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Abstract

This study aimed to highlight the impact of complementary services on improving the mental
image of the service firms, through clarifying the relationship between complementary services as an
independent variable and the mental image as a dependent variable. to reach the study objectives, we
relied on the descriptive analytical approach, in addition to the experimental approach using a case
study method. Where a questionnaire was prepared and distributed to a sample of the customers of
Algerie Telecom-Jijel, of which only 147 respondents were valid for the study. To test the study's
hypotheses, we relied on a set of statistical methods using the (SPSS V 20) software. The study
reached many results, the most important one is the existence of a positive relationship and an impact
of the dimensions of complementary services on the mental image, the following dimensions came in
the first places: (hospitality, payment, consultancy), as they showed a greater impact on the mental
image that the firm should support.

Key words: complementary services, mental image, services firm, Algerie-Telecom Jijel
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