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ABSTRACT
The Impact of Service Quality and Relationship Marleting on Customer
Loyalty: An Analytical Study on a Sample of Passayers on Jazeera
Airways in Kuwait State
Prepared by
Dakeel Allah Ghanam Al-Mutairi
Supervised by
Dr. Laith Al-Rubaiee

The Study aimed at detecting the Impact of Serieality and
Relationship Marketing on Customer Loyalty on Jaaesirways in Kuwait
State.

The study sample consisted of (600) bwnnthe questionnaires are
distributed on them, while the number of the recede and valid
guestionnaires to analysis (458) in percentage386) from the total number
of distributed questionnaires.

The study indicated moderation in airways servicality from the
sample of the study passengers' perspectives foquallity dimensions
(Tangibility, Reliability, Response, Security angingathy), where the scale
showed that the level of the quality was mediunmfimassengers' perspectives.
Same for the level of company interest in buildngrking relations with its
passengers, where the study effected the compatstsst in building random
relations with its passengers, in all three dimemgReliability, Commitment,
and Communications) in medium degree. The studyetalso decrease in

the level of company's passenger loyalty.

o



The study showed the following results:

The provided service including (Tangibility, Rddiity, Response,
Security and Sympathy) has a positive and diregiach on the customer
loyalty for Jazeera Airways in the level of (0.08)Jpreover, it showed the
provided service including (Tangibility, Reliabylit Response, Security,
Sympathy) has a positive and direct impact on tetidonship Marketing for
Jazeera Airways in the level of (0.05). In addititm the relationship
marketing including (Reliability, Commitment, andbi@munications) has a
positive and direct impact on the customer loyédtyJazeera Airways in the
level of (0.05) and the provided service has a tnega@nd indirect impact on

the customer loyalty for Jazeera Airways as a ntedia the level of (0.05).
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