Final Project 1

Code: MGM 496-PM G496
Project Template

Faculty of Management
Midocean University




i glsa daala
b_laY) LS

wi

Qaadl [ aud

|
MIDOCEA|)

s Aanadliil) 3 3aall 3 a5 e Daall Limy g Aeadl) 53 g2 483l Julas
Bax Abay (3 guiill yyja AS

LET“”M Fh SLas.Q _‘t_g
232001088

1 -CJAE tjﬁm

il
U s jllae o
Crh glane daals -3 laY) A0S - yuill dia guac

eonsd ) el ey Sl

MiDocEAf

IM Created by Notein



o R R R R RS S A O s ) pall alall LY 2 sY) (il 1
Qe n et e e e e anataaaanaenaaeenanns rdaniall 1.1
A R o G R o R S L R S B R e S S B o R R e Al yall AlSiie 1.2
B oo ees e eses s es s oo ee et sm e et emmm et eee e ohill g sadl e i 1.2.1
Y kel (4 studl e @4 428.1.2.2
D ettt et ottt a e aenan s naene e e annenas d) ol daaal 1.3
I (g ohill g siual e 1.3.1
T R B IR -
B o R S S R R R R S R R e G Al yall Al 1.4
< SO dwl jall alaal 1.5
. sl pall Dl 43 1.6
O e e e et a3l £3303,1.7
s e A R T al jall dngia 1.8
et e e e e e eaans dlauall 4 50l 1.9
Y - skl ¢ il Lkia 110

Al il 5 2 Jeadll 2
fomnmasannnnarmisnraassnsi R R T T

0
B ivinsssinsnnennmunssnaninss avees suevins o sass Suesaasvess u s s suaeneau s o SRS N RS A AN S S S RS deiall 2 1
i n i S TR e S T e Jitwall yaiell 2.2
L e, il yiall 2.3
12 e ) siially Sl il oy 8N 2.4
B2 s sssisasnesnnunsananinsnusnes s s sas s S smamess sus s s suaenada s s sy SRS S AN RS S s aalall 2.5
1 e i aal yall A1E
2
MiDoceAjl

NOTE

IN Created by Notein



‘L.ub-\ﬂ ?Ld\ JLE\!\ :(JJS” d.uaﬂ.“'l

1
MIDOCEAN
iﬁ Created by Notein



dadiall 1.1

Aol juat g calai@dy) ~Laly] dahi Lo jlude LAl 43 seull 4 jall dS1aall 8 45 jadil) g 1ad gl
ildlaal) o il 308 4 il JSG0 % Gasl jial ) jeaie 4e0dl) 505 Cinal s Sl
6 s O glii ol W e jadl) CilS i saguds (gl Hakll ) ghadll ae y 5 AalainY) Gaad LgDlee e
bl a8 gall e o0 i a8 oA el ceDlaall Liaj da 0 o Sty 38 dasiall cilaaal)
Bl a Ll

Ol S 5 ep Shaad) Liza )1 &t 5l Cilaaaal) aaf o jliie b 02l 52 ga a seia sl jall (e el il ol
Ol Al il 3 Cana ol L& oY gl 50l 5 4iadll 5 ) gaall 3 a8 I a9 deadll jualic uaa
O lual) i g Al 5 el Saad g el 83 sa (g0 Aaad) jiwd Joa g ddls Sl e Dlaal) L

Awdliall 30l (3 ) 8 Gaall e 508 ST 5 S Lgilaad yoghat b et Sl il all

S Lgabina O W) e Dhaall Lia )5 danall 80 ga (p A83al) il gl ) il jall 3 ji g (e a2 e
A0 gauall il 8 45 jail) g Uad il gl ) il Hal) A8 e cionaldi dpand o 48 pae clelad e
Y eSaall Liay juaie JMA (e 4andliil) 3 5aall g deadd) 33 5a g pailaad) Jay )l o) WS als (S0

Alad) Syl Jals ikl Jatl e 30 ) dalay J) 3o

MIDOCEAG

IM Created by Notein



e & ofialdl ) Aala) ¢ guiill 5 4S50 8 ) jall g lieay Lladl 3 oY) Al jall o2a Caagius
oalasil ) s 88 danal) Baga 8 aal i ol o) 8 ARG dpaal (0SS5 3 guaiill g Jlac Y 5 1)
& laall LL':L:EJEEMJ‘IJJJ'IJJ“ JMM&H}L&L;A%“EM! EJﬂ]ummem:LaJ]'I (6 gluia

G‘Lﬁﬂ.ﬂ! 524 uuls.nj'l ubdj ¢ e Shaall L.bJJ daaAll CRPEN LJ_QJHM'I M L;:I E'...m'lJ..‘l]'l 524 - RV
2aa7 g Aaddll 50 g alad b A (e 2 Aray B gull 5 ja AS 50 8 dudlil) 3 jall G jed
el jaadll e 23 ey Lia Il (6 s e o il g0

Au) d) ASie 1.2

Lg‘jil..].‘l..ﬁjF-M;LJIJRAHLﬁiij?%ﬁ%'@bﬁ@é!h&‘&h‘JﬁhMJ:iﬂ:f\
Jb 88 3aguill p s 4S b Jals 4pdlnil) 3 juall o jes e SIS ulSail gaa g canlia
dr ¢@sal) (giadl VIS Clatiall g o5 5 el ey ol (5 jaill gllad _d 320030 4l
Al S g el L Guls Sle dadl) 83 ga Cial

MIDOCEAG

IM Created by Notein



gAY (s el o 222,12,

C il 5 e Dlaall Lia y g dadal) 3 g (g Aulay) A8Me 3 5a g il ABlal) bl jall o (e a2 11 e
A cl gl Al bl pall 8 Uais Sl o V) edwdlal) 3 jall aca 8 ¢ Dleall L ) dpaal )
bl 73 gad (pania e Dlanll Lia ) JUA (30 40l 3 juall 3y 323 ) deaall 80 ga LD (e JaiS

a3 jaill glad 8 dials ¢(JalSia

bl (5 gisall o i g28.1.2.2
e LeaidSail g ¢ Dlaall Liia j g 4eddll 83 ga (ju 483wl & pid) | Al dsilasell Giliad jall 8 400 gana 32 g

Lurahhﬂm@juﬂﬂﬁ}ﬁﬁ@uau&j ia:ljja_u.\]'l LJ_{JI Ql_(.ﬁ da.'lja_ju!h'j.‘.‘ Eﬁa]'l

t Al Al i 1) I gl

Gaguaill )y 4S5 8 dadlall 3 juall 3 jed e Glld ulSail g e Maall Lia ) e dandlisasa Hil L

€ 3as dyay

Al yall Asad) 1.3

MIDOCEAG

IM Created by Notein



5 aall ajads e Manll Lia ) 3aisd 8 daadl) 83 ga 405 (Al ) sall draal (e Al jall 020 dran] e
A Yig e Dhaall Clad g yaad g duudliall Dlxidl (Ja 8 Lo Y g3 gmll 45 jaill g U8 (JAls 4l
ASlaall (& 45 jal) IS pi3 5l (gan) e liiely 5y guill yoja 3850 e Lot sie dul jal) Apaal
Aire (A Anadliil) Lgh )38 3 jai 408 gl LgtilSe e Blaall 8 Lada | eaie 1633lae L) Jiay Cus

=

R

B o fad) e 1.3.1

La s deadldl 525 (g A83ally daleiall culaaal) 34 plail) 3 gmal) o ) A jall o2a Cangs
e 5 bl Al daph i g JalSie st 3 gad sl A (e cdpudliil] 5 juall 5 ¢ Dleall
JS il gl Al Gl jall ol (e a2 I e g 45 el glad 3 Gl puadall s3a (il
zad () aasi Al all o3a () W) el AN ANl e <3S o Alaiia ) gay yuaia

5 0all 3 3e8 M daaall 5o i it 4] e g 2a) 5 (g 5las ) (e A3DEN Gl yaial)
&bl agall ygdai 8 A jall sda il aguati ()l a8 giall (e e Dlaall Lia ) A (e Ayl
(Jee Y1 3 )10 Jlaa 8 A jall ) ¢ 5i) g cdansil i) g 4 utll asaliall o Ciladlall
(g3 sl 45 3al) g U (3lus 4 dals

MIDOCEAG

IM Created by Notein



rhnkll) g giad) Ao 1.3.2

daaal) 53 g (6 stne J g AraS LA 5 duilane Ly 8 gl L o€1 Al dpan] Al jall o238 (Jaas
Je)ad e Gl ulSail g e Slaall Ly e e 0l (caa g cBas dinay (3 guill j a4 35 8 danidll
IMA e A8l Jala i el Blasl ddee acs 8 Al jall il aga O a8 giall ey Apudliil) 3 all
Ll ac b LS ¢ Dlaall Liay 4 1580 SYI dansll 50 5a dlal Jpa 4880 <)y 5 3 10Y) 2 g 5
L;M!%ﬂd_p:ﬁﬁnﬁﬂ!Q&g@nﬁay|é:uﬁ@yﬁj@£&@\ﬂ|ﬁﬁqj

ag el ) ddlia) |0 gaad) &5 jall (§ gun 8 Aalxina) KT _dli a8 g0 ity cagdY g 3 jeds
Aoladll Zpusll) cula Haall 40l Jay 5 g eodl) e)oY) apds 8 40 3alEELY) (S Ulae 15U} Al 0l

du il dlid 1.4

du Al Calal 1.5

MIDOCEAG

IM Created by Notein



do) ) Cilpusa 8 1.6

Al Al zdgad 1.7

Aol al) dgagia 1.8

i) asal) A yal) 1.9

C A £ g el i (1,10

MIDOCEA(
iﬁ Created by Notein



Adlaal) s ) 2 SEY Jacail) 2

10 |
MIDOCEAN

iﬁ Created by Notein



11

*dadial)

Jiheall yuxdiall

@lﬂl Jriall

2.1

2.2

2.3

|
MIDOCEAN

IM Created by Notein



&l paiall g Jiiall padal) G dBll 2.4

awaall 2.5

) _sal) Aaild

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A .1
multiple-item scale for measuring consumer perceptions of service

*.quality. Journal of Retailing, 64(1), 12-40

12
|
MIDOCEAN

NOTE

IM Created by Notein



Cronin, J. J., & Taylor, S. A. (1992). Measuring service quality: A .2

*.reexamination and extension. Journal of Marketing, 56(3), 55—-68

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral .3

*.consequences of service quality. Journal of Marketing, 60(2), 31-46

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service quality .4
and customer satisfaction on customer behavior in online retailing.

* Heliyon, 5(10), e02690

Izogo, E. E., & Ogba, I. E. (2018). Service quality, customer satisfaction .5
and loyalty. International Journal of Quality & Reliability Management,

*.35(1), 1-23

Rather, R. A., & Camilleri, M. A. (2019). The effects of service quality and .6
customer satisfaction on customer loyalty. International Journal of

*.Quality and Service Sciences, 11(3), 1-17

13
|
MIDOCEAN

NOTE

IM Created by Notein



14

L MY E B S| ||
NOTE

IN Created by Notein

MIDDCEﬁ'


http://www.tcpdf.org

