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O ABSTRACT 0O

This study aimed to demonstrate the impact of service quality in its dimensions:
(tangibility, response, reliability, empathy, safety) on increasing customer satisfaction, an
applied study on the customers of the two telecom companies in the Syrian coast.

The descriptive survey method was relied upon, and to achieve the objectives of this
study, the required data were collected by designing a questionnaire and distributing it to
an accessible sample of clients of the two companies. The number of distributed
questionnaires was (351), of which (320) were recovered, with a response rate of
(91.16%).

To analyze the data and test the hypotheses, the researcher used a set of statistical
tests based on the SPSS statistical program.

Among the most important findings of the study:

1- There is a strong positive impact of service quality on increasing customer
satisfaction.

2- There is a statistically significant impact of each of the dimensions (tangibility,
reliability, safety) on increasing customer satisfaction, while response and empathy did not
impact the increase in customer satisfaction.

Among the most important recommendations reached by the researcher: The strategy
of the two telecom companies, which aims to increase customer satisfaction, should
include a plan to further develop the quality of service, as it explains 70.9% of the
discrepancy in customer satisfaction.

Keywords: quality of service, customer satisfaction.
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Model Summary®
Adjusted R Std. Error of

Model R R Square Square the Estimate
1 .842° 709 .705 .20555
a. Predictors: (Constant), oLYl, calalaall, Zulacy), dlaiuyl,
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b. Dependent Variable: aall L,
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ANOVA?®
Sum of
Model Squares Df Mean Square F Sig.
1 Regression 32.364 5 6.473 153.200  .000°
Residual 13.267 314 .042
Total 45.631 319

a. Dependent Variable: Masll L,
b. Predictors: (Constant), oLY!, calalel), dulacy), Zilaia), du saldl)
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Coefficients?

Unstandardized Standardized

Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 1.096 128 8.597 .000
s galal) 119 .051 156 2.325 .021
Ly -.134- .055 -.146- -2.450- 015
Aalaey) .681 .047 7189 14.548 .000
Calalail) -.095- .045 -.116- -2.104- .036
R 131 .044 .160 3.005 .003

a. Dependent Variable: Dl L,
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