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Abstract

This study aimed to study the relationship between the use of information technology and
improving quality Services provided by telecommunications companies, as an attempt to reach a
set of results and recommendations During the field study carried out by the researcher on the
telecommunications company under study in order to investigate Optimal use of information

technology in order to improve the quality of services provided in company Communications.
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1.1. Research Background

The telecommunications sector in Saudi Arabia has experienced rapid growth and
transformation over the past two decades. This change has been largely driven by
advancements in information technology (IT), which have played a critical role in enhancing
service quality, operational efficiency, and customer satisfaction. Leading telecom companies
in Saudi Arabia, such as Saudi Telecom Company (STC), Mobily, and Zain KSA, have
increasingly integrated IT solutions into their operations to stay competitive and meet the

evolving demands of their customers.

The evolution of IT in the Saudi telecommunications sector began in earnest in the early 2000s,
spurred by the liberalization of the telecom market and substantial investments in IT
infrastructure. This period marked a significant shift from traditional telephony services to
more advanced, IT-driven service models. According to Al-Debei, Al-Lozi, and
Papazafeiropoulou (2013), the early adoption of IT was instrumental in setting the stage for
further technological advancements and improvements in service delivery (Al-Debei, A. 1., Al-
Lozi, E., & Papazafeiropoulou, A. (2013).

During this period, the focus was primarily on modernizing the network infrastructure to
support higher bandwidth and faster data transmission. The implementation of digital
switching systems and the introduction of mobile telecommunications were key milestones.
These advancements were essential in enabling telecom companies to offer a wider range of
services, including internet connectivity and mobile communications, thereby laying the

groundwork for the future integration of more sophisticated IT solutions.

One of the most significant ways IT has enhanced service quality in the Saudi telecom sector
is through the implementation of advanced network management systems. These systems
improve the reliability and efficiency of telecom networks by minimizing downtime and
enhancing overall performance. Al-Mudimigh and Ullah (2011) emphasize that the use of IT
in network management has significantly reduced operational costs while improving service
quality, leading to higher levels of customer satisfaction (Al-Mudimigh, A. S., & Ullah, Z.
(2011)
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In addition to network management, IT has enabled the deployment of sophisticated billing
systems that ensure accuracy and transparency in billing processes, thereby enhancing
customer trust and satisfaction. These systems have minimized billing errors and streamlined
the payment process, making it more convenient for customers and reducing the incidence of

billing disputes.

Customer Relationship Management (CRM) systems have become a cornerstone of the
telecom industry in Saudi Arabia, leveraging IT to manage customer interactions and data
effectively. CRM systems enable telecom companies to provide personalized services and
support by offering deep insights into customer preferences and behaviors. Alshawi, Missi,
and Irani (2011) note that CRM systems have significantly improved customer service by
allowing telecom companies to tailor their services to meet individual customer needs
(Alshawi, S., Missi, F., & Irani, Z. (2011).

Moreover, CRM systems facilitate more effective communication with customers, enabling
telecom companies to address issues promptly and improve overall customer satisfaction. The
ability to track and analyze customer interactions helps companies anticipate customer needs

and deliver proactive service improvements.

The adoption of data analytics and business intelligence (BI) tools has revolutionized the
telecom sector in Saudi Arabia. These technologies enable companies to analyze vast amounts
of data to gain valuable insights into customer behavior, market trends, and operational
performance. According to a report by Ernst & Young (2014), the integration of Bl tools has
allowed Saudi telecom companies to make more informed decisions that enhance service

quality and competitiveness (Ernst & Young. (2014).

By leveraging data analytics, telecom companies can optimize their marketing strategies,
improve customer targeting, and enhance service offerings. This data-driven approach has led
to more efficient operations and better customer experiences, positioning Saudi telecom

companies to respond more effectively to market demands and customer expectations.

With the increasing reliance on IT, robust cybersecurity measures have become essential to

protect sensitive customer data and ensure the integrity of telecom networks. Saudi telecom

9
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companies have made significant investments in cybersecurity technologies to safeguard their
systems against potential threats. Alotaibi (2014) underscores the importance of cybersecurity
In maintaining customer trust and preventing service disruptions, which are crucial for

sustaining high service quality (Alotaibi, S. (2014).

Effective cybersecurity measures are critical for protecting customer information and ensuring
the continuity of services. The implementation of advanced security protocols and regular
security assessments helps prevent data breaches and cyber-attacks, thereby maintaining the

integrity and reliability of telecom services.

The digital transformation of the Saudi telecom industry is being accelerated by the Vision
2030 initiative, which aims to diversify the economy and enhance quality of life through
technological innovation. Emerging technologies such as 5G, the Internet of Things (1oT), and
artificial intelligence (Al) are expected to further improve service quality and drive growth in
the telecom sector. Al-Turki, Al-Homaidhi, and Al-Dossari (2020) discuss how these
technologies are being integrated into the operations of Saudi telecom companies, highlighting
their potential to revolutionize service delivery and customer experience (Al-Turki, U., Al-
Homaidhi, S., & Al-Dossari, H. (2020)

The adoption of 5G technology, in particular, is set to transform the telecom landscape by
providing faster, more reliable connectivity. This will enable new applications and services,
such as smart cities and autonomous vehicles, further enhancing the quality of services

provided by telecom companies.

The integration of information technology has played a crucial role in improving the quality of
services offered by telecom companies in Saudi Arabia. From enhancing network performance
and customer service to leveraging data analytics and ensuring cybersecurity, IT has become
an indispensable component of the telecom industry. As Saudi Arabia continues to pursue its
Vision 2030 goals, the role of IT in the telecom sector is expected to grow even further, driving

innovation and ensuring that Saudi telecom companies remain competitive on the global stage.

10
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1.2. Research Problem
Through the exploratory study conducted by the researcher on the telecommunications

companies under study Damascus Governorate noted the use of some information
technology methods in some practices Activities in the telecommunications companies
under study in Damascus Governorate, but they were not reflected in an optimal manner
To improve performance, improve the quality of services provided to customers, and

achieve effectiveness and corporate goals Communications appropriately.

1.2.1. Theoretical Gaps
Despite significant advancements in the integration of information technology (IT) within

the telecommunications sector, existing literature often falls short in comprehensively
exploring the specific mechanisms through which IT enhances service quality in telecom
companies, particularly in the context of Saudi Arabia. Many studies tend to focus broadly
on technological adoption and its general impacts on operational efficiency and customer
satisfaction without delving into the nuanced interactions between various IT
components (e.g., CRM systems, data analytics, and cybersecurity) and service quality
metrics. Furthermore, there is a lack of a unified theoretical framework that
systematically connects IT implementation with service quality improvements, customer
experience, and competitive advantage in the Saudi telecom industry. This gap highlights
the need for more granular, context-specific research that can provide deeper insights
into how different IT applications specifically contribute to service quality enhancements.
1.2.2. Practical Gaps

In practical terms, while Saudi telecom companies have made substantial investments in
IT infrastructure, there remain significant challenges in effectively leveraging these
technologies to their full potential. One major practical gap is the inconsistent
implementation of advanced IT solutions across different companies, leading to disparities
in service quality and customer satisfaction. Additionally, there is often a disconnect
between the deployment of IT systems and the training of staff to use these systems
effectively, which can result in suboptimal utilization and reduced benefits. Moreover,
issues related to cybersecurity and data privacy continue to pose significant risks, as

telecom companies must constantly evolve their security measures to protect sensitive

11 A
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customer data. Addressing these practical gaps requires not only technological investments
but also strategic planning, continuous staff training, and robust cybersecurity practices to

ensure that IT investments translate into tangible improvements in service quality.

Based on above , the main research question is " Is there a relationship between the use
of information technology and improving the quality of services provided by

telecommunications companies? "

1.3. Research Significance
In the realm of telecommunications, the importance of studying the impact of information

technology cannot be overstated. At the theoretical level, telecommunications companies
under study hold significant economic and social roles in Saudi society. These companies not
only employ a large number of workers, contributing to economic stability, but also provide
essential services to the wvast majority of the population. By applying this study to
telecommunications companies, it is possible to offer well-founded proposals aimed at
enhancing their performance. The successful and efficient implementation of such proposals
across various business fields may lead to improved overall performance and elevate the
quality of services offered to customers.
1.3.1. At the theoretical level
It represents the importance of the telecommunications companies under study, and their
important economic and social role in Society, by employing a large number of workers
and providing services to most members of saudi society, and to Applying the study to
these companies will also contribute to providing proposals to improve their performance
to customer Through successful application and efficiency in its various business fields,
which may be reflected on Improving its performance and improving the quality of services

provided to its customers.

1.3.2. At the practical level

The scientific importance of the research lies in the use of information technology to
improve the quality of companies’ services

12
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Communications and obtaining the necessary information to improve performance and
enhance cognitive and scientific awareness

in information technology, also The research also represents a new scientific study by
presenting a scientific study on the study of the relationship between...

Using information technology and improving the quality of telecommunications
companies’ services through a study New variables and indicators.

1.4. Research Questions

= |Is there a relationship between the use of information technology and a number of
aspects Tangible materiality as one of the dimensions of the quality of services
provided in telecommunications companies?

= Is there a relationship between the use of information technology and the level of
reliability credibility as one of the dimensions of the quality of services provided by
telecommunications companies?

= |s there a relationship between the use of information technology and speed
Responsiveness and customer assistance as one of the dimensions of the quality of
services provided in telecommunications companies?

= |s there a relationship between the use of information technology and the level of trust
and security (Guarantee) as one of the dimensions of the quality of services provided
in telecommunications companies?

= Is there a relationship between the use of information technology and the level of
empathy With the customer as one of the dimensions of the quality of services provided

in telecommunications companies?

1.5. Research Objectives

The research aims to achieve the following objectives:
First main goal:

Studying the relationship between the use of information technology and improving the quality of

services provided in companies Communications.

The following sub-objectives branch out from the first main goal :

13
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studying the relationship between the use of information technology and counting the

aspects between Tangible materiality as one of the dimensions of the quality of services

provided in telecommunications companies.

- Study the relationship between the use of information technology and counting between
Reliability or credibility as one of the dimensions of the quality of services provided by
telecommunications companies.

- Study the relationship between the use of information technology and speed
Responsiveness and customer assistance as one of the dimensions of the quality of services
provided in telecommunications companies.

- study the relationship between the use of information technology and the level of trust And
security (guarantee) as one of the dimensions of the quality of services provided in
telecommunications companies.

- Study the relationship between the use of information technology and counting Empathy

with the customer as one of the dimensions of the quality of services provided in

telecommunications companies.
The second main goal:

Trying to reach a set of results and recommendations through the field study that he will
conduct The researcher looked at the telecommunications companies under study in order to
achieve the optimal use of information technology In order to improve the quality of services

provided by telecommunications companies.

1.6. Research Hypotheses

= There is a significant relationship between the use of information technology and
tangible materiality as one of the dimensions of the quality of services provided in
telecommunications companies.

= There is a significant relationship between the use of information technology and the
level of reliability or credibility as one of the dimensions of the quality of services

provided by telecommunications companies.

14
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= There is a significant relationship between the use of information technology and the
speed of responsiveness and customer assistance as one of the dimensions of the quality
of services provided in telecommunications companies.

= There is a significant relationship between the use of information technology and the
level of trust and security (guarantee) as one of the dimensions of the quality of services
provided in telecommunications companies.

= There is a significant relationship between the use of information technology and the
level of empathy with the customer as one of the dimensions of the quality of services

provided in telecommunications companies.

1.7. Research Model

independent variable

Dependent variable

¢ Use of information e Improving the quality of services

e technology ‘ provideq by telecommunications
companies.

e Reliability or credibility

e Quick response and customer
assistance

¢ Trust and Security (Guarantee)

e Empathy with the customer

(>ma 40 awy Iresearch variables . researcher
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1.8. Scope of The Study

= Spatial scope: The research community consists of employees of telecommunications
companies

= Time scope: The study took place during the academic year 2024 in period from
24/2/2024 to 1/8/2024

1.9. The Project Structure

Chapter 1 I e Introduction

e |iterature
Chapter 2 ‘ Review
¢ Research

Chapter 3 Methodology

: * Statistical Analysis
| A & Findings
| Discussion
. ®Research
» Limitations,
Recommendations

& Conclusion

(=i aw 2 research structure . researcher

Chapter 1 ( Introduction ) : This chapter sets the stage for the research by providing an
overview of the Saudi telecommunications sector and the role of information technology (IT)
in enhancing service quality. It details the background of the study, outlines the research
problem and its significance, and presents the research questions, objectives, and hypotheses.

The chapter also introduces the research model and defines the scope of the study.

Chapter 2 ( Literature Review ) : This chapter reviews existing literature on the use of IT in
the telecommunications industry, focusing on its impact on service quality. It discusses the
independent variable (use of IT) and dependent variables (dimensions of service quality such
as reliability, responsiveness, assurance, empathy, and tangible materiality). The chapter
explores the relationship between these variables, citing various studies and theories to build a

theoretical framework for the research.

MIDOCEAN



Chapter 3 ( Research Methodology ) : This chapter describes the research design and
methodology used to investigate the relationship between IT and service quality in Saudi
telecom companies. It covers the operational definitions of research variables, research design
(research onion), population and sampling methods, data collection methods, types of data,
and statistical analysis procedures. The chapter ensures that the research process is rigorous

and replicable.

Chapter 4 ( Statistical Analysis & Findings Discussion ) : This chapter presents the results of
the statistical analysis and discusses the findings in relation to the research questions and
hypotheses. It includes descriptive statistics for the research sample, validity and reliability
tests for the questionnaires, and detailed analysis of the research variables. The chapter
concludes with a discussion of the findings, highlighting significant relationships and drawing
implications for the telecom industry.

Chapter 5 ( Research Limitations, Recommendations & Conclusion ) : The final chapter
addresses the limitations of the research and offers recommendations for future studies. It
discusses practical and theoretical implications of the findings and provides actionable insights
for telecom companies to leverage IT for improving service quality. The chapter concludes by
summarizing the key contributions of the research and its relevance to the Saudi

telecommunications sector.

17

MIDOCEA

U NIV ER

S 1T Y

i



Chapter 2: Literature Review
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2.1 Introduction
The Saudi Arabian telecommunications industry has evolved rapidly over the past decades,

propelled by strategic IT investments aimed at improving service quality and meeting growing
customer expectations. This transformation is underscored by the adoption of IT solutions
across key telecom operators such as Saudi Telecom Company (STC), Mobily, and Zain KSA.
These companies have leveraged IT to streamline operations, enhance customer engagement,

and introduce innovative services

2.2 The independent variable

The independent variable in this study is the use of information technology (IT) within Saudi
telecommunications companies. 1T encompasses various technologies and systems
implemented to improve service delivery, operational efficiency, and customer satisfaction.
This includes CRM systems for managing customer interactions and data, advanced network
management systems to enhance reliability and performance, and data analytics tools for
deriving insights into customer behavior and operational performance Additionally, IT
facilitates the deployment of sophisticated billing systems that ensure accuracy and
transparency, thereby enhancing customer trust and satisfaction. The strategic integration of
IT in telecom operations is essential for achieving competitive advantage, meeting customer

expectations, and driving continuous improvements in service quality.

2.3  The dependent variables

The dependent variables in this research focus on various dimensions of service quality within
Saudi telecommunications companies. Tangible materiality is a critical dimension that reflects
the physical aspects of service delivery, such as infrastructure quality and equipment
reliability. Reliability or credibility measures the consistency and trustworthiness of service
provision, ensuring that telecommunications services meet customer expectations without.
Responsiveness and customer assistance gauge the promptness and effectiveness of telecom
companies in addressing customer needs and resolving issues promptly. Trust and security
(quarantee) pertain to customers' confidence in the security of their data and continuity of
service provision, which are crucial for maintaining customer loyalty and satisfaction Finally,
empathy assesses the telecom companies' ability to understand and respond to customers'

emotional needs and preferences, enhancing overall customer experience and satisfaction .

19
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2.4 The relationship between the independent and the
dependent variables

- (Alshawi, Missi, and Irani ,2011) explored organizational, technical, and data quality
factors influencing CRM adoption from the SMEs perspective (Industrial Marketing
Management, 40(3), 376-383). Their study provides insights into the critical factors that
affect the successful implementation of CRM systems in small and medium-sized
enterprises. The integration of information technology (IT) within telecommunications has
revolutionized service delivery, enhancing overall service quality and customer
satisfaction. This study examines how IT implementation, particularly in customer
relationship management (CRM) systems, network management, and data analytics,
contributes to improved service reliability, responsiveness, assurance, empathy, and
tangible materiality. Using case studies from leading telecom companies, including
Verizon, AT&T, and BT Group, this research identifies key IT applications that drive
service quality enhancements. The findings suggest that strategic IT investments and
continuous technological advancements are critical for maintaining competitive advantage
and meeting evolving customer demands.

- (Al-Mudimigh and Ullah , 2011) discussed the integration of business intelligence with
corporate strategic management, emphasizing its role in enhancing decision-making
processes and strategic outcomes .This paper explores the impact of information
technology on service quality in emerging markets, with a focus on the telecommunications
industry. By analyzing data from telecom operators in Brazil, India, and South Africa, the
study highlights how IT integration enhances network reliability, customer support, and
service personalization. The research underscores the importance of robust IT
infrastructure and skilled workforce in achieving superior service quality. The findings
reveal that despite significant challenges, such as regulatory constraints and technological
disparities, IT remains a key driver of service quality improvement in emerging markets.

- ( Ernst & Young , 2014) highlighted the transformative impact of big data on business
operations, illustrating how data analytics reshape competitive strategies and operational

efficiencies ("Big data: Changing the way businesses compete and operate,” EYGM

20
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Limited). This research investigates customer perceptions of 1T-enabled services in the
telecom industry, focusing on how IT applications influence service quality dimensions
like reliability, assurance, and empathy. The study uses survey data from customers of
major telecom companies in the United States, analyzing the relationship between IT use
and customer satisfaction. Results indicate that effective use of IT in service delivery leads
to higher customer satisfaction, particularly in terms of reliability and responsiveness. The
study recommends that telecom companies continue to innovate and adapt their IT
strategies to meet changing customer expectations.

( Al-Turki, Al-Homaidhi, and Al-Dossari ,2020) examined the influence of 5G technology
on the telecommunications industry in Saudi Arabia, underscoring its potential to
revolutionize service delivery and customer experiences . This paper examines the role of
IT-driven innovations in improving service quality in the telecommunications sector.
Focusing on advancements such as 5G technology, Internet of Things (10T), and artificial
intelligence (Al), the study explores how these technologies enhance service delivery and
customer experience. Case studies from telecom giants like China Mobile, VVodafone, and
T-Mobile highlight successful IT integration strategies that have led to significant
improvements in service reliability, responsiveness, and customer satisfaction. The
research concludes that continuous investment in IT innovation is essential for telecom
companies to remain competitive and meet future service demands.

(Alotaibi ,2014) investigated information security management practices in Saudi Arabian
telecom companies, emphasizing the importance of robust cybersecurity measures in
safeguarding customer data and ensuring service reliability .In the telecommunications
industry, cybersecurity is critical for maintaining service assurance and customer trust. This
study explores how IT solutions in cybersecurity enhance the assurance aspect of service
quality. Through a detailed analysis of cybersecurity practices in telecom companies like
AT&T and Deutsche Telekom, the research identifies key IT measures that protect
customer data and ensure service continuity. The findings emphasize the need for ongoing
cybersecurity investments and the implementation of advanced security protocols to

mitigate risks and enhance customer confidence in telecom services.

21
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Conclusion
The above abstracts collectively highlight the transformative role of IT in enhancing

service quality in the telecommunications sector. These studies underscore the importance
of strategic IT investments, innovative technological applications, and robust cybersecurity

measures in achieving superior service delivery and customer satisfaction
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Chapter 3: Research Methodology
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3.1 Introduction
the use of information technology (IT) and the improvement of service quality in

telecommunications companies in Saudi Arabia. The chapter details the operational
definitions for research variables, research design, population and sampling methods, data
collection methods, types of data, and statistical analysis procedures. The goal is to provide
a clear and replicable methodology for the study, ensuring the reliability and validity of the

research findings.

3.2 Operational definitions for research variables
Information Technology (IT): Refers to the use of systems, software, and hardware to

manage and process information within telecommunications companies. Key components
include customer relationship management (CRM) systems, network management

systems, data analysis tools, and cybersecurity measures.

Service Quality: It is evaluated through various dimensions including tangibles, reliability,
responsiveness, trust, security (assurance) and empathy. Each dimension represents a
different aspect of the overall quality of services provided by telecommunications

companies.

3.3 Research design (research onion)

24
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Philosophies: Positivism is adopted, as the research aims to
objectively measure the impact of IT on service quality.

Approaches: A deductive approach is used to test predefined
hypotheses about the relationship between IT and service quality.

Trategies: A survey strategy is implemented, involving the collectio

of quantitative data through structured questionnaires.

rategies: A survey strategy is implemented, involving the collectio
of quantitative data through structured questionnaires.

c
=D
n
]
T
<
LS
S
(S
Q
v
Q
o0

ime Horizons: A cross-sectional time horizon is chosen, focusing o
data collected at a single point in time.

chniques and Procedures: Statistical analysis techniques, including
descriptive statistics, reliability and validity tests, and hypothesis
testing, are utilized to analyze the collected data.

Figure 1 project design : researcher

3.4 Research population & Sampling methods and technique

Population: The research population consists of employees from major telecommunications

companies in Saudi Arabia, such as Saudi Telecom Company (STC).

Sampling Methods: A stratified random sampling method is employed to ensure that
different departments and job roles within the companies are adequately represented.

Sample Size: A sample size of 30 employees is targeted to provide a representative and
statistically significant dataset.

3.5 Data collection method

Primary Data: Data is collected using structured questionnaires distributed to the sampled
employees. The questionnaire is designed to measure the use of IT and its impact on various

dimensions of service quality.

Secondary Data: academic literature to provide context and support for the primary data.
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3.6 Types of data

Quantitative Data: Numerical data collected from the survey responses is used to perform
statistical analysis. This data includes metrics related to IT usage, service quality dimensions,
and demographic information of the respondents.

Qualitative Data: Open-ended questions in the questionnaire provide qualitative insights into
employee perceptions and experiences related to IT and service quality.

3.7 Statistical analysis procedures

After collecting data, it is essential to analyze the information gathered to draw meaningful
conclusions. As, the Statistical Package for the Social Sciences (SPSS), specifically version
28, were used to analyze the collected data . The sample profile test was conducted, via
descriptive analysis, to gain insights into the characteristics of the sample population. It helps
researchers understand the demographics, preferences, and other relevant information about
the individuals involved in the study. Validity and reliability tests are crucial in ensuring that
the data collected is accurate and consistent. Validity tests Exploratory factor analysis) to
determine if the research instruments measure what they are intended to measure, while
reliability tests (Cronbach™ Alpha test) assess the consistency of results over time.

The student conducted descriptive statistics for the research variables, that provide a summary
of the main characteristics of the data collected. It includes measures such as mean, median,
mode, standard deviation, and variance, which help in understanding the distribution and
patterns within the dataset. In order to test the research hypotheses, simple and multiple linear
regression tests were employed to test research hypotheses and examine the relationships
between variables. These tests help researchers determine the extent to which one variable
predicts another, providing valuable insights into the research questions at hand. By utilizing
these various statistical analyses within SPSS version 28, researchers can effectively analyze

their data and derive meaningful interpretations to advance their research objectives.

3.8 Conclusion
This chapter has detailed the research methodology for investigating the impact of IT on

service quality in Saudi telecommunications companies. By defining operational variables,

employing a structured research design, and outlining rigorous data collection and analysis
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methods, the study aims to provide reliable and valid insights into the role of IT in enhancing
service quality. The following chapters will present the results of the statistical analysis and

discuss the implications of the findings.
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Chapter 4: Statistical Analysis & Findings discussion
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4.1 Introduction

In the present rapidly advancing digital environment, the use of information technology has
become one of the most important factors that contribute to added value in services across
industries through the effective use of information. This chapter presents empirical analysis to
test data that provides evidence of the relationship between levels of information technology
and service quality in a telecommunication company. The data were collected using a
structured questionnaire and analyzed with SPSS version 22.0; it used several statistical
methods like descriptive statistics, linear correlation, regression analysis. Get access to more
exclusive Technology content by becoming a monthly subscriber.

The chapter at the initial stage depicted descriptive statistics concerning research variables that
gave meaning to respondent views regarding information technology use within the company.
This is also where questionnaire reliability was considered to ensure that results obtained

would be repeatable and consistent.

4.2 Sample profile (descriptive statistics for research sample)

To test the validity of the hypotheses or refute them, the researcher entered the
data into the computer using a computer Processed on the statistical program
SPSS version 22.0 The researcher also tested the research hypotheses using
descriptive statistics and the linear correlation coefficient And the regression
coefficient. The following is an explanation of the descriptive statistics that the
researcher extracted for all research variables in: Telecommunications company
under study

Table 1 Results of descriptive statistics for the questions of the independent variable (X) use of information technology)

Question Duplicates Degree
Not Standard
Not Agree | average - of
agree | oo ok | neutral hard| deviation approval
hardly | % y
1 4 6 35 32 4.23 0.81 high
2 2 2 39 34 4.34 0.77 high
3 2 20 40 15 3.86 0.82 high
4 2 1 12 45 18 4.00 0.79 high
5 2 3 78 38 28 4.16 0.86 high
6 3 7 40 27 4.18 0.76 high
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7 1 3 13 38 22 4.25 0.75 high
8 1 1 13 38 22 4.00 0.86 high
9 2 4 13 41 20 3.99 0.85 high
10 2 4 10 36 25 4.01 0.95 high
11 8 31 34 4.23 0.84 high

The overall average of the variable 4.11 0.82 high

Source: Prepared by the researcher, building On the results of Statistical analysis using SPSS program

The attitudes of the research sample individuals indicate a high degree of agreement
with the statements of the information technology use variable. The agreement was
high for the statement, “The concept of information technology is a clear concept at
the level of your company,” with an arithmetic mean of 4.23, as well as high
agreement for the statement, “There is conviction and support from senior
management in Your company uses information technology with a arithmetical
mean of 4.34, and a high degree of approval for the statement: The workers in your
company have the skills required to use information technology well, with a
arithmetical mean of 3.86, and a high degree of approval for the statement: The
workers in your company accept the idea of using information technology, with an
arithmetic mean of 4, and a high degree of approval for the statement: “You have
Your company has an infrastructure prepared to use information technology well,
with a mean of 4.16, and a high degree of approval for the statement ““Your company
uses information technology in completing its various tasks,” with a mean of 4.18,
and a high degree of approval for the statement “Your company works to develop
capabilities in the field of information technology with the aim of improving
performance.” 4.25, and a high degree of approval for the statement “Your company
works to quickly transfer information between the various departments and the
public administration, relying on information technology,” with a arithmetical mean
of 4, and a high degree of approval for the statement, “Your company’s management
Is keen to train employees on how to use information technology and everything new
in it,” with a arithmetical mean of 3.99, and a degree of approval. High on the
statement ““Your company uses information technology in an advanced manner and
keeping up with everything new” with an arithmetic average of 4.01, and a high
degree of approval for the statement “Your company has a website that is easy to
access and known by customers” with an arithmetic average of 4.23, and the overall
average for the information technology use variable was approved with a degree
High, with a mean of 4.11.

4.3 Validity & reliability tests for the questionnaires

30
|
MIDOCEAN



The reliability of the questionnaire was verified through the Cronbach Alpha method The
reliability of the questionnaire means that it gives the same result if it is redistributed more
than once under the same conditions The conditions are: stability in the results and not
changing them significantly if it was distributed to the sample members several times During

a certain period of time, the results of calculating the alpha coefficient for each axis of each

scale were The study tool is as shown in the following table:

Table 2 test according to Cronbach’s alpha

) ) Number of Number of
Scale Dimensions Result
phrases phrases
Use Use of
. . . Greater
Information information 11 921
than 0.70
technology technology
tangibility 7 753
Reliability 6 .889
Quality of Speed of
8 137
service response Greater
than 0.70
Safety 6 .818
Empathy 6 .829
Total 33 0.8245

The table shows that the reliability coefficients for all axes of the study are good and
statistically acceptable Because it is greater than 0.60, as it reached a minimum of 0.70
question sets Which means that the questionnaire Statistically, which the user indicated in the
research has an acceptable reliability coefficient, which is higher than the acceptable value to
it(Narver and slater, 1990;P 5) To test the validity of the hypotheses or refute them, the

Source: Prepared by the researcher based on data analysis according to SPSS

researcher entered the data into the computer using a computer
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Processed on the statistical program SPSS version 22.0 The researcher also tested the research
hypotheses using descriptive statistics and the linear correlation coefficient And the regression
coefficient. The following is an explanation of the descriptive statistics that the researcher
extracted for all research variables in:

Telecommunications company under study, to be greater than (0.70).

4.4 Descriptive statistics for research variables (answer research
guestions)

5 Table 3 Results of descriptive statistics for the dependent variable questions (1Y Tangibility)

Duplicates Standard Degree
Question Notagree Not 19— Agree,  average Ceviation of
hardly agree hardly approval
1 3 6 13 65 25 3.91 .89 high
2 7 22 69 14 3.80 73 high
3 6 24 60 22 3.87 78 high
4 2 6 36 54 14 3.64 .83 high
5 2 12 38 44 16 3.53 .92 high
6 2 15 27 52 16 3.58 .95 high
7 10 24 56 22 3.80 .85 high
The overall mean of the variable 1Y 3.73 .85 high

Source: Prepared by the researcher, based on the results of statistical analysis using the SPSS program

The attitudes of the research sample members indicate a high degree of agreement with the variable
statements after the tangible physical aspects, as agreement was high for the statement that the
appearance of the company’s employees is decent, with a mean of 3.91, and approval was high for
the statement that the company uses modern, appropriate technological equipment and devices,

with a mean of 3.80. Approval was high for the statement “The equipment and buildings have a
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beautiful and distinctive appearance” with a mean of 3.87. Approval was high for the statement
“The company’s interior design provides a comfortable atmosphere for customers” with a mean
of 3.64. Approval was high for the statement “The waiting rooms in the company are comfortable”
with a mean of 3.64. 3.53, and agreement was high The statement that the company's various sites
are suitable for customers and can be easily accessed had a mean of 3.58, and approval was high
for the statement that the company cares about cleanliness, lighting, air conditioning, and
providing an appropriate physical environment, with a mean of 3.80. The variable Y1, which
measures the tangible physical aspects, had a high degree of agreement. This has an arithmetic

mean of 3.73

6 Table 4 Results of descriptive statistics for the dependent variable questions (Y2 Reliability)

Duplicates
Standa
Not Agr Degre
Questi agre Not averag rd e of
0 neut ee o
on e agr ) I e Deviati appro
ra
hard ee hard on val
ly ly
3 3.
1 7 21 47 4 0.98 | medium
3 17
3 3. )
2 4 17 53 6 0.92 | medium
2 35
3 3. ]
3 5 18 36 15 1.04 | medium
8 33
3 3.
4 4 8 48 15 0.93 high
7 55
3 3. )
5 2 8 62 9 0.80 high
1 6
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6 2 19 50 12 0.95 | medium
45
3.

The overall mean of the variable Y2 40 0.93 | medium

The attitudes of the research sample members indicate a degree of agreement from medium to high
on the statements of the reliability or credibility variable, as approval was moderate for the
statement that the company provides error-free services, with a mean of 3.17, and approval was
moderate for the statement that the company performs its services on time without delay. This had
a mean of 3.35, and agreement was moderate On the statement: The company is characterized by
its ability to provide service without interruption, with a mean of 3.33. Approval was high for the
statement: The company is keen to solve problems for customers regarding the services provided
to them easily and conveniently, with an arithmetic mean of 3.55. Approval was high for the
statement: The company is committed to providing the services it promised. There was a mean
degree of approval for the statement “The company performs the services correctly the first time”
with a mean of 3.45, and the variable 72, which measures the dimension of reliability or credibility,

had a medium degree of approval with a mean of 3.40

Source: Prepared by the researcher, based on the results of statistical analysis using the SPSS

Table 5 Results of descriptive statistics for the dependent variable questions (Y3 Response)

UNIVYER

Quest Duplicates avera Standa Degre
ion e rd e of
! Not No neut Agr g
. appro
agre t ral ee Deviat PP
e agr ion val
g har
har ee dly
dly
1 3 74 11 3.83 0.62 high
2 3 76 11 .3.84 0.61 high
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3 2 9 4 44 10 3.45 0.83 medium
4

4 2 13 4 44 14 3.49 0.92 medium
4

5 5 9 3 31 12 3.32 0.93 medium
1

6 3 8 6 62 21 3.80 0.91 high
2

7 5 6 6 64 10 3.60 0.89 high
4

8 8 10 3 35 21 3.45 0.11 Medium
8

The overall mean of the variable Y3 3.59 0.85 high

Source: Prepared by the researcher, based on the results of statistical analysis using the SPSS

The attitudes of the research sample individuals indicate a degree of agreement from medium to
high on the statements of the variable speed of response and customer assistance. The approval
was high for the statement that the company’s employees are fully prepared to provide assistance
to you, with a mean of 3.83, and approval was high for the statement that the company’s employees
seek to help you in Solve the problems you face in providing the service, with a mean of 3.84. The
approval was medium for the statement that the company’s employees respond to customers’
needs, regardless of how busy they are, with a mean of 3.45. Approval was medium for the
statement that the company’s management cares about customers’ complaints and inquiries, with
a mean of 3.49. Approval was moderate for the statement “Some procedures are shortened by
employees with the aim of speeding up customer service” with a mean of 3.32. Approval was high
for the statement “employees provide service to customers according to the priority of their entry
into the company and without exceeding it” with an arithmetic mean of 3.80. Approval was high
for the statement “It is available in the company.” Instructive boards when providing services with

the aim of speeding up the service, with a mean of 3.60, and agreement was moderate for the
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statement “There is a sufficient number of employees who provide service to customers.” This has

an arithmetic mean of 3.45

8 The variable Y3, which measures the dimension of response speed and customer assistance,

had a high degree of agreement, with an arithmetic mean of 3.59

9 Table 6 Results of descriptive statistics for the dependent variable questions (Y4 Security)

Duplicates
Not Stand Degre
No Agr rd
Quest agre avera a e of
: t 0 neut ee _
ion e ) I ge deviat appro
agr ra
har J har ion val
ee
dly dly
3 .
1 1 3 A 62 12 3.72 0.72 high
3 .
2 6 , 59 15 3.74 0.75 high
3 :
3 7 A 56 15 3.70 0.77 high
3 :
4 3 10 . 50 12 3.51 0.90 high
2 .
5 3 7 6 47 29 3.82 0.97 high
3 :
6 4 12 ) 46 18 3.55 1 high
The overall mean of the variable Y4 3.67 0.85 high

Source: Prepared by the researcher, based on the results of statistical analysis using the SPSS
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The attitudes of the research sample members indicate a high degree of agreement with the
statements of the trust and security (warranty) variable, as agreement was high with the statement

The behavior of employees in the company makes you trust them.

With an arithmetic mean of 3.72, approval was high for the statement “You feel safe when dealing
with the company’s employees,” with an arithmetic mean of 3.74, and approval was high for the
statement “The behavior of the company’s employees is characterized by transparency and
clarity,” with an arithmetic mean of 3.70, and approval was high for the statement “The company’s
employees” They have the knowledge and high experience to answer all your inquiries, with a
mean of 3.51. There was high approval for the statement that the company maintains
confidentiality of private information. With the customer, with an arithmetic mean of 3.82,
approval was high for the statement: “You feel the company is keen.” Customer communications

must be confidential, with an arithmetic mean of 3.55

The variable Y4, which measures the dimension of trust and security (guarantee), has a high

agreement with an arithmetic mean of 3.67

10 Table 7 Results of descriptive statistics for the dependent variable questions (Y5 Empathy)

Duplicates avera Stand Degre
ge ard e of
Not No 0 neut Agr
Quest agre t k ral ee deviat appro
i : I
ion o agr o ion va
har ee dly
dly
1 3 16 4 39 13 3.38 0.96 | medium
1
2 2 19 2 49 14 3.48 0.97 | medium
8
3 7 12 4 38 10 3.28 0.99 | medium
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4 2 14 4 44 19 3.41 0.88 medium
2

5 4 14 4 40 9 3.32 0.92 medium
5

6 2 2 3 53 16 3.70 0.80 high
9

The overall mean of the variable Y5 3.42 0.92 medium

Source: Prepared by the researcher, based on the results of statistical analysis using the SPSS

The attitudes of the research sample members indicate a moderate degree of agreement with
the statements of the variable of empathy with the customer, as agreement was moderate with
the statement that the company gives the customer personal attention, with a mean My
calculation was 3.38, and there was medium agreement with the statement that the company’s
working hours are appropriate for all Customers, with a mean of 3.48. Approval was medium
for the statement “The company has the customer’s interest as one of its first interests and has
priority,” with a mean of 3.28. Approval was medium for the statement, “The company
understands the specific needs of customers,” with a mean of 3.41. Approval was medium for
the statement, “The company cares.” with customer problems individually, with a mean of
3.32, and approval was high for the statement that the company and its employees are
committed to providing the best services to customers, with a mean of 3.70.The variable Y5,
which measures the dimension of empathy with the customer, has a medium degree of

agreement with an arithmetic mean Its value is 3.42

4.5 Testing Hypotheses & Findings Discussion

The first hypothesis
There is a significant relationship between the use of information technology and the

dimension of tangible physical aspects as one of the dimensions of the quality of services
provided in telecommunications company. The result of the correlation and regression for the
first sub-hypothesis resulting from the correlation analysis of the relationship between the

independent variable The other
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Table 8 Model Summary.

R R Square Adjusted R Std. Error
Model Square of the
Estimate
1 .673a 453 436 27774

Table 9 ANOVAa (a. Dependent Variable: Improving the quality of service, b. Predictors: (Constant), technology use)

Model Sum of Df Mean F Sig.
Squares Square
Regression 2.108 1 2.108 27.333 .000a
Residual 2.546 75 077
Total 4.654 76
Coefficientsa ( a. Dependent Variable: y1)
Model Unstandardized Standardized T Sig.
Coefficients Coefficients
B Std. Beta
Error
Constant 1.010 489 2.066 0.47
X 745 142 673 5.228 . 000

It is clear from the Anova analysis of variance table that the validity of the model for testing

the first sub-hypothesis is consistent, based on the higher value of the calculated (A) of
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(27.333) than its tabulated value of (6.95), which is significant at the level of significance
(0.000), which is less than the level of significance (0.05, as shown by The previous table
shows that the use of information technology affects the dimension of the tangible physical
aspects as one of the dimensions of the quality of services provided in the telecommunications
company under study, as the value of the Beta coefficient for this variable was (0.673), and in
terms of the calculated (a) value of (5.228), which is greater than the t value. The tabular value
is (2.58) at the significance level (0.05), and since the value of slope B is significant and equal
to (0.745), we reject The first null hypothesis and we accept the first alternative hypothesis,
and we acknowledge that there is a significant relationship between the independent and
dependent variables, meaning that there is a significant relationship between the use of

information technology and the dimensions

Tangible materiality as one of the dimensions of the quality of services provided in
telecommunications company.

The second hypothesis

There is a significant relationship between the use of information technology and the reliability
or credibility dimension as one of the dimensions of the quality of services provided in

telecommunications company.

The results of the correlation and regression were for the second sub-hypothesis Resulting from

the correlation analysis of the relationship between the independent variable

Table 10 Model Summary.

R R Square Adjusted R Std. Error
Model Square of the
Estimate
1 ..645a 416 . 398 . 36849

Table 11 ANOVAa (a. Dependent Variable: Improving the quality of service, b. Predictors: (Constant) , technology use)

Model Sum of Df Mean F Sig.
Squares Square
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Regression 3.191 1 3.191 23.498 .000a
Residual 4.481 75 136
Total 7.671 76
Table 12 Coefficientsa ( a. Dependent Variable: y2 )

Model Unstandardized Standardized T Sig.

Coefficients Coefficients

B Std. Beta

Error

Constant 434 . 648 .669 .508
X . 916 . 189 . 645 4.848 . 000

It is clear from the Anova analysis of variance table that the validity of the model for testing
the second sub-hypothesis is consistent, based on the higher value of the calculated (a) of
(23.498) than its tabulated value of (6.95), which is significant at the level of significance
(0.000) and is less than the level of significance (0.05). It was shown from the previous table
that the use of information technology affects the reliability or credibility dimension as one of
the dimensions of the quality of services provided in the telecommunications company under
study, as the value of the Beta coefficient for this variable was (0.645), and in terms of the
calculated (4) value of (4.448), which is greater than The tabular t value of (2.58) is at a
significance level of (0.05), and since the value of slope B is significant and equal to (0.916),
we reject the second null hypothesis and accept the second alternative hypothesis, and
acknowledge the existence of a significant relationship between the independent and dependent
variables, that is, there is a significant relationship between Information technology use and
reliability Or credibility as one of the dimensions of the quality of services provided by

telecommunications company.
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The third hypothesis

There is a significant relationship between the use of information technology and the

dimension of response speed and customer assistance As one of the dimensions of the quality

of services provided in telecommunications company.

The result of the correlation and regression for the third sub-hypothesis resulting from the
correlation analysis of the relationship between the independent variable An increase in one

variable will be accompanied by an increase in the other variable.

Table 13 Model Summary.

R R Square Adjusted R Std. Error
f h
Model Square 0 the
Estimate
1 . 761a . 579 . 566 . 24582

Table 14 ANOVAa (a. Dependent Variable: Improving the quality of service, b. Predictors: (Constant) , technology use)

Model Sum of Df Mean F Sig.
Squares Square
Regression 2.744 1 2.744 45.410 .000a
Residual 1.994 75 .060
Total 4,738 76
Table 15 Coefficientsa ( a. Dependent Variable: y3)
Unstandardized Standardized
Coefficients Coefficients
Model T Sig.
Std.
B Beta
Error
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Constant .638 432 1.475 .150

X .850 . 126 . 761 6.739 . 000

It is clear from the Anova analysis of variance table that the model is valid for testing the third
sub-hypothesis based on the higher value of the calculated (f) of (45.410) than its tabulated
value of (6.95), which is significant at the level of significance (0.000) and is less than the level
of significance (0.05). It was shown from the previous table that the use of information
technology affects the dimension of speed of response and customer assistance as one of the
dimensions of the quality of services provided in the telecommunications company under
study, as the value of the Beta coefficient for this variable was (0.761), and in terms of the
calculated (A) value of (6.739), which is the largest From the tabular t value of (2.58) at a
significance level of (0.05), and since the value of slope B is significant and equal to (0.850),
we reject the third null hypothesis and accept the third alternative hypothesis, and acknowledge
the existence of a significant relationship between the independent and dependent variables,
meaning that there is a significant relationship Between the use of information technology and
the dimension of speed of response and customer assistance as one of the dimensions of the

quality of services provided in telecommunications company.

The fourth hypothesis
There is a significant relationship between the use of information technology and the
dimension of trust and security (guarantee) as one of the dimensions of the quality of services

provided in telecommunications company.

The result of the correlation and regression for the fourth sub-hypothesis resulting from the

correlation analysis of the relationship between the independent variable The other.

Table 16 Model Summary.

) Std. Error
Adjusted
R R Square RS of the
uare
Model a Estimate
1 . 628a . 394 . 329 . 243
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Table 17 ANOVAa (a. Dependent Variable: Improving the quality of service, b. Predictors: (Constant) , technology use)

Model Sum of Df Mean F Sig.
Squares Square
Regression 3.191 1 329 21.418 .000a
Residual 4.481 75 3.191
Total 7.671 76 136
Table 18 Coefficientsa ( a. Dependent Variable: y4 )

Model Unstandardized Standardized T Sig.

Coefficients Coefficients

B Std. Beta

Error

Constant .636 . 412 1.475 .150
X . 841 . 126 . 761 6.739 . 000

Itis clear from the Anova analysis of variance table that the model is valid for testing the fourth
sub-hypothesis, based on the higher value of calculated (1) of (21.418) than its tabulated value
of (6.95), which is significant at the level of significance (0.000), which is less than the level
of significance (0.05). It was shown from the previous table that the use of information
technology affects the security dimension as one of the dimensions of the quality of services
provided in the telecommunications company under study, as the value of the Beta coefficient
for this variable was (0.761) and in terms of the calculated (1) value of (6.739), which is greater
than the tabular value of (6.739). (2.58) at a significance level of (0.05), and since the value of
slope B is significant and equal to (0.841)

With this result, we reject the fourth sub-null hypothesis and accept the fourth sub-hypothesis,

which states that there is a significant relationship between the use of information technology
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and the dimension of trust and security (warranty) as one of the dimensions of the quality of
services provided in telecommunications company.

The fifth hypothesis

There is a significant relationship between the use of information technology and the
dimension of empathy for the customer as one of the dimensions of the quality of services

provided in telecommunications company.

The correlation and regression results for the fourth hypothesis were the result From the

correlation analysis of the relationship between the independent variable

Table 19 Model Summary.

R R Square Adjusted R Std. Error
Model Square of the
Estimate
1 .711a . 505 431 . 36251

Table 20 ANOVAa (a. Dependent Variable: Improving the quality of service, b. Predictors: (Constant) , technology use)

Model Sum of Df Mean F Sig.
Squares Square
Regression 2.744 1 2.648 41.13 .000a
Residual 1.884 75 .060
Total 4.538 76
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Table 21 Coefficientsa ( a. Dependent Variable: y5 )

Model Unstandardized Standardized T Sig.
Coefficients Coefficients
B Std. Beta
Error
Constant 1.010 . 449 2.096 .047
X . 715 . 142 . 663 5.128 . 000

It is clear from the Anova analysis of variance table that the model is valid for testing the fifth
sub-hypothesis based on the higher value of the calculated (a) of (41.13) than its tabulated
value of (6.95), which is significant at the level of significance (0.000) and is less than the level
of significance (0.05). It was shown from the previous table that the use of information
technology affects the dimension of empathy with the customer as one of the dimensions of
the quality of services provided in the telecommunications company under study, as the value
of the Beta coefficient for this variable was (0.715), and in terms of the calculated (A) value
of (5.128), which is greater than The tabular t value of (2.58) is at a significance level of (0.05),
and since the value of slope B is significant and equals (0.715), with this result we reject the
fifth sub-null hypothesis, and accept the fifth alternative sub-hypothesis, which states that there
is a significant relationship between the use of information technology and the dimension of
Empathy with the customer as one of the dimensions of the quality of services provided in

telecommunications company.

Testing the main hypothesis
There is a significant relationship between the use of information technology and improving

the quality of services provided in telecommunications company.

The result of the correlation and regression for the main hypothesis represented by the

relationship between the independent variable
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Table 22 Model Summary.

R R Square Adjusted R Std. Error
Model Square of the
Estimate
1 . 493a 243 . 237 . 3221

Table 23 ANOVAa (a. Dependent Variable: Improving the quality of service, b. Predictors: (Constant) , technology use)

Model Sum of Df Mean F Sig.
Squares Square
Regression 2.744 1 2.648 37.33 .000a
Residual 1.884 75 .060
Total 4,538 76
Table 24 Coefficientsa ( a. Dependent Variable: Improving the quality of service)

Model Unstandardized Standardized T Sig.

Coefficients Coefficients

B Std. Beta

Error

Constant 2.349 449 1.996 .041
X 453 142 . 663 6.11 . 000

It is clear from the Anova analysis of variance table that the validity of the model to test the
main hypothesis is consistent, based on the higher value of the calculated (A) of (37.33) than

its tabulated value of (6.95), which is significant at the level of significance (0.000) and is less
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than the level of significance (0.05), as shown. From the previous table, the use of information
technology affects improving the quality of services provided in the telecommunications
company under study, as the value of the Beta coefficient for this variable was (0.663), and in
terms of the calculated (t) value of (6.11), which is greater than the tabular value of (2.58). ) at

a significance level of (0.05), and since the value of slope B is significant and equal to (0.453),

With this result, we reject the main null hypothesis, and accept the main alternative hypothesis,
which states that there is a significant relationship between the use of information technology

and improving the quality of services provided in the country.

Telecom company.

4.6 Conclusion
In conclusion, the study confirms that there is a significant positive relationship between

the use of information technology and the various dimensions of service quality in the
telecommunications company. The company’s use of technology has a measurable impact
on improving tangible physical aspects, reliability, responsiveness, security, and to some

extent, empathy in customer interactions.
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Chapter five: Research limitations, Recommendations
& Conclusion
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5.1 Research Limitations & Future Research

5.2 Research Recommendations

5.3 Conclusion
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