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Abstract:

This thesis aimed to study the impact of information and communication technology on the
quality of public services provided by the Mobilis company in the state of Ghardaia, Algeria.

To achieve this objective, the descriptive analytical approach was used to identify the
various concepts related to the topic, in addition to conducting a field study to identify the effect
of using information and communication technology on the quality of public services provided.

The study population included all customers of the Mobilis company at the level of
Ghardaia state, where a representative random sample of this population was selected,
comprising 524 customers. Data was collected from the selected sample using an electronic
questionnaire. Then, it was analyzed and interpreted based on different statistical methods, in
addition to using SPSS_26 programs to test the study hypotheses.

The study found a relatively positive and strong relationship between information and
communication technology and the quality of public services. Information and communication
technology had a significant and positive impact on the quality of public services at Mobilis
company in general. Specifically, the sub-independent variables (software, networks, and human
resources) had a large and statistically significant positive impact on all dimensions of public
service quality, while "equipment” had a statistically significant impact on all dimensions of
public service quality except the "responsiveness” dimension. As for "databases", their impact on
the quality of public services was weak and statistically insignificant with all dimensions of
public service quality except the "tangibility" dimension.

Based on these results, several recommendations were made to Mobilis company to
improve the quality of its public services by benefiting from all aspects of information and
communication technology. This includes improving equipment and networks, developing
software, training employees, and addressing its weakness in the "databases"” dimension.

Keywords :Technology, information, communication ,service, public service, quality
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