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Measuring the impact of customer expectations On the experience
of their relationship in the field of Customer service Subscribers
to third-generation (3G++) -Case Study of Mobilis operator’s
Customers

e ¢ lawdl . *yalal e (3,8 .
achi6@gmail.com abdelkaderguerch@yahoo.fr
BUIBES (EANIVS (B PHIPY

Gsoll LA alaie Bl L Qi) cailed) labaia (L) 3003 e (sl 38ke duad dagle Calids
AS)Uie aaa e Caigh Lady e ity Sl Jlaiy) A8 daliall ) (sgiee e a8 JSE
Laxh e bsie suia dflial Giledd e 5alEY) By cpendl) DS e 0235 dand 8 sl (03]
o aYL o el o Jualsill CilSud e Aadiall ciladll daglie alaia¥ly chypadll Jilol
andll o Jpeanll laiul) Alal b AL Cilge caaad AU ol ge deslly dasi)
Gy 13 el ADle Apat DAY agh aBlA)y « AY (s e caling el 1 Ul deskia)
ek 4l e Jeagl) & s (a5 )s AE) AL e St Gl cladig s o Al aaa
Dy Lyl g Jaad Al bl gal (+4G3) sl dend e gl 3] Luns Adle Ad) xdls
Aaall o8 ey LAY a5 Alad) 3 lale) e Sl Lilaial dleay 0l o GSSld) sl
Jangs alaialy o5 o sl OIS LS adly g elld cula ) caginat] padll iajl) saall ks
ax il jedh 4l LS Ay Aal Alabee sy QLS daajdll coly WIS (0l 8y08) Liayll g
s Ciige 35n5 e aigll GSslall el jpai Al bl sal AN e Al JEY) cadlsl
syl
el €A Aaak s iDL s dalidal) clalsl)

Abstract:
The nature of the experience of the customer relationship with area's customers
mobile phone relatively varies due to the adoption of the customer's decision about
the level of the available prices, and to his frequency of visits to the agency, and also
to the size of his advantage from extra customer's service which are available via
SMS service, or his interest in services provided on social networks. This can reflect
his conscience about his participation. This latter occurs when the opportunity of

taking advantage of new service is snapped. This role differs from a customer to
another; and consequently; in turn, this role affects the customer relationship. So the
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volume of the relationship depends on the experience and the expectations of the
customer to confirm the features of the relation (trust and engagement). It was
concluded that trust is relatively high for the customers who showed high level of
satisfaction, and scored good responsiveness. In addition, it is in his beginning and in
its way to be satisfied. Besides the greater the customer is conscious and satisfied
(more experienced) the greater the opportunity of acquiring new motives of special
treatment. It was showed that there is a big effect on mobility financial costs on
engagement for categories that scored high behavioral grades despite his attitude of
satisfaction .
Keywords: customer services; customer relationship; Mobilis
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