D

U N I

SJM}" ;\,,\.‘S
@JLM\ SJ\J) / ?’“‘5

E RS

| O gl daala
EAN

RIS VUL IS PIRTE R P PREG [ XPPUTWES B DS PIPS, DVL (VSN
a2l iliws gal)

Crl glane daala -3 laYy) 4K

il )

DL as jllae o

Crl glaa Aaala =5 oY) ALK - e Haill A gimae



s oadlall

Gl all (8 e Daadl oY 5 3 3ad 5 Aaddll 83 ga a8 o Daad) Liay i1 sy ) A all 028 Cangs
Ly 8 Ll el 5 Cilss sl 2l 8 agast 1) Apulal) el gall aal ¢ Slaall Lia ) liiely dendl)
¢Aoaddl) dalaall | gaa o el Jranll do 38l doaal e dal Hall chllad) 28 g sl yia dandls

£ ) 3aia Al il g e Dead) Ly (5 e s dadad) B s G 48Dl A 2,

O A 1) A8Ln) 4 3 55l Jadsal) 5l e Slanll Limy gl (sl UY) A yall el gl
W 30 es ey pdaill g zalaill (e dae e alaie Wl ceDeadl ¢ 55 ¢ Dardl Lia ) 5 dendll 53 5
23508 SERVQUAL 13 Ll il a0l (o e gama sl yall i juisd LS Aasal 5350 ol
ol Y1 el 3 Lia 3315 bl ) Ol L) a5 ) il e Gl Cingy ALl
Al A yall

;M\La)}hqﬂ\za};uuhj\M@hﬁw}qpqu};}@hbﬂ\ﬁ&muﬁd
‘; C«M\ L'AJ u.u\,gsl :\_\ALJ\ CJLQ.’A\ é:\.d:ﬁ&_mjm ‘;\ 33\.;.4\ “"_11.»4\‘)3]\ uaz_l‘_g ;:M\ ;'«YJ}
Ly il G3leiall ) Ol g AaY) 1 Al ol i L (g pal) laamsall (ynns

eDland) ¢V g 3 jmd g AedAd) B2 g sl L; e Sanll,

LS il jall ale GululS G ol diulil) Caadiiind 5 o lail) dea o)) giall e Al ol e
Gl sall (5aa) ¢ Slae (e die (po bl paad 31018 LY alasiuly dglaadl o) Al e cisaie

A Al ) parie G Bl LAY dfing il i oLy 23 LS dpandl),

Ly (5 sime i) ()5 ce D) Liay A ) JS i deadd) 30 5a o () Al yal) cilia i g
Slaie | dpeal Al Hall Sl LS L sall pa aglalad ) el 5 agdY 5300 ) Ao (uSaiy ¢ Dlanl)
Jaesll,

Ot g ee Slandl Liza )y (bl dpale Cadlad (Saadaty Apanalll Cilisas sl alaia) 5 ) 5 yuday 4l Jall Cua gl

el Yiosn Apusdli 3 300 (iai] Alaas oS Jaanl a3 e 3858 lal jind iy cdadial) cilasdll 335,

IDOCEA

UNIVERS

TY

i



Z\.PM\ LAPNISE M:MJAJ\ QM}AX\ (e lazl) eV dedall 33 g celazl) L ,SERVQUAL.
Abstract:

This study aims to examine the impact of customer satisfaction on
improving service quality and enhancing customer loyalty in service
organizations, considering customer satisfaction as one of the key factors
contributing to organizational success and sustainability in a competitive
environment. The study is based on the importance of focusing on the
customer as the center of the service process and examining the
relationship between service quality, customer satisfaction, and customer

loyalty.

The study discussed the theoretical framework of customer satisfaction, the
main factors affecting it, and the relationship between service quality,
customer satisfaction, and loyalty, relying on several models and theories,
particularly the SERVQUAL model. It also reviewed previous studies
related to the topic to benefit from their findings in building the framework of

the current study.

The research problem emerged from both theoretical and practical gaps
related to the limited integration between service quality, customer
satisfaction, and loyalty in previous studies, in addition to limited application

of scientific models for measuring satisfaction in some service institutions.

The study adopted the descriptive analytical approach and positivist
philosophy, using a field survey questionnaire as the main data collection
tool from a sample of customers in a service institution. Several hypotheses

were proposed to test the relationships among the study variables.
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The findings indicated that service quality has a positive effect on customer
satisfaction, and higher satisfaction levels contribute to stronger customer
loyalty. The study also emphasized the importance of continuously
measuring customer satisfaction and using the results to improve services

and customer experience.

The study recommended that service organizations adopt scientific
methods to measure customer satisfaction, improve service quality, and
focus on customer experience as a way to achieve sustainable competitive

advantage.

Keywords: Customer Satisfaction, Service Quality, Customer Loyalty,
Service Organizations, SERVQUAL.
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