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Abstract:

This study aims to examine the impact of customer satisfaction on
improving service quality and enhancing customer loyalty in service
organizations, considering customer satisfaction as one of the key factors
contributing to organizational success and sustainability in a competitive
environment. The study is based on the importance of focusing on the
customer as the center of the service process and examining the
relationship between service quality, customer satisfaction, and customer

loyalty.

The study discussed the theoretical framework of customer satisfaction, the
main factors affecting it, and the relationship between service quality,
customer satisfaction, and loyalty, relying on several models and theories,
particularly the SERVQUAL model. It also reviewed previous studies
related to the topic to benefit from their findings in building the framework of

the current study.

The research problem emerged from both theoretical and practical gaps
related to the limited integration between service quality, customer
satisfaction, and loyalty in previous studies, in addition to limited application

of scientific models for measuring satisfaction in some service institutions.

The study adopted the descriptive analytical approach and positivist
philosophy, using a field survey questionnaire as the main data collection
tool from a sample of customers in a service institution. Several hypotheses

were proposed to test the relationships among the study variables.
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The findings indicated that service quality has a positive effect on customer
satisfaction, and higher satisfaction levels contribute to stronger customer
loyalty. The study also emphasized the importance of continuously
measuring customer satisfaction and using the results to improve services

and customer experience.

The study recommended that service organizations adopt scientific
methods to measure customer satisfaction, improve service quality, and
focus on customer experience as a way to achieve sustainable competitive

advantage.

Keywords: Customer Satisfaction, Service Quality, Customer Loyalty,
Service Organizations, SERVQUAL.
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