J—lal) daala

Llal) clapal) &

Jls¥) 503 (B piualall galiy

Cnlatd gé Shg) ASd cilaad gad bl calalasl
Customers Attitudes Towards the Services Provided by
“Ooredoo” Company in Palestine

dlas)

Lo yaal) 3 ali el

il i)

A4S 0a JlesY) 808 B siealal) Ao o g geant) cililiaial YiaSind Dbyl o2a cuath
JHAY Zrala b Llad) ciladal

2019



Jalal) d el o
L) il _ufyal) 4

Sleel) 513) (B ialal) galiz

]

1 w3l B a)

Cala 18 qa ) A, & al_aad g an Ol alalad)

Alas)

m.\ggd\..\.pﬂl.'u&ah

Y

L‘,mw@ﬂ.\ma

2019/ 3 / 13 claT:J‘Y\ FYY) Q_),_aai, Aluyll 2da Caidgs

&b el A8l sl clas!
............... | V4 /A Lut;\:!_), [EPW-S ;\.'a_,ua@ﬂw..\—l
%\ D
......... BIISTEY oo TRRERTE Lls)y Batiae i) 93 yraw .2 -2
s

d/l.))'.w-@n Laols Latias HU g Chuugs .2 —3






SR

@ IFoB &) afkegd iz o /NI NIEZ "0V BY, /g E B
000_’E_1_'E ¢‘| E/\
WHeNGVEg, AE 8 ' eMs dUEd Bt B
*’ItE P17 EA
TRNHYT BP0 UBx BEETEARE " B. ™
@'H §, ATO
UV NNRNE &P, Br/x |E g™ 6N HEER
°© 0 o BAG 1 EERAWE e Al AT BE "ot B

0° FH O VAR MDD, B EE,® GHEDA | U Act B
woRe/B W EPEL kK | E

TRHED ORERE O EEET 1 B
T O 9 RN AQ IR IFE T E
0 00 TTNE ogENe 1B



_tttttttt A LELELEL]

G BN EADBEENORE EE OVE IHEE B’ . &
o wmm, KpAe i W B
NS VTN BB, O @ T VHGEE T
" IENNIBOR 3B, A chet B gREECTET B
o d L E_
CEFE B LTNOE ¢ Pk, F yiTEDE F oo te
OEN QT CEA, ANB/XE 0, CA
tEE G/ /o NITgct BtaX AT ET "¢
OHE " 'O ¢ &PFEH R HEGY TED- 7 20, &
THEEThO s 6 FHOAA G EWTE &6~ 7~ /
dd-_@Ahc "E"CT VI, ECTANET T CTA
A/ A&rEndm*H_E‘Q’TdE‘W %08~ *yS
° - EyNGEMet 7 E°T, GES
TeEE G i ER_/EE TARCBET™ Og
GH NG yoen et BY I8, AN O eb TR ™4,
¢ EEDC/N"A 8 d0Y & EELOWNIO0, ", ¥, EIE
BEHAEN heE7 EABh Bl Q3¢ SBRE ' @
EMEY" R0 beEG e VIERIEP Y
>ANARENT JEEL Q8 ¥ By A




Sl giaal) (i pgd

daial) £ 52 al |
e t 6Lja *
e RBai *
é Toil Kk *
é e Goak ol *
i yaain! *
i 0oldz § *
o) P ohi z! a t 3 *
fi } 66 6 DA Lj@A& 6 *

Acpalt alad) LYY 258 J—aidl)

1 t dz 1-1
2 b aitig 2-1
3 b1 ani 3-1
3 b1 ani 4-1
4 blaiit| 51
6 b1 an i 6-1
6 tlari! 7-1
6 t 1 4&i i DZ 8-1
7 b1 & i ! &t oDl 9-1

Ayl cilufally @B Uy £ SLA Jadl

clalady) JsY) Eaall 1-2

9 e GNjGr  1-1-2

10 & GNjGn 2-1-2

11 @ GNjGnkd! | 3-1-2




12 e GNJ)&n k  4-1-2
13 @ GNjGn k| 5-1-2
14 @ GNjGn 6-1-2
14 @ GNjGn K 7-1-2
15 @ GNjGn| 8-1-2
17 GNj 663 kal 9-1-2
20 e GNjGn| 10-1-2
Oshaald & cylaty) g Uad @ S ) 2-2
21 bodzi|  1-2-2
22 } oaeDRIT&k G !t {4 2-2-2
25 16 aDP! da e MIGHKTI !y dz { 3-2-2
ALl cludall < Gl daal) 3-2
27 b o hioz| 1-3-2
37 t 6 tuLjn O 2-3-2
43 b1l huGl!' & 4@ 3-3-2
Ll e aly Ay s ILEY - wadl)
47 td  1-3
47 IR -V 2-3
47 b1 A i 3-3
47 b A i 4-3
48 @ Gdza D& dzl &a e GL 5-3
49 b1a& i ! & tLjoz 6-3
55 bLAai ! 7-3
57 b1 &i ! 8-3
58 @ GLjGo hubDZ 9-3
Ll il Julady e 1aabl) Juadl
60 tog  1-4




60 b1ari!§ 2-4
65 tl1airi!t &G 3-4
b gilly i) £ umaldd) Juadl)

75 b LA i A 1-5
79 b 1&i i &A § 2-5
84 b 1A i) & 3-5
85 &GO 4-5
=abal
87 1 0 hinza
91 b 8 huLjn

G=adlal)
| } LiGhuk 11J& p@i
v y 0 dz+ o dzl 42) R @gx)




Laial Jsi—al) a) a8
49 ALin! & i 0&kHzjo Bl bA&i| 1-3
49 idz!8&8 i03kd2? Gl 5a| 2-3
50 V1! 8 yG+dz i 63kdz G| 3-3
51 OdzDZ! & yNadz & i o63kdz| 4-3
51 b Ljnjdzl & T 03 kdzb UGAISE 5-3
52 ai 0i aé& GHAPT GF GBGRTOA4 aci! & 6-3
53 } DArs d2l 4119 TCRlaskal & {talia ! § 7-3
54 ai & 4a&7 T &xaA B OymsyBa + 14aii! & 8-3
55 | Omioiad@ P+0% yo+i kTd2? & éGNjGnka O 9-3

O5i zdz2 & ya#*d
56 | Oabi o7 acadEitPEi G5 Yy O+i kTd2 & éGNjGnka O 10-3
Os506Gz! a va#
57 Cabi 07 aca@ritPETI A5 YO #i kTdz2! & eGNjGnka O 11-3
O+aD]! & Vyat#d
58 t1& i '8 ¢c&i a éGhj 12-3
59 @ Gni i ! Ghud &GN@E| 13-3
59 t Gl o! & | 14-3
61 ai o aghp+iydz HjddiyFdEBs | aG8Ei #dz1§ 1-4
62 ai 0i aghp+iyoz HjddinifdE ed (el Gddsm G 2-4
64 ai 0i aghup Y™z 907G dy Gz&EELS & GEia™ 8| 3-4
65 b dzi | dZ'ado IRkl NPG Ak & hdl\ & K[ 4-4
66 | + 5 uvaddoiGasy di #idd | Gry8F &n@ dFNFEdEkaS s1DFT 1 ( 5-4
ALjin! & 7063
67 | + ¥y0z t dZi | BYyFSEEINBIN& A tni i O5 N\ 6-4

idz! & i 03kdz aiAd




69 | + *¥yAz t dZ | BYFSNEEINBIN&K A tni i OS5 u\rj 7-4
y+1!a Yy G+odauiizd z& dz

70 |t ¥yOz t d7 | @YEF SNE@EINBIN& & 1 Coilid OO Ghuik 8-4
OdzDZ! & vy Nadz & ia®izd

72 b ¥y Tz t+ d7 ] @y SrE@EINBIn& & | Goilia % G 9-4
boLjnjid® &k d2! A8 zak {

73 |t ¥yOz t d7 ) @Y EF SRS EINBIn& & | Coilia §D Gl 10-4
U&i k TU& ea&aljl i oazk




JAM\ u-u‘)@é

Laial sald)
| b LiGhuk 14 pai
Vv y o dz od? &42) R Bar)




L) 4300 Al Gadle

Osbaald (8 g9l ASpd lard gad o3l clala)

vy o0 |0mbi dia & ydabpd VedBdi @Bt GINBmk &t § DBolaz k| &1 i1 ! &

yG+ d71& FEuS A i cOvA z&aa a0yaG o Hal iP5 &kdz Aiil dzal D

U Ljn! A9 0 (UMM 0#GEEANK y hup V dz ¥ &S ha@8GAiGe GdZ P& ua&E
L&A1 01 aé GozAPT OS5tULjinjdzk & (A QazBads & dz8 ! §

} o hi 3! ClSi Bk agaFEGRd§zgz + {47 i ' & ydkndz ya*rka UODD DI

i1k AN & jt ILFDEE 38 G LjG hukA (688)0  dvo atkjapx i Go k Pa b

SPSS t 6 Z2Gdz2k nU& pabDzDZ +6FGTWLWHWAO pdi ! & N

Qo

b sw!ldd dOBmAa yhp Y dzZyiFdBobad B £ o asd CRBMIKRE [ an
| GREBBAT | GhIFdidy 4d! G OhGnoU& O+aDi 6Baz!0&66Gz!
y hup y dz t dzy F'aahdd GNIGIH Pl BP & oiLljana .pidA | @i Ba &) R KP
@ Gdzi P O35 Utajnjldrdarsz !cai dy Wa by BA YWY & §i 1ad Gf @& a4 o hi 3!
F+#1 T Osdadz yau!Guiddiz! | NpEkekEP dZ@cnjiiasE 6ik dz + 6 Ljé a !
FhlL!' & yvaa Ut | AU ¢ pEEE Sihud G dz20% z 15 6 108 hpri@saDy & hug
} DO 1 a WERdTkad hekGoaigrl P +ji dz Ic¥IGDPA ydz yTaak! & yal
sms ¢i 0TI ! & +OTL!'& yFGli! d8a OZGdzk nUé
O5i zdzl & V at++izpT&® R AR G Ay e Go Tak c¢i Z éoGh! & |
Os56GZ ol Oy d@# Hd 2y k+ dz DZ 061 o! da yedhdyi P! & §
OhGnod y*FTh pnja@idelCRZaa oRAGDHA eIGHA P! G ¢ i
@ Gdzi P! & Odz | dz Ai!' O+abDjl! & elLjGn! & id6ad6ka Vo1
®lLjdan! & i065ak 1 DZ ydz!& ciaiuvda! i§ 4aAB5Garay o ¢
O5 + dzi Pkldz & Gona! aagekdLd? @a ] pKal dil &a oyk¥! T ! iGEU di
. 0oan &nadl! yiosz@GukBIhdT o &) dzl & & Gdzi



Abstract
Customers Attitudes Towards the Services Provided by
“Ooredoo”1 Company in Palestine

The objective of this study is to identify the attitudeswdtomerdowards the services
provided by Ooredoo Companyin Palestineby identifying the availability of té
cognitive, emotional and behavioral components of dastomersand to determire
whether there is a difference in the attitudesusitomergowards the services provided

by Ooredoo Company inPalestineaccording to (gender, age, place of residence,
gualfication, profession, duration of participating@oredooCompanyservices)

The researcher adopted the analytical descriptive approach.stliig population
consisted of allDoredooCompanycustomersn the West Bank, and a sample of 600
customerswere selected. The questionnaire was distributed and retrieved, and the
recovery rate was 100%. The data was analyzed using. SPSS

The study found negative attitudes towards the services offer@dtegloon the West

Bank due to the lack of sufficient cognitjivemotional and positive behavior among the
participants towards the services provided. The results also indicate that there is no
difference in the attitudes of the customers towards the services provi@atdnjoon

the West Bank according to gendelage of residence, qualification, professiamd
duration of participation irDoredoo Compangervices, while there was a difference
according to the age. The results also showedctisitbmerselieve that the employees

of the companyare not willing toprovide assistance to new customers and that their
behavior does not give the impression of confidence, and the majordystdmers
prefer to communicate with the company by visiting the customer service center and
that the preferred ways of advertisiage social media and SMS

Through the results of the study, the researcher made several recommendations, the
most important of which are: the need to pay attention te thes level ofcustomers
knowledge ensure the strengthening of the emotional compbatcustomersand the
formation of a positive emotional attitude to them, increase the satisfaction, confidence,
conviction and admiration afustomerdo influence their behavior positively towards

the services provided by the company, the need to tpaytian to improve and develop

the behavioral aspect of service providers and develop training programs for them,
moreover,t is necessaryo provide thematerialaspectf providing the service in an
appropriatemanner and constantly wot& develop ad improve the technology used in

the services provided to customers, in addition to activating the role of marketing
department.
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