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Abstract:

This study aimed to identify the impact of service quality on enhancing
customer trust, applied to customers of Zain Company in Riyadh, Saudi
Arabia. The study examined service quality as the independent variable
with its dimensions represented by reliability, responsiveness, and
dependability, while customer trust represented the dependent variable
of the study.

The study adopted a quantitative approach using the deductive method.
Data were collected through a questionnaire designed for this purpose
and distributed to a simple random sample of (100) customers of Zain
Company in Riyadh. The data were analyzed using the Statistical Package
for the Social Sciences (SPSS) through several statistical methods such as
descriptive analysis, validity and reliability tests, and regression analysis to
test the study hypotheses.

The results of the study showed a statistically significant relationship
between service quality and the enhancement of customer trust. The
findings also indicated that the dimensions of service quality represented
by reliability and responsiveness have a positive impact on enhancing
customer trust in Zain Saudi Arabia. However, the dependability
dimension did not show a positive relationship with customer trust. These
results indicate that improving the level of service quality provided to
customers directly contributes to enhancing their trust and increasing
their continued dealings with the company.

In light of these results, the study recommended that Zain Saudi Arabia
should focus on improving the quality of its services, paying greater
attention to responding quickly to customer requests, and strengthening
reliability and dependability in service delivery in order to raise the level
of customer trust and achieve a competitive advantage in the
telecommunications sector.

Keywords: Service Quality, Customer Trust, Zain Company.
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Pearson
.630 .857 .892 874 1 _ .
Correlation 34 g2
<000 <000 <000 <000 Sig. (2-tailed) |  4aail)
100 100 100 100 100 N
Pearson
.568 .602 671 1 874
Correlation .
i g gl
<000 <000 <000 <000 Sig. (2-tailed)
100 100 100 100 100 N
Pearson
.545 .668 1 671 .892
Correlation .
agalaiey)
<000 <000 <000 <000 Sig. (2-tailed)
100 100 100 100 100 N
Pearson
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* .Correlation is significant at the 0.01 level (2-tailed) .
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U piaS o Slaall A8 Jiie paiaS 4e2al) 3353w Regression Analysis

gy 1) Apa ) L) (7) Jgha

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .6302 .397 .391 .203
a. Predictors: (Constant), Jéiuall jsiall

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 2.656 1 2.656 64.571 .000°
Residual 4.031 98 .041
Total 6.687 99
a. Dependent Variable: &l sl
b. Predictors: (Constant), Jiiuall il
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients 95.0% Confidence Interval for B
Model B Std. Error Beta t Sig. Lower Bound Upper Bound
(Constant) 514 .089 5.779 .000 .338 .691
St Al 574 .071 .630 8.036 .000 432 715
a. Dependent Variable: gl il
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .6322 .399 .380 .205
a. Predictors: (Constant), duabie¥) 48 5 gall Adaiuy)
ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 2.669 3 .890 21.251 .000P
Residual 4.018 96 .042
Total 6.687 99
a. Dependent Variable: ¢>wall i
b. Predictors: (Constant), aatie¥) 48 6 sall Aainy)
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients 95.0% Confidence Interval for B
Model B Std. Error Beta t Sig. Lower Bound Upper Bound
(Constant) 514 .090 5.699 .000 .335 .693
4 5 5all 231 .085 .303 2.728 .008 .063 .399
dplaicy) 147 .094 .186 1.558 122 -.040- .335
Ayl .195 .093 .233 2.100 .038 .011 .380
a. Dependent Variable: ¢all_as
3 5 ol
e Nanll 485 € _____ ‘QJLQ:K;Y\
REENY
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