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Abstract

In this research, the extent to which customers' satisfaction relates to the
quality of services provided to them and a number of factors that aftect the
reputation of telecommunications companies and the services provided by
telecommunications companies has been clarified.) in the kingdom on
customer satisfaction? The main objective of the study is to clarify its
importance from the theoretical side, to show that the service sector plays
an important role in the economy, but the attention paid to it by
researchers and scholars, so it requires more research and studies, especially
those related to the marketing field, in order to define services and
marketing characteristics and Its relationship to customer behavior. The
importance of this research emerges from the practical side in its
expression of the quality of services provided to customers, the extent to
which they are compatible with their desires and needs and raising the
level of quality of services in order to achieve the desire and needs of

customers beyond their expectations.

The descriptive analytical method was used to test the hypotheses of the
research, and the data was collected through a questionnaire, and the
research sample consisted of about 300 customers from Etihad Etisalat,

chosen randomly.

The results of the research concluded that customers' evaluation of the
quality of actual services 1s positive and good, but it does not reach the
level of their expectations, which means that there is a gap to improve and
develop the quality of services provided by Etihad Etisalat (Mobily), and

that customers care about its quality dimensions represented in (tangible

aspects, Reliability, empathy, responsiveness, and warranty). The research

42




found gaps in all five dimensions of quality (tangible elements, guarantee,

reliability, empathy, responsiveness), where customers expect more than
they actually realize from the communication services provided, which
indicates that Etihad Etisalat Company (Mobily) has room for
improvement and the results showed It revealed differences in the relative
importance of the criteria that Mobily customers use when evaluating the
quality of service provided by the company. The research recommends
the need to use service quality as a strategy for excellence and competition
in order to develop and raise the level of quality of communication

services provided by Etihad Etisalat.

The research reached a number of recommendations, the most important
of which is the need to develop training programs for employees working
on the front lines in meeting customers, to increase their awareness of the
concept of quality of service, and qualify them with sales and marketing
skills and good treatment with the public, in order to improve response

rates and empathy.

key words: quality of service, customer satisfaction, Etthad Mobily

Company.
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