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alwlpy odlill Joall
il

Julolell Ly ole aloaall 6aga pil e ddilu ¢alul)

dirgeudl aleolall ga (ulolell Lhjg aloaill 63ga i1 duwlja

(2018) ouiell 3000 (i doal F*calgall** -

od d_lJ_olslll Lhjg aloaall 6aga Ju ddMell caluliwl 6d| dwljall odd cdra **dnMAll** -
i Ll cyahl .aloaall 6aga yulidl SERVQUAL 23gai plaATwl of .diagewll dloolall
uugolall aeill dioal glc aiAlLi 2o ,(olell Lhjg aloaill 63ga Ju digd dulyyl ddilc ¢lia

ulolall o) gy o4 dudigigallg

driyVl aleolall ga geakhgall Loy gle dyjlayl aloaill 8a3ga jil 12 duwlyy ####

" (2019) (oucjll MA oLyl **algall*+ -

dleolall (ga (pakhgall LA ol dyylayl dlorall 63ga yil CLuJ|JAJ| oda clglii :**dnMAll** -
rahgoll go dirc o alilydl goal gluiwlg 6d.LI3.|.II cangll aaio dwljall oAl cLuAJAJI
dllo od dnlag .gralagall LA, ole 4 pili Lal dyaJl aloaill 6aga i a_lLuJI cyah|
A4lillg dilaiwl

aleolall ga uonsldll L) gle layilg drogleill cloaAll 83ga putdli i3 dul)y ####

" dipnall

(2020) all a1c Aagono prown **algall** -

Jainl8l ) ole layilg diouleill crloaill 83ga pwtdi (gd] dwljall cLara :**dnilAll** -
CLiy L Jgogalayll 2o d\lildog SERVQUAL 23gai cLquJAJI Ao Tl .dipnoll dleolall (g4

droal gle Ajill o (uroualdVI LAy ole jud JAddy 1igi dogleill aloaall 6aga 2.I|.LIJ|
paldy i oa dilaillg dahleill
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linall péiall
doola oa Julolell doadall ciloaall ggiwo (odl priy **:adayjei** -
il dyill Jio wilga éac Joulti (aillg wgac - Linglgidillg pglell
0AA 61ga UJuLLa o) .dianll uLoA;\Jlg Audill aloaall . gjlayl acall
le lapilig laiclad o audil 63310 jyleo pIAA_LuJIJ loaAll
lolell

**(2006) .alll y1c yxoa0 I(éu'U_Dﬁ”** A #i#
*,dyjlaMlg dialnidVl alwljall dlao* **.diduhi dwlyy :alokiall od Aloaall 6aga gulidg**
.97-73 .(1)22

4l go Lalahioll X ditoalg cloadll 6aga ogado dnull 1A@ gudliy **:eajoll apu** -

odal 131do ggj_odl i@ ggiy gl Jaay .dalido alpiigog ailgal pladiwl lawlid diars gle
dulpal Gl oa aloaill 63ga yulidl dalitall ol L V|

*5(2010) .x0al (glc i qclayll** 2 #it
pglell dlao* **dyilato duwl)s :doaill aluwgall oa ellagll L) le aloall 8aga yife*
62-45 ,(3)28 *,dyclaiaVlg dyiluiyl

1Al go .eMooll LAy gl aloaall 3ga pili Jga dwlyy dnadl 13@ pady **:gajall apdi** -
lolell LAy gle aloaill 8aga pili paval dogd 13 gajell 3@ ggiy gl Jaoy .dujell diyll gl
.dauliiio diord gl draglel aluwgo a4

**.(2012) .atow (p A L edlp@pI*F 3 ##H
duyill dlao* **, uaiaiuall by ole layiig l@jga 'Ll auloill (g4 dlolll 8:gall o)l **
.139-122 (4)15 *. pyleillg

ol layilg oLl p_leu_II o4 dlolunll 6agall 6jlal pg_a_a.o ajall [A@ yudliy **:eajoll apu** -
aloaall 6aga puili Julad o gajoll A elacluy Ol gloy . gulolell elld o Loy sgparaiall LA
lolell Laj olc Linglgifillg ngszII deoly (sa doadall
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il jyiall

calolall Lay cujei

(Locke, 1976) "lay gglogy il dakiallg paaillhg ge guahgall clayl sao" ga gulolell LAy
Gloiy loga laglg dall Jgrabgoll jgedd ¢xo" ga gulolell Ly gla .Spector (1997) J Liag
gc 2ilill daghagll olai gulagyl jgesull” aily Judge (2013) g Robbins dajc o5 "padiliagy

oo ."| E :I-Dj L1 .o o0

pall pyal e il )l gl dylyl ddble dlla" ga glolall L) ol sl Locke (1976) JLilg

dilpig diaghgl apall pudi" aily Weiss (2002) ddje gia o4 ."Joell od dilpa gl diaghgl

:galjall

Locke, E. A. (1976). The nature and causes of job satisfaction. In M. D. Dunnette (Ed.),
Handbook of industrial and organizational psychology (pp. 1297-1349). Chicago, IL: Rand
.McNally

Robbins, S. P., & Judge, T. A. (2013). Organizational behavior (15th ed.). Upper Saddle
.River, NJ: Pearson

Spector, P. E. (1997). Job satisfaction: Application, assessment, causes, and consequences.
.Thousand Oaks, CA: Sage

Weiss, H. M. (2002). Deconstructing job satisfaction: Separating evaluations, beliefs and
.affective experiences. Human Resource Management Review, 12(2), 173-194

(oLl gaill (ole gulolell La) pgado jghi yayAli gaay

juinl Jlioll Juw gle . gulolell LAy gle 85igall diiullg dialall Jolgell gle alwlall ajby diladl g4
Maslow walnig . gulolell Lay olc jiai dialall cagphllg ;a1 Jio dianll Jolgell i oll Herzberg (1959)
LAl olc 84igall Jolgall go sauhgll JoVlg dwlwll alalall i (1943)

Jolgell droal gle Locke (1976) A4l Ada .diclaiallg duuwaill Jolgell Jauinl pgadall jghi ,§ay cidg oa
lc Judge (2013) g Robbins g Spector (1997) ailwljy ¢1jd) las . gulolell LAy AT od drahlellg diajeall

ubgall oy le pilill o8 dlidillg dioghitll Jolgall droal
abgall dpuaill alalall dylig dnidl slallg Jooll gu ojlgill Guiad sle SNl aunl Spall dighl (gd
(Sirgy et al., 2001; Shuck et al., 2011) gulolell LA 81Lj sa doaall Jolgell jo

|
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‘galpall
.Herzberg, F. (1959). The motivation to work. New York, NY: Wiley

Locke, E. A. (1976). The nature and causes of job satisfaction. In M. D. Dunnette (Ed.), Handbook of industrial and organizatior
.psychology (pp. 1297-1349). Chicago, IL: Rand McNally

.Maslow, A. H. (1943). A theory of human motivation. Psychological Review, 50(4), 370-396
.Robbins, S. P., & Judge, T. A. (2013). Organizational behavior (15th ed.). Upper Saddle River, NJ: Pearson

Shuck, B., Reio, T. G., & Rocco, T. S. (2011). Employee engagement: An examination of antecedent and outcome variables. Humr
.Resource Development International, 14(4), 427-445

Sirgy, M. J., Efraty, D., Siegel, P., & Lee, D. J. (2001). A new measure of quality of work life (QWL) based on need satisfaction ar
.spillover theories. Social Indicators Research, 55(3), 241-302

.Spector, P. E. (1997). Job satisfaction: Application, assessment, causes, and consequences. Thousand Oaks, CA: Sage

1 olLillS glolell Lyl dyayiyll sleddl

:daghgll ge Lagll 1
(Locke, 1976) "diahg olai calagall dylagyl alalaivlg jelitall ol juiyy dagagll ge Lagl”

jalgallg jall ge Lagl 2
(Spector, 1997) "al doadall djslall Liljall djladq dllael alhgall dljs] gaoy Gleiy jalgallg jall ge Lagl”

:8aludllg calpnyl e Lagl .3
.(Robbins & Judge, 2013) "8aludll acag walpiyl wullwl e wahhgoll Ly o (ol] iy 6aludllg walpnyl ge Lagl”

:dydyillg yghill gaya ge Loyl .4
(Weiss, 2002) "al dliall gauhgll padillg gaill (apd e Lyl cabgall jgeil g0 yudey didjillg jghill yapd ge Lol

:Joell diy ge Layl .5
(Herzberg, 1959) "Jaoll diclaiallg dnlall caggall e cahgall Loy o o] puin Joell diy ge Lagl”

eAlojll go aildilell e Lyl .6
Maslow, 1943) "Jogll iy wa gl go aldlellg diclaiayl alelaill ge abhgall iy oy @leir ellojll go alédell ge Layll”

:galjall
.Herzberg, F. (1959). The motivation to work. New York, NY: Wiley

Locke, E. A. (1976). The nature and causes of job satisfaction. In M. D. Dunnette (Ed.), Handbook of industrial and organizational
.psychology (pp. 1297-1349). Chicago, IL: Rand McNally

.Maslow, A. H. (1943). A theory of human motivation. Psychological Review, 50(4), 370-396
.Robbins, S. P., & Judge, T. A. (2013). Organizational behavior (15th ed.). Upper Saddle River, NJ: Pearson
.Spector, P. E. (1997). Job satisfaction: Application, assessment, causes, and consequences. Thousand Oaks, CA: Sage

Weiss, H. M. (2002). Deconstructing job satisfaction: Separating evaluations, beliefs and affective experiences. Human Resource
.Management Review, 12(2), 173-194
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ulolell Loy g ol duwniyl abphill e elia

:(Vroom's Expectancy Theory) ogjal ailedqill diphi .1

ailal dayii digépo alapio olc Jgnall dedgi gaoy cahgall Lay aaniy Laledgill dypail ldag"
.(Vroom, 1964) " Jo=ll

:(Herzberg's Two-Factor Theory) apjpal gulolell difhi .2
.diedly Jolgeg (d1an) diildg Jolge (ol] calhgall LAy ole 8)7gall Jolgell dyaill oda pudi"
.(Herzberg, 1959) "layl gdai diealall Jolgell loiy LAl pac giod diildgll Jolgell

:(Self-Determination Theory) ¢l yxaaT diphai .3
duMaTol dunlwll duwaill dilaly duli piv loaic walhgall Ly (Gdaiy (dyphaill odal lGag"
.(Deci & Ryan, 1985) " acloinVl hlij\lg 8cladllg

:(Organizational Justice Theory) drothiill dllaell diphi .4

ol 3a104 dohiall Jala allclaillg alelppVlg gujgill dllael calhgall élja] ole diphill oda j4)i"
.(Adams, 1965) " saihgll
:(Maslow's Hierarchy of Needs) glwlal alalall dipai .5

83L1j oll (381 adillg claiillg goVI4 .akhgall dunlwll alalall Gudad gi dyaill oda (g
(Maslow, 1943) "sathhgll ol daya

:galjall

Adams, J. S. (1965). Inequity in social exchange. In L. Berkowitz (Ed.), Advances in experimental
.social psychology (Vol. 2, pp. 267-299). New York, NY: Academic Press

Deci, E. L., & Ryan, R. M. (1985). Intrinsic motivation and self-determination in human
.behavior. New York, NY: Plenum

.Herzberg, F. (1959). The motivation to work. New York, NY: Wiley
.Maslow, A. H. (1943). A theory of human motivation. Psychological Review, 50(4), 370-396

Vroom, V. H. (1964). Work and motivation. New York, NY: Wiley
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apabl ada . gulolell gl Lalg dodall alosall 83ga gu dalle dlia .

ldag ellag ulolell Loy ole gulayl J4uin 4igi aloaall 83ga gi alxll
:...I... bLQ_iSJ

: olclaill hoill .1

Jgc grahgall Lay éalj odl 37 elloaellg grakhgall gu Jelaill 63ga”
.(Bitner & Hubbert, 1994) "paailihg

6\J.LIJ| haill .2
"sailgll palsy gl o4 pawy gualhgoll dajog 8apa Jac diy pag”
.(Ostroff, 1993)

‘idll haill .3
Jo Mji 8clady paailihg el diglhall diiall aljlaoll grakgall lai]”
[(Lovelock & Wirtz, 2011) "sathgll pala,

rsathgll haill .4
pdoldo o pAnillg dlMdiwll gralhgall auii ddyphy wailihgll proni”
.(Hackman & Oldham, 1976) " sathgll palaj jo jjeu

:2aljoll

Bitner, M. J., & Hubbert, A. R. (1994). Encounter satisfaction versus
overall satisfaction versus quality. In R. T. Rust & R. L. Oliver (Eds.),
Service quality: New directions in theory and practice (pp. 72-94).
.Thousand Oaks, CA: Sage

Hackman, J. R., & Oldham, G. R. (1976). Motivation through the design
of work: Test of a theory. Organizational Behavior and Human
.Performance, 16(2), 250-279

Lovelock, C., & Wirtz, J. (2011). Services marketing: People, technology,
.strategy (7th ed.). Upper Saddle River, NJ: Pearson

Ostroff, C. (1993). The effects of climate and personal influences on
individual behavior and attitudes in organizations. Organizational
.Behavior and Human Decision Processes, 56(1), 56-90
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il los gulolell Ly gle aloaall 83ga Al g alayleill Julad (hoy

'l haillg (glclaill haill o LjQ_]BlL” N
Bitner & Hubbert,) jralhgall Lrhy 61Lj (_9JI SGI clloszllg Jrahgoll gu Jelaill 6aga g "

Ostroff,) sathgll paln) Gudai oa drodl Ji41 ggiu 2d uahgall dajo Joc diu pagi i VI (1994
(1993

rsathgll hoillg giall haill gu A)leill .2

(Lovelock & Wirtz, 2011) athgll palhy go Mij cugJ.Io_o_II duiall uIJLa.o.LI Hahgall ldi] Lloiy"
o laao olc LAyl aef p.a.ol_a.o@.apﬁg_l_llg duMdtVl grahgoll puii ddjphy dailihgll aroni gla
"(Hackman & Oldham, 1976) athgll paln) jjei

2laill gu Jol4ill .3
dplelaill) dalidoll 23laill wilga gy goall gi ayabi alwlpall gi V] ala)leill oda go aépll glc”
Parasuraman et al.,) "grahgoll plc LAy (§udni oa dillea [AV1 ggiy ad (duathgllg diiallg diiullg

(1988

dgyell el galjoll

palgi . g culy . J o8 .83gall hldo GIAll LAyl Juldo &aall LAy .(1994) 1 .Cyugag 2.0 il
2w :lijgalls ,gu4gl ailjgli .(94-72 n) duwyjlaallg dypaill o 833 alaladl :doaall 8aga ((glypo)

dohiall elglw .dyphi jLial :Joell aroni JAA jo diedlall .(1976) . .2 ,,oLaAJgig J .2 (loAla
279-250 /(2)16 «spinll lrVlg

2| (deulwdl derhll) diarilyiVlg Liaglgifillg gulill :aloaall (Giguwi .(2011) .2 .jipgg .gu «clglagl
WU e gl jdl)

Alohiall qa diyjall cadlgellg dgludl gle dinAunll alpilillg Aliodl jUT .(1993) .y .cagpiwgl
:90-56 .(1)56 « sl jhdll gin alilacg dolAiall clglu

alalyal guldl agidll saeio yulido :SERVQUAL .(1988) .J .J «SHig A NNy WJoliyljg . .glolyguuljly
40-12 ,(1)64 E\.LIJ.LI.I_] cagl dhjg:\ .do)All 6agal cMloeoll
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alwlall go gulolell by ole aloaill aga jil gu gayleill hleill Julai ol lowd
:APA uglwll ldag dujell dollly (§uigill ugluwi olaaily .ddylull

Lol haillg glelaill hoill gy a)leill .1

Bitner &) gralhgall Ly 8aLj o] (3§71 clloellg (ualhgall gu Jelaill 8:ga -
.(Hubbert, 1994

wathgll pala) Gudni oa droal i8] gg4y Ad (Juakhgall dayyo Joc diy jagi -
.(Ostroff, 1993)

rsathgll haillg gdall haill gu ya)leill .2

Lovelock & Wirtz,) aihgll aalay go vijy diglhall duidll aljlacll juakhgall gldil -
(2011
(Hackman & Oldham, 1976) gaihgll pala) jpjei ga leao

:23lodll jgu JolAill .3
HAUI gg4u 2 (draghgllg dyiallg duinllg dulcelaill) dalitoll palaill wilga gu goall -
.(Parasuraman et al., 1988) jalhgall plc lA) (Gurdni oa dilled

22l

) b .83gall Jildo oAl Lagll (hldo éaall Lay (1994) .1 .apugag g .o il
-72 ) dw)loollg dyphill oa 83537 alalail :dorall 83ga (glao) parlgl .J g cuul)
24w :liijgadls . gu4gl ailjgli (94

elglu .dyai juial :Jaell aroni JUA Jo diealall (1976) ) .2 .olaalglg . .2 «Jloila
279-250 (2)16 «spiull claVlg dahioll

deihll) diarilyiVlg Liaglgidillg gulill :aloaall (Giguwi .(2011) .2 .jipgg .gu «clglagl
WG e gai pal) aayl (deylll

od dinjall cadlgallg dglull gle dunadll alyilillg Aliall jUHT .(1993) .gu .cagjiwgl
.90-56 ,(1)56 :(._SJ.L'.‘LL!H Jiydll gin alilacg doliall elgluw .alahioll

agidll axeio yulido :SERVQUAL (1988) .J .J «spug 1 .ed .Joliiljg .T .gloljguljly
40-12 .(1)64 .iil1iy) cagl Jlijga .doaall 6agal eloell albljal gulidl
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plaATwl ddibudl alwlyll go gulolell lhy olc aloaill 61ga Pl g anll 6gaal Julad ol loya
:APA uglwl Ldag dujell dellly Lg_ug.lJI gl

:droralacll 6gaall .1

Parasuraman) (ilolell Ln) olc lajilig ciloaill 63gal drogalaall alayeill oa gl elia -
"~ (etal, 1988

clglii l@pe Loiy . Jelaill 6aga gl dialell diudl Jio 6330 ailga ol c1jsy alwljall gae -
.(Bitner & Hubbert, 1994) dloLudl 6agall

:dia@ioll 6gaall .2

Ostroff,) dicgrigo cilpiigo Jga (ulolell LAyl duild guyldo gle cnoicl alwlpal phgo -
(1993

dugas ji4l sleyl pa@al (dicgig drod) degiio diing palio padtwi ailwljal daly ellia -
.(Hackman & Oldham, 1976)

rdidlill 6gaall .3

dlild o Ay Loo Ldrdniall gl drapnall ciloaills 8aao alelhd gle cijd) clwljall ohoo -
.(Lovelock & Wirtz, 2011) Ailiill plooi

Parasuraman et) ddllell aaa jijoil dcgiio diaihiig dialdi aléliw o Alwljal dala élia -
.(al., 1988

‘22l all

J g cualy .o J & .63l ldo 6d5.|| Lagdl Jildo éanll Lay .(1994) 4 .1 .cipugag 2.0 J.LLLI
gAgl Ailjgli .(94-72 () d.LUJLo.o.Ilg diphill (oa 6313 alaladl :dorall 63ga (glyo) yadgi
-k Ljganlls

dohioll elglw .dyphai JLial :Joell proni JAA o diealsll (1976) ) .2 ,pLa)AJgig J .2 «loila
279-250 (2)16 ,gpiutll clrillg

(deyludl deihll) dariliwllg Laglgiaillg gulill :aloaAll (Giguwi .(2011) .2 «jipgg .gu «clglagl
{JGUIR eWHD gu ) 2yl

alohioll ga diyjall cdlgallg dglull gle dunruiill alpdlillg jliall jUT .(1993) .gu «agyiwgl
:90-56 .(1)56 syl jhdll gin alilacg dohiall clgl

gublidl agidll axoio yulido :SERVQUAL .(1988) .J .J «SH!g A NN Joliyljg . .glolyquljL
40-12 .(1)64 2itliiy) cagl dLngJ .doaall 63gal cllooll alal)s]
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dlla duly :ellaell Lnjg doaill 83ga .(2010) Gljfl Ac r0a0 4gjlull .1
(ol aall jla . gajll qa dodlwyl elgiyll gle

dul) tellogll Lajg doaill 83ga .(2015) guall elle aanlg gle eyl 2
\olthwlall &yl o guhulay dolell aloadll glhd ga duilago

d cllogll L) olc lapilig doaill 83ga .(2012) guua gle (diduljall .3
clgopll deola gy UL drdriall aloaill glhg

duwl)y :gtlolell LAy laidlleg dorall 6aga .(2008) (olc rano ((gjaunll 4
Jujell aic ellall doolay dlao .galill dijaay plell ghhdll diliay

dul) uardinoll A olc dorall 8aga pili (2016) ayyall arc .Joljll .5

.durgeull dypodl yjlgall dolell 6)layl o claVl jalga 2olip (gle diilato
Ageuw ¢llall deola

od eVglly laidileg dorall 83ga (2014) §ljjl ac alla ,glalwll .6
elgopll deola .drduhT dwlyy :duayl albddl

duwl)y :guaraiwoll LAjg dordll 63ga (2011) Gljgl ac s gaaguudl 7
Ayl aylniJl aldph Jid go doidall doaill 83ga (gimal dililag
.clgoyll deola

dgill o4 cMaoll LAjg dorill 83ga .(2015) Atew yoal . giljauill .8
pandll deola .cMaell o dite gle dlla dwljy :dyrgeull

dwl)y groaiiwell lhp laidMceg doaall 63ga .(2010) Aono ,pueall .9
jajo .dyvgewll dujell daleoll oa dioginll alahioll glec didyhy
Ayl iVl aluwlyadl
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ugoll jrofll gai :dlolinll agall 8)Ia|(V:10) aliallaic xoqo .5 .10

cllaoll LA ole Lapili Julai cilorill od dlolitll 83gall(T:1:) alaa jali .3 .11
Jtlolellg

delihll cypé j1a 2006 . galwll glc pralaallg guwdl :dlolill 8agall &)lal. IV
laiioalg dloliul 6:3gall 8)la] prdldog guwl Giudliy puillg

2ujgillg piuill jaall jla (2013). pilws Al xono gulolell LAy Jga wié A

el elad Jaso gulolell LAy .clall glc oyilg guloldell LAy 6)lal Jglii
dreolall jIal(2011)@lo yxoai wdlwllg Jgnll :dipsudl Ajlgall 6)la] .19

dleghgo ooy

e Guhillg dyaill drogloill aluwsgall &)1 agallg &)lsyl Jga wid ¥
2ujgillg piill dpuall jIa( 2010 ).giug)a aliall
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dojilAll

ST PV L

deola (od dordall dlorall o:\g;\ Il ol dwljall oda cnla

LAy gimo glc hgalo Wili LAl L gac .liaglgidillg pglell
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: Abstract

This study aims to analyze the impact of service quality on
employee satisfaction at the University of Science and Technology,
Aden. A descriptive-analytical approach was used to examine the
relationship between service quality and employee satisfaction
through a questionnaire distributed to a sample of employees at
the university. The results showed a statistically significant positive
relationship between the quality of services provided and
employee satisfaction. Key factors influencing employee
satisfaction include efficiency, responsiveness, reliability, and
management support. Based on these findings, recommendations
were made to improve service quality, such as enhancing
communication between management and employees, providing a
motivating work environment, and offering continuous training
programs. This study provides valuable insights into the impact of
.service quality on employee satisfaction in academic institutions
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