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Abstract

This study aimed to investigate the direct and indirect effect of the dimentions pf service
quality dimensions on customer loyalty via the customer's happiness. Online survey was
designed to collect data from (378) customers of mobile phone service companies in
alggeria. Path analysis was applied to test hypotheses using Warp PLS7 program.

The research results indicated a positive, significant effect of service quality dimensions
on customer happiness, and a partial positive, significant effect of service quality
dimensions (tangibility, reliability, responsiveness, security) on customer loyalty to the
service provider's brand. It also found that there is a positive effect of customer happiness
and customer loyalty, and contrary to our expectations, the results indicated that there
was no indirect positive effect of service quality on customer loyalty to the brand of the
service provider when the customer happiness was mediated. In light of the results of the
study, a set of recommendations were suggested that could contribute to enhancing

customer loyalty to the service provider's brand.

Keywords (service quality, customer happiness, customer brand loyalty).
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