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Abstract

This study aimed to explore the impact of the quality of telecommunication services,
represented by its dimensions (responsiveness, tangibility, reliability, and assurance), on
employee satisfaction in Saudi telecommunications companies. The study adopted the
descriptive-analytical approach and used a questionnaire as the main tool for data collection
from a sample of (221) employees working in Saudi telecommunications companies, selected

using stratified random sampling.

The results revealed that the level of perceived quality of telecommunication services
by employees was relatively high, and their level of satisfaction was also high. Regression
analysis showed a statistically significant impact of each dimension of service quality
(responsiveness, tangibility, reliability, assurance) on employee satisfaction. The strongest
influencing dimensions were responsiveness, followed by reliability, then assurance and

tangibility.

The study concluded with several recommendations, the most notable of which are:
enhancing responsiveness and internal support, improving infrastructure, providing a secure
digital environment, linking service quality to employee performance indicators, and

establishing an internal committee to periodically monitor service quality.

Keywords: Quality of Telecommunication Services, Responsiveness, Tangibility, Reliability,

Assurance, Employee Satisfaction, Saudi Telecommunication Companies.
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