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Abstract
The study aims to determine the impact of human resources governance on

customer satisfaction in the presence of job performance as an intermediary
variable in the Algerian public economic enterprises,to explore The method of
structural equations modelling is adopted, using the Smart PLS3 program to
analyze data collected by distributing the questionnaire to a sample of human
resource managers in the enterprises under study.The study finds a positive
effect of human resources governance on job performance and on customer
satisfaction in the enterprises under study, and a positive effect of job
performance on customer satisfaction. The results show that job performance
plays a mediating role between human resources governance and Customer

satisfaction in the Algerian public economic enterprises.

Keywords
Human Resource Governance, Job Performance , Customer Satisfaction
Résumé

L'étude vise a déterminer I'impact de la gouvernance des ressources humaines
sur la satisfaction des clients en présence de la performance des employés
comme variable intermédiaire dans les entreprises économiques publiques

algériennes . La méthode des équations structurelles modélisant a été

X



adoptée, en utilisant le programme Smart PLS3 pour analyserles donnees
recueillies en distribuant le questionnaire a un échantillon de directeurs des

ressources humaines dans les entreprises étudiées.

L'étude indiquequ'il existe un effet positif de la gouvernance des ressources
humaines sur la performance des employés et sur la satisfaction des clients
dans les entreprises étudiées, et un effet positif de la performance des
employés sur la satisfaction des clients. Les résultats montrent que la
performance des employés joue un réle médiateur entre la gouvernance des
ressources humaines et la satisfaction des clients dans les entreprises
économiques publiques algériennes

Mots-cles
Gouvernance des Ressources Humaines, Performance des Employés,

Satisfaction des Clients.
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Source: Saliba .C.(2014) .HR Governance the Real Gatekeeper,Colloguium on Corporate Governance
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across Ethics, Culture & Citizenship (April 14 & 15, 2014), USEK, ,P21.
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(Composite Reliability) CR i\ d3gsd —
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S adggl sl &l el
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e BT 0gll Loy 5 bl o) ¢ 1,ad) 5l 2> oadl (Composite Reliability)
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il Slpatk (AVE) il ol Lo gie 130 (22) o3y Jgudr!

(AVE) i) pldl fowsgue LalST Ol il
AverageVarianceExtracted
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i oS e S 06 WLy (1981) Fornelle &Lacker’s o 0.50 oo 5T WY
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(Cross loading) &k ¢ ol Sales 1 (26) o3y Jgd!

G SJ! ApERY 3)133.‘ 3\.«5}? s15¥ Oyj\ 3
S Wil | by
Q1 0.416 0.475 0.494
Q2 0.609 0.339 0.332
Q3 0.577 0.321 0.403
Q4 0.191 0.129 0.132
Q5 0.273 0.311 0.311
Q6 0.531 0.506 0.510
Q7 0.691 0.487 0.483
Q8 0.828 0.495 0.487
Q9 0.797 0.553 0.546
Q10 0.726 0.482 0.478
Q11 0.654 0.399 0.394
Q12 0.349 0.298 0.296
Q13 0.406 0.206 0.198
Q14 0.533 0.446 0.441
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Q16 0.713 0.406 0.403
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Q21 0.240 0.713 0.260
Q22 0.300 0.710 0.439
Q23 0.343 0.850 0.443
Q24 0.427 0.822 0.497
Q25 0.286 0.796 0.456
Q26 0.205 0.694 0.147
Q27 0.396 0.816 0.432
Q28 0.424 0.721 0.492
Q29 0.348 0.790 0.438
Q30 0.363 0.714 0.361
Q31 0.594 0.807 0.628
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Q35 0.016 0.526 0.107
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Q42 0.288 0.632 0.644
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Q48 0.372 0.667 0.668

Smart PLS3 gzt ol : jaaald

i)l Of (Cross loading)aesy oo 2l cdblas mog U1 (26) o8y o) oo oS
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o ST (Factor Loading) sesd) odlalas s o ocls & (28) o8 (K2l o Lo
G Sy A E3sadl B30 5 Olenn AS2LI(ItemS) Ll Guo e J 1 0.70
Loy 5 sl els¥ ¢ a,adl sl ausi-)(Latent Variables)anls” i @95 doy o W
b o=(Manifestes Variables) bl ol - desant Jaoge oS pize ST 9 (09

.(Schéma Réflective) sl

Assessment of Structural Model JS4 z3 5031 s 4

Ayl Ol Ayl KA 3 gadl vy Slendl g )l 2308 s Belas 5 g Al U e g

R Square (R?) wasdl Lolas %
RelevancePredictive (Q%) sl Gaall %
GOF il 535> ,d50 %

Effect size (f%) ot b
R Square (R%) od) folee-

R Square (R%) sl Lates o5 : (28) o3y Jpu!

(Y1) el 58 ekl dydoud) falas Aol falas A1 pasd
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Ja_»}:a Jﬁ 0.564 0.576 (J}g}“ Lo,
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A6 oy ¥ b 0,19 o Bt Julas ded <8 13) 5 s U Ls 0653 0.19 50.33
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(AVE) (R2)R Square
AverageVarianceExtracted
0.653 i) 3yl ell daSe
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0.671 il 339 e
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S bl g md Obag O (B1) 5 UK 5 (BD) 5 Jed o B
e 5393 s> U1 (1988) Cohen > 5 Wsiie 5 ipme WTESfect size (f 2)(.23-\
Loge Gl 00 5035 (ool o ST gl aad oS 18] ST W 0SC ab oy f2 a3
A dag IS ) a0 G 3015 5 0.35 G L spas il dad ol 1)
WL ¢ 0.02 oo B3 sglas o 13 6l amn ¥ Ly 0,02 5 0.15 o L 5y
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Latente Variable CorrélationsislSl ol padl ou bLsy¥t - —1

Latente Variable Corrélations i wipad) o LY 2 (32) o3y Jgadr!

BalSl gt | At skl eSp | gt slsYl Ogoll Lo,

By pid) 315kt RSy 1 0.406 0.688
b gl e1sY1 0.406 1 0.548
S Lo, 0.688 0.548 1

Smart PLS3 zeb; w2+ paald
Aorge LUV OMalas i O Ghll) Slpize ( b3 g 1 (32) o35 Joddb pn Lo
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Hypothése Relationship Original P Decision
Sl ! b @ Sample | Values
Hi1 b V< el sl as- | 0.406 0.000 ) gods
H2 Osill Loy<— il o153 0.321 0.000 ) goo
H3 e Loy <o e s i | 0558 | 0.000 | g,
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Osisl) Loy <= il s)lsll 2uSm 0.688 0.000
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Relationship Origin | Sample | Standard T- P
b,y @B al Mean | Deviation | Value | Values
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bl sy <o i i nus | 0243|0276 0.064 | 3.813| 0.000
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