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In this template, we'll present a structure that covers five important
methodological matters (as outlined above). This structure is loosely based on
"research onion."

1. Research philosophy: positivist.
2. Research approach: deductive
3. Research strategy: case study.
4. Research choice: Mono Method.
5. Time horizon: cross-sectional.

6. Data collection and analysis techniques: Questionnaires.
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Al Gl Baa (bl el A0Sl da jall 5 sle IS 43 (w - value 4edy @ gl
Gl g el o ) Baall (il AVE g el (bl Jass sie Ao latial Gl cililind
1l LS SEM - PLS 4l Alalaal 23 pai JYA (e

Al ) )yt alial &5 A0 GV (Baa Lidl Aalill SEM-PLS gl 1) o Jsas

838 TAY (5 (v, 0 )) AV (5 sie die Liliaa) Jla **
Ailapall A jall bl laay) Jdail) il e 3l daald) slae ) (e jaadl)

e L Jsanll e ey

f 8l Jeal) gadal uliia

M_u:_:-QCEA'Iﬂ




e Sl ad e d Al il ae g 58 ol ) dadi i <l jlad) O Il W) Cllae aen

O B 4 gina (5 e die Lilias) A1y ) el Ll j¥) COllae S a0 ) diLaYL 27

Loy dilaiall WL i) (e @l Gulall Aol SLaY) (aea (gia a8 Gl g cv o0 q

By v 0= 000 g )l Jeadll Guai piiad died () iy AVE gz saduall Gl Lo sl

AL o E) Bacall st i (el

Ao il 3l gall 3 5la) il jlee ulite @

Laadads Aguds 5 4y plall 2 ) gall 3 5la) Ol jlen pasie i (Al ) jlall Jalid ¥ E3llas aea
O G ABLaYL Y e ST Lgtad (L skaill 5 oyl Adda 5 il gl Adula g Ay ) 3 ) sall
a6 A g o1 e JB A sine (5 s die Liliaa) A1y @l jleadl Ll )¥) @Blalae S a8
Loy dalaial) oYL il e el DA salagly Gubiall Ja1a) Syl (Baa (38
L YT (b A1) JSS A i) ) gl 3)3) il slee iial AVE ez aiesall il Jass i
3y sall Jagads A8k o 3y il 5 ) sall 3 5l0) il lae S oz jiisall Gl Jass gia o Gl
(e (oeskills il ddpla  caphs gl dayda 5 oy )
ALl o El Saall (33a5 a8 Sl Wy s il e 0.680,0.00770,0.00758

Al 31 el 4.5

sle) o 51 Lad S UK Wi pte 5 () il b Y1 1 L)
il Laaatal) LA IS Gkl B33me ey 5 U i ye 520 Rl 131 e Lo 5
rho- 4ad s ,Composite reliability S el GLll ¢zl S W ad Cludial &5 dl all @l i
il (S5 ol sy Hair et al (2010) Jeés . SEM-PLS dslill dalaall 23 gai ol o0 A
Aalaall (o A Al il 43 i s U Jpaad) (alall LN (3iay in 0.7 G sSTAA)
,Composite reliability S el Ll ¢l s S i) af S Gl Lt SEM-PLS 4t
(rho-A aads
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Summary (column %)

#Total
Column (%) Frequency
1 A gale
3ad 38l e yi 2.86 1
o 22.86 8
BHsa 54.29 19
By (38 5e 20.00 7
#Total cases 35 35
Summary (column %)
#Total
Column (%) Frequency
2 Ay gala
Alaa 14.29 5
G 5o 51.43 18
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Summary (column %)

#Total
Column (%) Frequency
By (38 5e 34.29 12
#Total cases 35 35
Summary (column %)
#Total
Column (%) Frequency
3 A gala
e 8.57 3
Gl se 54.29 19
508 3 5 37.14 13
#Total cases 35 35
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Summary (column %)

#Total
Column (%) Frequency
4 4 gala
Al 5.71 2
GHsa 40.00 14
535 38l 5a 54.29 19
#Total cases 35 35
Summary (column %)
#Total
Column (%) Frequency
5 Ay gala
Ao 17.14 6
G 5o 48.57 17
535 38l 5a 34.29 12
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Summary (column %)

#Total

Column (%) Frequency

#Total cases 35 35

Eaanl) 3 gaa = el dAl) Ladl) 5
Glalifiui) § Gl ¢il) g
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Al agaall e
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(o Aa da) g0 ¢ Nanl) Lita )y a5 adiS] 53 pa 50 (2024) Olumes & 7100 Bsd san BV e
(At (ol (=) i) 23l daals Doctoral dissertation) de sl US s il jadl <rYlail Lo s

el AS jaall Aeadll Basa 530 ,(2022 ) o, aesll 2o laay& o0 2ea) iz il sl ) e
e Ay ) san (8 Aa puall s ) aelae gl e Gkl idaend) oY 55 gl G sl (i Jags
. 46(4), 101-160. 4ol cla) jall 4y pucall dsall Gy ya

il Ao il i dgn s (o 00 3 Ly e ladidl 5osa 3Tl (2023) ons o) e
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835l 4S) )3 (s Jaenl) dedall CVLATY) dedd (4 3 gl Alidai Al )3 (2023).00 2 .5 gnd) @
, 15(1), 1-58.40¥] s Gllal] Gpadl] 5 Clis] jall Lialel) dlaal) Aaxil)

O30 Ly e o il 5 cilasall 8 g 5la) 5 I (33 sel) Aaiil JalSE(2016) Cpl peals sl (@

il 212V 23 g aladiuly a3 U e ASHaal deadll 33 sa andi (2015) .ol jals & sl 0 @
Asaall

-l Jaall Caled) Aa-Jaenll ¥ 5 e deadll sasa ST — (2014) .one Do 50 @

Y Sinll 6 ¢ darl) Lia g LMo 5 406 pumaal] Cilaail] 535a (2023) 535 2ans Jsann o jes @
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Questionnaire
To whom it may concern/
Hello, mercy and blessings of Allah Almighty,

| am pleased to put in your hands this questionnaire, which is part of the
preparation of the graduation thesis for the bachelor's degree in project
management, entitled "The impact of quality of services on customer
satisfaction, by applying to the Saudi Telecom Company Mobily in Saudi
Arabia - "under the supervision of Dr. Mona Mustafa Al-Ashry ,"Therefore, |
ask you to cooperate to achieve the goal of this work, so please kindly
answer the questions contained in this questionnaire, bearing in mind that
the information provided will be treated with strict confidentiality and will
never be used outside the scope of scientific research.

Please accept my highest respect, thanks and appreciation.

Supervisor Researcher

Dr. Mona Mustafa Al-Ashly. Fatima Mohammed
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(b e et A ARY) A 8 (X) ddle aca s o SH el )l)) sidaadl
Note: (Please kindly put an (X) in the answer box that expresses your

opinion)

Mial cha 3 pibaa b cild jra b Apaddl) clibyd) iuaddl) cil ;Y
First: Personal Data: Personal data are indirect identifiers,for examples.

:( Gender)uaall o
(Female)il o
(Male)_s> o

(Age) =l o

.(Under 30 years old) 430 o« & o

.(From 30 to 40 years old) 440 )30 = o
. (Over 40 years old) 4w 40 o= S ©

. (Educational Leve) il s sl o
.(Secondary) ¢ st o
.(University) = o

.( Postgraduate ) Lle <ilul o

( Years of experience with Mobily Lt s <YLl xa 3 all & g @
:Etisalat)

. (less than 5 years) <l sis 5 (e Bl o

.(From 5to 10 years)< s 10 J 5+ o

.(More than 10 years)<l sis 10 o= SSI o
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- e 200 gl VLAY RS L8 8 Ay g IV leaal) 33 sa ¢ LS

Second: The quality of electronic services in the Saudi Telecom Company

Mobily»

This is a set of phrases related to measuring the level of quality of

A0 o Gukilly (sl b5 Dleaadl 33 g (5 sie ety (Blai O jlall (e A sena o2
alal Luslia o) yile 3 e IS (o lifi) ga ane ol bl oo da j0 Al (Ao grad) Ll se VLAY

R ENY

electronic services and customer satisfaction with the application on the

Saudi Mobily Telecom Company, choose the degree of your approval or

disagreement with each phrase what you deem appropriate in front of the

answer:
(38 5 Gllse | ylaa | Glge 8 Bady (3l ga daadl) 3aga Jo¥) sial
B Agree | Neutra | Disagree | Strongly disagree Quality of Servic | First variable
Strongly ' Gleaadll b 3l cilalia) o
agree ).A.\MJSMJULG 33 92 <ld

Customers need high
quality services

continuously

A Claxall 55 gl ¢ Aol apasill (Dbgull o dawgalall |1
1. Tangible: are facilities, interior design, devices and equipment
.personnel

Ay Al avaail)
s b ga cLaY) A8yl

(badil) adia aa Juady!
The interior and
exterior design of
Mobily facilitates
communication with
service providers.
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clarall Ll ga 4S5 850
PRt sl Q\j&.}ﬂ\\g
Aaddl)
Mobily provides
modern equipment
and equipment to
provide the service.

ey g il o3
e el Jlal) clud g
Aaadl) e,g.ﬁﬁ
Availability of
applications,
software and
communication
networks that help
provide the service.

LA JLia Gea
Service providers
take care of their
appearance and good
reception of
customers.

dalitla oSlal AS ) b g
M g cathat dpalia g Adikai g
_QLA.\&.“ eﬁub
The company
provides organized,
clean and suitable
places to order, wait
and receive services.

2. Reliabi

lity: Itis t

he ability of the ser

il iy ool e daadll 5 508 4 rdgalaisY)
vice to perform and provide the service.

2

dau) g (AS pill Al
_34.\;.43 JU.@.MJ
The company's
mission is clear,
easy, and specific.

1
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JSdi Uil el a gdl 2

30 gall g cililSay) (389 03 sia
B8 giall

We prepare our
mission in a
balanced manner
according to the
available capabilities
and resources.

30 28 Al s 3

Lelas duala g giaiinn g Lgaid
L2 e e sl

Mobily's mission
includes its values,
beliefs, what it works
and the most
important features of
it.

Juay il sa 485 ks 4
A Gilalal) ) gl
M| belas éu

Mobily aspires to
deliver its message
to employees for the
purpose of raising
the efficiency of
performance.

(b ga A8 Al Jadis 5
sl g 53lend) llias o
Mobily's mission
encompasses the
interests of
customers and the

public.
Aediall deadll o 450 1 olaY),3
3. Security: Trust in the service provided.
4R o) da) b Gee ) ady 1

Aaadl)
The customer feels
comfortable while
receiving the service.

&h 94 ag s Cladd i 2
s clala g il s
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Mobily's services are
commensurate with
the requirements and
needs of the
customer.

Cilaglra aa AS HAd) Jalas 3
Ao padly 05030
The Company treats
the Client's
information
confidentially.

cila ghaal) dadl g Aaua palods 4
O A Guy Aadial)
The authenticity and
integrity of the
information provided
contributes to
gaining the trust of
customers.

hlige A8y gil ga clliay 5
LCladdd) apals B Alle ¢ ya
Mobily's employees
have high
capabilities in
providing services.

Aadl) iy elal e Gaddl) adiall 5508 s dglaiud) 4

4. Response: It is the ability of the service provider to perform and provide the service.

g pally Cpplh gal) ey 1
Aaadl) H‘.ﬁﬁgé&w\‘g
Employees are
flexible and simple in
providing service.

pliad L ga 48 4 2

e Jalaill £ U] ol 30 cilala
A )

Mobily company
seeks to fulfill the
needs of customers
while dealing with the
company.

Ay (bl ga 48 i o 3
ke 35 3l il
elial) <8 o) gA YRy
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Mobily responds to
customers' wishes
and responds to their
complaintsin a
timely manner.

Sas Luval adld dlaniud) aa g
o
There is always a
willingness to help
customers.

cilasdl) g8 Ll ga A4Sy B gs
053 Lgaliag Al
Mobily provides all
the services that the
customer needs.

ok s 3 8 sl OS¢ add S G s 3 pe Jaladll cilalasl)

5. Sympathy: Dealing with the customer personally, as if the customer is private and private.

5

addd) alaiay) 4 yad) g
Lgiadlaa g ¢ andl cilullay
e@J Giladdld ﬁﬁij
The Company
provides personal
attention to customer
orders, processing and
providing services to
them.

1

S o 508 cplatal) gl

& sOaal) J pan dulee

UL PREY

Employees have the
ability to facilitate the
process of customers
accessing their
services.

| Chlgall dasd S e g
48 jpal el LS 8 g
cilasdl) 58559 agilalial
PULEEWEN
The Citizen Service
Center provides
sufficient time for
customers to know
their needs and
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provide them with
appropriate services.

A, B g slalad) sy
& Maxll Zg.uﬂ\ oyl
A ll) agh g b g
Employees of the
company estimate the
individual cases of
clients and their
personal
circumstances.

e AS AN Jue cilebu quulii

3 PYTIF NVEN
The company's
working hours are
suitable for all
customers.

strongly
Agree

38 5e
Agree

Alaa

Neutra
|

G4 5a e

disagree

825y (38 5a p&
Strongly disagree

Jeandl L
Customer satisfaction
A L)l (e (5 5iua e s

Lme Land ol Jaanl) 28y
Hacad) s dileall ailalyial 40
It is the highest level of

satisfaction that a
customer perceives
regarding a particular
service to meet their
stated and embedded

needs.

A )
Second

variable

Bad il ga 4S5 Jglas
L La,
Mobily tries to achieve
customer satisfaction.

dajlia Ll ge 48 i Jglas
dslad) padliy (b3 (g gls
Aadial)
Mobily tries to follow
up on customer
complaints and provide
appropriate solutions.
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T hlhse dS,d o
BB (o pgl g pa LSS
Al
Mobily invites them to
present their ideas and
opinions from time to
time.

ol () (il g A8y Jglas
e Jardly G clala
Lesbadl
Mobily tries to
understand the needs
of customers and work
to satisfy them.

aisaaly Ll ga 255 o
Gl (B Saatall b 5049
Aadiall daddl) de ¢
Mobily feels their
importance and their
distinguished role in
improving the quality of
service provided.

il sila g £ )l AS ) aigs
Aadiall dadddl oo Lgiily )

The company is
interested in the
opinions and
suggestions of its
customers about the
service provided.

Gladdl) oo S| ) el
Adlial) cils Had) Lgasii Al
You are more satisfied
with the services
provided by competing
companies.

hbige A8y g8k ga o gl
G leadin alida Je o 04
Loy s J8d Gib
Mobily employees
respond to various
customer inquiries
promptly and quickly.
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| B bl dsd pt 9
dasd ol dalaial) il glaall
S
Mobily provides all the
information related to
any new service.

e il ga A Jalas 10
Lalil) cila glaall g dali
LAk L
Mobily treats customer
information
confidentially.

O (ST 38 g g i) 130 Al Jle e Y) b Alledll (Siaalusdd il KA L3 I
Al 3 ALy i)

Thank you very much for your effective contribution in answering the
guestions of this questionnaire and your answers will be taken into account

to complete this study.

i) Lol

Ol Lol
https://docs.google.com/forms/d/e/1FAIpQLSeqg0yz85a9qEAxb4T12xSm
22V7180VCs6KGIcalagGjKk9jQ /viewform?usp=sf link
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