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Abstract :

Study (Al-Awadi & Hamed, 2022): This study aimed to identify the primary causes and
challenges leading to customer dissatisfaction with the services provided by "Orange
Egypt." It sought to provide strategic insights for management to achieve the required
service improvements across all corporate activities, thereby enhancing customer

satisfaction and the company's market position.

Methodology:

The study adopted a descriptive-analytical approach to interpret the existing situation by
identifying its circumstances and dimensions. The analytical component involved various
statistical and mathematical methods to process and analyze data from the study sample.
Data processing was conducted using the Statistical Package for the Social Sciences
(SPSS), applying advanced multivariate analysis methods to test and validate the research

hypotheses.
Results:

The research findings indicated an increase in customer satisfaction levels regarding the
quality of services provided by Orange’s customer service centers. This improvement was
attributed to the company’s adoption of innovative customer service methods, which
enhanced overall performance and helped compensate for financial losses incurred in
previous years. The study confirmed a direct correlation between service quality

effectiveness and the fulfillment of diverse customer needs.

Recommendations:

The study recommended fostering an appropriate organizational climate that empowers
employees to apply their acquired skills in customer service. It emphasized the importance
of leadership encouragement and the continuous monitoring of customer desires to

introduce new services that meet evolving market needs, ensuring the retention of current

customers and the attraction of new segments.

Key Words:

Quality, Performance, Services, Reliability, Tangibility, Responsiveness, Communication,

Customer Satisfaction, Customer Service, Customer Expectations.
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Abstract :

Study (Mobilis, 2024): This study aimed to provide a comprehensive theoretical
framework to identify and define various concepts related to service quality. It focused on
analyzing the impact of service quality on customer satisfaction within the

telecommunications sector, specifically at "Mobilis" in Algeria.

Methodology:

The study adopted a descriptive-analytical approach, utilizing the SERVPERF (Service
Performance) model. This model focuses on measuring the actual performance of the
service rendered to the customer across five key dimensions. The research problem
centered on determining the validity and reliability of the SERVPEREF scale in predicting

customer satisfaction and enhancing service quality standards.

Results:

The findings indicated that customer assessment of service quality varies from one
individual to another based on specific evaluation indicators. Furthermore, the study
confirmed that high-quality service directly leads to achieving customer satisfaction.
Consequently, the results proved that the performance-based measure (SERVPERF) is a
vital tool for monitoring satisfaction levels and can be effectively used to improve the

overall service delivery.

Key Words:

Service Quality, SERVPERF, Dimensions of Service Quality, Customer Satisfaction
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Abstract:

Study (Al-Baha Hotels, 2026): This study aimed to identify the impact of service quality
on achieving consumer satisfaction within the hotel sector in Al-Baha city. It also sought to
establish a theoretical framework defining service quality as a modern administrative

approach and exploring the dynamics of consumer behavior and satisfaction.

Methodology:

The study employed a descriptive-analytical approach. Data was collected through a
questionnaire distributed to a sample of (180) clients. The collected data was processed and
analyzed using the Statistical Package for the Social Sciences (SPSS) to determine the

correlation between service quality dimensions and consumer satisfaction levels.
Results:

The findings indicated that service quality dimensions have a significant and strong
impact on achieving consumer satisfaction. The study highlighted three primary axes of

influence:

Employee Efficiency: The efficiency of workers aligned with organizational goals was

found to be a key driver in adapting to changing market realities and consumer preferences.

Motivation and Loyalty: Financial and moral encouragement of employees by
management significantly enhanced work performance, which in turn strengthened

customer loyalty.

Consumer Happiness:

The results emphasized that consumers aspire to receive services that exceed their

expectations through innovation and "out-of-the-box" service delivery.

Recommendations:

The study recommended the necessity of providing services that consistently exceed
consumer expectations. It also emphasized the importance of offering moral rewards and

permanent promotional offers to consumers to ensure long-term satisfaction and retention.

Keywords:

Service Quality, Consumer Satisfaction, Al-Baha City.
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Abstract :

Study (Al-Said, 2025): This study aimed to measure the impact of office and student
service quality on the behavioral loyalty of customers, specifically applied to major

stationery centers and student service offices in Riyadh.

Methodology:

The study adopted a descriptive-analytical approach. Data was gathered via an electronic
questionnaire distributed to a sample of (350) undergraduate and postgraduate students in
Riyadh. The SERVQUAL model was utilized as the primary framework for measurement,
and data analysis was performed using the Statistical Package for the Social Sciences

(SPSS).
Results:

The findings revealed that the "Reliability" dimension (accuracy in printing and
commitment to deadlines) was the most significant factor influencing customer satisfaction
in the stationery sector. Additionally, the study showed a strong positive correlation
between the availability of modern technology (Tangibles) and the overall positive

impression customers held regarding the quality of the establishment.

Recommendations:

The study recommended that stationery business owners should invest in high-speed
digital printing equipment and establish electronic communication channels (such as
WhatsApp or dedicated applications). These steps are essential to enhance the
"Responsiveness" dimension and facilitate the efficient receiving and processing of student

orders.

Keywords:

Stationery Services, Student Services, Service Quality, Reliability, Riyadh City.
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Abstract :

Al-Shamrani's study (2025) aimed to identify the role of digital transformation in
improving the quality of student services and its impact on beneficiary satisfaction,

focusing on major student service centers in the central region of Saudi Arabia.

Methodology:

The study employed a descriptive-analytical approach. Data was collected through an
electronic questionnaire distributed to 280 beneficiaries. The study utilized the
SERVQUAL model to measure the gap between expectations and actual service

perceptions using SPSS software.

Results:

The study concluded that the use of digital technologies in service delivery (such as online
ordering or digital payment) significantly contributed to improving the "responsiveness"
and "tangible" dimensions. The results also demonstrated a statistically significant
relationship between the quality of electronic services and the overall satisfaction level of

students and researchers.

Recommendations:

The study recommended that stationery centers adopt digital platforms that allow students
to upload their files and specify printing requirements remotely, thereby reducing waiting

times and increasing the efficiency of the services provided.
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Abstract :

A study by Al-Mansour (2024) examined the impact of communication skills among
frontline employees on perceived service quality and customer satisfaction in the stationery

and office supplies sector in Riyadh.

Methodology:

The study employed a descriptive field methodology and was conducted on a random
sample of 200 customers. The research instrument (a questionnaire) focused on measuring

the dimensions of "safety" and "empathy" as factors influencing the customer experience.

Results:

The results confirmed that an employee's skill in providing technical advice (such as
suggesting the most suitable types of paper or packaging methods) enhances the customer's
sense of "safety," leading to increased satisfaction and loyalty. The study also showed that
"empathy" in handling urgent student requests reduces stress and creates a positive

experience that increases the likelihood of repeat business.

Recommendations:

The study recommended the necessity of conducting regular training courses for
stationery employees in customer service skills and ensuring comprehensive technical
knowledge of all services provided to guarantee the delivery of professional, accurate, and

reliable service.
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Subject: Request for Review of a Research Questionnaire

Dear DI, oo R

I hope you are well and in the best of health.

I am a Master of Business Administration (MBA) student currently working on a research
project entitled: "The Impact of Service Quality on Customer Satisfaction in the Stationery
and Student Services Sector in the Riyadh Region."

This research is part of the requirements for obtaining my Master's degree.

Given your extensive academic experience and dedication to scientific research, I am
writing to you to request your valuable expertise in reviewing the questionnaire for my
research. [ have enclosed a copy of the questionnaire and kindly request your review and
feedback on the accuracy and suitability of the statements used to measure the study's
objectives, as well as their linguistic and technical clarity.

I would also appreciate any suggestions for modifications you deem appropriate, whether
by rewording, deleting, or adding new statements that you consider necessary. Thank you
very much for your time and effort. I look forward to receiving your valuable feedback,
which will undoubtedly contribute to improving this academic work.

Sincerely,,

Shaikha Hamad Al-Harbi

Master of Business Administration Student
College of Management, Midocean University

Shekhah.H.alharbi@gmail.com
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Questionnaire

DAl MI/MS. e

I would like to inform you that I am a Master of Business Administration (MBA) student

currently working on a research project entitled:

"The Impact of Service Quality on Customer Satisfaction in the Stationery and Student

Services Sector in the Riyadh Region"
This research is part of the requirements for obtaining my Master's degree.

Given the importance of your valuable opinions to the success of this academic work, I
kindly request that you complete this questionnaire. I assure you that your responses will be
greatly appreciated, treated with the utmost confidentiality, and used solely for scientific
research purposes. Therefore, I ask that your answers be as accurate and honest as possible
to contribute to achieving precise scientific results that will serve the development of this

sector.

Sincerely,,

Shaikha Hamad Al-Harbi Supervisors

Master of Business Administration Student Dr. Faisal Abdulhameed Mohammed

College of Management, Midocean University Dr. Fayez Ali Jarad

Shekhah.H.alharbi@gmail.com College of Management, Midocean
University
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Abstract

This study aimed to determine the impact of service quality on customer satisfaction by
examining its dimensions (tangibles, reliability, responsiveness, safety, and empathy).
Service quality is a fundamental pillar upon which organizations rely to enhance their
competitiveness and achieve sustainable customer satisfaction, especially in light of rapid

.economic transformations and the growing student services sector

The study employed a descriptive-analytical approach, utilizing a questionnaire as the
primary data collection tool. The questionnaire was distributed to a random sample of
customers in Riyadh, yielding 400 responses. After review and verification, 384
questionnaires were deemed valid for statistical analysis. The data were analyzed and

.hypotheses tested using SPSS software

The results demonstrated a statistically significant impact of service quality dimensions
on customer satisfaction, with reliability emerging as the most influential dimension (given
the importance of punctuality and printing in this sector). The study also revealed a strong
positive correlation between perceived quality levels and customer loyalty to the
organization. The study offered several recommendations, most notably: the necessity of
adopting rigorous quality control standards for printed outputs, focusing on training
frontline staff to improve customer service skills, and working to reduce the gap between
customer expectations and the actual service provided through the use of modern

.technologies

Keywords:

Service quality, customer satisfaction, SERVQUAL dimensions, competitive advantage,

.stationery and student services sector
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