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Abstract

This study aims to measure the quality of telecommunications
service in Zain and the extent of its dimensions (tangibility, reliability,
responsiveness, safety, empathy) to customer satisfaction. This study
draws its importance through its interest in the views of its customers and
their impressions of the services provided. In general, the problem of the
study is centered on trying to answer the following set of questions:

1. What are the functional dimensions of the quality of the telecom
service that the researched telecom company is focusing on from the
customers' point of view?

2. What is the nature of the relationship between the dimensions of
telecommunications service quality and customer satisfaction?

3.What are the functional dimensions of the quality of
telecommunications service that most affect customer satisfaction?

In order to answer these questions, a hypothetical scheme was
adopted that reflects the nature of the correlation and impact relations
between the dimensions of the quality of telecommunication services
(tangibility, reliability, response, empathy, guarantee) and customer
satisfaction. The questionnaire was adopted as a main tool in collecting
data for the field side of the study. In the light of analyzing the study data
and testing its hypotheses, a number of conclusions were reached,
including:

1. The results of describing the respondents' answers regarding the study
dimensions in the researched company revealed that they tend in the
positive direction (agree, totally agree).

2.. It was found that there was a significant correlation between the
dimensions of the communication service quality and customer
satisfaction in the researched company.

3.1t was found that there was a significant influence between the
dimensions of the quality of the telecommunications service on
customer satisfaction.

4. Dimensions of the study varied in terms of the effect on the researched
company.



Based on the findings of the study, proposals were made in line with

these conclusion:.

1.

The necessity for the company's management to strive to provide
services to the customer with a high degree of accuracy, in a way that
exceeds his expectations and outlook for that service.

. The company must work to provide the service correctly from the

beginning, in a way that contributes to achieving customer satisfaction.

. The necessity for the company's employees to have knowledge of

providing the service accurately.

. The necessity for the company to be committed to providing services

to the customer at the specified times in order to gain his satisfaction.

. The necessity for the company to be concerned with the (reliability)

dimension, as it needs to improve its obligations with the promises it
makes to the company's users through relying on mechanisms and
policies in the field of achieving customer satisfaction requirements.
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