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Abstract

The Role Services Quality in Building Image for Kuwaiti
Telecommunication Companies Clients: A Field Study

Prepared by:

Ahmad Hsani Dhedan

Supervisor:

Younis Abed-Alaziz Miqdadi

This study aim to know the role of the quality of services in
building a mental picture of the customer companies of Communications,
Kuwait: A Case Study A review of the literature on the field of quality
and marketing services in telecommunications companies saw the
researcher and based on the foregoing, it can use quality to improve and
develop a mental picture of the Clients telecommunications companies
which will reflect positively upon and thereby increase their ability to
achieve its objectives with the greatest possible efficiency and
effectiveness, and therefore the problem can be formulated in the

following questions:

The researcher using the analytical descriptive method of data
collection through questionnaire development work to serve the
objectives of the study is intended to take place, which was distributed to

members of the community study.



Have been limited this study to clients telecommunications
companies Kuwaiti three, a Zain, Inc. viva , the wataniya , company.
Were excluded wholesalers and retailers who deal with this company in
the sale of telecommunications service offerings. Where was the research

community 2080000 Single and the sample amounted to 385 single.

The study found: that there are significant statistical relationship
between the dimensions of service quality, a (concrete physical aspects,
reliability, responsiveness, security and empathy) and the process of
building a mental picture of the existing customers of

telecommunications companies in Kuwait.

One of the main recommendations made by this study are: it must be
all telecommunications companies to increase interest and awareness of
the need to apply all the dimensions of quality of service, no matter what
the introduction of some change or amendment as well as to adopt a
corporate management concept of quality of service and adoption of a
strategy of competition and excellence, and that the development and
improvement of quality services provided by telecommunications
companies of their priorities, particularly in regard to reliability and
response, where the application of the concept of quality of service
needed to bring about changes in corporate culture and ways of thinking
in which, objectives and policies in place within the organization,
structure, and the task no one can be carried out only senior management
of the telecom companies. As it requires the development of new

strategies and policies are consistent with the Quality control.
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