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Abstract

This study aims to examine the role and impact of electronic payment
applications on customer satisfaction by identifying the role of service quality as
a mediating variable. To provide a comprehensive understanding of the topic,
the theoretical section addresses the fundamental concepts of the study by
defining electronic payment applications, identifying the dimensions of service
quality, and explaining the concept of customer satisfaction. In the applied
section, a case study was conducted at the Algerian Post Office—Ghardaia
Branch. A descriptive approach was adopted as it was deemed most appropriate
for achieving the study’s objectives. To implement this approach in the field, a
questionnaire was used as the primary tool for collecting data from a sample of
customers. The data were analyzed and statistically processed using R and SPSS
software during the period from April 18 to May 15, 2026. The study concluded
that electronic payment applications—in their various dimensions (ease of use,
performance efficiency, trust, and perceived benefit)—have a statistically
significant positive impact on customer satisfaction, confirming that service
quality serves as an effective mediating variable in the relationship. No
statistically significant differences were found in the responses of the sample
participants attributable to their personal characteristics. In light of these results,
the study recommends continuing to invest in digital infrastructure and
strengthening cybersecurity and protection systems, while intensifying
awareness campaigns and employee training to ensure the provision of fast,
secure, and sustainable electronic payment services that meet customer needs.

Keywords: electronic payment applications, service quality, mediating variable,
customer satisfaction, Algerian Post Office.
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Récapitulatif des modéles

Modé R
le

R-deux

R-deux
ajuste

Erreur
standard de
I'estimation

1],548°

,300

297

,43901

adall wlinltg, Valeurs prédites : (constantes),

s RS

Coefficients?

s s A 81

Modele

Coefficients non

Coefficient

standardisés

S
standardisé
S

Erreur
standard

Béta

Sig.

(Constante)
1 adall laylas
s Sy

1,422
,546

213
,055

,548

6,665
9,894

,000
,000

4.2l 33 5aa. Variable dépendante :

Ciladdl) Bagay alddial) A ggm (s Jaseaad) jlaady) Julas
Récapitulatif des modeles

Mode R R-deux| R-deux Erreur
le ajusté | standard de
I'estimation
11,218% |,048 ,044 ,51219

lasiuy) A e, Valeurs prédites : (constantes),

Coefficients?

Modele

Coefficients non
standardisés

S

S

Coefficient

standardisé

Erreur
standard

Béta

Sig.




(CO”StaQ; 2,880 190 15,130 | 000
L
e 156 046 218 3379 |.001

40301 33 523, Variable dépendante :

-claddlf Bagay s1al BeldS Cpu Javeal) jlaady) Julad
Récapitulatif des modeéles

Mode R R-deux| R-deux Erreur
le ajusté | standard de
I'estimation
11,5628 |,316 ,313 43418

¢2¥) 3:ia, Valeurs prédites : (constantes),

Coefficients?

Modele Coefficients non Coefficient T Sig.

standardisés S

standardisé
S
A Erreur Béta
standard

. (CO”Stag 1858  |,164 11,335 |,000
1oV eS| 467 ,045 562 10,255 {,000

4.3l 33 a3, Variable dépendante :
‘Ciladdl) Baga g AREN (s Jasd) jlaady) Jalas

Récapitulatif des modeles

Mode R R-deux| R-deux Erreur
le ajusté | standard de
I'estimation
11,551 |,303 ,300 ,43806

Guhkill 448 3, Valeurs prédites : (constantes), -

Coefficients?

Modeéle Coefficients non Coefficient| T Sig.

standardisés S

standardisé
S




gl

A Erreur Béta
standard
(Constag; 1,849 169 10,908 |[,000
P 445 045 551 9,965 |,000
Gakall i ’ ’ L

40301 33 523, Variable dépendante :

ciladi) 33 g2 9 (59 ASY) adal) iyt A jaal) dadial) ¢y Jased) Jlasiy)

Récapitulatif des modeles

Mode R R-deux| R-deux Erreur
le ajuste | standard de
I'estimation
11,3172 |,101 ,097 49773

4S )l 4=didlla, Valeurs prédites : (constantes),

Coefficients?

Modele Coefficients non Coefficient T Sig.
standardisés S
standardisé
S
A Erreur Béta
standard
(CO”Stag 2,597 184 14.100 |,000
1 il
A<l 224 044 317 5,053 |,000
4.4l 33 2. Variable dépendante :
Al A )
s3and) La g (A 9 ASIY) adal) cilipadati ¢ Japd) laady) Jalad
Récapitulatif des modeles
Modé R R-deux| R-deux Erreur
le ajusté | standard de
I'estimation
11,476% |,227 224 47698

&l clinkig, Valeurs prédites : (constantes),

s ATy



Coefficients?

Modeéle Coefficients non Coefficient Sig.

standardisés S

standardisé
S
A Erreur Béta
standard
(Constante) | 1,691 ,232 7,297 1,000
! gl s 491 060 476 8,181 |,000
reil | ’ ’ L

reBaall Ly g (A g S adal) cladatil al a3 AL gg Cp Janeal) JlaadY) Jalas

¢Jall Lia ja, Variable dépendante :

Récapitulatif des modeles

Mode R R-deux| R-deux Erreur
le ajusté | standard de
I'estimation
11,190 |,036 ,032 ,53262

slasiuy) A e, Valeurs prédites : (constantes),

Coefficients?

Modele Coefficients non Coefficient T Sig.
standardisés S
standardisé
S
A Erreur Béta
standard
(Constant| 5 3y 198 15161 |,000
1 4]
e 140 048 1190 2,921 |,004
alasiny)

¢Seall La ya, Variable dépendante :

sand) Ly g (A 9SSy adal) it o )oY 8o S (s Jasad) jlasy) Julas

Récapitulatif des modéles




daadlall

Mode R R-deux| R-deux Erreur
le ajusté | standard de
I'estimation
1|,4600 |,212 |,208 48165

¢2¥) 3:ia, Valeurs prédites : (constantes),

Coefficients?

Modele Coefficients non Coefficient T Sig.

standardisés S

standardisé
S
A Erreur Béta
standard

. (CO”StaQ; 2,169 182 11,929 |,000
c1aY) 3.1 | 395 ,050 460 7,826 |,000

¢Saall Lia ja, Variable dépendante :

15 Sand) L g (A 9 STy adall il gé&m Ot Bad) laady) Julas

Récapitulatif des modeles

Modeé R R-deux| R-deux Erreur
le ajusté | standard de
I'estimation
11,489* |,239 236 47310
Gubill A4dl 3, Valeurs prédites : (constantes), -
Coefficients?
Modele Coefficients non Coefficient T Sig.
standardisés S
standardisé
S
A Erreur Béta
standard
(CO”StaQ; 2,042 183 11,154 |,000
1 4dil) -
Gkl s ,409 ,048 ,489 8,474 1,000

¢Jall La ja, Variable dépendante :



1elead) L) g (A g sl gﬁ\ cliudail A< jaal) dxdiall (s Jaseadl laady) Jalas

Récapitulatif des modéles

Modée R R-deux| R-deux Erreur
le ajusté | standard de
I'estimation
1],295* |,087 ,083 ,51829

482l 4=siallg, Valeurs prédites : (constantes),

Coefficients?

Modele Coefficients non Coefficient T Sig.

standardisés S

standardisé
S
A Erreur Béta
standard
(CO”StaQ; 2,689 192 14.019 |.000
1 il

A<l 216 ,046 295 4,669 |,000

¢Sall La ja, Variable dépendante :

A A 4l

eMand) L ) g iladdd) 32 ga (p Jasaad) laady) Julas

Récapitulatif des modeles

Mode R R-deux| R-deux Erreur
le ajusté | standard de
I'estimation
11,625% |,391 ,388 42335

421l 32 gaa. Valeurs prédites : (constantes),

Coefficients?

Modéle Coefficients non Coefficient T
standardisés S
standardisé

S

Sig.




gl

A Erreur Béta
standard
. (CO”StaQ; 1,300 190 6,850 | 000
daaall 2 9a| 646 ,053 625 12,100 |,000
¢Sl La 3, Variable dépendante :
Lsalall A il
ANOVA a 1 facteur
Somme des| ddl Moyenne F Significat
carrés des carrés ion
Inter-
11,707 34 344 1,466 |,057
groupes
. ‘ _
i Intra-1 0 708 195 | 235
groupes
Total | 57,496 229
Inter-
32,853 34 966 1,180 |,242
groupes
. | _
ol Intra-1156 207|105 | 819
groupes
Total| 192,561 229
Inter-1o5 363 |34 |.746 1207 | 214
) s sieal gr?uFes
- . ntra-
(sl groupes 120,502 195 618
Total | 145,865 229
Inter-
26,250 34 172 815 756
groupes
. ‘ -
Oel Intra-1 101 637|105 | 947
groupes
Total| 210,887 229
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