olhally sl) paiilly Jajal) SEIL Al
o3 alad] & dadll dailaly Angally ML) and Gaa Al Jaaldl
J8 ) oliiayly Sl adsl of o quay LS ¢ A JS A oiag 834

RS YU VY P P,

sl g Ably

AN A AN A AN A A A A A A A A A A A A A A A A A A A

WA AN A AN ANy A ANy Ay AN Ay A A A




:uaa'la

Lkl lead Basmy oY1 8 Ay SN 51 T ddjma I Al 036 b

Aallas Uglae Bk e @llyg ¢ Ghlsall Hhi dgay o ¢ Ghlsall L) o LalulSail;
9(Aal) alal) (3hyall ilaniy a1 e A pSNI 51 s ok r Al Ay
218 )b ddlade due o dn)s & Gl mealy SlanVl L (el g
i Jilayy 5 Al F el ¢ By A cbal pan o e ohlse
Hlgaa] =il Aaa ) diail ¢ (SPSS) dlan) aiall galiye Asbeial Gl
cobalsal) Sl Agas (e Aol gt Al ilardl) 8 Lgale (st llia @
cChalsall plat dgay (e Aaldl ledd Baga st A A ISV B)l0Y) Cals @
Al Clead B (g5l o (aly Ghlsall e
cAalll Glead By Gl A dAdbas) AVL D3 3958 2ag @

BN Juady (Laldl) alal)l hiall claady elY) B alag) LEE duaxs

PPN

. u.k\}ol\ L.'A_) ¢ da2all B¢ ¢ :\:\4‘5)35};\ 'é)\.lg\ ¢ :\:\A)AL PR %m‘ Glalsty

Summary:

The aim of this study is to know the impact of electronic management on
improving the quality of municipal services and their impact on citizens'
satisfaction, from the point of view of the citizen by trying to address the
following problem: How does electronic management affect the upgrading of
the municipal services? For this purpose, we used the design of a
questionnaire that was distributed to a random sample of 218 citizens
distributed to some municipalities of Ghardaia state. Finally, we will analyze
the results of the questionnaire using the Statistical Package Program (SPSS) ,
to reach the results of the most important :



* There is a marked improvement in the services provided by the municipality
from the point of view of the citizen.

» Electronic management has contributed to improving the quality of
municipal services from the point of view of citizens.

» Citizens are satisfied with the quality of municipal services.

» There are statistically significant differences in the levels of upgrading
municipal services.

** There is a positive impact on upgrading the services of the public
utility (municipality) thanks to electronic administration.

Keywords : public service, electronic administration, quality of service,
citizen satisfaction .
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Reliability Statistics

Cronbach's N of Items
Alpha

.699 4
Agaba ) AUy ABLacal) ABlUayy City el Alhayg Jacd) Slsag Aivall Aal) allas LB Laglgicsll JA)

Reliability Statistics

Cronbach's Alpha N of Items

.754 4

FIRPRLTLN RSN I O A

Reliability Statistics

Cronbach's N of Items
Alpha

.803 5

g AN 5 V) (e

Reliability Statistics

Cronbach's Alpha N of Items

.754 4

L3g S 800 : Jiaal) psicial

Reliability Statistics

Cronbach's N of Items
Alpha

.847 18
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Reliability Statistics

Cronbach's
Alpha

N of Items

.832

Reliability Statistics

Cronbach's
Alpha

N of Items

.810

14

Reliability Statistics

Cronbach's
Alpha

N of Items

.866

19

Reliability Statistics

Cronbach's
Alpha

N of Items

915
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One-Sample Kolmogorov-Smirnov Test

BV A, S | Clysiee B Gled
Azl
N 218 218
Normal Parameters®® Mean 36468 36881
Std. Deviation .84598 .90643
Absolute 199 .180
Most Extreme Differences Positive .092 .095
Negative .199 .180
Kolmogorov-Smirnov Z .932 .665
Asymp. Sig. (2-tailed) .652 493
a. Test distribution is Normal.
b. Calculated from data.
i)
Frequency | Percent | Valid Percent Cumulative
Percent
K382 37.6 37.6 37.6
Valid <l | 136 62.4 62.4 100.0
Total | 218 100.0 100.0
4 yand) 481
Frequency Percent Valid Percent Cumulative
Percent
.30 0. i | 62 28.4 28.4 28.4
4. 40 oo JE- 4031 | 111 50.9 50.9 79.4
Valid 4. 50 0e JHi41- | 31 14.2 14.2 93.6
sseawsl |14 6.4 6.4 100.0
Total | 218 100.0 100.0




07 @;‘u Salal)

alnll Jagall

Lald) s Jala datiyl

A g i) 3)lYL i a e

Frequency Percent Valid Percent Cumulative
Percent
@6 e il | 20 9.2 9.2 9.2
Gsa) 77 35.3 35.3 445
Valid =] 103 47.2 47.2 91.7
Lle il 0 18 8.3 8.3 100.0
Total | 218 100.0 100.0
Frequency Percent Valid Percent Cumulative
Percent
Clsie 5 e Ji1 | 13 6.0 6.0 6.0
Gy 10 SN 5 oe | 22 10.1 10.1 16.1
Valid 42011 0+| 26 11.9 11.9 28.0
45 20 e s8I 157 72.0 72.0 100.0
Total | 218 100.0 100.0
Frequency Percent Valid Percent Cumulative
Percent
e ] 17.9 17.9 17.9
il ]| 155 71.1 71.1 89.0
Valid iaidia ] 19 8.7 8.7 97.7
draia] 5 2.3 2.3 100.0
Total | 218 100.0 100.0




08 aéu Salal)

Descriptive Statistics

Mean Std. Deviation

L Sl sl ) ghatll S 55 Zpall)

218 3.6376 1.06985
Aaal)
B0 dlie Cilama padiud dgalil)

218 3.6009 1.13649
Al
Al ALl Dlaeall (g (38 llia 218 4.0963 .96237
G siua e B8 5l 4y g SV 3 H1aY)

218 3.0229 1.36595
lad) guea
A ATy Gl all i) 218 3.3303 98101
EEPRSMEPIRN 218 3.6468 .84598
Valid N (listwise) 218

Descriptive Statistics

N Mean Std. Deviation
eyl 8 G e sl 218 3.7661 1.20496
cUad W A Jules 218 3.6606 1.12958
Gl gl ddalis U Saletill ity
218 3.4817 1.23771
Cibal all 5
a8 il g Jl jal) e oliasl)
i 218 3.7248 1.14297
a4l
o Jalall 8 Janll 5 31 glusall
i 218 3.3991 1.32380
Cpilal gal)
Aal) sy b L o €3 Jla)
g =l Alay g il ) e g Aiaall 218 3.5826 1.01943
S Aale )l Aaladl 5 8Ll Ay
Valid N (listwise) 218
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Descriptive Statistics

N Mean Std. Deviation

O (g Camand A5 I 5,10y
218 4.0321 .87140

Ja ganl) daadl)

Uy rasde e ST an, Sy 5 Y
) 218 4.1514 .91582

MEN
slindl 5 gl 855 3505 IV 51y 218 4.1147 1.07363

Lot ) ol g xS 5510
218 4.1743 .93910

el 2y

) el A g iIVY 5 laY)
218 4.0321 1.04015

sl sall (a5 laY)
A IV 5 oYl dasdla 218 4.10092 .96802

Valid N (listwise) 218

Descriptive Statistics

N Mean Std. Deviation
SJ\JY\ Sz fx_J_\LS\ Laa rslau
¢ 218 3.4404 1.21383
5 xS
O3l 5 dpiaall Alal) dalias
218 3.8991 .97852
Ly i<l Sl Y daelaiay)
;qg‘)aﬂ\ruUa.:j‘)&-.d\ ‘)\}A:*A.LAA
218 4.3532 .74303
i) Sala €Y
ala L)) 48a) 5 A8l A8Uay dalias
218 3.6560 1.18593
L g Y Sl SV
Toalll et (B ) Oy e 218 3.6881 .90643
Qg i SIV3laY) il s 218 3.8371 1.03032
Valid N (listwise) 218
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Descriptive Statistics

N Mean Std. Deviation

Loddll a5 (5 gine 8 |y shat ellia
218 3.8349 .97445

Tle dda
Ay e de oy ol Aadiall Aaadl) 218 3.5229 1.12448
4883 55 e dadiall Aaadl) 218 3.3349 1.19244

e (v Aedll e Jgasll o4
218 3.4633 1.21095

clic
4 o Llls deaiall) Aaadl) 218 3.6101 1.00197
55l ana g Aeadll 83 ga il ginsa 218 3.7225 .83130
Aolll leod (B ) il glse 218 3.6881 .90643

Valid N (listwise) 218
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Descriptive Statistics

N Mean Std. Deviation

. 218 3.5413 1.25196

Agala ) A8l 5 ALl

Ol Gladd edie el 5 el
) 218 3.7385 1.12388

iy yall 2y 5 i)

el e i e al ) el
) 218 3.4587 1.19932

Laclaia¥l G gsdll 5 dpadl
) i 218 3.4587 1.14427

EAPS

Lt e ju Sle il ) il
218 3.2982 1.19063

dalias (5 siwa o L) as g
218 3.6881 1.13752

ol A8l g 8Ll A8y
218 3.8073 1.12350

gl Ay i) s
218 3.9679 1.01322

Laelain¥) () 538l 5 daall Al
darall i s o (gl ) e 218 3.5229 1.18824

Al cleadll saga e el el
) 218 3.5183 1.21895

bl g

&sall Juaniad e il e
(b Jane il o UL 35 5SHY) 218 4.2156 .94276

Ayl Al

S a8 gl el el
218 4.3440 .87778

el 4l s Jenl

& sall Juaninal e Gl el

J}.n.aa.“ Gilel yal ?LAS\X 64)‘)351\}”
. 218 4.3670 .88677

Sl 3 sy g a2y e

O e sl

b i i aal 8 e al ) el
i 218 4.1606 1.06771

Aga ) i
Ol gall Liay (5 s 218 3.8509 .93055

Valid N (listwise) 218
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One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
512! Ay s ySIY 218 3.6468 .84598 .05730
One-Sample Test
Test Value =3
t df Sig. (2-tailed) | Mean Difference | 95% Confidence Interval of the
Difference
Lower Upper
5_lay) Ay 5 yiSly) 11.288 217 .000 .64679 .5339 .7597

One-Sample Statistics

N Mean

Std. Deviation

Std. Error Mean

e ) s Gyl

218

3.6881

.90643

.06139

One-Sample Test

Test Value = 3
t df Sig. (2-tailed) | Mean Difference 95% Confidence Interval of the
Difference
Lower Upper
Sl glase (B lead daldl 11.208 217 .000 .68807 .5671 .8091
Correlations
oYl A ySIY) | il giae B Clead
Al

Pearson Correlation 1 439"
5 5laY) g 5 SN Sig. (2-tailed) .000
N 218 218
Pearson Correlation 439" 1

Glgiue A alaad 40l Sig. (2-tailed) .000
N 218 218

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

uind) N Mean Std. Deviation | Std. Error Mean
K3 82 3.6402 .90702 .10016
Sl gha (B Slead dpalil) )
Sl 136 3.7169 .90820 .07788

Independent Samples Test

Levene's Test for t-test for Equality of Means
Equality of
Variances
F Sig. t Df Sig. (2- Mean Std. Error 95% Confidence
tailed) Difference Difference Interval of the
Difference
Lower Upper
Equal variances
.053 .818 | .604 216 .546 -.07667- 12692 | -.32682- 17349
Cligine By claa assumed
Al Equal variances not
.604| 171.031 .546 -.07667- .12688 | -.32711- 17378
assumed
ANOVA
Sum of Squares df Mean Square F Sig.
Between Groups 9.661 8 1.208 1.812 .076
Al 4y yeal) Within Groups 139.298 209 .666
Total 148.959 217
Between Groups 11.373 8 1.422 2.504 .013
Ja el alall Within Groups 118.668 209 .568
Total 130.041 217
Between Groups 11.462 8 1.433 1.814 .076
Aall ol 3 Jala A8y Within Groups 165.038 209 .790
Total 176.500 217
Between Groups 7.160 8 .895 2.658 .008
4, i8IV 3 laY0 ¢l 2e 520 Within Groups 70.381 209 .337
Total 77.541 217
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Variables Entered/Removed?

Model Variables Variables Method
Entered Removed
1 5 oY) Ay g Sy P Enter

a. Dependent Variable: < sive 8 5 clead 430

b. All requested variables entered.

Model Summary

Model R Square Adjusted R Std. Error of the
Square Estimate
1 4392 .192 .189 .81648
a. Predictors: (Constant), 3_aY) & yi<lyl
ANOVA?®
Model Sum of Squares df Mean Square F Sig.
Regression 34.296 1 34.296 51.447 .000"
1 Residual 143.993 216 .667
Total 178.289 217
a. Dependent Variable: < siue 8 ) Glars Ll
b. Predictors: (Constant), s_la¥) 4 5 <1y
Coefficients®
Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta
(Constant) 1.974 .245 8.051 .000
! 5,13 A 1Y) 470 .066 439 7.173 .000

a. Dependent Variable: < siue 8 ) Glars bl
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