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Abstract:

The current research dealt with identifying the assessment of customers' attitudes
towards expectations and perceptions of the quality of the communication service
for the customer (physical aspects, reliability, response, safety, and empathy) and
the expectations and perceptions of officials (physical aspects, reliability, response,
safety, and empathy), In the telecommunications companies in the State of Kuwait,
by applying to the telecommunications companies in the State of Kuwait, The field
study dealt with evaluating the expectations and perceptions of customers towards
the quality of the communications service for the customer and officials by
preparing a survey list that was distributed to a sample of customers in
telecommunications companies in the State of Kuwait, consisting of 450 items. The
sample of officials in telecommunications companies in the State of Kuwait consists
of 367 individuals, as the received and correct lists amounted to 339 lists, with a
response rate of 92.3%. Statistical analysis was carried out by means of a number
of statistical methods and tests appropriate to the nature of the data, such as the “t”
test method for two related samples and the “t” test for two independent samples.
through the ready-made statistical software package SPSS and AMOS.

The study also reached a number of results, the most important of which was the
presence of a negative statistically significant gap between customers’ expectations
for the level of service quality and the officials’ perceptions of the level of service
quality, and a statistically significant negative gap between customers’ perceptions
of the level of service quality and officials’ perceptions of the level of service
quality, and a negative statistically significant gap Between expectations and
perceptions of customers of the level of service quality in telecommunications
companies in the State of Kuwait.

In light of the results that were reached, it was possible to reach a set of
recommendations that contribute to improving the quality of the
telecommunications service for the customer in the telecommunications companies
in the State of Kuwait by supporting the quality of the telecommunications service
for the customer in the telecommunications companies in the State of Kuwait, which
leads to raising the level of service quality. The study also indicated that there are
For other future research.
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