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The reality of the quality of Palestinian cellular telecom companies
services from the customer's point of view

Prepared by: Osama Alafandi
Supervisor: Dr. Salwa Barghothi

Abstract

The study aimed to identify the reality of the quality of services of Palestinian
cellular companies (Jawwal & Ooredoo) from the customer's point of view, by
studying the effect of quality dimensions on the customer's opinion.

In the study, the researcher relied on the descriptive analytical approach, and the
study population consisted of all customers of Palestinian cellular
communications companies from the year 2022.

The researcher designed an appropriate electronic questionnaire to achieve the
objectives of the study and distributed it through social media, and the sample
was voluntary (non-probability/self-selection).

The results of the study showed that the evaluation of the customers of the
Palestinian cellular companies for the level of quality of the services provided to
them based on the dimensions of quality came with a high degree, which reflects
a high degree of approval. The results also showed that the most important
dimensions of quality affecting the customer’s evaluation of the quality of
services provided by Palestinian cellular companies were aesthetics, followed by
performance, then durability, then serviceability, then perceived quality, then
responsiveness, then professionalism, then compatibility, then reliability, Then
attention and least important dimension characteristics.

The study concluded with a number of recommendations, the most important of
which is the need for companies to define the dimensions of quality that are

required to be worked on to evaluate them, and to know the level of quality that



is required to be reached, by conducting studies and research on a regular basis,
especially those that measure customer satisfaction levels with the services
provided by the company.

It also recommended paying attention to the characteristics of the services it
provides to customers, such as presenting offers that customers aspire to and more
services that meet their desires, and placing the interests of customers at the top

of their priorities when offering any service or presenting offers.

Keywords: Quality, Service, Service Quality, Quality Standards, Quality

Dimensions, Palestinian Cellular Companies, Jawwal, Ooredoo.
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