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Summary:

The Organization works to improve and strengthen their competitiveness, and in light
of the globalization of markets and competition, through the imposition of methods and
strategies of productivity and industrial including cleaner production technology and
follow the ISO 14001 that lead to commitment and effective environmental performance
of the organization of environmental management systems, and help to identify the
various environmental problems arising on the activities of the organization, and
compliance with laws and environmental legislation, and based on that research focused
on determining the role of environmental performance in customer satisfaction,
considering that customer satisfaction is the feedback of the level of environmental
performance provided which helps the organization to develop and improve their
environmental performance.

We have tested the wouroud Organization for perfumes producing in the state of Oued
souf to try to identify the role of environmental performance in achieving customer
satisfaction.

In order to address the various aspects of the topic, it has been used several of them
drags desktop scanning in the theoretical side, and focus on a sample survey of
customers at the Applied process.

The research has allowed us to draw important conclusions and propose some avenues
of research where we show that environmental play an effective role in achieving
customer satisfaction, through paying attention to the rat 's ass dimensions of
environmental performance’s dimensions .

Was used descriptive approach to achieve the objectives of the study, data were which
has been designed to offer, were distributed 40 questionnaire, and the number of forms
received amounted to 36 survey, while the number of forms cancellations amounted to 3
questionnaire, and the number of valid questionnaires reached 33 questionnaire, so the
recovery rate 90%, the study sample included the category of staff in the wouroud of
organizations for perfumes production.

The study concluded:

-That the organization has a clear vision of the direction of environmental policy to
have.

-The presence of environmental awareness moderately in wouroud organization.

-For the level of customer satisfaction, there was a fair degree of satisfaction clients
wouroud organization’s clients.



-There are no significant differences concerning environmental performance on
customer satisfaction due to personal factors

(Gender, age, educational qualification, place of residence).

-There are significant about environmental performance in wouroud organization on

customer satisfaction differences attributable to the (number of years of work with the
organization (less than 5 years))

The study recommended the need to improve environmental performance and
development in order to improve the level of customer satisfaction.

Key words: environmental performance _ clients _ Balanced Scorecard satisfaction.
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(03) s salel

alail] (g ghaall
Frequency| Percent Valid Cumulativ
il Percent |e Percent
Freque|Perce| Valid [Cumulati i 13 39.4 39.4 39,4
ds
ncy nt | Percent ve
Percent gsib 7 21,2 21,2 60,6
K3 25 | 75,8 75.8 75.8
Sl 8 [242] 242 | 1000
g Al 2 6.1 6.1 100,0
Totall 33 |100,0| 100,0
Total 33 100,0 100,0
azd)
Frequency| Percent |Valid Percent| Cumulative
Percent
i.18_30 7 21,2 21,2 21,2
iu31_45 12 36.4 36,4 57.6
di.46_59 7 21,2 21,2 78.8
Lé 460
) 7 21,2 21,2 100,0
sl
Total 33 100,0 100,0




5yl il gia

Frequency| Percent |Valid Percent|Cumulati
Percent
Jaild cginis 8 24,2 24,2 24,2
&lpiw6_10 8 24,2 24,2 48,5
aull_15 6 18,2 18,2 66,7
Ld 4.l 6
. 11 33,3 33,3 100,0
e
Total 33 100,0 100,0
(04) & gaLd
sbaall ) o sl
i) Al il alaiaY) o clalg) i) ) | el Ly o))
L) Cppeuns )
N 33 33 33 33 33 33
Mean 3,7636 3,2000 3,5455 3,6909 4,0364 |3,5534
Normal Parameters®® Std.
,60921 ,61237 ,56629 , 43615 , 39037 |,39739
Deviation
Absolute ,127 ,109 ,184 ,114 ,163 ,132
Most Extreme
Positive , 107 , 109 ,184 111 ,163 , 108
Differences
Kolmogorov-Smirnov Z , 728 ,627 1,055 ,654 ,934 ,760
Asymp. Sig. (2-tailed) ,664 ,827 ,216 ,785 , 348 ,610




Reliability Statistics

<l Jalaa

Cronbach's
Alpha

N of ltems

,730

30

Model Summary

(05) s Galad

(06) & ala

gl Apdasdl) a1

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,085° ,007 -,025 ,39519
ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression ,035 1 ,035 ,224 ,640b
1 Residual 4,841 31 ,156
Total 4,876 32
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 3,741 ,628 5,952 ,000
1 il elaY) ,083 ,176 ,085 473 ,640




Model Summary

ttoy) Lsodl) Al il jlas) -2

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,329° ,108 ,079 ,37454
ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression ,528 1 ,528 3,762 ,062b
1 Residual 4,349 31 ,140
Total 4,876 32
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 3,243 414 7,830 ,000
Al Apd) ,211 ,109 ,329 1,940 ,062
AU Ll Apal) las) -3
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 1202 ,014 -,017 ,39373
ANOVA®
Model Sum of Squares df Mean Square F Sig.
Regression ,071 1 ,071 ,455 ,505°
1 Residual 4,806 31 ,155
Total 4,876 32
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 3,791 ,370 10,243 ,000
! ) alaia) ,077 114 ,120 ,675 ,505
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Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,307° ,094 ,065 37741
ANOVA®

Model Sum of Squares df Mean Square F Sig.

Regression ,461 1 ,461 3,235 ,082b
1 Residual 4,416 31 ,142

Total 4,876 32

Coefficients®

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 4,788 ,423 11,323 ,000
1 Al (ppaend (& Clalg! -,212 ,118 -,307 -1,799 ,082

Al Lol L) s -5

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 2112 ,045 ,014 ,38766
ANOVA?®

Model Sum of Squares df Mean Square F Sig.

Regression ,218 1 ,218 1,448 ,238°
1 Residual 4,659 31 ,150

Total 4,876 32

Coefficients?

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 3,339 ,584 5,718 ,000

Al 515y ,189 ,157 ,211 1,203 ,238




