MIDOCEA \

UUUUUUUUUU |

Final Project 2

PMG 497

2 (Al £ g diall 73 gad




B0y Aulg

Il“ Crhghza Aol
]
| B ) g glSly [ anad

& g all o) s
ol e Ao gl (5 3l AS i 8 e Dlanll L) e dadall 2 s il

IR

...... Gl Ala 35,4 .

2 - Sl g 5 pdall

Crislae Aaala <3 laY) 4

L e pllae D

Cr glane daala -5 oY) ALK -yl Ra gac

Sl ol Al Jaadll - 2026

|
MIDOCEAI\I
UNIVERSITY II



oaaddl) g S

& soiall 138 Craail 43 535 aliady g cladliall 5 dleniy A Gualladl oy b 2eal)

Lo dade Cilgn 58 e 4 Lo o 3l asa gl ) giSall ) il g Sl Gallay A
dstlaall JSEIL Aanl Al 5 g s el 138 Sl (A Sl Y L OIS el cidaadla g

g5 (e ey (anadiy a S agiglad o a8 oS il aes ) ST 4a 5 LS
Canl Calaal (3ad 8 agesd Lae il Hall dlind e 4l

¢ 5 pdall 13 dac) 3 58 b el agaaai s Jual siall agacs Ao day S 5 pul jSEIL (adl
Aalad] A Y AL L S sailis (a0 5e Lag

Lol G L8 3 (5 ¢o 3l 3 Jaad) 138 i) 8 sl (e IS (5 3m Of (lad ) JLad ol Ja g
il saadl 4

Gl gl

i
MIDOCEAI\I
UNIVERSITY II



s 1Y)

e Logls lgia¥l g alell Con a3 Lo g2 5 collall g acdll jaeme WIS Gl cppan SI coally )
oY) 5 caall

Sl Y Lo al Oy i Al S paae sk e g aila iy 6 3adl Sl )
il gass 4

o) i (o8 Cragd ) Aall dilgun 5y daalall 03 gead 1008 ¢ 4ol ua e ) giall Jmlil) (il |

& sl 138 dlac) 5 58 JOA sailae o e ol paaiii AddS a8 e S )

3alal) giay o ‘u@%}fuéhsﬁwswm\wiﬁb caaza) siall Janll 138 (saal
5 all

i
MIDOCEAI\I
UNIVERSITY II



docd) ) Lalidtioa

o KVA|]

L3 gl ¢y g lal A8y B paall Ly o daadd) Baga il o i il ) Al )l oda Ciags
O A8t Aagads agaas ) ALYl cdadlial) ciladdld) (o s Mead) L) (5 siana (ub g Baa ddyaa
SOkl L (g ghea g daddd) 53 g2 Mol

sdaagal

oS 835 (Al Gl aladiady clilal) aas aly o Audadll A gl ggdall e Al jal) caie)
Lilaay) cuallud) aladiady clibud) Jadad a3 LaS Ban diaay 433 gl ¢y g lal AS ) s Mee (e die
as i A88) milil 1) J gaa o) g sdnbuaad) cillas giall g Ay giall Gaeadll g i i Sl Jia dpadial)
Al Al Calaa

;@L'\.'\S\

Oookal A8 3 (pa dadiall ciladdld) olad ¢Dland) Lia ) (e Lkl o (5 g dlia 0 Al jall geilii < yg i}
Aoy agoudt Eua (p3land) L g Aaddl) 33 5o (s Al ABDe 350 g guilill) il LaS 400 grd)
&SJQJJMJS\ Gj'iuajﬂjﬂgﬁ;w\ Q\JMSHY%\AAMYU ‘éﬂ’a\.\ﬁu\ :\JJQ.HJ ¢ g0

sAzan ¥ g culiplatt)

agale ABadlacal) g pdland) L) (8ad B Aaddd) Baga Aza's oA gal) a6 (& A ) Aan s
esSand) 4 2l Gaeial g Ciladdl) y ghatly Allatial) 3 j1aY) <l ) B acd B Lgauilil ha BALEELY) (S LaS
s3laadl Y g Bl 3 g AS pll Apudlial) 3 a8 el b s Laa

dualidal) cilalsl)

:\.::).\.n cd..g.ud\ :\_:);3 ‘Z_p),u&\ OJJ'LJ :\S‘}m ‘@J‘)ﬂ:}[\ B)\;ﬁ\ ¢ ezl Ly ¢daaall 3 g
AtV Lo o s S (5 el ceShanll Bk ¢Jaa sl

i
MI DOCEAI\I
UNIVERSITY [ 1



2 et e ettt et eeeteeeteeaeeateeeeateeteeteeateaas sereeeanteeeanreeeneeeas sl g )
Bt et e et e e et et e e—eeeh—eeaa—eee—eea—eea—eea—eea—eeanteeas Sarareeeeanbeeeanbeeeeeanreeas glaay)
B e e e —e e —e e e —eea—eeeareeeasteeasaeeanaeeareearee haeeeenasneeeennns Al pall Galdii
T et et et e e teeateeateeeteeeteeans Al pall lad) Y 1 J Y Jaadll 1
B et e e e e e e e teeee—eateeabeeeateeaateeeateeeareeeateeeareeeareeenns Aeaial) 1.1

D e e e e e e e ebeeebe e e beeeeaeeeabaeeaaeeeareeeaaeas Al Aie 1.2

D et e e reearae s @bl s sl e ol 281,21

D et aans bl 5 sl e il 528 1.2.2

S S SS Ll el 1.3

D et ae e areeareeaanas reobill g sl e 1.3.1

D et et et et et et et e e nnaeas (ki) (5 sl e 1.3.2

10 ettt ettt et — e —eeahaeeeaae e eteeabeeeteeareeareeareaas Al Al 1.4
0 ettt e e b e et e e ae e beeeaeeeaeeeaeeeaeeanreenneennean ALl calai 1.5
10 ettt e e e e e e —e e ateeeree e beeereeaaneeabeaas Al all Bl 8.1.6
10 et e e e e e — e e e e e e eb e e e abreeeateeeeaareeeaneeas Al Al 735a3,1.7
1 et ettt ettt e et e e et e e e e e e e e aaeeereeeteeaeeteeteeteeteeteennas Axilaall 4l a1, 1.8
0 ettt et e b e e abeeabeeeheeaaeeeaeeaaaeeteeareereereereereearas g sl lia 1.9
1 et et e e te e teeteeaen < Al sl yall ; SUl Jaadll 2
(1 TSSO T SRR UROPRRURRRUSRPRRIIR il 2.1
1 ettt et e e e e e e e b e e et e e et e e ateeeetaeeaaeeearneeenreeans Jaiall yaiall 2.2

L TSROSO USROR Ul il 2.3
Th e, il uiall g Jituall juaiall o A8l 2 4
1 et e et et e a e ae e ae e te e teeateeareeareeareenree e il 2.5

5

ST

|
MIDOCEAN



1B ettt ettt ettt en s ieidl 3.1
1B ettt Gl i paaial 450 jaY) iy y2il) 3.2
1 ettt et Gl areai 3.3
1T e, Cilipall 241 i g 3k Gl aaine, 3.4
1 ettt il aen 38,0 3.5
1 ettt a et a e e et e e e e e e e e e e e e ee e e e e e e e n s e e e e e nenenaneranes cbld) ¢1540.3.6
18 et aayl dilaill Gl 52).3.7
1 ettt ettt ee e ee e ialall 3.8
20 e gl dzdlia s Slasy) ddaill a1 Juadll 4
2 ettt ettt e a4 1

73 R (Comal) Asal e gl lsiban ) G pall die Cinn 5342,
2 e, il Ll 5 Gaall ol jLialg. 3,
22 e (Sl ALl e Alay)) ndl il s s sl slasI4 4,
2 et el gl AsBlia g cilua 4 L3145,
2 ettt ilalll 4.6
2 e Clalitn) 5 Slaa il 5 Gl 3 gan :pualdl) Juadll 5
Y2 P PORRRRRRe. 1 1 o | It v I | PR W I (R PREN S
22 o, sl )l Clua 55,2
2 oot Aalall 5.3
2D ettt ee e n e eeeeeer et e el Al
2B ettt et ner e, Gl

JEY) Jgan

R S I T

1|
M'QQC,EAIT!



Jolaadl Jeaa

A yall alad) LYY 20 gY) Gl

i
MIDOCEAI\I
UNIVERSITY II



dadial 1.1

A0 grad) Ay ) ASladl) & dala e e | 3a3 3 aY) i) 8 A SSIV 6 lall ¢ Ul agd
Tl A Bl ) eaie daadll 50 s Cnal 5 cpSlgianall ol o) i) Lalail iy il ) kil dagis
Ao o S el i eclatiall g g5 gl el Ja iy Jaeall ay ol Cua e ySIY) Ciliaiall

ol At 3o liS 5 cclyllall 3855 483 ¢ gall aladin) A s (Jpa sill

20 Lia )l (o 3 ceDlanll Liay 4 jailee IS S5 A 4 a sald) Jal gall (e dadald) 535 2l
Jia pualic Canli iy g SV 3 el Ay 85 Aadial) dadall ladl) 10 ae Jpend) cilad 55 (il
A yad (5 sS3 d Laga 1550 gl i) Gl 5 ol e day ) Alain¥) (Jua sill 48 55 5

ranll

Clead 238 G dSlaall (8 5 SV (§ gl Cliaia b (e A0 srall O 3l 4S pd jiadi
gjj‘)gax\ch&Uad\ (K¥ @MSM\EMCA} @m)ﬂ\jw\ﬁguﬁ\é&m:\s}&
Jid Al (b )l A B Aald e Dlaall Lioa )y (5 st Ao Al daadl) 33 a5l (gaa Al 2

" " A5 Y 5l Jln (g8 U5 Gy g

(2l S o Dlaadl Lia s Jiine ypaiaS daal) 83 g (0 A83adl Jalatl Al all 028 (35 L (e s
CeDbaall Dy yad 3y jad g Aeadll (5 e g ghal 8 el gl iy AU 138 dagde agh Cangs

Agale Ay ) Aaladl 0 i s ySIY Bl a3 deaadl 53 sad 5y Sl dpad ) (g Bl
Claial o s sl Guilall Jha 8 Al dangie s 4883 3 ) seay ¢ eadl Liay o W ili (a0 (i

i
MIDOCEAI\I
UNIVERSITY II



Okl 4858 A e Dlaall Lia ) 5 de2al) 53 san (g A3l ool Al 5ol 028 35 L (e s 4l )
Al a5 A8l 028 alagl agd o acluy ale JUa) andii L aguy Lay ¢l )l Aiaay 43 szl
Bl (8 AS Al S G g e Dl A et Gaead () Al 11 A 10y

da Al AdCia 1.2

3 oMl Ly (5 sisa O V) el g IV 5 jlall clans 8 L galall ) shail) (g a2 ) e
s allall 48y 5 Jia ill Aoy s e o) g adiall Aaddl) 53 g ae agi el L < iy
e deaal) 3o g il san (d ) Aalad) Al ol AlSa. Jiatiy e Dlasdl deaa 301
daaall 3 s alad CilS 1) Lo pani g by I A 350 gl & 9 jlal A8 50 8 Dl Lia
Lol (5 slase ad ) (8 Ulad agss

i
MIDOCEAI\I
UNIVERSITY II



B 5 gl o @il gad 1,2.1

o o) ASLaall Al A Y 5 ladl) Cllaie 6 Feadl) 83 sa il el gl 3 ddaall b all 8
RAREVY Z\_UJA ng.uam 4..;‘; aald cazmjxul\

k!l (5 gl o @i 52d 1.2.2

335a (5 siune Jsn Audadl) o dlaal) o) (uSad Epaa Auslase il ) Aalal

Posy P X R P DUL| RVCR RIS PR K| IRSTWEN. Bl = K RS WER DN PREN |

L sl (5 el A58 e Dlandl Liay e danall Ba s 580 Lo a5l sl ¢ 3adl 138 ity
foabll e

Aoyl a2l 1.3

Fiay ) ¢y s yiSIY) 5 laill g U 6 Laddll 33 9 & g sl Led 5l (e Lginaal Al jall 028 i3
La )5 deaall B3 s G 48Dl i 55 8 Al all gt LeS ASLaall 8 ) 303 el ¢yl 2l
Al i ol Akt g Al e aaied dgad ) Ay 6 Dlesll

:cﬁ)z'm & Sisal) ‘#131
A gy 3 el L'é\,;uuﬁcm:d\ L'AJJ:\AJQ\EJ};HAGA O o oy Bale 1 5Ua) A jal) Cauas
Jlaall 13a & aalsiiall cull Hall PERTRPY

10 |
MIDOC EAI\I
UNIVERSITY I I



) s sial) 1o 1.3.2

s addll (5 s b Cannall 5 B Al Ll e Caall e RS0 5 ) Al all il aclu
(o8 Al 3 )08 ) ey Ly colida )y (5 sinme Bl 5 Jpandl & S (a8 gt 4y shai byl i)
sl

u) ) Al 1.4

Sl 8 e Beadl Ly e (sl (e dadiall dadall B3 5a Jigi (S

9050kl Lgaai il deadd) 3o ga 81550 ST e Deall W)y ) A SN ol g2l 4 L
05kl Ak (e s Dleall Liay A Laga 1550 Jpa sl Ao pas ali

faalia ) Ao clly L, e (5l A e Dlanl) dadd o Manll 2y oS

o o Rx W N

e AL 3 5a0) ol el Cans (5 3l (8 Aaad) B3 s Ly o Dlard) Cilad 5 Calias Ja
94yl

Sosobel (8 eDeadl L o il acall g e glaall o) 53 53l g8 L

skl Om ) lly eSleall ) A e clagaill y Cland jall Jigi aS 8
050kl (8 daaall 52 sad o Dead) apdi & claiiddl Jland Jisida 9

\'

ehdﬂd\w\z\ﬁdﬂ\ﬁdpjaéﬁyuy&aﬁycvmaﬂMé\l\u"_ﬂ)ﬂ\s&u 10
¢ e anll o)l e 5l bl & deadl) 53 ga Gt 53 (Say S 11

dal Al Gl 111

11 |
MIDOC EAI\I
UNIVERSITY I I



83 g (o A8NRD) Al 50 0 10 gadl) g Jlal (8 e Dlaall L) o danall 3o a0 Jilas
okl (e Dlanll L ) saa s (5 el (e Ladiall daral

e Sanll Lo ity (AN Jal sall agd o 1o Slaall (8 (e deddl) 32 g anll 35 Jigall Jal sall man3 2
A8 g gall 5 e Dead) dadd (Jpa sl Aoy i deadl) 53 sa a ic Ayl

Lond o duagill de pu Jigi GBS Al p3 0 1edeall Lin )y Lo i il e o il S 3
aladl aalia g ¢ Dlanl)

(Al acall) ¢l Aot AL AAS A pra o 105 el (8 e Dleal) Aadd ¢ Danll arii Al 0 4
el Ly e (o slSial) dlaia

G el jall 5 oyl S35 20 agd o el A I e cilaal jally el 36 Qa5
O3kl e el A e eDhaall LS i

eDlazl) Calad 3 0 8 eaadll (L8 o rdanial) Aaddd) 30 ga g ¢ Dlaall Auleall Chlad gl 0 45 Jia 6
Lo (shany G Auledll daxal) 3 5a

Sl 55 i olill Gle 3l o i gd) (5 okl 8 il 33 5o Gaeadl Cilpa 5 ) 817
il (< e Dlaad) Culalia) Al g aadl) 53 5a (5 ghose Cpeai] dalae

2l e Slaall Loy ol i caliad Ca Julat o e Saall Liay e dal e gandll Jal g2l 85 4l 0 .8
COabel e BB 5yl ol 4y peall Asdl) e

Al ) Gl 11.2

A sl (s el 8 e Dlaadl Lia )y e ) JS3 Sisidaaali o 1
Rk (8 e Saall L) e S S84 S35 dpasill Aoy 2
o heall L) a8 s ) 1599 i o Dlaall dand 3

12 |
MIDOC EAI\I
UNIVERSITY I I



) eSlaall o) il ) B 8 i Cilagill y Claal jall 4
Aaleall La02d) 30 g g e Dlanll il 5 (0 5 gad Sllin 5

4030l 33 g o Dlaal) andi B i3 Al e gandl) Jal s2ll 6

Fu ) gisad 11,3

daslyll Z3gai

ezl Loy e doazll 539> 43U
0Lyl sy ysgradl ogjlel dSyd e

dsslaic¥l

.. S

Gl Ly

olo¥l

damsgalell

13

l
NNNNN ]I



il dul ) 11.4

A2l 33 g G A8l 21 A% 5 Gluiu] 3 Jdadl SPSS Jia geal g pladinl Wila ]
Laall e b el Jalgadl apasil Sl (e e Jilat e gie e Dlaadl Lia )

i o A gl (53l (8 eDleadl Liay e Sl ol sadl passi o il Al all il 2
VE DENPU A | U E | g AL DN | B R PN JU FEgY

e Al sl (8 eDleadl Lia )y e dandll 5o ga i (il e i) du)jal) Caaa 3
RETENPS PYREPRLAE IV PN

Bagn o gl Ol o Y1 e eDleadl e lasiad a5 rcliial o Ul aea <l ol 4
Se Jpanll ¢Daall (1 220 a0 GOlE ¢ ja) fAadd CMe o aalia )5 deadll
pe ol s Ao g cllaadle

B (8 el Haly | sl pll) A gradl 5 3l e go ) plie A ¢ Aial) i1 A8k 5
G383 i Jeeal Jaee 200-100 81 o o (Apalall el 601 JDa (Slie) 381

Ladd cdadlin) die it Ala () Aoy Jia deadl) 305 Jsa Aliad o 1 iinl) s 5ine .6
ke JSi Ay el anii (s Al 3 e o) i) 848 ) i e Dleadl Lia ) J s Aliud o o Dlaall

14 |
MIDOC EAI\I
UNIVERSITY I 1



sl Google Forms Jis Cliaia e Lgay )5y rclibyin] o :dglaal du) all ¢l ) |7

(e Ae sane e da sl laa s ol cailed) jue Bllaa alati o teSUlad) o SurveyMonkey

Ve

O A8 ) jana) 5 i) A Jilasl SPSS Jia el aladiul Gilaa) o bl Julas

eSaadl Lia g Geadl) 53 sa

L e 5 gl Jal sl apaadl CiUERD o IAY) Jilat 1 g3 o

goall blia 115

Ql....ub)éc Lab.ﬁ\ H Zu.ub.ﬂ‘ Ui dadia

.a.ub.ﬁ‘ 5\.),;6_1,;‘ a.ub.ﬂ\

Ll jall alad) U1 2 JsY) Juaadll

. Aalad) Al i) il

éJﬁﬂ\ Y g-lm\ Suaidl)

£ .55 cuad) i) i ¢ Eagl) e ¢ diayl) dduld
L Gl Jalas g pan b ¢ a3l 38 ¢ )

Gaayl) duagia 3 Culll) Juadl)

. Jalall il ¢« clill) Jda

syl Jaaill ;g ) Juadl

L AA) ¢ cilua gil) ¢ gilil) ASBlia

AQiAY) 5 guiliil) AdBlia 1 (ualdd) Juadl)

15

i
MIDOCEAI\I
UNIVERSITY II



Al il ) 1D Jalll 12

16 |
MIDOC EAI\I
UNIVERSITY I I



dadiall 121

) A grad) Ay ol ASaal) (B Auald ¢S ¥ ga B LAY < ghadl B A 5 S Bl ciagd
sl pag Abhial) (g giuna o 43 ) B latl) Jlaae B 133 (31 gu) £ il (o BN g Ciasial
Cra A oY) LAY C AN e (3 gl gl (ASA) L) gl g i YY) aladia) B )
Eua (pUall) 138 B Bl 1) CilS pidl pa Ban) g A gl ¢y g kel AS i a9, Cymd grad) (paSlgtiaaall
Ay B Aaadl Baga g alla (s a9 Lgdlas Cilad g (all B Jaaia dadd anail Baala
1 0 uSay Laa ol g drand) & o (8 judilsa JS i35 A1) Jal gad) ah] aa A g ASIY) B jlail)
Ao ) Ladlall A3y g g Ayl )yl B e Bl

hid () gaigs ¥ ) gasal odaadl o Lald Byl Jia dpanly 45 A< B jlail) 8 Aaadd) Baga s
ralis cagal (gl 13 (B Ade g day pa (§9ed At ) adlaly Jy clgan o Al clatially

17 |
MIDOC EAI\I
UNIVERSITY [i



e Mand) Aadd 5o lES g (culullal) L4TH 480 (9 ASY) ad gall aladin) A g (Jra gill de pu Jia
Lo LS ualindl 038 aa A} ket (19l g2 Cpdl) o3kanlld Aandl) B g2 a8 Ay ) Jal o
S ) (g alaT 1S5 (a3 L ciaailal olat AR (g iy g Ly 81 35858

(b 8ol Ly o ARNa) Ja gad) il el gl Bagae i (8 Sliiua 1 3kia 223 Aaad) 5350
cilatdl) agali o cilS pl) 5,08 saa (lacal) 138 B Aaddl) 5 g0y My g A g SSIY) B jlal) Aiy
dgalaicy) Fia baseiadl Ma) anBil) 138 Jady L8 glai ol sSkend) culad gi ol A8, oy g dlle BolES
(o Aguldiia (50 B M1 o 0 (e a1 o g A gpalal) Al g ccilalatt) (Aidladall (Alaia)
Jolil) edleall (iSas Y Eua A g S 3 jlaill B Aald e ild gl Lgild (o Uall) (pa Syl
S G il S0y clatial) pa

9 edand) Ly Jlaall 134 8 il jo ) @ gfiald) Ciagy o4 aldl) paciall o Maad) L Jiad
Aadiall clasdld) g ciladiiall e Lgdles Ly e agdl Gl & (pa il dde ading 541 (ubilal)
4 gad) Jal gl (e ad A cpBlaadl £ g A Sisn ABY B S i) i) Al 93 pdigall 138 yuing

SSY) ab a1 e Sand) o) i g rall (ha g Ao g S cliatall ApdUinl) § a8l (a8 aguad Al
Clsagall ol icall gail) GiBad ) o2 Laa (AN Cilailally dua gill g #1 ) saley Yiadal
REPEN)

S Aaadd) Baga il el gl ) ABLad) cilad Jal) (e Ae gana () il sl (Juadl) 131 g
Sl Uda) Jaaadll (J glifionn A gonad) g g el AS i (A0 38 3 pea A g S B jlail) (B o3l L
il Oy ABDad) ) ALY cpBhand) L) o g S il Adg g AllIAL) dandd) 5452
AR bl pal) oda Judad A G (5 Sead) Ui ) Aaglil) <l piall g (Aaddd) 33 5a) Aliiucal)
65 adli g Adlad) cilna¥) A Baga pa (eSE B ) C gadl) e g gulal) Jaddi L) Juall) 138 g
oo Shand) Ly G ol A gral) ¢y g Jbal (2 Aaddld) B3 g (paeand ApliS Jga B

18 |
MIDOC EAI\I
UNIVERSITY [i



b e Shaadl 4t Craat B aalud A Jal ol Ges i agd (e Gaald) (Salia (Juaidll 130 JBA (e
Baad Ay 8 o Maall Ly (3l B A4S Had) A g8 3B A1) cupanil) Al a9 g gradd) ¢ g lal
Loty

Jiewal) padiall 12,2

4024l 3 g

Glly A Lay eVl Cilide e Dlaadl Lia )y aaad ) pul) Jal gall aaf et daadll 53 5a

s % ¢(1988) .Parasuraman et al s sh s SERVQUAL 73 e o 4 5 yiIY) 6 sl
:MJ J\Ju\m&r— ELUM..‘\AJ\ BJ};

88 Gllb Jady ¢ S5 AV lad) 8 e 5 LS Aaddl) anadt e &S ) 508 gaa jdpalaie ) 1
Lol i Al Alladly g sasall c gl 8 il apaii e ()5l 4S54

il acall Al de e elld 8 Lay ceDlead) i 4S8l dlaind de s rdilaiul) 2
QUi | BEWCH I O

agilly dlas 5 o) il d5a] Ly 58 68 DA (e e Dlead) 485 anS e 48,00 5,08 sdagladall |3

." 3 :.n

daadd il ja b g elld Jady ¢ olel (8 A0 il e Dleal) cilalay 48,80 laial sae rakiladl 4
_c«\‘)aﬁ\ @ (-;QA:}JLI L.;‘ TJU’.‘\M\ e ezl

AUl o il Al sgun g paiiusall Agal g s g SSIY) @ gall 83 s Jai i gulall alladll 5
Aoy pn g dng pe G Ayt HE ST A j g peia il

19 |
MIDOC EAI\I
UNIVERSITY l I



e o Jia 40 ol gally puilae JS8 il danall 33 a0 @ jedal Jlaal) 128 8 48 il o
Lin ) e e Boalaio W15 Aaia] st o LS i SIY) aol) s 5668 5 35 SO 5l

Gl paddd) 12.3

Cal ) e Danll IS 1Y) Lo agdl IS A (e N dnle aaiay (A (ulidall g8 ¢Dlaall Lia o
A5 ol s waas 31l SY) Jalall e Dlandl Lia ) i) Aadiall daal) f il oo
e eadl dadd 5 A8l eyl e e Dleall Lia )y @lld Jadiy g ol Hlas

ol G e Dal) Ly (ol G Lo s SISV 98 (5 () 1 (00) Likert e aladind o
JSEy Aaing ¢ Meadl Lia )y () () il pall i Cun Aadiall dead) ae agi ot ani ¢ Dlasll

pailad il AS Al Al sae o ot

o eddedll Aaddll 5 g A (e Jad W8 Y e Slaall Liay of ) il Hall e daal) i
Ol &N Vs Sl (1996) .Fornell et al ¢! &l 0 deadll (e o Dlanll a5 o Uyl adiay
Liay (5 siuse a3 (8 Lanla 15 50 Canli Aadalll deill a8l 5 o Dlanll Cilad 55 Gy 5 sl
el

20 |
MIDOC EAI\I
UNIVERSITY I I



il aiall g Jiteeall el o A3l 12,4

bl Al (e pamll ) gaa il A g STV B el 8 o Dleal) Lia 5 4eddl 33 g (g 4831l
423l 33 ga (5 glue (g Ay 88 A8le 22 6 ((Anderson & Srinivasan (2003w AL
Cmnd ) (505 423l 53 sl duseddl Al Gaeead O Al jall < jelal G (e Dlanl) Lia
Aoaiall agd¥ 5 b5 ¢ Maall Lia ) & S

Mt il o ¢ mdy Ladie Leay ST () 53 65 e Daadl o colad jall & jedal -dualaic ) o
8 () smnay e Dlaall (8 oot a8 8 elad] Caaad Ladie Ll g sall 8 i se 8 LS
Al alaie ) Jassd Yida) i€y Laa

3 Ledkee Om el Ly Jamay (ot Ylad g By o i Lae s ellai Al ISl Alaiuy) o
Aaliaall Juaty) ¢l g8 e o Dlaall Leilatin) de pun a3 (JUad Jasw e oy kel of o
e land) Lia ) (e Y e

5 A &8 sall aranal Wyl eSlanll Lia ) 85 i 5al) el gall (e s galall jalladll

B 330 2 Al (B gnsi A jad A5 A i) Algad) @) gal) O Cus aadiual) 4y
e eall Lia

21 |
MIDOC EAI\I
UNIVERSITY I I



O e 38 5 A ilS il of (2018) .Zeithaml et al Wl sl i) cilul jall & ek
it L Lle (aasall gl 8 Juasill g5 colalhal) laciasl (ppuan Jia) dead) 53 50
o Dhandly Llaia¥) 5 oY gl 3 3e3 8 atliy Laa ceDlaadl L) (e Jle (5 s

aadl 12,5
8 s hanll Liay g daddll B3 s § san g ) gl A ABLad) sl jall ial el JDIA (ge
2 Aadall Jal ol (pe 223 Aeadll 3asa o o Gead 5 1880 65 @l o aad A g 5SIY) 5 sl
i) dualaieY) Jie daxall 82 gal Adlinal) S et of oot s Daall Lo, gidad
sla) 330 () g2 Len cpanll Lojad o S il Al A gulall jallaall  dilalal
Al dadlall 43Y 5 (i
15 60 canli ¢ Manll dead 5ol 5 lllall 285 48y 5 Juea ) 8 de yud) o culad jall ¢ jelal aal
gl ()5 el A0 Al b A s Y1 3 el ilaia 8 eDhaad) Lin y a8 Gl
3kl g lad & Bk ddlie 2gdy (o) sl (3 gud) (Sl & daal ST Lol sall 028 ygias
s Ay s A (5 gt ol e (g shoany () e Slaall o Sl & jelal 288 A5 Ty
Al B e ol il aginge Jlaial 2505 Laa W (e 3 3er (a5 el
I Aaledl) Cleadll 5 o Dlandl Cilad g3 G ol gad Al o Uyl il all S o540 dga (1
o il ML 5 o Dandl Liay ane ) i) 138 (05 28 VAl (any 8 Lgale ) shany
33 g Cpnt ) el dnaal ) Ol gadll o3a Hain A jladll Aadlall oY gl g 53 gall Jara e
48 g gall o onll JS0 adias ) 45 SV 5 el 8 dald el s paan 8 4aadll
A Ae jujg
Google s Trustpilot Jis cilbaia e oy b Al elandill 5 ¢ Slaall Cilaal j
Jalgall 038 Jrng Las ol 5l 20all Dlaall ) 8 e dlae IS0 355 Wil cidl <Reviews

22 |
MIDOC EAI\I
UNIVERSITY I I



ol all @ yedal S8y Leadee L) o Blaal) ) e 3l S Qa0 dal i) dpeal @il
d}wl@wh&ub & laxll Mhummd);u«ac)md\ &AJA.LMAM Jelatl) u\ Lia.i\
b)) (5 shue Ga 2 s e Dlandl aa o) ducal il 30305 (8 gy
C@@éﬁjd&uu\)hu\)@sw ¢ Mazll Lb)}h&ij\ﬁdﬁoi@'abwc&ui

Ol S o Ua Wlie 2gn sl (el aafy A s SOV 5 jlail) Ay 8 A el S
e e sl 3 gdl b 2l il Gl Qs by o Shead) ALaLEN By jadl) 3355 8 Jal sall 038
5 sl Y 8 L) IS (e Aeddll B3 s (a5l Jeal 58 O (550l
dlae a5 i Sy Al il all o2 il e Ly o Dlasdl ada ¢l (ppuan
30l 33y )5 2tV 5 Jp iy eDheall Lia ) Jara ad ) (8 aaliy Loy daddll (5 e Gpueal
(g2 ) (G sl 8 AS Al Al

23 |
MIDOC EAI\I
UNIVERSITY I I



Al A1) Apagria 1GUEY Juadl) 13

dadiall 13,1

ol Jalad ) caagd Al 5 A all Lgle Cadie] Al dpalall dngial) mauda 68 ) duadll 128 Caag
Seaadll 138 J gty Em sl Ly A gmadl) (5 el AS 53 A o Daal) L) e daadll 3a5a il
e ol ) ALYl ) ) dige 5 aine 5 sl Al aranai s sl 8 addiuall el § o
Aol ) bz il 5 bl dadles 8 deadiiuad) Slas) Qdaill Callad 5 bl

24 |
MIDOC EAI\I
UNIVERSITY I 1



J s sl Lelila g ULl aas Lg o ) A8 plall seza g 3 ) pall Laadl Gl Jicail) 138 20) LS
43\.1))&}“ oJ\A.\n:\_;t:\.\‘;ﬁ;\)maJ\ LAJJMM\EJPU:\J:\EM\ cA\J(pS:_I:\AﬁJMC”” é\l\é;\

Gaal) & parial i) oY) eldy 2l 13,2

Lo s .l joiiaS o Dleall Lim 5 cJiiin oS Aaddll 30 ga tled (pa ) (e Al Hall ol J 5L
Legia JS1 400 YY) Gl =il Ly

Jiiual) il — (Service Quality) 4asdl) 335a 1Yl

o eSlend 0 gradl (& Jlal 4S5 (e Al lendll Ladll ¢ 12 (5 siane Al yall 02a 8 Lgy sy
pelad 5 Al e e 508 (s3a 5 ¢ aly ) Aae

«SERVQUAL 353 (s 8aiusall slaf¥) (1o Ao sana J3A (e Lol ja) Laaill 2 ga (il o
redi

25 |
MIDOC EAI\I
UNIVERSITY l I



Al g Ay clllall 285 e A4S il 5,08 dalacY)
(6 3 5l i) e o Sl dadd Jeli de o tAlaiuy)
s il Ul Llas 5 adall Clilee oL 4G Jaard) ) i 2V

o8l Gllae alad) s gkl 5l a8 sall iial A s (52 1aladiuY) Al se

Sl e aladiuly Gl @l i e Al o) i) clilain) QDA (e el 138 el S
Leal)
T

&l sl — (Customer Satisfaction) skl La, 1Ll

el 5 pe Al el 38 55 (5a 5 ¢l

L@.\Actw_\‘ﬂyamdkwcw\u‘)wm#}

o) A A S e aladl L )l
Sl ¢ a8l sale) 4
Lokl alasinly o AV dua Al daainy)

£ 53l Jlall Jilae dasdll anss

8 Al ol il s e Talaie) alealdl @ jSl e JMA e Liadl pnciall 138 (ul oy
i)
S

26 |
MIDOC EAI\I
UNIVERSITY I I



(il Aiay) Ea) avanas 13,3

s sk 3 (Research Onion) Aiayl) dlayl) ZAgad e Al jall 038 aranal ddiny
i Afanll A3l e oo 3 JSG Ginll agiall JUaY) aaas J ae iy (635 «Saunders
RURE N [P P

Research Philosophy)) ¢l 4l Y i

dSi 3 alall ae Jaladll 4y Cus ((POSsItivism) gl dduddl) e 4 jall oda adiag
Dbl ) Adulill ada aagds | el daladll 5 Gulall AL 4SSy pes A (0 (0 sin5e
) 8 caald) Jax 5 s ol jpaiall G BNl

Research Approach)) &) ggia 1Ll

sle 2l Al pall Gl 8 ol &5 Cus ((Deductive Approach) (Abiiu) mgial) dlaic) o
ULl alasinls Tilase <z @l oda HUia) o3 ceDlaall Lia 5 Aedall 5 gy Aalaciall ALl cilaY)
A all A (e lgaaa o5y A

Research Strategy)) sl 4w ;WG

27 |
MIDOC EAI\I
UNIVERSITY II



s A laial) alaaiuly S35 ((Survey Strategy) gewall gl ficd e A )l aaied
e Jsmanll Gaags (paly il e (8 450 el & Jlal 48 55 eDlae (e L) aand G 31018
Ll el AB3a) Jala 8 el dpeS iy

Research Design)) cadl ¢ i :layl

«(Descriptive-Analytical Research) d:ldaill diua gl &gaal) o dul all 028 Ciial
s and) Ly 5 Aol 83 5 (A8l g sl 5l Jna 3 paUal) ailind Cioay )l Cangd Cua

Time Horizon)) a3V @ Ll

5 & il ges & Cus ((Cross-sectional Study) dsdiall du jall e 4 jall aaia
sl AL gla Ol puat Al () 93 Badaa e (e Baa) 5 Adia )

clial) M) ldiiy §ohy Gagl) e 13,4

Gl aaiza 1Yl

28 |
MIDOC EAI\I
UNIVERSITY [i



Slaleny 1 5ald 3 5 byl Apae (G Ao grad) G5 3l 4S8 6 ee maen (e Al _all adina 0 5S5)
e Alad D ja agaal A o) AV aaiaall dadiy s 5 A1 5 il IS s 5K daiall yie o) )l
(o8l s O Lo aalia ) da o5 4addl) 33 5a (5 sle ani (e agiSay Las (5 kel Claaa

Aall L8 3 acliy Les cadall (plad (padiiiiee e ealaie W Tk Al jall Talie aaiaall 138 223

Al ) Al ;LG
(B (S alial Al jal) aaina (e A e dlaie V) i caaiaall o) il pas Gl 50 4 saal ki

a2l ae bl Aiae 3 G5kl sDlee (1 82,80 200 (M 100 O ¢l Aie LIRS a3
Al edl) a8l ) (Sad Glly e Jsmanll Gladal o el 6 AT JBA) Lpas o) 55 4 s
el

Sampling Technique)) 4l 34 48, (LG

da i slhac) ai Cua ((Simple Random Sampling) daswl) 4l gal) Al aladin) o
) A8y ey s eail) (e Iy Lae ¢ LEADU Al Sl adine o) i1 aend 4 slusia

Al SR @) ) e sl

Aul Gl cilial) e g i) 134 LA

29 |
MIDOC EAI\I
UNIVERSITY l I



A ) cA.\;AS Jale Jiiad lawa

SR Rl el il

Ailasal) Sl pall 8 adudat Al gen

i) e adiat Al Al cala) jall cuilia

bl aax 48550 13,5

Q\M\J.ﬂ\ :*\.a..).\H Atae Dl Lﬂlﬁj cg"_ﬂ_i\:\.ﬂ\ CAL‘ MJ '&\Jis gijﬂﬂ‘g‘ Olﬁﬂu‘f\ L;s Im\)ql\ sda Chaaie |
ol R R gl (5l B85 e Shae (0 Bl Kisal) 3 Lo 455 Ay 5 e

LAJJZ\.AJAJ\SJPGQJ cMJ\M\JJ\ u\ﬂ&u&#mz\ﬁgﬁu@y‘wﬁeﬁj
Ayl il uall e Aisall o1l 4380 e da 3 ubl) a0 it 22T e Dlanl

Gl aan 3141 1Y

«Google Forms Jie 43 5 <) 3l S Jeal sl Claia e o i A3 @J)BSS\ Ol alaAT) o5
g s g E s A 0 (e 320 581 ) sl it

30

1|
MIDOCEA
UNIVERSITY II



i) (s giaa 1Ll

Lot ) Opand e i) (S5

dasil) 3392 1JY) acdl

(123 A s s () Alaiul) dpalaic V1) Jie deadll 53 ga dlaal i @l jle Jady

¢ Slaxl) U..AJ gJL“d\ P-H-&S‘

duaially dpa il 5 ol il sale) A calall L il e ceDaall Lia )y (5 siuse it O jlae Jady g
et

Al Al (e EIG

— 3y (38 5a) e 7 A5 cAipall ol i Clilaind poal puladd) CS uliia e olaie V) o

oban ) Jalaill 8 oS JSE I bl st Coags o(525 Gl ga

UL aaa g 2 sl

553 DR 291 e ady ol Aae 2 ol eDlee (e A o L Sl latu¥) g 58 o
SPSS. Jie danliall dilan ) cullu) aladiuls Lebias) Taga Lgag 8 o3 (daase duia )

31 |
MIDOC EAI\I
UNIVERSITY I I



bl glsil.13.6
Leddad g o sleall pan (8 4] g BiaS Chage «Dlibll G Gt ) (e 55 e Al Hall 028 daiad
& Skeall Liay e daxall 3o sa i3 Jsn 4858 50 dpale ilii ) Jsaa sl (8 2o lon Gga IS
ol Aivey dn sadl (el 48,5

Primary Data)) 4% <l Yl

Anda (8 A0 gl ()5 el 4S50 e Dlae e A ) Lo o) a1 (e 3 plie Lgman ay Il L) o
Al al) o385 Lanad acadll 35 5SIV) (L) OYA (e Slld 5 ¢l )

ol Alail) ¢ Dl ol s o)l (uSad Cam sl all o308 sl jaeaadl A0 31 bl a2
eALaJ LQJMJIXAJ;J\ E.J_g;

Secondary Data)) 4 sl et (Lt

e Al 20l jobiadd) (e Lale Jgeanll 23 3l bl a

Aaalell i<l

ALl Culag¥I g el al)

ieaand) el L)

32 |
MIDOC EAI\I
UNIVERSITY I I



e Alal A all il 45 jlie g ool i g el all (o pkill HURY) acal bl 28 axiiud
Al b

-

LadA

ULl g G ol Hall A8 6 se e 8 A N 5 A6V bl e JS e alaie ) aclay
Al all il g gt Caslad) A gl i) ae i Laiy 68 pile Agilase <ila slee 41 5Y)

Auany) Jolatl) ciel ) 13,7

A i) i) Jidas Cangs ¢Sl Al ol dagadal Lanliall dlian ) Cullul) (e de sane aladind o
Ol 4858 (A eDlaall L) o Landll san il dalaiall i) (adadiol 5 lainl) (e lgran
bl Anaay 400 g2l

DLEA) AlSe) 5 il 48y lasal ¢l g «SPSS zeali g alodinly clibul) Jalat g dallas Coad M8
ceale IS Al Sl il i

all slaay) -y gl

A e Al all de paitlad Caa gl Aiadll clanl) aladiu) &
Frequencies)) <) ysill

Percentages)) 4 swll il

Mean)) JPRIVEN PR N |

Standard Deviation)) kel il a3Y)

33 |
MIDOC EAI\I
UNIVERSITY l I



Al Al et ga Al o) a1 cilalad) e (o el Cangs el

il g Famall Lt c Lol

O 2SN ¢Sl ) A all slal cild Gal (Cronbach’s Alpha) W #lig S Jelea aladia o

ol Y1 Judas GG

Aaaal) 33 (o 48Dl olail 5 3 8 Ll (Pearson Correlation) ¢gem Bt ) Jalaa aladil o
C«M‘ L'AJ}

JlaadN) Jalad slay

Leaall 305 i Ll (Simple Linear Regression) daswl) (Jadd) jlaady) Judad aladiul o
cstian ¥l o ili (o oy (@l uaiall) eDeal) L e (Jiiwad) uiall)

dailaal) ANl (g sha luald

Sl 8l L) g i) 4 sine e fSall (@ € 0.05) Aiban) Y2 (5 gl e o3

34 |
MIDOC EAI\I
UNIVERSITY II



iaal  13.8

Ao cdie) A alal) (bl g g Al Cua cdiagd) A dadial) A ) Lagial Saia La o Juall) 138 J gl
e paat ) Al Ahad) Laydl zigal (3hg dasanaly ciad) Liagia g diayd) Abald ot DA G A yal)
Aol cilibl) aan 31319 el all e g

O Al ) (8 Laadinall Uil £ i auaali g ¢ A9 S i) DA e Gl e 48y jh a6 & LaS
JLid g clibndl Julad B Lgale dlaieY) alw Al Ailaal) cils) aY) g e ) ABLEYL Ay gili g A o) cilily
B 1Y) g b Y Jalaa ¢ Aua gl slaay) Jia duwliall Anilany) cullull) aladiuly dul yal) cilua 4

(o ulial) AdBlia g cilibd) Julad 3 dgle AlaieY) b oAl g A jall 4 DU agiall ulad) Juall) 138 b gy lldy g
Okl AS i B edlaall Ly Ao daadd) Baga il prda g 4880 dsale @il L) Jna gl Cidgs (2ol ) Juail
coab ) Adyaay 4y s

35

MipocEAfl



o) AdBlia y lan) Qs raal ) Juadll 14

36 |
MIDOC EAI\I
UNIVERSITY l I



-

dadiddl 141

gy 43 graad) (3 9 jhal A8y 53k Glaias) (14 Auaaliicnal) Uiliad) Jalad Juadl) 13 G jaicy
aladli) eﬁﬁj Sshall Lay Je daadd) Baga il Jea Al il b LA g cgala )
Ay Jlnall cild) oy g dubuad) cila giall g 4 gial) caadl) g <l ) 85 Jia (dbia § Asibaa) cullul
)yl ) yiia Cyy ABMaY) )yl )asi¥) g el W) Jala g il g Gauall i LA ) ALyl
aaal) Calaad s g A piliill paudi

(ol Al hus gl cipbeanal) sl Al i 14,2

i el 2315 Cpial) Jai 5 il 213V 2156 sanll Gailadll Jilas YA (e Caadl Rie Ciaa 55 Aol 638 b o
peailiad & 5 gy (S Uil dapls e Co el Caags Ay stall anall 5 ) Sl alasiily @lla g

2ol Laa ¢y pend) ) 5 Guindl Cam (e S liall DR A8 58 sasall (ailiadll U 5 il ol 8 a5 53 Jalad il < jelal
Slaie W) &5 Gl digell (ailiad agh (& Ciua sl 138 aaluy LSl jall oS Hliall o Deal) aph (0 Aozl 55 ) gm0 555
Ao gmaall (5 olel A8 58 e Daadl Ly e danall 5o a0 Qs 8 Lgle

A il s ) e sLie V) AuSa) e Las bl e sardll paioadl 3 ¥ s o 5 Aiuel) 310 3 5 o cple IS
_GM\LA'AJ):\.«AQ\EJ};Q:\%

37

MIDOCEAY



izl can digall g1jg8

BT |
84.5% 60 0
15.5% 11 E O
100% 71 gsaxall 22

G pandl &l o> disnll @ajgi

16

22.5% w2500 J31  JE8
32.4% 23 Gw35-25050 gan
39.4% 28 Lwd5-3550 a8
5.6% 4 Guwd5 oo yisl JR8
100% 71 gsanall ‘ah

oslsill ggiumall Cuns dissll 22595

56.3% 40 Ll gl €
32.4% 23 wosglsdl €
9.9% 7 pobal &
1.4% 1 Wall olwhal €
100% 71 FYVEOTIE
38 |
MIDOCEA

UNIVERS\TYI'



15,71
@ .ui
® <
& yaall &all
15,71
@ 25 ;. Jii
@ i.35-25..
® :.45-35..
@ .45 i
15,71
@ Lt
L o]
® Loyl
@ Ll slubl
39 |
1
MIDOCEA

UNIVEF!S\TYI'



Glblatiudd Clil) g daall @ijlidl 143

PR e dlld g (Lgidlaaa g guilisl) 483 (lana Ciags (bl Al il 3131 Clfi g (Gua (e (B8 a0
G e (b o Lg a8 e 28Ul 1Y) Gaa Ui af Cua (dpulial) pibaa) caldlaly) aladiia
O] Gl le Cp AR G A 3 cpa ST LgaLS LER a5 LaS e Al

Validity)) Gl : ¥l

929 s (e AUl A5) 88 daa) pa g Gl G e A G Al Al 3130 (G (e aSUY)
Oabal Ay A pBlanl) L ) g dasdld) 33 g (A Adiaial) Al pall &l psiia (ulil Lgiiag Dla g <) Ll
ool (uld o Lgn jab g A jall Cilaaly <l ) ol ) e SN g ¢l 1 Adptay 409 gadd)
JSadal)

Reliability)) <l ;L

da 3 (il iy ((Cronbach’s Alpha) W #lig S Jalaa aladiuly dad jal) 3140 Gl Gl a3
clibd) Judas 8304 o slaiey) 401Sa) G 28Ul g lasiat) co e cm AR Glay)

A4 \ > "
Gl bt g
29>l
ol e e 0.850 71 4 daadl 539>
KYERCIR R R W) 0.910 71 5 Sasll Lo,
M old | e g 0.938 71 9 Jss 81531

il i cdalli o pla Al ) glaa gand L Flai g S Jalaa pd () LAl SLAR il (e gy
LaS ¢(0.910) #3leadl Lia ;) gaal cliil) Julaa &l Lalys ¢(0.850) 4etdl) Baga ) gaal LAl Jalaa
O I Gl (e dglle A 2 350 g ) Uadil ad A9 ¢(0.938) JSS 310U LAl Jalaa j
Jlad 8 aladied Aatla g il (e Apailie Ay acial Al ) 3130 o) 2y Law claia) & s
Al ety

40 |
MIDOCEA

UNIVERSITY II



(Gl Abiad o AaY)) Gl el Lhagh sbasy)  .14.4

Bagy (& ALiaiall g A yal) <l el s gl Alaal) Juladl) milis (aje ) o Sad) 138 Ciagy
Gl e gad agilaladl (g gl daaak g Adaad) 31 81 cililadiad Jalad A (e el g cpDlaad) L ) g danil)
Obiat)

dasil) 3aga Yl

43 ) ¢y g lal AS p& Jd (e Aadial) Aaddd) B gad Adadl 31 8 Al (5 giana () Jalail) gl & gl
Sladdl) (g glasa Jga s3hard) ol o) plabail 292 ) iy Laa cdad pa a2y sl (2l ) Asaay
U ggs DA (1 o Dand) clabial ol cilasd 5 gl A8 pil) alaia) guiliil) (el LaS Aasial)

Sraad) A 2 53 ga alaiaY) g Aadid) anall Aoy g cdualal) aladiicd

dlag) L) (4 985 A aalud Al dageall Jal gl (o 225 daddld) B3 ga o)) ) Ziliil) o3a yaii g
AS Hal) pa ag 2l et g sl sl

ﬁM‘ L«.AJ :L)SU

sla okl Aae 40 gead) (9 5kal A8l cladd (e edland) L) (5 gia O)f Jalail) il o ygda
laadld) olad Al 3l A1 gal Lyl g S gl) (oo i (5 Sisa 2929 (A8 Jy Laa cdadll pa Ay
Aaaial)

A8 HaN e Jalail) A g 9 Aadial) Aaddd) (5 gha (8 Ly agaal s and) (o guiliil) Cuaila of LS
6 Sieua 9 Aaddd) 3352 G Ala) ABMe 392 g Sy Laa cagilaliia) Anli o Cilaadd) 3 )38 saa
.QM\L&'AJ

-

tAadA

a1 |
MIDOC EAI\I
UNIVERSITY [i



dasid) 339 (e JS olad o) anl agaal i) 31 A0 o ) ua gl slaay) ailil i cale JSdy
ageet (b ) Aty A graad) 9 5bal AS i (e dadial) cilaadd) 3393 O Ao J Laa cs3kand) L) g
A Oy planll L) Jajad b

il Adlia g iz AN L33 14.5

Lo g Aadid) 3352 e il g ABNe 3 g2 gy Alaial) Al jal) a8 LSRN ) ¢ Jadl 138 Clagy
Asaliadl dlany) cullud) aladiuly did g (oab ) ey 459 gad) & g kel Ay & o 3Land)

o and) L) g daddd) B3 ga A8} LGS oY g

& Bta Cpn AB3Mad) oladl 9 3 g8 (Ll (Pearson Correlation) Cigw s bls ) Jalra aladin &
Cua oo Mlaadl L g daddd) 83 93 (i Ala) i )) AB3e 392 g Jalail) il < ygdaf 38 g cdal al)
Baga (g s adl ) LalS Adf Ao Jay Laa oy g8 1l ) ABMS A 9 ¢(0.815) Bl Y Jalaa dad il
Lokl Aiey 40 ) )9 5kal AS i el (e eDland) Ly (o e adii ) dadiial] daadl)

s hanl) Ly o dasdl) 5aga il jlad) oLl

42 |
MIDOC EAI\I
UNIVERSITY [i



L, o dasdd) 5aga s Guldl (Simple Regression) dased) jlasiy) Jalad aladiia) a8

Caly Gua cpdaall Ly e Aasdl) 5 gad Luilian) J1a (ala) 80 3 g0 5 i) o ygdaf a8 g o Dlanl)
B oA (0 %66.4 A La juali daxd) Ba g2 () (g Laa ((R? = 0.664) a3l Jalaa Lo
A Jalse A Adial) duadl) 3 gl Lady cpdlaall L) (5 gla

il LiBia

a Gl La g g coDlard) Ly o daddld) 3 gad puidal g il g dlag) ABMe 299 9 ) gilidl) juda
AALA ) (5 sl ad g eSlent) A et Jjad A Adle Baga Cild Cledd anali Lpar

Ol g cdadiial) Ciladdd) 33 92 o glaily 43d grad) ¢y 9 el A8y alaia ) dpan Zuiliil) 038 (puali LaS
Bl iy slardl Ly Jujad B g9 (e UM Lal cplanll 3 jan aladiicd A4y ol b gi g Alaiu) de yu
A all ag g

il Al ) 8
sbany) Jaladl) il e U
slaad) Uay Ao daadll 3agad iU aga g ade o pall Al 4y jhual) A Al (b ady

Qsbal AS i b edland) L) o dasdl) Bagad il aga g o pali LAl dbad) dud dl) g oy
o2kl Ay 439 grd)

iaaln  14.6

43 |
MIDOC EAI\I
UNIVERSITY [i



e il Cangy elld g il pall Ao 3l i (e Lgran ad Al i) Jalati g (iaje Juadll 12 5l
Jlal ) ALY (ol ) ddadas A graad) (g kel AS yd B e Dland) Lia g daddd) B3 ga (5 siuse
Lnliall Aplian ) Cadl) aladiialy dul all <l yite G i) 483,

ela eMlaall L )9 4asdd) 339 (o JSI Aiall 3 81 il (5 glse O uagll elian ) il < jelal
Osobel A8 55 (he dediall leddd) gad ¢ Daall (sl Aulan) Cilaladl 3 sa g (uSay Lae cAndl ja da N

ALYl cpdland) L )9 dasdd) B39 (o dala) Jalii ) A8Dle 3 a5 Cilpua il sl il iy LS
Cladall 33 g (5 sisa Gpand () 2S5 Lae o Dlandl Liay e deaall 53 5ad (g simae il 25a 5 )

Ao o Jlo Ailidall W palic Gauadgdeadl) o ga sk o 3 5l dnaal bl oda Sy
Ao el 8 1 e Gl L o Blendl claliialy alaia¥) 5 ccilanad] ) Jsea ol & g5 i)
palin ) (5 sina B3y )5 o Dlanll e A,

el Joasill a3 ) geilinl) aaf J sy o 5 ¢ el ) Jucadll ) JUESU Jacail) 138 gy lly
Lia ) Jemds laddll 50 g (a8 agai () Sy ) il il g il i) s 1) A8l
ol Apres 4 gadl (g el AS 55 (3 oDlaall,

44

|
MIDOCEA
UNIVERSITY II



Glalitiuy) g clua gil) g daad) 3 gas 1 uwaldl) Juadl) 15

A Lital) clad jall g Al 3538 15.1

45 |
MIDOC EAI\I
UNIVERSITY [i



46

s Jal) Silua 68

-

=40lAl)

15.2

15.3

el all Al

i
MIDOCEAI\I
UNIVERSITY II



A :SERVQUAL .(1988) .L .L ,A., & Berry .V ,A., Zeithaml ,Parasuraman .1
.multiple-item scale for measuring consumer perceptions of service quality
12-40. ,(64(1 ,Journal of Retailing

:Services Marketing .(2018) .D .D ,J., & Gremler .M ,A., Bitner .V ,Zeithaml| .2
McGraw-Hill .(.Integrating Customer Focus Across the Firm (7th ed
Education.

A :E-satisfaction and e-loyalty .(2003) .S .S ,E., & Srinivasan .R ,Anderson .3
123-138. ,(20(2 ,Psychology & Marketing .contingency framework

.Development of a hierarchical model :E-service quality .(2016) .M ,Blut .4
500-517. ,(92(4 ,Journal of Retailing

Al 50 e Deadl Liay e ool glal 33 5a 5l (2020) 2 (g2l 5 (dens (g2l 5

:150—120 «(3)42 il ¢gadl Alae Ailae

Al A 50 e Deadl Liay e A4S jaall daxall sa s i1 (2018) s 22w el iy i) 6
78—45 ¢(2)9 «adinll 5 a4y jladll el jall dlaa

A :SERVQUAL .(1988) .L .L ,A., & Berry .V ,A., Zeithaml ,Parasuraman .7
.multiple-item scale for measuring consumer perceptions of service quality
83 g elil 13ka (55 O Sy i) 138« 12-40 ,(64(1 ,Journal of Retailing
g srall O g jlal 8 dendll

47

|
MIDOCEA
UNIVERSITY II



.(.Marketing Management (15th ed .(2015) .L .K ,P., & Keller ,Kotler .8
Lia )5 4eddl) 83 sa (g ABNall agd g (& gl 313 e Juld QS o Pearson Education
.o el
A Customer :Service Management and Marketing .(2000) .C ,Grénroos .9
85 il A4 agd 8 age a0 © .Wiley .Relationship Management Approach
laadll (5 gt JUA e e Dlenll Ly e daaall
The .(1996) .A ,L., & Parasuraman .L ,A., Berry .V ,Zeithaml .10
,(60(2 ,behavioral consequences of service quality. Journal of Marketing
laad) gl e daadll sasa i AaK e Al jall oda K 5 e 31-46
:Marketing Services .(1991) .A ,L., & Parasuraman .L ,Berry 11
335 L, T % b aaall 138 aalus o Free Press .Competing Through Quality
LOsobel @l d ey leadl) delia 8 daxal)
12.Fornell ,C., & Larcker ,D .F) .1981 .(Evaluating structural equation models
with unobservable variables and measurement error .Journal of Marketing
Research ,18(1 ,(39-50 <liul ,1 (& <l paiall G QlEall Jilail Cuslie aa ja o,
Al 3l aladialy
Managing service quality in the hospitality .(1996) .M ,Cuthbert 13
.The role of service quality perceptions in the hospitality industry :industry
Ul 13 ji g e 278-287 ,(20(3 ,Journal of Hospitality & Tourism Research
Os kel e Ak (Say g el gl & o Dlaal) Cilayii agdl |5l
:SERVQUAL .(1988) .L .L ,A., & Berry .V ,A., Zeithaml ,Parasuraman .14
A multiple-item scale for measuring consumer perceptions of service

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

48

|
MIDOCEA
UNIVERSITY II



Services .(2018) .D .D ,J., & Gremler .M ,A., Bitner .V ,Zeithaml .15
McGraw- .(.Integrating Customer Focus Across the Firm (7th ed :Marketing
Hill Education.

E-satisfaction and e- .(2003) .S .S ,E., & Srinivasan .R ,Anderson .16
123-,(20(2 ,Psychology & Marketing .A contingency framework :loyalty
138.

Development of a hierarchical :E-service quality .(2016) .M ,Blut 17
500-517. ,(92(4 ,Journal of Retailing .model

Ly e cleaad) elal 325 il (2020) .2eal i g2l 5 cdana ¢ ua ol 18
.150—120 ¢(3)42 Ay )il &isaall Al dxilane 4l )3 1o Dlaxll

Al 3 el Liay e A8 jaall deadd) 3o il (2018) .2 2 2aal iy yal) 19
78—45 ¢(2)9 Adnll 5 &y jladll il jall dlae Ay

.(.Marketing Management (15th ed .(2015) .L .K ,P., & Keller ,Kotler .20
Pearson Education.

A :Service Management and Marketing .(2000) .C ,Grénroos 21
Wiley. .Customer Relationship Management Approach

Evaluating structural equation .(1981) .F .D ,C., & Larcker ,Fornell .22
Journal of .models with unobservable variables and measurement error
39-50. ,(18(1 ,Marketing Research

Managing service quality in the hospitality .(1996) .M ,Cuthbert .23
.The role of service quality perceptions in the hospitality industry :industry
278-287. ,(20(3 ,Journal of Tourism & Hospitality Research

:Marketing Services .(1991) .A ,L., & Parasuraman .L ,Berry .24

Free Press. .Competing Through Quality

49

|
MIDOCEA
UNIVERSITY II



The .(1996) .A ,L., & Parasuraman .L ,A., Berry .V ,Zeithaml .25
,(60(2 ,behavioral consequences of service quality. Journal of Marketing
31-46.

:SERVQUAL .(1988) .L .L ,A., & Berry .V ,A., Zeithaml ,Parasuraman .26
A multiple-item scale for measuring consumer perceptions of service

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

2016).) .R ,U., & Bougie ,Sekaran .27
Wiley. .(.A Skill-Building Approach (7th ed "Research Methods for Business

2018).) .A ,Field .28
SAGE Publications. .(.Discovering Statistics Using IBM SPSS Statistics (5th ed

2019).) .E .R ,J., & Anderson .B ,C., Babin .W ,F., Black .J ,Hair .29
Cengage Learning. .(.Multivariate Data Analysis (8th ed

1951).) .J .L ,Cronbach .30
297-334. ,(16(3 ,Psychometrika .Coefficient Alpha and the Internal Structure of Tests

2020).) .J ,Pallant .31
A Step by Step Guide to Data Analysis Using IBM .SPSS Survival Manual
Routledge. .(.SPSS (7th ed

50

|
MIDOCEA
UNIVERSITY II



|
MIDOCEAN



Sl (53 e s e

s A3 oY Aa U bl mea ) Glaiad) 138 Cangy

"paa Apday 4 sl (5 kel A58 A e Dlaall Ly e danall Ba s 506

Js el ol e oyl ) Gluia¥) 13 Gaagyy | S 5 phe dlae) Gildlia (paca @l
b ) (5 sina o b il (saa s 430 gead) ()5 el 4858 (e dadiall Claddl) 33 g (5 siusa

7oy Lage Tt oS5 Jiad Cum e guimga g 380 Ll e o AaYl o Sl oS Jus
Al o2y

aaar g odaih alel) sl () 2V axdiuin Lgdde Jgeanll dii ) e sleal) aen o 255 LS
Al A Lgre il
cCanall 13 a8 aSiaalis 5 oS lad oST (4 SLS

https://docs.google.com/forms/d/e/1FAlpQLSfpwCefYoBy1lhfLxPtgl 41kxUV12WFznfMKP26elb70vYNg
Q/viewform?usp=header

2l

52 |
MIDOCEA

UNIVERSITY II



daadlf 3aga 1 doY J53all) Ja¥ o)

VTS Maa | (38 ga J) el

adaal) cdgl) A cildial) anlesd o4

claiiall e dadal g claglaa ¢y g kel Jd gl

4 o ga g A8y cilallal) e Jaladd) oy

de juwy @l jluafied] il edland) dadd

40 gl ygbal (pa ) 3l M oLV adid

£ el Lda j 1 A ) gaall) A Glaiaad)

@Bse £ | o (38 9 J el

Oobal (e Aadial) Claddll 3 ga o8 Ly i
a3 grd)

(b g i G gkl (1 ) Al Ay el

A gral) Gy kel (o (@ puiily Cp AY) i
Siana (g kel cladd aladind b saiabe
dadyf La JolBa Saun daid als Akl of Ul

53 |
MIDOC EAI\I
UNIVERSITY [i


http://www.tcpdf.org

