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ABSTRACT

The study dealt with the dimensions of service quality and its impact on the
intention to purchase, where the study problem was represented in the
essential question:

What is the impact of service quality dimensions on intent to reuse the
service?

This study aimed to identify the concept of service quality, its dimensions
and customer loyalty, and to identify their assessment of the level of quality
of services provided to them. Development priorities when needed

In order to achieve the objectives of the study, the descriptive analytical
method was adopted, which is based on the study and analysis of the
phenomenon.

The study used a questionnaire as a tool for collecting primary data. Where
the study population consisted of clients of Waselni Company in Damascus,
where the study included 110 clients who were chosen randomly. To
examine the hypotheses of the study, the researcher used the Statistical
Package for Social Sciences (SPSS) program to analyze the data and reach
the main results that answer the questions of the study. Where percentages,
regression equation analysis and other statistical tests were used.

The study reached a set of results, the most important of which are:

1- The institution's interest in the dimensions of service quality is necessary
in order to ensure the continuity of the institution, gain a good reputation,
achieve its objectives, and keep abreast of recent developments, and this
may contribute to giving it a competitive advantage.

2- The institute fulfilled the promise of providing the service on the specified
dates.

3- Service providers enjoy providing advice and guidance to the customer.
4- The employees of the institution are always ready to deal with customers.
Based on the results of the study, the study came out with some conclusions
and recommendations that may help in achieving a higher degree of
customer loyalty and the most important of these recommendations are:

1- The need for the institution to improve and develop its services to reach
the expectations of its customers, which ensures the continuity of their
dealings and thus enhances its competitive position by providing services
characterized by a high level of quality.

2- The necessity of enhancing the institution's interest in rapid response and
meeting the demands of customers.




3- The need for the institution to pay attention to the aspect of reliability (like
creating and gaining trust) as if drivers deal kindly when a problem occurs,
or that the customer feels comfortable when receiving the service.

4- Putting all that is necessary to improve the level of quality of services and
develop them to continue to meet the desires of customers.
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B (5505 lus Gmde O L) 3.9727 .91330 .08708

Lo AlSie & gan die calaly (i) Jalety 4.3091 .83221 .07935

Fara)l 4l U8 Aal il Jpenll e 4.2545 74731 07125

spss clajia e Talaic) bl alae) ot jaiadll

(331l 3 ylgall (sShiar (galul) (V) Slaadl e dupal) ahdl LAY oleall Jacsgiall &y (1
(0.89) @lame alymilsg dadlsall ) o 45 (3.38)
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(B sds N Cunyae CosBLall) ) 5landl e Al D) SUSY bessl) Tasiall &y (2
(0-91) line iy Aadlsall I Juss 5 (3.97)

Eigan die il i) Jalat) BN gLl e diall 3 GillaY (lesl) haugidll 44 (3
(0.83) (glan Cibaslis dalsall ) doas 25 (4.30) (Lo A<t

ails ol Aalll dsenl) e Aasll laall e Aisal) 2 LY sl Lacsidl) &y (4
(0.74) Slone Gy Ayl I Jus a5 (4.25) (Aeal

2 A8 ¢ gall amy (e BRI deadd) 33 g 4l 10 J g2

One-Sample Statistics

Mean Std. Deviation

Std. Error Mean

3.9795

46201

.04405

spss clasia e Talaie) Cllall alae) (et jriadll

Ju 135 (3) Gasid) el e ST 525 (3.97) (Adsisall) JSS AN jonall lal) Jasssiall ol
Aeadl) olad L8 gall (e el Ssiesa Ogxial deadl) alise ol e
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Alaiad) jsaa

Alat) amy e U Al Basa aui 1 Jsan

One-Sample Statistics

N Mean Std. Deviation Std. Error Mean

o Saall il 1 231y Slantind 4S80 (s 3.6000 .91069 .08683

& Sleall ISGL Jad 2 dlaatnd AS 5 (il 3.7818 .78263 .07462

S eSanl) e adl) (KL qa Jabetl) (g 4.2545 86137 08213
pala s o s

spss clajia e Talaie) Cllall alac) (et jriadll

Gillda D 2313 Sasind 3580 (6al) V) Hlaall e diall i) GllaY oleall Jawgiall 4 (1
(0.91) (lume ity dalsall ) Lo a5 (3.60) (sDend)

COIKEia Jal PIRIRREL I as,a (_g.ﬂ) Aol 5)laad) e dnal) o)yl cllay ‘:;..:W\ Lo gidll CL (2

o aatll KU e el (€ F8ED Blaal) e Aisel) o) claY  lal) Tasgial) i (3
(0.86) (@luna iailig ddlgall N Jaci a5 (4.25) (mbss gy JSi eDlanl)

2 Alaia¥) amy (e Bl dedl) 30 ga i 12 50a

One-Sample Statistics

Mean Std. Deviation Std. Error Mean
3.8788 .58302 .05559
spss clasiaa e Taldie) Callall alae) (et jriadll

(3) sitall Jausll e ST 925 (3.87) (Rudsigall) JSS alll Hsnall leal) Javsgiall iy (4
LY e b Ssiser Ol daddll alage o) e Ju ey
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Rhaleill gaa

Calaladl) aey e BMas) daadl) B35 avii 13 Jsaa

One-Sample Statistics

N Mean Std. Deviation Std. Error Mean

Gladl d8 e Jranll alas JS40 alaia ) apai 3.4909 1.01136 .09643

ploialy AL Jreall Juil oy 4.0182 .67704 .06455

Ji (e Bland) e il JS5 dalall oy 4.1273 1.10137 .10501

Ol

spss clajia e Talaie) Cllall alac) (e 1 jriadll

anll Gals J<a plaia¥) aa) oV 5lall o dunad) bl LY olead) Jawgiall 4l (1
(1.01) (glms Cabailis Al N Joss 25 (3.49) (Bldl U8 e

(asials 28y Jaaall Sl 23 A6 syleal) o imdl 23 LY leal Lavgidl &y (2
(0-67) Wlera alailyg dadlsall ) o 25 (4)

Slaall o Cidal (S Jalatll 1) G slaal e el 3bd GLAY sl lowgidl 1y (3
(1.10) e Cahailsy amlsal) N o a5 (4.12) (Celad) U3 (o

quuﬂ\g,gmlé)@\hqulz;ﬁﬁﬁmdﬁ;

One-Sample Statistics

Mean Std. Deviation Std. Error Mean

3.8788 .64605 .06160

spss clasiaa e Taldie) Callall alae) (et jriadll

1285 (3) Crsitall Tawsll (e ST g5 (3.87) (cibaladll) JSS Gualall jsnall Sl Jacsgiall oy
<Ol daadl) abhge o) e du
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Aadil) aladind Bale) jgae

Aaadl) aladiul sale) ey (pe WBai) Aaddld) 33 ga ani 15 J g2

One-Sample Statistics

N Mean Std. Deviation Std. Error Mean

ilon s 35l Lalatia Staae eanal () il 3.8545 1.00308 .09564

Yy ilea 5 48 i dand ) () Juinall (40 4.0909 .84099 .08018

Ao 5oal B b (s

Oumdl il lall JE1 Jilrs ) alay i€ 1)

(sila 5 (gt Aadd aladil

3 e sila s Gubi dead aadiila ple (S
Jeusall 8 (5 Al

spss cilayha e Talae) allall slac) et adll

pee znal o S8) (V) 5 lall e diadl ol ey sl Jas il 4l (1

(1) olinn il yaily s 438 sall ) Jasi 45 (3.85) ((silia s 48 il Lalaiia

Dhal o) Jaisall () 4l 3 kel e died) ol 53 sy leadl s i) 4y (2
iy 5 4880 gall ) o o 5 (4) (Rke Boa) Bl e Y ilia s 4S50 dead
(0.84) s bas

Jils 5 ) Aoy i€ 130) 2N 5 5Ll e dipall 38 e lead) Jaw giall 4y (3
S obma sl aily (4.31) (e Grbal Aedd aladinl Jiad) B alad) Jail)
(0.88)

padinli ale JSa) Al 3 kall o dual) 38 bl Sleall Lavsidl 4L (4
(0.73) lins ol il s (4.47) (Jiisall & (55315 50 ilia s Gukai ded
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2 Aaadl) aladin sale) aay (e B Aeddl) 3 s anli 16 Js2a

One-Sample Statistics

Mean Std. Deviation Std. Error Mean
4.1841 .52536 .05009
spss clajia e Talaie) bl alae) (et jaiadll

gl (e ST sag (4.18) (Aeasll alatiad salel) 5aVlg Gualadl jeall Sl Tacsgiall &l
Gubill clexd aladivd sale) gai Aual) b gl oladl s o) e Ju 13 (3) (iajiall




raal) ciluad sl

alaieY) [gaa

9 Auhall Cilacas (b of Jod (s Lol S Al clicagd lodl L jeaiall 134

: Sulls

t oY) due @l Al — 1
Aaadl) ot sale) Ay Anlac¥l o dulay) ADle aag

Model Summary 4nlic¥) 17 Jsas

Model Summary

R Square Adjusted R Square Std. Error of the
Estimate

1 .3372 . .106 .49686

a. Predictors: (Constant), daicy)

spss clajia e Talaie) Cllall alac) (e 1 jriadll

ANOVA 4laic) 18 Jsaa

ANOVA?
Sum of Squares df Mean Square
Regression 3.422 3.422
Residual 26.662 247
Total 30.085

a. Dependent Variable: usage

b. Predictors: (Constant), dicy)

spss clajia e Talaie) bl alac) ot jaiadll




Coefficients &ualdic¥) 19 Jsan

Coefficients?

Unstandardized Coefficients Standardized
Coefficients
Std. Error Beta

(Constant) 426 6.113 .000
dplaicy! . .108 .337 3.723 .000

a. Dependent Variable: usage

spss cilayha e Talae) allall sl et adll

coefficient of jlaai¥) z3sal cihdsall aal aaf Model Summary Js¥) Jsaall el
Z3salll yuad Bagal Wb Hoiay (63l R 4l 349 determination

(Labaie V) sl JlaaiV1 #35ad o) ey 0.337 (g5l R A o Laadly Jubatl Ao ) 5aallss
e (A8L) %67.3 gasis (Aeadll plasiad ale) 43) wlill jrid) ad & i) e %33.7 2yl
23l 138 b Jadi ol dege it dllin G585 S (AT dalse ) Bpusiall yue il

DaaiV) = 3gail ilean ) ANAN (w3 jlaai) 2 3sall Flalas dad ANOVA el Jganll st
to Joaadl a3 daadly LSy L S

al<e) ) pdsanova jlial o gl @ e sral Jlls Sig < 0.000, F (1.108) = 13.862
Ll iyt~ 5a) (3 S Jaiall el DA (1) oY) 2 3sai aladiud

hall ) Jaladd (5 duall dalealp-value dad of Coefficients Jsas (e Jaadly LS Cum
plasin) sale) & Ldlias) AN (63 IS S5 dendll Lnlae) o) 6 0.001 o ieal Jiisall juzial
Laaal)
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dugalall jgaa

Al dacayell =2

Aaxal) aladid Bale) Ay dagalll (p dula) ADle angy o

Model Summary 4w salall 20 J 52

Model Summary

R Square Adjusted R Square Std. Error of the
Estimate
1 4292 . A77 47671

a. Predictors: (Constant), 4w saldl

spss clajia e Talaie) Cllall alac) (e 1 jriadll

ANOVA 4 saldll 21 Js2a

ANOVA?
Sum of Squares df Mean Square
Regression 5.542 5.542
Residual 24.543 227
Total 30.085

a. Dependent Variable: usage

b. Predictors: (Constant), & seldl

spss clajia e Talaie) Cllall alac) (e 1 jriadl

Coefficients duw salall 22 J52a

Coefficients?

Unstandardized Coefficients Standardized

Coefficients

Std. Error Beta
(Constant) .318 8.278 .000
s galal) . .080 429 4,938 .000

a. Dependent Variable: usage

spss cilasiaa e Talae) Cllall alac) (et jaiadll




il Jalae sa5 lasil z3sail cihigdl aal aal Model Summary Js¥) Jsaall el
gl aud Bagal Lubika ity (63) R 4l a9 coefficient of determination

(Banspalall) adll Haaill z3gai o) ian 0.429 (golos R A o) Jaaly aball dasis ) 535allig
Oe (R3W) %57.1 aasig o(daadll aladin) sale) 40) aulil) juaiall ad & sl (0 %42.9 75
3l 138 b Jadi o dege Cilpuaie dllin 0585 S (a1 dalse ) Bpusiall ye il

t0) Joaall 138 & aadls Cus (S JaaiV) z3gail f Jalas 408 ANOVA Jgan el

alSe) ) iy anova Lladl of gl @ e el il Sig < 0.000, F (1.108) = 24.386
V) zdgaill aladi

bl Jlaaiy) dalaal (5 Juall dalaal p-value dad o) Coefficients Jsas (e Jaadls WS Cum
Ailas] AN (61 Jh 5 Al Duagale o)) (51 @ (e saal (51 0.001 o el Jiieall il
Aeadl) sl sale) b

Adgigall gaa

B Lyca il

Zaaall alasiad sale)y Adshsall (o Aulag) A nsy

Model Summary 438 si sall 23 Jsoa

Model Summary
R Square Adjusted R Square Std. Error of the

Estimate

1 .2352 . .047 .51296

a. Predictors: (Constant), 4 i sl

spss cilasiae e Taldie) Cillall alac) (et jriadll
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ANOVA 44 §i gall 24 J g2n

ANOVA?

Sum of Squares

df

Mean Square

Regression

1.666

1.666

Residual

28.418

.263

Total

30.085

a. Dependent Variable: usage

b. Predictors: (Constant), 4 5i s

spss clasia e Talaie) Cllall alae) (et jriadll

Coefficients 48 5i sall 25 Js2a

Coefficients?

Unstandardized Coefficients Standardized

Coefficients

Std. Error Beta

(Constant) 426 7.321 .000
4 53 5al) . .106 .235 2517 .013

a. Dependent Variable: usage

spss clajia e Talic) Cllall alac) (e 1 jriadll

coefficient of waaill Jelas 55 JlasiV) cilyisall aal aa] Model Summary Jo¥) Jsaall el
.z 3galll yuad Bagal Wubiia yiiay (s3I R 4l ja 4 determination

(Ldgigall) sl plaaiy) #3gai o (Jan 0.235 gyl R dad o) JaaBly Julsnl) daiis ) 8agallsg
e (B3W) %76.5 aasis o(Aeasll alasind sale) &) ) jurid) a8 bl (e %23.5 £yl
el 13 8 Jadi ol dega Clrie @llin 055 OIS (a1 dalse (M puiall yue iyl

to Joaall 138 8 Laadly WS S Jaail) 350l F Jalas da ANOVA Joaa el

Sig >0.05, F (1.108) = 6.333

Laxdll aladicd sale) 4 e Adgigall spina il ang Y 4l 4




LlaiuN) e

1)yl daia sl
daadl) aladnad sale) Ay Llana) e dnlan) Al aagy %0

e

Model Summary 4lainy) 26 J s

Model Summary
R Square Adjusted R Square Std. Error of the

Estimate
1 3732 . 131 .48969

a. Predictors: (Constant), 4taiuy)

spss clasia e Talaie) Cllall alae) (et jriadll

ANOVA 4l 27 Jsaa

ANOVA?
Sum of Squares df Mean Square
Regression 4.187 4.187
Residual 25.898 .240
Total 30.085

a. Dependent Variable: usage

b. Predictors: (Constant), 4laiuy)

spss clasia e Talaie) Cllall alae) (et jaiadll

Coefficients “laiu¥! 28 Jsaa

Coefficients?

Unstandardized Coefficients Standardized

Coefficients

Std. Error Beta
(Constant) .316 9.128 .000
Aty . .080 373 4.178 .000

a. Dependent Variable: usage

spss clajia Ao Talaie) Cllall alac) ot jaiadl
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il Jalee sag V) zdsal sl aal sl model summary Jg¥) Jsaall ela
gl aud B3gal Lubika ity (g3) R 4l a9 coefficient of determination

(Blaaayl) adll jlaas¥) z3sai of e 0.373 (gl R dad o Jaadly dulasll dass ) 535allig
(&8 %63.7 aasis (sl aladiul sale] 43) alill juaiall ad 8 clyil) e %37.3 2ol
tOl Jsaall 1aa b Jaadly LSy L QU i) z3sail f Jalaa 308 ANOVA Jgan jelasy

@ IS 5 dendll dlaial o) gl @ (e sl il Sig < 0.001, F (1.108) = 17.459
Aaadl) alasiad sale] 8 Adlas) AN

daadll aladna) sale) 4y Calalail) ( dulan) ADke 2ng

Model Summary —shl=ill 29 J s

Model Summary
R Square Adjusted R Square Std. Error of the

Estimate

1 4678 . 211 46662

a. Predictors: (Constant), —aalall

spss clasiaa e Talaie) Cllall alae) (et jaiadll

ANOVA —ablxill 30 Jsan

ANOVA?
Sum of Squares df Mean Square
Regression 6.569 6.569
Residual 23.515 218
Total 30.085

a. Dependent Variable: usage

b. Predictors: (Constant), <=l

spss clajia Ao Talaie) Cllall alac) ot jaiadl
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Coefficients —ablxill 31 Jsaa

Coefficients?

Unstandardized Coefficients Standardized
Coefficients
Std. Error Beta

(Constant) 272 9.964 .000
alalall . .069 467 5.493 .000

a. Dependent Variable: usage

spss clajia e Talaie) bl alae) (et jaiadll

2a1) Jalea 525 a7 3gail cilpigall aal aaf model summary Jg¥) Jsaall ek

gl aud Bagal Lubika ity (63) R 4l a5 coefficient of determination
(oblaall) (Jadll JlasiV) = 3sai o) 2 0.467 (g5l R dad o)) a3l Jdaill sy ) 535a1l
(2\:@-&\) %533 CA)EJ c(&.th\ e\A&_L.u\ Edl.cl z\:u) @tﬁ\ ‘):\ald\ ?"‘5 ‘f C'_ab“.uﬁd\ (e 0/0467 Cﬂg

zosalll 138 & Jadi ol dagae cilyiie lin 0585 IS AT Qalse ) Spusall e clpial) (e

tof Jgaall 138 Jaadly LSy - S JaaiV) z3sail f alae dad ANOVA Jgan jedass

©d IS g bl aas o gl @ (e ral Nl Sig < 0.001, F (1.108) = 30.171

Al alasiid sale) & ddlas) ATV
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tlghe i )
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toe st el ddlal clewsll gl e eVl e degese dendll sagal
(calaleil) Al (Adgial) dansgalall cAualaie Y1)
drace LSl cAscsal) Loylyaivd Glaca Jal e §yg e el Ae2dl) Baga dlasly descsgall slaial
Andls Sae Lgilac) A aalg 38 14 ciiaal) clyslill 4S)5ay clgdlaal (3ainds S
Bass (Gruee (e s 1 a5 chpmal) (A Aania () Dbl (b Llid hgd cualy ()l L,
Aansiall lgadis I deadl
Ol L e Blaall (8138 agen LS LI Qa8 aalay (03l duscigal) AL sk

.(.\@la:.'i g._w.S}
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gt ) lanll gen b Linia (30 it 5 Gy Lot salel

alely Aarall Lussale (o dlagd Do dlllia o o (ot g Lol Tpm il dan Ul 2
w1 ilnl) e b Linem (o 3l 5 . (G oY) Lo

Faaall Aulati) 0 Alad BDe Gllla () e (ati iy I Laal Fam il dnem LS
gt ) Claall gaen i Linn (o 3iadll 5 G Lgaladiad salel;

Gilalas 3ay (o Ao B lllia of e (as ally dng) gl i ill dsas il
gt ) hlaall gaen 3 Lginia (o GRaal) 2 Gamy Lgalatin sale)s da2al)

anall delsall b Lardll iy desussall g

LA pa Jalaill 1 Sawiea) ool duscugall L Cpalalal




il il

O Lae (Leily ladigs () Jseasll llaos pishiy Gaend o dusngall dosi ) 8)5pun
Adle Baga (e Jadll Gledd il (yha (o udliil) lgaBon J3en ULy aglalad ) paid
AL alldas Aty das pual) 2oL Ao gall alaial jahat 8y

vie Calaly Ogiiladl Jalay OIS (48] Sy 38 (6f) Dgisal) Cuilay dacgall alaia) 595

Aeaall 4l vie Aalylb deeadl eds o o Lo A< Cagas

AN Gl Al (& e L skt ilaadll Baga (griae (el 03k Le S pua

Bl 45 Hlai 5 45la8 55 (38 Cuang (53l Bylaiag Buaa Audlin) Cledd s acsiall e
Aaadl)

Cun e cags Alaia ¥l 830 55 (LI e iy Alaiu¥) b de pudl sl o
O ) aa Jalaill Jilus gy sa
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