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Abstract:

Today, the economic world is witnessing rapid shifts and overlapping
developments, mainly due to a complex process that has its own
dimensions and manifestations, the so-called information and
communication technologies, and the issue of quality is one of the most
important issues of interest to distinguished institutions, whatever the
nature of their activities, and institutions In particular, seeks to improve
the quality of its services to increase its performance and satisfy its
customers in terms of service delivery of the required quality and to
enhance its competitive position in the market, and the services sector
in Algeria has witnessed since recent years a major economic
development and recovery movement, which was provoked by In

particular, the services it seeks to provide are based on the introduction



and adoption of information technology and communication in the
field of management and in the means of its delivery, and despite this
we find the quality of service in the telecommunication institutions of
Algeria 1s still presented in an unsatisfactory way, which is evident
through the service provided to the customers T does not meet their

desires adequately.

Keywords: information and communication technology — quality of

service — Quality — service — Customers - Internet.
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