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Abstract:

The aim of this study was to analyze the various sides of

the performance appraisal system that is used in International

Firms that existed in Jordan, and measure their impact on

the effectiveness of this system in achieving the goals that it

works for. This study also aims to diagnose the most important

hindrances that face this system and limit it's effectiveness

of achieving it's goals, in order to develop a model for

Employees' Performance Appraisal System in International

Firms, which may contribute to increase it's effectiveness of

achieving the goals that it works for. To achieve the goals

of the study, a set of questionnaires that were designed to

examine the variables of the study have been distributed to

a gloup of the Firms that arc working in the international

domain that existed in Jordan.
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Findings: The study findings show a statistical
significant relationship between the procedures that are used

in the appraisal process which represented in:(The range

of effectiveness of the criteria that are used in the appraisal
process, and the range of usirrg the interview of performance
appraisal, and the range of rusing publicity in the appraisal
process), and the effectiveness of the performance appraisal
System in achieving the goals that it works for; and it indicate
There is no statistical signi;ficant relationship between the
hindrances that face the performance appraisal system and
the effectiveness of this system in achieving it's goals, and the
study also indicatethatthe performance appraisal system that
is used in the concerned firms was not effective in achieving
the goals that it works for.

Key Words:

performance appraisal system, the effectiveness of
the perfofinance appraisal S.ystem, International Firms that
existed in Jordan, Jordan.
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Gjl JrLfl ;r, a-e'^-*-q,t:!t tj,n iltE J}- if guif (tei dtJ,ul
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,F fl cl:!l C o.h pl-r-*:-! aJJl ifll pS cs-t' J)' ,P:
o\y ,W irJ.,tJJ €$\ u3Jt et-:!l gr aJl-r-ee ai: FI e' J\ J3*;t
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The raters of the Employees's :{,.,4:lt +.8
Performance

,y ,{l Jld^l,Ur ,t:i,.#; 4s?:t-! qJ3.rJt 4{At 7V c-v 4*s
e 8": sl ,+sjy tl ,t;ll ;$ ,Fll c9 oJij^r- L i:Le ;.,1il\ cua*s
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.(27'26>z'..'Jl +;r-l; 6y,y gl &t ^k -,t5.ls,qJ_2-rJt .rlfll

Justice of the Performance :ol:!t a*c 4l^r alt.r.".10
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"*C 

lU;; ql"u & -;1t U J<i / ,ol:!l friJ A)*s ,lrl
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.kJl .rl+ CJt 
jt-ull 

'a*;1* 
ajFJl ,>6;)t

lro " :ab[ill 4r,r'Jl L;iJl ,-L-: ,;,J,"rJl +]l .ot; elS ,* o!;
pt .:U3Jt ..a1 p.05 >) aJYJI a;!*u &e A;t-?-l aJ): ,.:l: ai)\.c:j*.y

li,6 a.,l,eU ..a19 cri3*Jl .:tfll J p.r*:*It dd.Ul rt:l ai fU, t-{.€..b{

." kl.>i U yJ GJI ..eU,6!1 diii4 J lt-LJl

:i--eb.Jl +-Al

J p.r-.:*lt rt:!t a*+ lb &" Y " :n;i .,le a,*,t-ll z*aA\ c-,c;

." qJ-"u1 t+L*i.r O"l Cl ut-r,o!l aj,*Jl ot{":Jl

One- Sample T) ,qr*t p1.r:*:-1 f :i-ii ry,,il\ oj.a y!:;Y9
.>pl Jr d"FJl :!/!1 o!ta.:-'V gL.lt !-'.tl ilt6 ( e-.- clTest
;rr*,Ilr cris*-It .rt-flt e g-r*ii.t ot:!t n*r, eU; ql-oU g;-r" ,-fu ;t
e-*+ .(3) 

"/t;Jl 
il:tr gtJl L-Jl\ y ca-!.rJl ajqi-l ;r eJUJt +l A

gtJt .b-'.ll rx1 r- !1 a;rtiJJ a5lt 1T; u; ciltli! z,bilt &j f
.rtrlt *a lur i].eu gs.r" ,-(;4Jt .r!l;lt ,,I" .t FJr :!/!t ,.:!t ,.:-)
q,-.dl 0*6 $J .a)tr+l (T) a^j ,y ,kl Q1 uttlt il:! gLJt }.--#ts

.p) t'r J9"r-41 c a>,-by e 6 "*Al u4 uidll

z:4at a>1r4,10.890; i,r*.}t ('f) u.; ,tl 19; fl Jjt|t a"
dt aj,*Jl .:lflt J pl-*.:*lt ot.:!t ,*r. fU; ql"u csrl i*:Jq Q74.01
.19759.1; 4e-u4t 1Ty i4 J" J,l c-;Kta.l*i ,J Ut Ct 

jt.r,"!t 6;+
a-iFJl eKrilt 3 a".r"u*tt gtrll f#i abi \bb (e Jl ,t--:r- g;rJt r,!l

.t-€J-i ;r., +*b16Jt .:1"r,o!1 &-e Q
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ggJllJlj rlJ+ ;gLUI ol.rl d+: rtll err^r CJ]L

py $"rrt

c UJ GJI ..lu^!l & ,: ot:!t -rg ltlij q]o$ cr.rl aa.+:Jb z,JJlt 1Ty a-;

r{l*i

p.05 >) iJV-tJl G,p & ai\e>LaJY: .r1: x

\;At Fj 4P V€,;Jt JL:rl d,,, t-d! J-lt f: dJl a>..-:Jt u,b s.v.1

J p-r*:*lt rt:!t n + eUa.; 
ql.oU lr,, " :aJEtiJl 4r,&Jl zra,ill,-1.-: ,{+Jf

." 1-€ti ,t' UJ GJt .:t-r,.!t ,F e aiFJt .rt-fll

asr:ill T- Sig r+L".ll (T) iuF*I (T)
Lil.jr:iYl

qtF'll
L.U..ll

.+1."- tl $.:.il

qJcl-i pro
I l'.il

e\4l
0.374 7.9759 0.890

0.6857 3.02s0

i,;lcl-i 6.1^
ia, *ilt,r.x

,y!taaljJ
#3-J-+ll

0.000 3.000

lJcti 6.t

d-rl.- ],.u"
;lrY tiij

crWl
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:ettr:Jl

JJ*:u a*"r Ul ktfl f dJl etujJ' rr! VS )-a;)t ltt ;^'z:;
01.l$J ,GVi tV\s ca-!.rJl ilr*1:, ,* doiFJl -tptrt .rt1t-*:-Y f csrlt

,+ t" Er:Jl oj,^ f^i "f
J-e Art\4>l aJ); ,.:li ai)tc :3*'9 gli)\'Jl .rlq:tl 7U oabl 'L

L^rr+L d:Jl ;J^r J a,r-#*11 ,rlr!r*)l .ry p.052) aJYJI 6P
pl.r-*:-l a;'ttj c@l t:!.t 4 a,0.rx.*Il JstJl a)cls 6t' ) :J c'Li 6Jl

dr/J ((fill e:l^t d ar,>\'Jr **\ p1-r-'-1 6't'9 c*l:!l f.rU il'tu"

fr jr"r,a!l 
-e,.ai,J 

aj3*Jl .rr,frlll J p.r-.:*It rtrlt n*e ltl; ql"u

.l-€.t*i ,t' bS

J-r- 41\4>laJY: sli a|:Vr- 4>1p-rr'..rG}'Jl .:!L;-l EU oAb\ '2
ta;.r+r f"ir qi^" J a,rr.j-Il .:lgt*)l d^{ (0.05>) aJYJI Lsy
&r Cl a+l Ut,rl:ll *; +-r, + a"r*i*ll ,|-Dl L! :d d,tbdll

.} ajFJl e6;)t J 1"r..:*It ot:!t 
',=.- 

fUn qlou darJ ,(f*#:Jl \I.t
.t-€l*i ,J U) 6Jt 

jt.r,"!t 4;r

& 4;14>LaJ): .rl.r ai)b :3*.9 J! ..:U)Uf .:lqrtl 6,Ls .:.1t:i .3
cpi:lr * A aJu'JlJ u$ ;g 6-u, ;if F;.e.10.05>1 al!"tJl d;J:'*"

li"A a:]-el.t (*) (+,-f f.*sJt iL-1 ,Jr,jtJl 6J +.;)Jl clt-dl ti 6bs
.6fl4 A dl-r,"i 4;+ d eUilJl

(.p p.05)1 aJY-rJl 6P r-s Ai\-a->!ajY: gl: 2,3)V 4-.1 7* .4

cS ;r,, aiFJl .rr5r:^Jl c9 p.u.:*11 ot:!t ,**l, lE *!i tt .ru3Jt

.rsf\ 4 ,r, dl-r,oi 6;i+ d ft.blJl l"r,o ii-cU en,.9

,t:!t n*c pUa; ollOne- Sample T Tesq ,Lol e b o,&l .5

$r .\Fr+ qj*f.r y: Cl .}t-r-"!t cF4Y ai,"-Jl .rlflt o ;'t'':*ft
a"J-"u l& o-&l !!*rU.rl-,!: kJl c^tey glt n;ult a,"*Cl oj-" o4i
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.)t.ull ,F A c-+u ,.t-btl djt ,.rL,h.,U d lr**Il gt:!t gr.- pr-b
t62,61tr t . r,

. ' 't 4J.* | .'/t ,-,a a ' 7)l(_ r\:

:CJliirll

:;)tr *rer a-!Jl Jp el,r u 4l k:lt i v J&;t'.,
2ir,t cl,.>,-b\ 9_r"e1 el:!l f.*lt JJt-" e?y fiJ41 gt!,:Jl 

7V eUf .1
ar;.b1Jl .itp9ll .-& ,Q eui r* 4 .6tblt C+ a+;Lb, caLV3

.or-_F f gJt &jt ,-L ejt fUa; b"rr4 dl

r.*rtt qi^r l+Jl ,# GJt -rl-r.a!l 4r.*: ajFJt oirlt 7V \sF .2

'? ,bJt)\ ev3)l gJ .-rt.r,.,!t o.i, e*g ff;J!9 c:.r*, e\ ,fu
.r-cL*1 .ri a;jJl ,"!t ..;tt * ,,r ,b-lt;,-" aLKjr ajr! f+J JJ<.r

.i:l^*tl ob.-r" W J#t f" dt gbll a;: ;:t1 4

c, a,r#*11 ,t:Yt n"cerG.J ,E:Jt ;:toE ajFJl .rtflt 1v\sF .3
oi, + o:j,,.3J.1 &lbJJl Vj WS 6:.r,:, eiG C;J fr +.,,'j:Jf U^.,

Cl :,i-a*Jl J3Jl r, ;r;tJl irlru 6ss ,W &l-Ul 6_*s,g6fl
.t€i, i,il-illl itpt Utls Ut."i iiFlt .:rSr:Jl W,-rrt

,.rt1,e-Jl ,.lr ort*:Jlr di.r:Jl qlr 6+,:"1 ajFJl e6rlt 7V \sr .4
o) +lt i:l^'Jl oi, J)\* e e ,.4- a{; F J*t, aiLr.lt a,;tr)l

;$lJl &tbjl*y ,* d eui: ,ah--h ,F !-Ull g*,Jl xt "r ,,,j:Jt
..:tfll oi, lgi J^o Cl ctCl J ;JJtJl +ldl 4pt, ,zt:Jt ,3

f.,a; lirU" llJr.i-tJ fl ;rt*; lt^a)! a-i3..Jl ..:tflt 7V e:sf .5

cti:fyt 1.to ;te!," e ,*V ,-.rrtt gtl Oy-c! f4 r.tf .r+ eUiS ot:!t

& Jr..-U 6-yt )Ka La$i trb (a.Lll ,J;-r-1:'r, dltitt o.r^ r!r!
ge3 c)Al jAl ,) erh: C.€/$ 6b f UVo t,j-,,r)t f c,V-J'-

.t-#)^J:.;,(, rl:!l 6+ ol.r,.,f sril ,>t\,.
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"r 
eUrr (trJl a,l^r ,J dtl"Ul :Jl*U ajFJl et{;)t 1V \sf '6

:p!l ;,a pi ,;n*;tt o" t;61 ,V €:-r f! Lri\\ *u! Jy-

,!, ol.r';: .rlyi '!*)'u+i ."s ,rl a"tJl + 6t *tr g"r*tl c*";t+t

.:bk-l9 oLl!:r ur,' ,>\$f F1 e J^LUI o)9 ,'r! ,@t ;U
..<.rl:i & i:tt tJ 0F- rt Clr e.4 dt itp)g,@bs

,rt" ,=..erJl e b .r y'-tuJr 6- f*'i.r ;,jFJl .rtfll s.\-;:tl 7-v \2"b '7

d/ \-€-iJ6t e Cl ol;$r!! F\ etns t-.:,"1 1t:r!t Ug ,;ibelt 6f
.d,aibltl 

'i_i^ J+

q:L;)l .-1{b 4rp.,,Jl .r!9-rJl Jr:<4 aj3..Jl e6;)t 7V Llf '8

r*C ql+ 1!+lr JX- a (P- "ri csJl ,"!l :': 'n'3:Jl aJ^'{ j+JLaU

Jf 4.;t; ,t\i> risg,@t a"1^*' ..lr;UJt t<Slr dl olq*tl iv;'--
.W P aal.rJ 

.,;i co* ,Jl .rlqAl

WSS Q d^l,Ul ,trf n*+ iJ^.c :t-! ajFJl o\{;)l 7V i:Sf '9
a;r;Jr Jj.rJt oQi ,r cp*r t{l i;,te; plt taJ9, ev Q aLUt a4uJl

dJtt''4 drcrll ai;a:*Il &Jl ,V\ C, pi ,rfrlf Py ,f U t;tSl )y'
;rU d .rcL*1 $ i4^..ill U L$l lio iti e4- c')8" WU.f {":) I o-r'o y

.{,.J:Jl a*Ls ajl-tpr V*y

:le-rJt Jt4l + aLUl .rr-fll + d^l"Ul ot:i n'+ lW CP ef
.j!i k-ltil f dl ot lle ca-!"r11 taJ! c^i-er, 6Jt Etdt ,* Qs

,>6;)t 4,.r.'..:i oi tsq gJb "a,tut ot:i g*rC fB er:, CF\ ,*
n ! a^bt lteti i:$ g o.l7ilt oj-o.t-eL-,- -ri t-c clai"|tr ot:i ,*r:J ajj..Jl

:d c-Lr +lF ;u ,* o-ljirl f ,,sJr eilf Js-: .ta.t a,r.*:*lt "l:!l
:ot:!l @ xJ* & ,oiir tI 6Jl .:\ajl a-r-+ .I

o\{rlt fJfr 0i *.rrit arJ..t ,P .;:lJ t} Cl .rk4l "Ir"r-*4 JahJ
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g;-,1l ,ill3 r13,. O$lJl ol.rl r--.,ii rttil eir^i CjL

i,r *ll ot:!t @ +k CV & i:tt u GJI ..c!p!' C+ J{Jr:, ajFJr

fLiiJ clLJt o!t:)t optebt uGi,rlo rt:!t r"C qlJ ,J;'{ y d'l: ,k,.r

-.rL:eYt p -r*!t ajFJl orflr & * Gb ( Lii a,ri^Jl :;$.1 9t:!

U Vgl r!- c\!"-Jl o,tl or*g o,jJt :!;!t -IJti oot" Jf J<4 g;jJt 
_19-rJl

dJcJl J-LlJi eUK: .@t-ll 4 ilUl o+rrJr Qprrp r; pl ,plrr ettJt 6 dd"Ul
-ri s;iJl ,"!l :^: .kJt..1 eJ i6r:Jl d/ Cl Je Oj41- rf ca,-r:rt Or;14

JtJr{ e4 ,t.iJs}t J' ae)-e e A} JSjt 6lt gti Jx- ir .tL'.j'"

-,.9.r;Il tur .;lrLt t;.l or(3 (4e J, *,- 6iJl 6-1lr)l s;#l sa" -rby.
,p+:Jt o* Jr gtJ jl ccrr*Il eui + d^LUl h +s J4 W grJr

4 Ct iJPt ,l ,t;rl;*- 6Jr ut-brJr e -€l \s.e.t c*,t-:i Ct o4v)
,=* ptJ; aJ"c$ o:t; ,J -r-eU-* "r; qgjJl ,"!t ,;at Ut rl:i ..rte i'U U d! e.

.k.;#Li Jl ..t* GJt ..rl.u!l ,p 4lr4 csiJl sl:!t

-r;-c rL:clt ;a3 Laj;i ,.* Ct ;r.-rt re4t f, !r! CoUUf :!i!!9

th a.r5+pf p )FUi J 0,,(1 ri "{r:Jt ;;Ls,or!r *a fb th
dJJl ,;;Jl .rk-.r U g\ "ri 6jJl ,4.lJt -"1s ,qlot;J! jur sl:!l ,*l ptU:

cas: ;{,*.l:u -et*. th A gUif.rpU ri,tl9 cdritJl rYj} t3,..r.ii -,i Cl
99{ -rrt*r -ri c;iJl ,r!l ,a.;, JKjq d/tul el:i ._,rl"i U I Cl uAU;
.r.d*i ,/ rytGJl -rl$!l ,tJe e ot:!t a*C fua; qlou ;:t; 4 ,6,fu:

'all! zLlt a-.t191, i:,FlrJl itpl C .2

e ak ,: an- ;rL* V.tVts alrlJl iJPt f,.S qt' ,-t
J}. .r 4*.-.,Slt l}lJl 4pl r-d q!"" .- -ri1.,rb!l .+:,i:J J"u fU
rtaj ;:3,-.rll iJrlJl iSH )ji a"p: .:L!: ,!F! aj'*Jt .rKll ptj

r+ .tl ElAl ** 4 e -+ i:j,*jJ'l .itlrl a",L la'*i u ;)&' 
'dUa*: ,)A.:U:jJb .:t -Ul .* ,i, &: ,-h-et {bi th 4t J*lll

.hLll.j,o JJ<i 4.j t-n'lbjl 0, e-;abr.1K,t ,tri LL* gAss,a,,e: ,$*1
du!: i"-a,- -ri s;ijl ,,!t .oput :!;!l v. fAdjl JL'!l b* u i.r^:"-,
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et+ e fdl)i f.i+J ,fi*rJJ c,r+t}! :p!t pkr g*lt ll*r J*:tAl zir"

t$ tsl C o.h J-h A 4Jjfr,.'!t lja -r-ct*.,- -rie ..:!Ji3J!: l$t .i^
,:!/!l ,t>12,;r1,- J'"tU .t<" r"*X -rut*. t#s ca;4 ;aLUl ol:irr$ L,F

,ti1 ,t l$.:*ll rt:!t n + pU;.; aJ,cu ;:$ .rJre Cl4! .rK;l 4J JF- u
.l-€l-i A (t 6Jt .-rt-r,"!l

aj,*Jt otfll & * cli ca"I*l-rJt iJr8t e A Jtlt r, t.fr
$ o.:, CJI u-a.*ll $Jl Cf .J ;rrul isH.rl-!: )rU {+;JtUl.
ipl;:Jl bvo iJpl oi-6 ry(t<i Jt^*-Yl tF dl J,-rJr eJXg c1*i Jt^si

4pt 'i, Jjl ot-!: *fl ts1;'".i,.:p!l 
'1:f ..rt" -6 i:v U JF" ri ki/

z;4- ge; ,fu .f- Y f.Su CiGJ ruL" pl-u.:-l sl ,t# fo ,n u':

)-e) 4) F ev & J#t Jl JrrJr, LSrt- ri u (!4J-Ul :p!t ot:i

4 ,l:!t ,...- fb "Ws 
ce;raJl rJ9Jl 0 .lLUt Lo:!/l *ltl ;rs **y

$*i ,-f e: ,ll,-rt.r,"!t 6*i+

:a:]t i-i*Il .r!.rr:ll ,!r*!-g ,l:!1 p*a, pU; e .3

?1 4V :i ,rtl1. a-Ult 4-.rtll: qJ.*r-dr isH F.o q!-t ,"- .ri .r*.9

f.llJ eb F"A 'jr g#Jl :rht e;rit ,* Q'lf 0i aj,..Jl ot{tilt ;e
f*rlr qf^r ,t W r!,* dl .-,l.,u!l a,"i *-"r+ 

'Ut+ + g+ e^.4 o1,!1

z,,\i zr,J,;r lt3KJ ,i*'t3JJ tV3rll 6J W>i: c6:ri3 z->-bly |-ya'.

arl^-r &JtiJl.-H $ rrlt f.r^ .l! c,**+!l +,rL"r +l*i U o;.o.J a;nl ;;JU
,.N ,i'*urt :!/!l J'1.-t ,a)-Jl 6i,6 iral -r:r qlou: c.r* ;fi 

';rft.su. o\s I i:!'Jl oi,o O! frytjJ ,9U:9 ct4 6 t{lJ (;.J^,Jl .rA >\-ii jfi

&tl w4 th Q Jr- Cl t,;-r;uJ scl"> trb c;F*ll iul f€t-a,'l
'i^ Jt & J:-"tt (p rj g! 

"<a! 
ca .:o4br.*,t(, & J:*-l:

4Vl tF -qlt .,|rc o-rr{ .rpL+ 'rl s;iJl .,r!t ,nbu";9 o'r'6.* )! l*KIt
.t{# oJt-" 4t @:,gd^r f *n
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ggJ|rrllj rlJ+ g-LtJl ol.:l ,*i: dJ;.il eir.i C.,;fu

(f.#:Jl ^k ,l l-eJ"Li ,t- Cl ..!t.r,"Yl J.,_J/ ::l-e g- ,lf -r-.9

fF 0f dFJl .:t-fll & +- Ajli 6f'jJl d .l,Lur g^+ W>i:
c."*.:Jt +k ,-r WrLi ,! Cl -rt-r-"ltt ,* 4 ot:!l .*.. op a*-2.
./!.iJ r-b -ls e;r>lt zlr;b A ,Sl pl"uu-L ,>6r:Jt oi, etr Ol J.biJ
d" Cl fr 4. t4,-r$t Gp, ,4.o $p O* rJ CIJ c,-rLUt :ptrt ,t.,1

.dx,l,Ut :p!t ,t:f df aLt<- ,h ,tbL,J.c -Lr,lt .rr;r., crrul ,i,"

"t+.f ciS41 po rt a:p cgjJr r*LJ el;9 f fr jr-rr<!t ry+ 4e

,ardl oi^ 4r4 r* Ol eV Oi re,tr e* ojli t:,"9 .rt:!l @ xA th
,* e e 4 r;4J".Ul :p!t ot:f +!F 6:^-4 etU, cai$:1Lc.,-btr rJe;

"fi 
a,Ut -ordl .r aeJe *s'ju. f giJt ,*jt J*ftrc,,*;:Jt it.r,"i

f opi-::t- o,,(; t".r:c 
Lt-bt tl |* Je Jn a,cf a4-c f cat\)t

:!i!t qU(1 J-"r,tl ,j.tlr ei c.rLi., tt rr".rl r* oi, .Jt^r!t,y op

't:! -by Cl {**a:Jl 'cw 6J ,J.,u, c.e,.i.: ,$*, r{.rlri aleu9 craLUl

.A*5:_* ,i ag nL*ll oio c-;tif ,V t,Jl

$Jita-iJ*ll otttJt ,* * cli rt:!l g.-- pU; e +b e:
J"h fr ( ?1 &.F)l tj-eJ\ ,*ajl l:l^r .'oi';l a*Lll e)t^:jl ,-ty+ 1tz ol

dl tr.i:jl fi.i aia> ,>L;4; JA t44 A*c:s e\ ,fu 65tJl oj.o

aild.ll .:l:t-t_lYl ,Jor ,g*+tl \,tsAt ,-dt Cf .'1" ,F: ce*3 (
Glj r,-v3.. $4 ur-rA: g+ Y oi Vl elt- 0"9 .UiUr oj," a:; i*;J,

s*Jt yw & e*W ey ,y le Ct ipv; cta*i q:"r'; iJur or<i

dJl $Jl 19 ;r.rtJl iJptr,:!/!l V. f*,lt .+grt Ly e.*w Cl
.f"rJt oj," d,.lLUr La:!/l ,l-:f ;te i'u U Cb ,r*# !;of .1r!ilt ar|
ir sl+rYl "t+ 

"-<; 
I of a;-9.'.-tl .:tfll & ol fs ;:l oft t-:

:^ tJlbl lj,o;l-u.:-l J Jt j-Yq iAUl 4lr; f..a!t 1tb: ,*-a: ^)^s
,.:\-r*:Jl "Vl fr.1 6f<! i,y U ^J -Wl;:te! ljB ,lf U! ,**;F
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qpl ,l a<4t il.r,oi Q bE ri rrlr-'*:*. 1l coly: \l o* Q +
y.rJt :ptrl jl ,-t:tbr)t ri ,,.pt +l-i 4 otrg. *tv\ 6ot;*; CIJ &L+\

../t-brl o.t-ao3Ji*,-

:ot:!l *i; nlW ,!-) a,-,)Ul ol*!*Yl il.+l9 u*\l gas .4

q*\ lr*i-i a-!Jl e b .r d,^J ll9 ajFJl e6/t a.,Jtn Ol Lq

kl'-r ,ot:!t @ i!t;" ,i*t+ ly ois {Y cu ,@t qt' t; Uy'Jl

o" iUKJt i:tiYl oL;J.JJi9 ,p.-.Jl +.t + L^iriJ.-,3Jtll +!'4l 6-vL

,P 4 p.u.:*Ir rtrlt n:.o lUt ;iJett;:t; 4 i[ult oi.6 \-e-a;1 13 Cl rJFl
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Identifying the Short Slfory of Mahmoud Shuqair
Rhetoric ,ofNarration

Dr. amani Sulaiman

Assistant Professor
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Abstract

The present research is designed to shed some light
on the narrative features of rfwo narrative collections of the
Palestinian story teller Mah'rnoud Shuqair, an outstanding
landmark of the Palestinian short story. His long experience
represents a unique narrative voice, both on the artistic and
content levels. His prolific output is quite vaied and intense,
ranging fromthe short story to the extra-short story (ofwhich
Shuqair is a pioneer), stories addressed to children, and those

addressed to boys and girls. T'his research endeavors, through
an applied study of two coll,ections, to delineate the artistic
and content features which give Mahmoud Shuqair's work a
unique and identifiable quality, setting him really high among
Palestinian short story writerrs in particular, and Arab short
story writers in general.
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Qatar TV: Programs and methods of
develoPment

A field study on workers at Qatar TV

Dr. Mohamad Al-Qudah

YarmukUni.

Abstract:

This field study aims at recognizing the opinions of the

employees of Qatari television regarding its programs and

ways of their development. A cluestionnaire was distributed to

a sample composed of 201ennployees. The study concluded

that 61.2 % of the interviewees believe that the programs

satisfied their information nr:eds, specially the news one.

Kishat program is ranked as the first one among all other

programs.
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The impact of the Arab Islamic civilization in the
Mathematical Sciences

and experimental scientific method and its
application in this art

Dr. waHd H. Awajan

Middle East University

Abistract:

Scientists have the Muslim Arabs their activities to the

intellectual sciences in an early stage oflslamic history in line

with the high status given by Islam to science and scientists.

The promise of scientific research and explore all the useful

and beneficial to the human basis of any activity undertaken

by the Muslim world.

Scientists have shown Arabs and Muslims with the

knowledge of great importance to the various branches of
mathematics. and focused in their studies of this science on two

directions : first, in theory that the absorption of the subj ect and

understand, and then perfonn a number of new innovations

that are not preceded by turned up. II: in practice, where they

began the process of conducting studies extremely useful in

other sciences that are relevant to the direct knowledge of
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mathematics, such as astronomy, mechanical engineering,

electrical and architectural irrheritance and science. business

and other sciences and business, which requires knowledge

of the knowledge of mathematics. The mathematics in the

offing including many of the terms of reference as physics,

astronomy, ashology, engineering and triangles

. The history ofmathematics is in fact the President of the

structure of the history of cil,ilization, whether philosophical
interest in the district or social history of mathematics is the

cornerstone of the entire education.

The scientists preferred to Arabs and Muslims to human

civilization no human being can be described and expression,

as the great conquests contacted different civilizations,
cultures and got together tlhis fused, and made an Arab-
Islamic civilization than the previous high levels.

The aim of the research is to indicate the role of Muslim
scholars in human civllization, especially mathematics and

its impact on the European Renaissance. In addition to the

way followed by the Muslinn scholars in scientific research

abstract and fair.
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,J9 .t153;"E!]djl a-*.trI )t+! J|*Jt b-r+.;.rtr 6 e.tt'Jt,eai otf +lf eU.:

& .Js a-.ult 

'Jl 
Frl c--..- c.r!;ult pf Cf d ,url r{i L4" t)\ U"rn

i:lJ'=jt a--uAt .jL:51 J! .sri U (ftKll lttil t.r,-.r* \rV -5-r.\ ,Al
..tto,,J"KrJ', &61 &:

34 i'u4fJ I .r[L!l,-,t*o." i-pB certtblrl+ Ct-jlr/ Urp .r;j
.<1s5tr\tsjts.:Bb!t cV 4 cijtbj eviltJ.:.,LrJt &s *o*t a $l
+l* J-c c;lf *L;rJl 

"i 
Q5'r-t 6Jl ;-e)\..:rYT,-rJ" :"!Ul -rb-;,o- [rl

lfJfu dJi 4s \JSa:.4 a* a;,;b; ,fi a\s crtG;!! aiJt dr, -.Ee

I:e ,* b d .ttuu'a-*;Jl c-rti (1vs'),^,:,.- ,f ,Ft, a^-bll c!-!'
<157r"c;rr,,*Il ...rr;tJt" dy ,: rl421 :o1 c:ilt / Ur r Frr.., dr, url

.(1s8)q{li!b \*uJ\ &6-t e tg672 :e7 u4b)\
e"--Ul etJa ::={U9 a*U}t e$}ll ,,i ta pti jtt .:!t+)t f V\

a.,u a;L;! djJLt o_# Jl jvl rGrJt r..1i ,-rl" :alr4.r!t4)r oj-o 613olf
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t-lb:o cr!.:!jl e-1rl' -l:tJ d 4+\)l l.p.;nll l;t-'11 -;il

tu--rr4l .r1lrt'lt ;24 J4 eUjJ ,,!;ta ^-,ttjl ajye rt 4 t^.* Y: ,ljr*

J"g.J eU+ "ri; ,,,r;t(l itiil i-r,--r* Yr- r+ ol :LtL:-'t tJ-.(-"u'" ualt

Lyi: a\ 'l J"u3b'pl;Jl ,aL--1.115ertt;61J,Ft;:Jl 'aw>3 a-ral

.:te;-.*JJ JgVr ,.*tl 4j! c-r tg;r:J+ J-Ut qJt k: 8t .r$t":;f!l
.al-r}l .:u.:t'Jy

:.-,; dkJl tV A ue.>l*llr /uo,.rUJg L|,+ ,13ill i.I lE $:

&;J .kJt .iJ-JlJ Vys W P6l v'"'e:; ,!t31c'':t-:L:!l & + g317

.:Ur.lt"i!l ,utl l.tf J!" '1160 tt,g11 .r.rJl 3;U" a:-\: c) y--r*" crr:a*ft

'tL-*l e,q t3 ci.yjl * o*q.:tl!t .rt*iLll J).* 65ar"1 ::n a'tJt /Ut
.1161yrr 

- 
.,i,lt ;*(uJt

aj."L!l ,rAt Lo;Jiri'; cr,uJl olt9 cq:t";cYl tAU ,$i)l Ji f-l $r

jAJ .*.y y:-lc (cl) + ,JllJ(.]. ,* gl ";-t'-rJl t'€.b*'t Cl"

d ;+.r* AL* ,tejt ,y\ ,fu.ts (at*Jl Uttii * t$l eb ,url ttf

.-.^5 dJi-f3 l,a--.-2r 30 a,-9! .7t--- J91-r-41 il Qs,.-*41 Jyl'u .'''L'-

-{t tls .rtut u-r* J-rt- nrG J\ z^*-p aiJl afiu zzrr!, a-.r> 15 uay

aniill ;*tJl Ut u Jgtou;t t1io1" :Ju e-e a,tAt A'z-ilt oj'o .lvvl*' pr*
Cl .:)\-eJ\ .r, Jf! i,e 6r,:,'LlJ! .Fl*Il &L- + l-d^'i-l f J9l9 t1t'b;

.rr str*Jt ,yif: (.:+i;f* a;y'J! 1lt i:'. U:": c':t':L!l ..:b d'
*u! algl-r* ..:;t.f9 <,q+l ,-.,LJ a;,; t*9\ 1^5- .<163lttpLil19 #JlJ t+l
a?,*4 y-)\j, c,,51 canl: 15 uat; $K: ,a-*.1: 30 LJ\ r*"; tk;'{

.{64rtL-;"- puri i;G J!

,pi ,y 9a ,! cell;Jl dt + a^.,Jl.,- ..rut-:51 tL-l 
'ut[t g! ot(3

0'.t -ru-i Jt, t5(lul u,^ 4i,:5l G UVj e)ps 4 a$;lt eL*LJl

UjJIJ niLtl pt-i:J\ o" ebSS;oJl-r:cll ;:UI Lr,att+ 4t** lU tUrJt t i ;ir"
,r.ii ,cJ\.:J\ aA\ -l)\:t!\ ,\;JJ\ i\ *f Vs .<tasr;rF,Jl JIKJI L<'!

19\S ,^4\a\ cl c-{ cyiJ\ y\ A,c;At ,r ty,-Jb.L"p 4v o}: 6*\
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,Ji-, .;>U*)tr plt,-sst- cst-r,\)t iXi*lb :,jtJ.l aJ)tJt )* (!\: 6yrrf
ai- aiLd-q ru_/l 6i U gi r:;ijl ,-ct:5)l t-r^ Ji ,Als :tt-rll ,eu-.*
ut"b )fS )s *. " t*" V .J.v-t -r-ci ca{tJl JI & ca}. y; }l
urL * 4 J*"of rJJ;Jt d" "(e 

6 odi Jl ,iUt ;tdt ;rl,r,;u,,r:*
.' ,+t')

Y! c.:,UJ{l ..,t--* dr J" ;}*^ eM\ rJJ c-.;t-f c1" :1U.i.lt ,_\F-

.:rU!!t ,-'l---- * ,F,rIa :t4l ,|Jt .l 4t:Jl oiU-f Jj-- U.- ,Url t{l
*u9Jl g! -t<; fi_l .1t67r"Jl4t l-r + 2,*be o\CU.;Gg cgltiJt & e
;,-c.:tl!l .71*-- &)-*' + 

"Fbtrt 
Cs#l U" *l fts _t-y lrrf.>Ut

U ett lial c\b-lt Url 11, * **t -tc Jt-r! U F G- (dJI;Jt d,
., 

I 68, "*,L,Jl 4ili., I,.t,:

&uJt S* e,urt \ii oi i4;* J! c-./6 e--,y d_-Ul ks fis
-r,-.ri L..l,"ui :a,_g$l * afu' fUt 6f$9 r"Li ,.kJl ,_"..o r"fu,
el,jl y.l Jj ta:.sitj.: r:.s,.jKj "Lb" L-sDl ,ps "t-', a,;!t !.$ J,9r_r*

,.7t--- & ,:t3t^yrt.--b cJ,it t Ct dJ ,<16e>"r,^{u-tua$lt .rl;rJ::It
,.:EJdt ,-.,,t--.- fb * ctijJt di a;t(, o1 ,W (6 t'>* fat ri9 cirEldl

)LJl )jll> vlJ ila- ur"as o-"P *s -Gs cgpe-a*Jl *.bJ il+ a>_b\J

Cf .J .:.,'t'"t419 d,rl-rll Q a|: Jli V a;b .ru1Lh" -fub ,\s/l .-.*9
cs,):\*\ ey J -u f Ut olr,r41 d,., ,jLa t^.. ti.,tto,lul etli
.:.,1i ilrlJl y: e o)rr Cf ^S,"aLLoIg ra.4l .-,t*-" qL( Al * yb
*t Vt:;; tSP ,,y .,;,14l ,+-b \$ oj;I t14*. otJc a,.;9 ca;$t a--.r.r.ll

* b g* oK; gu-;!\ ett1rt ,l Ul ccJ[Jr a,r.!t .rt.: al:t ^lJ a1t;IJ

""'.qtlt 
r.rrJl .:1: ,J:[JJ \- f-"11.:t-41 "pl kV,j (rtl tj^ r.:.o

ctJjl $i,1 l;! ct4e L..lc -r4 .:[J:U ft, Oi U ,re ;rl ;.*o
..':luUIlJ U:Jl ..rtr e 6ib: cq!\il\j oLtJt S^-"tJ .>rii:l! ,.l3^t*J.l

..,t*- ,*,sJ\ .>;1 .et*,.,L;fl d.jU .-!tj:f! .!J.€r' GJI &UAl \y,-by
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c-lb-* d\,;!-,ll e:b -,,rJ.i d 4+.\yl 1#J'll lJt'-b'll Jil

Y 6+ l*:tu!.44t bl^,-:-b (i-,Jl y-*t y'pt U U GJI ..r"li!l
.z.,"rfJl stjkl! ul-:ll ..:)i:It

r+ a.Ufl .-,. rJl &l) o)F., st-:l-C'l .-'\-*> dt ;+ lifuJ

U dt l-r.a rlel Jsl e c-:*)t J'fe .$Ulr f ,fu ;-S '*\ U Ji
|u-J: ,tt-M u-!Jr a',.1.r oK-. qgrtt a*Lll .:)!..-J\ *s r! c.-',,t*;l',Jl

.:tl!l ,.-,1---'- ,: ,Ft:,r,tJl Jl ,g$l 4-lt y: 6 -p: '../kJl

J J,zAt +u*,X Jttt5 16o,:t.lU.li t f-e-i k 'lt-:-t r4 'J#-;llu.

.-,-.- .rnlq9 cltJl J- ,J .:U:l{t ot'}tr J-u-l c! ';'lt \b th
.rrr2rU-:\)l
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:I4JlgtJl

igr-/l ;jnl 0.r," ,,ti ap d-], ! g, .;;t*It *tF Cf + a:;j:el GJt csJrtrt

af ly-)l t4 
'ta, Ct 'lt rKlyJ ;""J d ul:r.lt ;flr ,_fF ,.t a*(Jl,

(:."+rr GJt ,tf.;!t .i,^ iii o" oKs.qJl a.*rJ! dr*;yt -{y,f-l O,.(Jr ri^

q$19 ,-sJI 6-tJ ilJL^ ;'i Ji" .li l)_)l Oi JL rAyoi e.b.J

a"-Jl 4.^Ut ,**tt.4i .J 0J.*lJt
o'-b)t (t+rjb d+lj fr+t,

dJl ala.' C, Jl .rri ,ti .rrJt .* :+cl4 .rglt :!i>tJ q{L -bt-li Jl
.lt!l J! L-r-

stlJl t-€+t Cl U*Ltt c;tf -ril,
,.J-ij!r .)b Cl lx-)l JK! 4r,,Ltl

.pb f^*Jl a;<J a*+*Jt ,*,!t
cylr^:-U 1*"L:" cajl: 6f -*,a;yt4l ct_4*. $, "pJt" Of qf Ul,
air\\ J#J tltl 6Jt,; kJr & ,.dl cr.b;J -,t-*:-t t J (ol;)t ;te t-
br4! ,t>jl )Vl otSl d i,lill a:e;,J ,-;t-*:-l Vj cr-,u^Al9 Ht O.* ,f
d ot l' +i J,,bA !'FL d^^l*fr o'9 .;'.+Jr gtJt ''+U ,Ut-)t .rnjb
b;;>r rcfVs i:ta*lt /t JiJy{ 4.;3W, t+Jt / G ,n*]r Jy-rr"Vr O
prJl * k-)l uL iit,r eitf gu "-trdl ,y be: a**)t C:Ur Je +

', "l*Il prLJlg rr-till

ot*lc pt;al ;, ,,(.Jt c-Ju Cl ,:yt4l frf .r f:Uf ,ro ,6 UJ
$rJ\ )p e 6 ta c*a."i 6Jrb ,\-+s a\C! kj l1,-- Cb ,i,*f*fr,tJJl c.,',t€.,! .ij+ ag;Jt d"LUb ;rg\ U *.5 r-ui i anl*;)l
,.6FJ '>'7eL)lj rfllJg t,_L)t{i,-t-t-o..:\'14 d ;+df eb$b dr^l*fl

.e.r-uLt d;t +l'fJi-,jjt 
"r-,lr y: A $:tJt fa-rr{ osAs

4iq- 4 :4tr>-:-\cJr-:Jt ta-lf ,!l ftJt f$i ,y o.;!U)t &s
o$ cct-bt*;9 a;)\"L" d .r*6b ,.rgJt Jl 6t -.f V.t* i,;t-. 6rr.at

z*; J''' \tE Ct oUrU\ & Ul,+.:HCt *: AV;_db.7lJl
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ctl+;. d:.'!+l+Jll e:b _,r:X d 4+"\yl 1 ;,'.il tlt ::ll ;3i

.kri*lt #s csf\t 19Ul 4-!rJ ,J).b dttVl ; ,t gt q& f#l
e 'f cq;t*;!l tl-bjj *:t.r"!l & dLill .rpr"Jl eb *-:
1?',.;+)lJ U*Jl 13LJt "rL!, * kb c,.--*-..i as.ll ,.:,ttJlJ ;Jl"*:Jl JJ"i

.t^_rrr: &.,,$1 ,al----j 
"q^,(JtJ 

a-dt9 ;rUb *L;A\ J.lllJI :r|:"

frUt C* Cs e$t 'k 
ovlirl * d,1-".lJl oL.LJl aii.; otf "ri,

J'5 bl9tj Cx3.-rfYl lri ,t,"i^all -.ll ,1.1o .rS-i e-.- dt\ e+;?hAlJ L-Pl

\ l9;-)c:-b (C)t-b- & lr-VU e. lje:l d4=- d,^^Lfl .s+i d/ dJl
+ .rJ-:.{,,- g6-tJt fx!*Jt qrrut lr,A:Jl U.^ ,y oA L d;Ui J+ t 19,I.9 ,a*Jl

jA af\;4.rc,$ Vs cL.y1lc-UJ Jt(-Yl U"AJ LXIYI l.r-a )rJ (ftl

'"-/l a4l Jr-i ri1 JE-r)t )fSt ,J l.€J' .i\ Cl iJt+4b lylJl +
4u;Jt u.yj\ t\-b-> ,F erlt u. -Jt e ly-)i 4i- i:u ay.j J6y
)9 ,p .+>\;trg o*r!b ,*.LJl k*Jl-i{ tl}ll.i,^ ;"U ,l!" :J1.i9 ,taJ!

4 u.aj lv ,ra: li! U .,. /r e '. -lt ,11 6:St r.-b-Jt ,iUr aif, ,A Gi6-

\as\ Q Jt! -r; oJklt -r*p,-r!" :oy._eJ ivb ."6rv!l c*e c-1--: a;-{t;r"Jl
aJt-€-J=r ,_"b,ij Jl a-tr! .:F tl r+J ;rrJt )*Jt ;-, J\J 

"L-))t 
)JpSl

nUl ;-:L elbr fKj! d! O:*lr* V jsg"..,.rJl ,-,!e1i 4p (W
.1173r,,-,*Jl guj i.]

6.5: -t ll 8.sl,b- ,tf e U-.i t^lt ,;T ,ty V ci ,J:,- ,ti gfr*:
ACIS cl,,-'l7 cr$-lg ;a.u ,tU- lrJ or$ tA{ ,{,*S CVF\;!+JI
o! ,;ar.-r;!l fJU ,;b*JJl q)il\ aif, e ,-l-bAl e,L^pi -,.1t Oi t {:f U

e e\ ,fdy 6y t*)si:-y" ,ojS a-;4t ct-L i;; I -lr ..rL,t-*

e 1#i u c-*:f ui io- / erul' oi, .ts>t;ir':.J.;l..1;rv a,rll 5:L u:St

eul d.e J .:Let-r.,l d -64 rouJt l+)t e fi g" I o;\ ,oau,>,

ft Jl aitt Q -.-ll -up .>.Jl ,F ts: ti-A .ait<;4lJ ,->lrZtjtj dJUJb

^Jr+i ,:l 
p catl^zSl a* e4b ,At rb t^r." YJ ot zLJl,.L" + V*

,W : -9 r41 ,*tr q|t Jf rii eU) Ct c\*- y) :\, ziry US
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a.bi)\-b &:1, -,/1 rti c47 cl.-uAl Je 'j,.*h: J 
"\-At c-j fdb

,j*,r csJl r,_,'it a*.!l ,:,,li :l-p!l !* .ult JI lur c,rj"*b c*rult f
purlt o-r." a*buJl fgfu !{:"r9 a-*Ar 1ur!r rrrr*, .G*tta."b,:,\I;Jr y'-c

& i*t .rfu .7t*- ,F: 6; .jt ots- .-ri .-*, !e cqJJl G$[rJ

.GLI*>J tlirll
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,''l:.o d,$l+Jll erb _l_y'.j qf 4+.\yl a;;yll l_2u-lt _!i

:4.U*Jl ."+tfr.lt

.J olr_l ,rrJFll #J3ll "i!)l*Yl 4+-rll t-';t.' -tl ,i. el*r.' 66J+,iL dl ,'J. ,j"^-ll (1)
.(r,l"d )"a:29 L,4u.i-i!l Jtn

,Jl+rll rll.Jl r+. a^-.j ,#l,Jl ClJt rtn./,jir,,uJt .rc' CJI ,,J;. rJi (2)
.238 o- ,(1962 c,IJl _21.: :ijl-ill) .c#r. . i.'r-l', r - u

6)- ,^-, >"1'll +r r_r=- L1: ,rtJs!!, ,J.Ji*ll ,,s A-Yl e |tl..,rin p 
o.i1J (3)

r.lc co+Lr JI5JI +r .ta+ tu32 (F ,(s.c., ,_t- i*6i i..r.t^ :Lplil) ,qr-L
ci-S-ll ,"ti :rl-rl) ,L;Si;rs ,o.1nJl Jsilb i$-Yl a-rr.!l 6J1,.-ll r.1jii r-!l

.5 cr- ,(1997 (i!16$tJl eLL
(a) http ://www. grenc. com/a/kgodaa/show_Myarti cle.cfm? ic-7 7 3

tl+Lll4.,.,"J'll i.:stll Jlr :,''q_*J ..,-)l-Yl gr;l:ll i-r,_r .t,;Sl-i .l_r.- :J,lxl (5)
.7 e,(1982,r,llb

4ru, i*_j^' :,". q#) . l_t,c;_,rJr err . - i?lg,:i;d;#,,"ff :rrig
iltilll 'ircn:41ill) ,2.t ,i..,Jl-Yl ij^,,lill g;liJ'le d,rrf Jl ,i- ,.,j!* (7)

.la.r+ L_r 4 oe r(1959 ,a,*.ir.lll

Li;l*ll 11.:.:iotill) ,4"+itll f3tll ,J ,-,.J'Jl Jii r-ratu irlJl 'r :jill (8)
,ll .i*."!s!l Ul'-ll F*.rjg ( ir.,Ui.drlaJi,;.,rf .304-263 o- r(1970
1<:,q_,:-r !J-)16_,11.' -tl ,,=+$ r^-i .59 ,(2000 ,l-t ,or;nJl rsill _21.: :rlHD
cr.(.1998 .aJ*ll ,-iE,}l i.,l;:iatill) ,4iJ-l crLlr it.,,t.,6iJ.'.jll 6Jr..-il
,(di.+,-ESIILIJI LJ.*ll ijxll :$l3l) ,p-)l Ct-..r. cca,l, Ui .^-..60

.17 ,r
.6 o,-,(1970.u1)t-ll,JJl -1b :c.,:rJ c,,UJl ric prtll g..,"2l: ,C1;e J' (9)

.251 :L)l ,;rzut1r* (10)

.40 :qYl ,AJl 6r* (11)

:,;r:l+ll) ,.,+ll.tll =;Lca 6!".,i \ir^.r cfolsi r,,,Lll ; d.,$Sll ,rfu r'1;l :Jrttl (12)
.168 e ,(1989 ,4jlFl ill$ll,rJ'!l L,l-ll

.,rr :6r-c) ,1r ,a-,;-vr 6J, '-,r 

" 
*l];*',tiil;f.jii'S 

fJ,
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brob. org/bohoth/bohoth/bohoth092. htm

,.",U1 tlr',"'.r-+) ,i.,.3_y!liJl.'-ll d -.yll ;i , *L cDl+:Jr"-$l J!,jl (15)
.192e,-,(1967

( I 6) http ://brob.org/bohoth/bohoth/bohoth092.htm

,-,1\ll ,Ji'l--J L13 ,g,;EJll of "I:u d..,;*Jl Sill ,6,;,]3i r#Y 19r :J!,tl (17)
.243- 189,r,(1972*i$l .-rLiSll -;h',''L*J

t&_rll) c,,UJl .uo p:tll g.1l: s-i drLlr r,-'"..j| ,j- .,,iF ,", <- :;,!'il (18)
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(20) The Making of Humanity,IBll Publication;no. 51 (Lahore, 'Robert
Briffault

Pakistan: Islamic Book Foundation, 1980), pp. 188-189.

.G. Allen and Unwin :Jl.r ge ib3^ll isL.ll e1928 i:- c-rlSll lra _2.r,

,4rr.!l 4,:€ill -1lr :!jGll) .LJrVl EJU'^l| .J. -.yll qJ,:i c r-".,ib +* (21)
.36 ,(1957

Airell :.ylill) .L.'.J,ful i.:etll ..t' J-'yb,-.JFll ji coi,"- Ll.lS ..,-.. :;tr;l (22)
.la.+ L: 290 ,(1970 -dJb +lilll LLll '*r. Jl

.216 tr.JSiJl e+yll .A^,'ie

(zt)http.llbrob.org/bohoth/bohotl/bohoth092.htm

c,t';liJl isS^ :lltill) .o"lul ijl d l{ii, p*Vt .rt .- . di. dX+ (25)
.321-320 ,r,(1874

,i.a_r iiS^ :6-leut; ,$-J[-)l Slg 1;;t-Yl 6Jt.'-ll g;E ,o+Lldr,ijrfr?

ulS3".J,^-,ll -, & 4.,,.J'll C ,+. pi .r*,; .(-o298 :dr) dpi- # d=-lS (27)
!Fl: r*yJb du.1 a-sJfu rl3 .c+E-rCb !-Jub i$tJ^Jl -i-"JFx elt-)!- .t++

,lSi ,(.a646 :er) oLiill ir sJ' gaJl dL+ :;"t:l .+rtrl:_5all g. ,;rill .filb &trir
.118 .(a1326 .i.rul i*J.. :;,-) .cl-Sall JUi!+ elJll

-1lr :i-5sS-)l) ,4JJ-Y| a.',";*ll1l,-*Jl qF! a--.Jill .Liin .,il* EtSlt qr (28)
213 o,.,(1991 ,i;^tll duiill
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.213 a,^,(?20A4, S""r*{.lll$lb pHb iutt

,(1348 .,J=. jr i,,l :$lill) .cre6ill .(e385 :c.) $t*j u+ r.ri.,.,sll al (30)
.157 u,-

.162-157 ,4."ii Jr,-.ll (31)

(32) George Sarton, An Introduction to the History of Science,
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qluatl ;,,c.r;Vt c.rl-litl ef L_rJ,ll eAll st$ a+It olAt+jl

Attitudes Towards Educational rechnology of
Social studies Teaching Methods course students
in the Educational Sciences colleges at Jordanian

Universities

Dr. Ali Abdelkarim Mohammad Al-Kassab

Associate Professor in Social Sfudies Curriculum

University College of Educational Sciences

Abestract:

The purpose of the present study was to identiti attitudes
held by students enrolling in the social studies course in
the educational sciences colleges in Jordanian universities
towards the educational technorogy. The sample consisted
of (125) students during the first semester of the academic
year 200912010. To achieve the study goals Attitudes
Towards Educational rechnology Scale was administered.
Findings showed higher attitudes degree ofl nlcst items, and
no statistically significant differences attributed to gender,
whereas stal.isticall"y significant differences were revealed in
favor of year of study (2"d and3.o), and statistically significant
differences attributed to universify were found in favor of
private universities.
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The researcher recommerxds Jordan universities to make a

shift from traditional to more educational technology-oriented

teaching methods of social stu<lies courses to stimulate student

motivation to Social Studies Courses' and encourage student

employ technology in practical applications that are based on

computerized software pro grams at Jordanian universities.

Keywords:

Social Studies Teaching Methods Course-Social Studies

Attitudes-Educational Techn,rlogy
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. The necessity of using certain occasions and public

events as an opportunity for advertising offers and

services of the global telecommunication company to

encourage phone calls process through its network and

that leads to increase thie company's incomee shared

account Services betweerL two linesc voicemail services

and getting two serial nurmbers( in addition to the focus

on price's differences while presenting those offers and

that will have the attention ofpersons who are not clients

or subscribers of the company.
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. The lack of the company branches at customer,s loca-
tions and this is considered as a serious point that should
be solved.

5.2 Recommendations:

After displaying the findings with their both positive
and negative sides, the study recommends the following
pro cedures for telecommunic ation servic es company :

. Enhancing the positive points through making training
programs for many levels of management concerning
applying the total quality, applying the definitions of
relationship marketing, spplting the definition and the
policy of internal marketing and applying the definition
of work team spirit.

. Overcoming the negative sides that appeared through
training the employees how to deal with customers, and

updating the system of treating customer's complains.

. Applying the definition of integral operator, fixed and

mobile telecommunications which will represent a mid-
term strategy, applying that strategye will help offering
a developed and new telecommunication services, with
an added value, in addition to the ability of that strategy
to face the competitors in many telecommunication
fields. This strategy was adopted by (France telecom) in
the France markets, and Jordanian telecommunication
group in Jordan.
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. The manner in which employees of the

telecommunication company should deal with

customerse particularly when customers ask for a

certain service. and the irnportance of this element was

indicated as one of best six practices that accomplishes

a competitive feature thatlthe company adopt' which is

process; employees could have high efficiency on the

technical side, but they could also cause some troubles

which need to be studied and rapidly solved ' due to

their weak abilities in ,ilealing with customers. This

conclusion is consistent with Kattata et a/'s Study (+sl'

Loomis and Swann's Sfudy (ao, Ranzweeta et a/'s Sfudy
(+7)e alld Zairl's Study t+si.

. The repetitive disconn,ections of the line during the

phone call, (42o/o) of customers show their dissatisfaction'

(5%) showed their contentment while (53%) of them

showed their neutral and that shows serious unrelieved

signs that may force many of them to start dealing with

other competitive comPanies.

. Not taking fast actions in dealing with technical

disorders, this issue in addition to the previous one

should be paid a lot of attention from the managers of
the global telecommunication company. This conclusion

is consistent with DunnL and Thomas's study (+s)r Gao

and Damsgaard's Study (so), Ahna et al's Study otl'

Greenstein and Mazzeo's Study (s2)e arld Ranaweera et

a/'s StudY (srl.

I
I

I
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And that shows another emphasis of their interest in
reducing costs especially the cost of human capitalization
that extremely reduces the company's sources. Therefore

business sector has made a great interest in adopting and

buying new products as long as they are go along with their

strategic plans.

. The general directions for the business sector are

positive towards the services ofglobal telecommunication

company with some fissures despite their marketing

importance.

. Through this study we can conclude that as the capital

of the company increases the interest of strategic

planning for using telecommunication's technology

increases as well, andthat's an indicator forthe necessity

to fragmentize customers of the telecommunication

markets in the country

. The previous conclusion can be applied to the business

sector. as the branches of the company increase in and

outside the country. The interest of the companies to use

those telecommunications technology increases as well.

Negative findings:

Those numbered points are weak points that should

be treated due to the great effect they create of making the

customer unsatisfied:
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5.1 Discussion and conclusirons:

According to the findings analysis exploration( the study

has reached many positive anclnegative findings as follows:

Positive findings:

. Business companies in the country have a great

long experience that extends for more than 10 years.

And that experience enilbled them to make strategic

planning and they could recognize the importance

of using telecommuniczrtion technology and its role

for improving of their rcornp&ny's performance. This

recognition helped them to understand the short cycle

of the telecommunicatiorr seryices, and they will always

have the readiness to gaiLn benefits from whatever new

in this field.

. The role of the technology and its uses to improve

the competitive stance between these companies these

days especially in reducing the cost, increasing the

productivity and improving the labor-hands and those

reasons have widen the c,oncern of the business sector in
using Telecommunicatiorn technology

. The business sector has shown a great concern in
changing his activities and business that were depending

on old traditional meth<lds to be used in whatsoever

technology make availab'le to be used.
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The variable Calculated f Tabulated f Sig. Ho result

The nationality of the 8.391 3.0 0.000'* Refusal

The capital of the
cnmnanv

14.489 t.94 0.000.' Refusal

The number of
branches of the
company in the
nnr rnfnr

2.652 2.21 0.026* Refusal

The number of
branches of the
company outside the
nnr rntnr

2.0386 2.80 0.08r Acceptance

Table (4.6)

The results of the fourth hypothesis test

The table above indicates that there are differences in the

sample evaluation to the telecommunication services refer to

the nationality of the companye fi1s capital of the companyl

and the number ofbranches of the company in the courtr5rr 3s

the calculated (f) is bigger than the tabulated (0 as shown in

the previous table, while there are no differences refer to the

number of branches of the company outside the countrye ss

the calculated (f) is lower than the tabulated (f).

5. DISCUSSION. CONCLUSIONS. AND RECOM-

MENDATIONS

This section will address the research main conclusions

and link these with the literature and previous studies

in the field of customer satisfaction. Furthermore, this

section will provide some recommendations for the Global

Telecommunication Co.
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Table (4.5)
The results of the hrrd hvoothesrs test

The variable Calculated f Tabulated f sig. Ho result

The nationality of the

company
0.065 3.0 0.937|' Acceptance

The capital of the
company

30.513 r.94 0.000. * Refusal

The number of
branches of the
company in the
country.

8.7t',l 2.2r 0.000** Refusal

The number of
branches of the
company outside the
nnr rnfnr

11.0356 2.80 0.000* r Refusal

Table(4.5) indicates that there are differences in follow-
ing some companies the strategies of technological telecom-

munications refer to (the capital of the companyc the number

of branches in and outside the country)e as the calculated (f)
is bigger than the tabulated (f), while there are no differences

refer to the nationality of the ciompany in the level of follow-
ing some companies some telecommunications strategiese as

the calculated (f) is lower than the tabulated (f).

Fourth Hypothesis: T'here are no differences in
the sample evaluation to the telecommunication services

according to (company's nationality. company's capital,

no. of company's branches inside the country6 and no. of
company's branches outside the country).

i
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(calculated t :15.259) is bigger than its tabulated value
as shown in the previous table. Therefore, the alternative
hypothesis is accepted that business sector companies show an

interest inplacing a strategy forusing the telecommunications
technology.

Second Hypothesis: The sample attitudes towards the

services provided by the global telecommunication company

are negative.

Table (4.4)

The results of the second hrmothesis test

Calculated t Tabulated 1 t Sig. Result of null
hrrnnthccic Hn

Mean

4.789 1.9717 0.000 refusal 3.r702

By using one sample t-tests the result shows that
(calculated t :4.789) is bigger than its tabulated value as

shown in the previous table. Therefore, the alternative
hypothesis is accepted that the directions of the sample are

generally positive towards the services which are offered by
the telecommunication's company.

Third Hypothesis: There are no differences in the

companies' following telecommunication technology
strategies according to (company's nationality. company's
capital. no. of company's branches inside the country6 and

no. of company's branches outside the country).
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23. Efficiency of the technical employeres 3.22 0.69

24. fhe facility of using the offered services 3.79 0.578

25. The desire of going to another telercommunication

company if
orices were more suitable

2.58 0.608

26. Company's response to the employee's suggestions 3.05 0.708

27. Company response dealing and nranaging those
enmnlains 3.05 0.641

Total average 3.r9 0.661

All in all, table (4.2) dennonstrates that business sector

companies' satisfaction about the overall services provided by

the Global Telecommunication Co. are positive! as the total

mean value was equal to (3.19) and the standard deviation

value was equal to (0.667). This conclusion is consistent

with Kattara et a/'s Study (+r), l-oomis and Swann's Study t+zl,

Ranaweera et al's Studv (a3)r and Zairt's Study t++1.

4.2 Hypotheses Testin g :

First Hypothesis: The companies are not interested in
placing a strategy to telecommunication technology usage.

Thbl,e {4.3)

The results ofthe first hypothesis test

By using one sample t-testr the result shows that

-:\3-
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3. The accuracy in offering services without mistakes 3.2r 0.632

4. The efficiency that employees have 3.42 0.693

5. The manner of treatment of company employees
rruhan sekinn fnr a canfine 3.49 0.554

6. The level of services the company offers 3.82 0.538

7. The clarity of commercial advertisements that the
nnmnanv nffarq

4.t4 0.587

8. The company gives promotional offerings 3.01 0.638

9. Presenting obvious explanations about the

that the
nnmnanv offers and how to use them

services

3.39 0.678

10. How distant is the location of the company to your
rocirlanne

2.38 0.799

11. Number of branches in different locations 2.24 0.927

12. Parking lots at the company premlses 2.03 1.013

13. Having services which are distinguished with

scientific techniques and
fenhnnlnnieq

3.91 0.s86

14. Company's interior design and decorations 3.43 0.653

15. Having an organization in offering services 3.15 0.567

16. The company's participation in conferences and
difforanf nnnqqinnq

2.65 0.784

17. AccuracY of monthlY bills 3.34 0.717

18. The variety of ways in which bills got paid 3,34 0.71'l

19. Price of the out going calls from the national

telecommunication's company's network to other
nafrernrke

a aa
J.JJ 0.787

20. Price of the out going calls from the national

telecommunication's company's network to the same
nahrnrk

3.30 0.787

21. Number of line's disconnections during the call 2.64 0.586

22. Ability of fixing network problems speedily 2.90 0.678
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5.The future vision for the company focuses on
transferring traditional business into tlnat kind of business
that uses the up to date technology irr

Telecommunications.

4.52 0.501

Total average 3.91 0.903

A11 in all, table (4.1) demonstrates that the attitudes of
buiness sector companies torvards strategic planning and the

usage for everything new in telecommunication are positive(

as the total mean value was r3qual to (3.91) and the standard

deviation value was equal to (0.903). This conclusion is

consistent with Dunn and Thomas's Study t:01, Gao and

Damsgaard's Stud, Q7)e Ahna et al's Study (38)r Greenstein

andMazzeo's Study (3e)e and Ranaweera et al's Studv (40).
JJ

4.1,2 The extent of businessi sector companies'satisfaction

about the overall services provided by the Global

Telecommunication Co.

Table (4.2) shows the extent of business sector

companies' satisfaction about the overall services provided
by the Global Telecommunic:ation Co.

The extent of business sector compan"rTi:ff1" regarding overall services provided by

Global Telecommunication Co.

Items
Respondents

MV SD

1. The diversity of services that the company offers 4.02 0.792

2. Promptly accomplishment in service offering 3.34 0.783
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business sector's points of view. In addition, the analysis will
be based on the mean value (6MV" and standard deviation

"sD".

4.1.1The attitudes of business sector companies towards

strategic planning and the usage for everything new in 
i

telecommunication:

Table (4.1) shows the opinion of business sector 1

respondents toward some statements about adoption of
strategic planning and the usage for everything new in
telecommunication.

Table (4.1) i

The opinion ofbusiness sector respondents toward some statements about adoption of

strategic planning

Items
Respondents

MV SD

1. The company finds interest in setting long-term
future strategy in which the company can use the

telecommunication technology.
3.77 r.064

2. The company finds interest in setting short-term
future strategy in which the company can use the

telecommunication technology.
3.82 0.994

3. The company sets a large budget, particularly for the

Telecommunication technology.
3.15 r.245

4.The future vision for the company focuses on the

telecommunication technology with hiring a lesser number

of employees
4.30 0.7t2
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The reasons of using telecommunication technology at work according to a sampling unit

The reason
Number of times it
has taken the l"t
nnsitinn

Reducing the expenses for the company 86

Increasing productivity and impro\/ing business
performances 45

Walking along with the technological
developments

0

Saving working hours and providing some break
hours for
emolovees

0

The high competition among companies 0

The nature of some sort of businr:ss and
jobs that demand using telecommunication
lenhnalnnv

15

4. EMPIRICAL ANAL'YSIS AND I{YPOTHESES

TESTING

This part presents thr: analyses and interpretations

of the data gathered to evaluate the extent of the business

sector satisfaction on the services provided by Global
Telecommunication Co. ThLen. it will offer a statistical
treatment of this data.In addition, it will outline a test of the

study hypotheses.

4.1 Mean Value, Standard deviation( and Interpretation
for the Questionnaire:

The analysis of the questionnaire can be studied from
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business in different departments6 fixing troubles, and the

fast responding to customers complains, and the benefit of
saving time and reducing work documents?

rhe toors of telecom-oriffiiillJn""ogy which are used to
Business

The service(tool) Number of repetitive choices

Teleohone 164

E-mail 118

lnternet 115

lntranet 59

Fax 140

Wireless connection 35

Voicemail 46

SMS (text massages) 91

wap 94

Network connection by using mobile
nhnnoc

75

Fast connection network 68

Camera 81

3.5 Reasons of using telecommunication technology:

Table (3.4) shows the reasons behind business sector

use telecommunication technology. The most( according to

the sampling unit is reducing the expenses of the companys

then comes increasing productivity and improving business

performances that require using telecommunication

technology.

Table (3.4)
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Besides, the great majority of business sector (73%) have

more than (11) years of work experience. In addition, (70o/o)

of the respondents said that there were (25) employees and

above in companies related rto the sampling unit. However(
the higher percentage of the study sample work at companies
which it's capital estimated ($25,000-200,000), and there is
also a fine percentage of (279'o from the sampling unit) which
extends to more than ($1,000,000). These percentages help
the decision-makers the companies to response easily with
any available new technoklgy in the telecommunication
field. Furthermore, the company has many branches in and

outside the country, which is a sign that indicates to the
need of those companies to gain benefits of the information
technology services to accornplish their aims and activities.
Some companies may have lew branches in the country but
they may have many outside .that means that the business
sector companies trend to invest their funds in the regional
and international urea.

3.4 Tools of telecommunication technology used:

The results show that the most serviceable, useful
tools of telecommunications technology in companies are:

telephones, fax, email, then comes the internet as shown
in table (3.3). In contrast, thLe least serviceable useful tools
arv wireless connection, 'voicemail and intranet which
indicate that business sector do not realize the importance
role intranet plays in the speedy accomplishing of daily

I

I
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The capital of
companies (in dollars)

5,000-10,000 6 4.lYo

10,001-25,000 13 8.9Yo

25,001-50.000 24 16.4%

50,001-100.000 3l 2r.2%

100,001-200,000 I7 ll.6o/o

200,001-400,000 t9 l3Yo

400,001-600,000 8 5.5%

750.000-1,000,000 3 2.I5o/o

More than 1,000,000 25 l7.l'/o

The number of
branches inside the

country

0 7 4.8o/o

I 68 14.4Yo

2 2l 2.7o/o

3 4 2.lVo

4 J 2.7Yo

5 4 2.7Yo

More than 5 39 26.7Yo

The number of
branches outside the

country

0 94 64.4Vo

t2 8.2Yo

2 11 7.5To

J

4 5 3'4Yo

5 24 16'4Yo

More than 5

As shown in the table abovee the highest percentage

through the study comes o f the loc al comp anie s (9 5 .2%) where

the rest of the sample was distributed on foreign companies.
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3.3.2 Questionnaires reliatritity :

The researchers used th.e Alpha-Cronbach's coefficient
testto measure the questionnaire reliability of each dimension
and the total average of the questionnaire. From the analysis,
Alpha-Cronbach Coefficient of questionnaire was equal to
(0.9101), which means that there are significance and highly
reliable coefficients since it is higher than the accepted
percentage 60Yo.

3.4 Profile of Business Secrlor Respondents:

Table (3.2)

Profile of business sector respondents

Variable Interval
Respondents

Frequency Percentage

The nationality of the
company

National t39 95.2o/o

Foreign 4.8Vo

Work experience
of business sector
compantes

0 - 10 years 39 27o/o

11 - 20 ye'ars 60 4lYo

2l years and above 47 32%

Number of employees
in business sector
companies

| - 24 em;rloyees 43 30o/o

25 - 50 ernployees 47 32Vo

51 employees and
ahnve 56 38/o

L
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agreement or disagreement with questionnaire items as shown

in the following table.

Tabte (3.1)

The Likert scale model in answering the questionnaire

b - Parametric Tests: The researchers used One wav
ANOVA, and One Sample t- test.

3.3 Validity and Reliabilify of the Questionnaire:

3.3. 1 Questionnaires validity:

The questionnaire was reviewed and evaluatedbypeople

specialized and interested in the field of modern marketing

and statistics to guarantee the questionnaire validity and

reliability and to clarify any ambiguity in the questions. After
the preliminary testing, a pilot study was conducted to study

this phenomenon( the topic of this research. However, the

researchers distributed the questionnaire to a sample of (20)

respondents (Arabic version ofthe questionnaire was tested in
order to make sure that the questions were easily understood).

Descriptive inter-
pretations

Totally
satisfied

Satisfied Neutral
Dissatis-

fied
Totally dis-

satisfied

Weight 5 4 J 2 I
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overall services provided by rthe Global Telecommunication

Co.

Population and sample of the study

According to the literature, the sampling techniques can

be divided into two types: probability and non-probability

sampling. In this research( probability sampling will be used

because it is most commonl''y associated with survey-based

research where our need to make inferences from our sample

about a population to meet our objectives. In addition,

generalization about populations from data collected using

any probability sample is based on probability. The larger

the sample's size, the lower the likely elror in generalizing

to the population (35). Therefore, the researchers depended

on sample sizes of population at a 95o/o level of certainty. In
this research, a simple random sample of (180) companies,

whereby (163) questionnairr:s were returned, i.e. (91%) of
study's sample. (17) questionnaires were excluded because

of missing data, i.e. (laQ questionnaires were eligible to
statistical processing. Therefiore, the percentage of the study's

sample eligible for study is (81%).

3.2 Statistical Tleatment:

The following statistical techniques are used to make

the interpretation of the data more valid and meaningful:

a- Mean: The researchers gave values to the size of
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treatment of data, andpersonal information ofbusiness sector

respondents.

3.1 Research Methodology:

This research followed a descriptive approach whereby

a questionnaire was developed in order to evaluate the

extent of the business sector satisfaction on the services

provided by Global Telecommunication Co. Therefore, the

researchers referred to secondary data resources and special

literature in marketing strategies, consumer behavior and

telecommunication industry, in addition to referring to the

experiences carried out by international companies and

succeeded in facing different circumstances specially those

related to competition. In addition, a questionnaire was

developed for the pu{pose of this research. The questionnaire

consisted of the following dimensions:

Dimension one: included organizational data concerning

companies' characteristics such as company nationality,

capital, no. of branches inside the country & abroad, no. of
years in service, no. of employees, means & techniques of IT
currently used by companies, and reasons behind IT usage.

Dimension two: included (5) questions related to the

attitudes of business sector towards strategic planning and

the usage for everything new in telecommunication.

Dimension three: included (27) questions to test the

extent of business sector companies' satisfaction about the
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of fixed phones (land line) have become phenomena. Mobile

phone subscriptions now outnumber fixed-line subscriptions

in many markets. Sales of mobile phones in 2005 totaled 8 I 6.6

million with that figure beinlg almost equally shared amongst

the markets of Asia/Pacific (204 m), Western Europe (164

m), CEMEA (Central Europe, the Middle East and Africa)

(153.5 m), North America (1a8 m) andLatinAmerica (102

m) (zD (zal'

2.2 Customer Satisfaction :

"Customer is the kinE;" is an old proverb. Customer

satisfaction can be defined ils the degree to which customer

expectations of a product or service are met or exceeded (2e).

According to Kotler and Kelller (30)6 (31)6 Q2)t aqd(::)e satisfaction

is a person's feelings of pleasure or disappointment "mental

state" resulting from connparing a products' perceived

performance (or outcome) in relation to his or her expectations.

There are three states of siltisfaction as follows: (1) if the

performance falls short ol expectations, the customer is

dissatisfied, (2) if the performance matches the expectations,

the customer is satisfied, and (3) if the performance exceeds

expectations, the customer is highly satisfied or delighted.

Therefore, building customer satisfaction is impo rtant Qa) .

3. RESEARCH DESIGN AND METHODOLOGY

This part describes the method used in this study,

research instrument, procedlures of data gathering, statistical

I
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2.1 The world telecommunication industry:

As the need for using telecommunication services

increased and varied as more new services would emerge; and

that's obvious from using the traditional telephone's services
':to the usage of advanced new services such as the wireless

media services (24).Those traditional old and new services

continue in the markets for a certain period of time till new

services emerge to rescind those services to the use ofnew ones

and so on. Foe example ,of telecommunication services that

appeared and developed from the first generation (analog) to

the second generation (digital)...in addition to what emerged

of the services that comes from the 3'd generation (IMT-

2000), those three generation keep compete and replace each

other till the developed generation from (IMT-2001) emerges
(25).Telecommunications play an important role in the world
economy and the worldwide telecommunication industry's

revenue was estimated to be $3.85 trillion in 2008. The

service revenue of the global telecommunications industry

was estimated to be $1.7 trillion in 2008, and is expected to

touch $2.7 trlllion by 2013 (26).The number of participants of
the mobile telecommunication services have increased widely
.it took the fixed phone's telecommunication services (76

years) to be widely spread ,fax services (19 /ears)e while it
took telecommunication services of mobile phones (15 years)

to be broadly spread all over the world. Mobile phones have

become the main system of telecommunication in the twenty

first century. The transitions of using mobile phones instead
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1.8 Discussion of Previous Studies:

It can be noticed that sorrne previous studies speak about

the importance of placement a strategy to telecommunication

technology usage such as Dunn and Thomas's Study (ts)c Gao

and Damsgaard's Study (t6)e /,[n4 et al's Study (r7), Greenstein

andMazzeo's Study ( t 8) s and R arLaw eer a e t al' s S tudy ( I e). Other

studies, however, tell us about the importance of customer

satisfaction such as Kattara et ql's Study (20), Loomis and

Swann's Study (21), Ranaweera et a/'s Study Q2)s ard Zain's
Study tz:l.

This study differs fromthe previous studies in adding new

parameters such as demographic variables. In addition, this

topic- business sector statisftrction- has not been investigated

in the Arab countries according to the researchers' best

knowledge.

2. CONCEPTS ANI)

BACKGROUND

BASIC THEORITICAL

This part aims to survey concepts and basic theoretical

background upon which anLalyses of customer satisfaction

have been based so that thLe rosoarchers can make use of
the cumulative knowledge iin this field. It is worthwhile to
identiff the world telecommunication industrS', and the real

meaning and definition of the term'ocustomer satisfaction".
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modele in a regime that is appropriate for large call centers

(many agentse high efficiency. high service level). Guided

by the asymptotic behavior, they derive approximations

for perfonnance measures and propose "rules of thumb"
for the design of large call centers. They thus add support

to the growing acknowledgment that insights from diffirsion

approximations are directly applicable to management

Practice 
(t:).

. Zairi's Study (2000)

According to this studyc customer satisfaction is perhaps

one of the most talked about challenges of organizations,

both in the public and private sectors. Indeed, this represents

every organization's sole purpose, is at the heart of every

mission statement, and is the ultimate goal of any strategies

put in place. As such, this paper in continuation of the Best

Practice series being so far covered, seeks to present this

prominent topic as a total concept which encapsulates not

only the measurement aspects of customer satisfaction per se

but rather as a long-term pursuit of improvemente a culture

change that can yield to competitive outcomes of the highest

order. The paper includes some examples of best practice

applications and concludes with a proposed audit tool that

can help organizations assess their current approaches to

customer satisfaction and thereby put forward targets and

actions for improvement (la)
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survey of fixed line telephon,e users in the UK. The findings

show that both customer satisfaction and trust have strong

positive effects on customer retention. Contrary to some

assertions in the literature, however, finds that the effect

of tnrst on retention is weaker than that of satisfaction.

Nevertheless, the interactionL between trust and satisfaction

also has a significant effect on retention, indicating that

building both customer satir;faction and trust is a superior

strategy to a focus on satisfaction alone. In addition, the

results reveal that switching barriers have both a significant
positive effect on customer rr3tention as well as a moderating

effect on the relationship between satisfaction and retention.

While service providers may be able to retain even dissatisfied

customers who perceive high switching barriers, argues that

ideally, firms should aim at a combined strategy that makes

switching barriers act as a co,mplement to satisfaction02).

. Garnett et al's Study (2002)

This study aims to desip;ning a call center with impatient

customers. Therefore, the researchers analyze the simplest

abandonment model, in ,which customers' patience is
exponentially distributed and the system's waiting capacity

is unlimited (MlMlN _ ArI). Such a model is both rich and

analyzable enough to providle information that is practically

important for call-center rnanagers. They first outline a
method for exact analysis of the MIMIN _ M model, which
while numerically tractable is not very insightful. They then

proceed with an asymptotic analysis of the MIMIN _ M
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of Competitive Local Exchange Carriers' (CLECs) market
structure in nearly I,200 U.S. cities in 1999 and2002, before
and after a valuation crash affecting firms in this industry
They exploit recent developments in the analysis of entry
and competition among differentiated firms to test and reject
the null hypothesis of homogeneous competitors. They
flnd strong evidence that differentiated CLECs account for
both potential market demand and the business strategies of
competitors when making their entry decisions. Besides, the

degree of product heterogeneity in markets as of 1999 helps
predict how the structure of markets evolved through 2002.
These findings suggest that firms' incentives to differentiate
CLEC services should contribute to the policy debate for
regulation of local telecommunications (10).

. Loomis and Swann's Study (2004)

This paper describes the framework for a forecasting
system that explicitly accounts for the linkages between
various telecommunications products while retaining the
ability to forecast by product line. In addition, it shows how
this framework can be used to forecast a disruptive technology
with serious policy decisions using the example ofVoice over
IP (VoIP) rttr.

. Ranaweera et al's Study (2003)

This study examines the influence of satisfaction, trust
and switching barriers on customer retention in a continuous
purchasing settinge testing on data from a large-scale mail
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innovation or service adoption. Drawing upon actor-network

theory, the re searchers s et up a liamework that incorporates the

two perspectives. The case study demonstrates that the model

enables a systematic description on the mutual influence of

infrastructure innovation and innovation adoption that moves

beyond unilateral accounts. Moreover, their framework

captures the interplay betweern mobile telecommunications

market and its social networrk formed by the interrelated

users( service providers and other related institutions (8).

. Ahna et al's Study (200t4)

This paper defines a new concept "bridging

telecommunications service" (:BTS) in the telecommunication

service market. It is a service cr)nceptrelatedto the substitution

of consecutive generations of telecommunications Services.

The roles andcharacteristics ofBTS are identified and related

management strategies are developed against the background

of the typical life cycle of tellecommunications service: new

service development' markelting' and service termination

strategies. Management strategies developed in this papet

arc examined and their implications drawn out in two

representative cases: CT-z service in Korea and PHS service

in JaPan (e).

. Greenstein and Mazzeo's Study (2004)

This study examines thrt role of differentiation strategy

in local telecommunication entry and market evolution:

1999-2002. The researcher$ construct a detailed data set

i
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outputs ofworld Bank studies which concluded that economic
growth in CARICOM depended on competitiveness( namely
in service areas such as information and communication
technology (ICT)-enabled products and services, offshore
education, health services andniche education. They indicated
that the route to a viable services-based economy necessitated

'oapro-active approach". As the region moves along to road
to the csME, the key elements to such development include
harmonization at all levels, coordination and co-operation
among all stakeholders including governments, businesses6

civil society and international and multilateral interests(6).

. Kattara et al's Study (2008)

This study is an attempt to investigate the impact of
employee behavior on customers' seryice quality perceptions

and overall satisfaction. Results revealed that all employees'
behaviors, either negative or positive. are highly correlated
to the customers' overall satisfaction. In addition, it was
concluded that employees' behaviors have great effect on
overall customer satisfaction regardless of customers' gender,

nationality, and pu{pose of visit, number of visits and length
of stay tzl.

. Gao and Damsgaard's Study (2007)

This study examines a framework for understanding

mobile telecommunications market innovation: A case of
China. Most ofthe present research on the dynamics of mobile
telecommunications market focuses on either technology

-14-
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1.6 Study Significance:

The importanceof the sturdy came from tackling the role

of the telecommunication revolution in the live s of individuals

and organizations in one hand imd in the business sector on the

other hand. In addition( most of the Arabic research studies

deals with the final customer satisfaction while this study

deals with the crurent business sector reality and the services

offeredby the Global Telecommunication Company. Besides,

the fact that this study helps in understanding the expectations

of businesses services offeredl by Global Telecommunication

Company. and whether this company is able to grow and

provide new services requirerl by the business sector. On the

other hand, can we bridge the gap between the expectations

from the offered and requiredlservices?

1.7 Previous Studies:

The aim ofthis part is to review available studies to get the

needed information. So, mally studies have been conducted

to evaluate the extent of the business sector satisfaction on

the services provided by Global Telecommunication Co.

. Dunn and Thomas's S'fudy (2009)

This study is for "towards the strategic plan on

telecommunication servicers in the CARICOM single

market and economy (CSMII)". A move toward the strategic

development of the telecomrnunications sector for the region

is unavoidable in the culrent environment. According to the

I

-13-
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nationalitys company's capitak no. of company's

branches inside the country, and no. of company's
branches outside the country).

1.5 The model of the Study

In the model of this studyr there are three independent

variables (placing a strategy to telecommunication technol-

ogy usage, attitudes towards the services provided by the

company6 and demographic variables), and one dependent

variable (the business sector satisfaction) as shown in figure

1.

Figure I

The Model Of The Study

Inputs (Independent variables) Outputs (Dependent variable)

lecommunication technology usage

The business sector satisfaction
Attitudes towards the servrces

provided by the company

-12-
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. To diagnose obstacles facing the reach of the level

of customers satisfaction after analyzing the company

performance strength and weaknesses.

. To explore the strategic planning intentions of small'

medium .and large organrzations regarding their future

usage of the company services.

. To provide rec ommendations to the Telecommunic ation

company that will assist in providing good services for

the beneficiaries (businesrs sector).

1.4 Study's Hypotheses:

To achieve the objectives of the study the following

hypotheses were placed:

. The companies are not interested in placing a strategy

to telecommunication technology usage.

. The sample attitudes towards the services provided by

telecommunication company are negative.

. There are no differenc,es in the companies' following

telecommunication teclhnology strategies according

to (company's nationaliity. company's capital' no. of
company's branches inside the country.' and no. of
company's branches outside the country).

. There are no differences in the sample evaluation to the

telecommunication sen'ices according to (company's

-11-
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1.2 Problem Statement:

In gonerale the Arab business environment was

overwhelmed by the rapid technological developments

especially in the field of telecommunication. Moreover,

it was amazed by the openness and the freeness of the

markets in which there is no monopoly for such business by
the governments' side which was prevalent in most of the

Arab countries. But the markets became more open for the

private sector to provide these services which increased the

competition from both local and global telecommunication

companies to share the market and the acquire large market

share.As a result of this competition, the telecommunication

companies started in competing with each other in providing

new services which are not required by the businesses

organizations and perhaps the case was vice versa since

some businesses may need services that is neither provided

by these companies nor by others. Therefore, the problem of
this study is to try to explore the gap of the services provided

by the Global Telecommunication Company and the need for
such services by the businesses organizations, and whether

there is satisfaction or not and what are the discrepancies in
the provided services?

1.3 Study Objectives:

. To explore the actual services supplied by Global
Telecommunication Co. from the view ofthe benefi ciaries

(Business Sector).

-10-
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1. LITERATURE REVIEW'

1.1 Introduction:

Changes in business environment such as technology'

government regulation, and nnarket conditions affected the

telecommunication industry. In the paste the telephone com-

munication was the primary service of this industry The

widespread installation of fiber optic cablesr which transmit

light signals along glass strands, permits faster, higher ca-

pacity transmissions than thosrs possible with traditional cop-

per wire lines. In addition, networks of radio towers provide

wireless telecommunications siervices (1) (2) (3) (4).

Changes in government regulation introduced

competition into an industry that was once dominated by

a single company. Competition from outside the industry

increased as cable companies and public utilities expanded

their own communications networks. During the late 1990s,

the growth of the Internet advances in a range of technologies,

the deregulation of the telecommunication industry, and rapid

increases in demand for telecommunication services helped

to fuel rapid growth. Consequentlye paltt new competitors

entered the markets. The massive competition caused supply

to significantly exceed demand, resulting in lower prices and

to declining in revenues or slowing revenue growth(s).

-.9-
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with the presence of negatives that are considered serious
from the strategic marketing point of view. Depending on
the study findings, the researchers provided a number of
recommendations: The importance of listening to customers
and to develop an effective system and well-trained staff
to deal with beneficiaries complains, and the importance
of adopting many new concepts by the company (i.e.,
relationship marketing, in1.-al marketing, an4 total quality)
to build its competitive position in the market.

Key words:

customer's satisfaction, telecommunications, marketing
strategy

* The company made a condition that its name should not be disclosed

to the public. For this reason6 the researchers replace it with the name

Global Telecommunication Company.
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Abstract

This study aimed at discovering and analyzingthe extent

of the business sector satisfa.ction on the services provided

by Global Telecommunication Co.' and whether there was

a match between what the company provides and their

customer expectations. To achieve these goals a questionnaire

was distributed, whereby a srimple random sample of (180)

companies were chosen and(146) of which were statistically

processed. The data that urndergone statistical processing

using: percentagess one way ANOVA' and one sample t-test.

The main findings of the study are as follows: There

is a general satisfaction contcerning the company services3
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