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ABSTRACT

Recently; the Palestinian Mobile telecommunication sector witnessed a development in terms of
the services provided by the Palestinian two mobile operators, Jawwal and Wataniya. The
launching of 3G and also the expansion of Wataniya mobile in Gaza is expected to increase the
competition between the aforementioned companies, and hence customer satisfaction and loyalty
as a topic became more crucial to understand, especially with the fact that customers can switch
service providers easily. The aim of this thesis was to assess the relationship between customer’s
satisfaction and loyalty to mobile operators in Palestine and certain factors such as price, service
quality, brand image, demographics factors and switching cost. Where the demographic factors

included place of work, monthly income, and age.

The population of the study consisted of the employees of the Ministry of Interior (Mol) and
Ministry of Education (MoE) as customers for mobile operators in Palestine with a total
population size of 650 employees, and the sample was chosen as a proportionate stratified sample
of 42% with a total sample size of 273 employees. A structured questionnaire was designed to
gather relevant data from the sample. The thesis used frequency tables and column percentages to
understand the perception of mobile subscribers towards selected factor, while also used ANOVA
testing and regression analysis to assess the relation between the factors and customers’
satisfaction and loyalty. Findings of this thesis concluded that price, Quality of service, Brand
Image, switching cost are positively related to customer satisfaction and loyalty towards Mobile
operators in Palestine, which is also affected by Place of Work, and Income level of customers
regardless of their age that appeared to be insignificant. However; Brand image, perceived service
quality and price were found to be the most critical contributing factors to customer satisfaction

and loyalty.

Therefore; in light of results achieved it was recommended that operators should keep an eye on
these three important factors and make sure to provide superb services to its subscribers whom will
always evaluate the brand position and service price rate / quality a matter that directly affect their
decision regarding the selection of mobile operators and their satisfaction and loyalty. It was
recommended that Mobile operators should build a long — term relationships with customers
through developing a value added programmes and services to satisfy them, such as reward
programmes, discounts, better customer service by personalizing the service to target the customers
from the different income levels and work environments in a way that ensures meeting their distinct

expectations and needs.

Keywords: Loyalty, Mobile service operators, Price, Service Quality, Switching Cost, Palestine.
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1.1 INTRODUCTION

Building strong long relationships with customers and attain their satisfaction and loyalty is a
big challenge for companies these days especially that the market place has a variety of
products and services with a high level of competition. The existence and success of the
company in the market depends on the its customers and their satisfaction and loyalty to the
product or service that the company offers, in this context it is worth mentioning that
customers’ satisfaction and loyalty means that consumers have a positive experience with a
certain company and in return they will increase their purchases and will attract other
customers as well. Building long lasting relationships with customers needs a deep study of
customer’s behaviours and their purchasing power. This what was confirmed in a study on
the impact of Customer satisfaction on brand loyalty which stated that customer satisfaction
and loyalty are an important and sensitive issue for the performance of businesses and their
growth and to improve them businesses should carefully consider the purchasing behaviour
of customers. The study added that customer satisfaction guides the marketing tactics of
businesses and it is a mean to improve their performance, the study also confirmed that
customer satisfaction would lead to loyalty and therefore greater profits (Awan & Rehman,
2014).

In reference to PR loyalty solution (2011), a customer is considered to be loyal when the
customer prefers to buy one brand from all others due to high level of satisfaction with that
brand whether it is for a product or service. It was mentioned in the article that customer
loyalty is both attitudinal and behavioural. Another article by Ranade (2012) clarified that
customers all the time make decision on how and where to spend their time, money and
efforts, on the other side sellers are trying to build customer loyalty by differentiating their
products and services among other competitors, generate demand, demonstrate value and
build customer loyalty. Moreover; in his article he defined customer loyalty as “customer
continuing to believe that your organization’s product/service offer is their best option, it best
fulfils their value proposition whatever that may be”. He also added that loyalty is the
situation when the customer hangs in there and stay committed to the product or service even

if any problem occurs. According to the article loyalty can be measured and monitored by



