2025 e/ (02506)10.02) — ISSN 2543-3490 &3B! dueidt s

servperf — Laadll ladl] o)) zagal (309 il ¥y Ao Wjify dandd) Saga alaf
— Al gyl e AL e Aie A

Dimensions of service quality and its impact on customer loyalty according to
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i Abstract: This study aims to try to know the level of service quality provided by Ooredoo and the
i degree of its impact on customer loyalty, depending on the actual performance model Servperf
; attributed to (Cronin & Taylor) which focuses on five dimensions (tangibility, reliability, :
i responsiveness, security and empathy) to measure service quality performance. The study was :
: conducted on a sample of Ooredoo customers, the size of which is 117 customers. The
¢ questionnaire tool was used to reach the study sample and know their attitudes towards the services
i provided by Ooredoo and the degree of their loyalty towards the latter. Using the SPSS-23 i
i program, the data obtained from the study sample was analyzed with the help of various statistical :
i methods.
i The study results showed a positive correlation between Ooredoo's service quality and customer
i loyalty. We observed a positive impact of the responsiveness dimension on customer loyalty, while
i the other dimensions (tangibility, reliability, responsiveness, assurance, and empathy) had a weak '
: impact and did not meet customer expectations. :
; Keywords: Service quality, customer loyalty, SERVPERF model, Ooredoo institution

i Jel Classification Codes : M12 ; M21 ; M54
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