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Impact of Transformational Leadership in

reducing the reasons of Organizational Conflict
(An Empirical Study at the Applied Science

Private University)

Prof. Hasan Ali Al-Zoabi

Abstract:

This study aimed at identifring the impact of
transformational leadership and its organizational conflict at

Applied Science Private University.

The Transformational Leadership included four

dimensions: idealized influence, inspirational motivation,

intellectual stimulation, and individualized consideration. As

for the organizational conflict included four reasons: limited

resources, lack of clarity in the powers, lack of clarity of
responsibilities, and opposed to objectives.

Field data was collected using a questionnaire distributed

among a sample of (76) academic staff.

Simple linear regression and multiple regressions were

used to test the study hypotheses. The study revealed the

following main findings:

A statistically signiflcance impact of the dimensions

of transformational leadership in reducing organizational

- 15-
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conflict, the most common reason for an organizational

conflict is limited resources, inspiration motivation of the

transformational leadership dimension has only impact on all
reasons that lead to organizertional conflict.

The study provided some recommendations mostly
important: There is a need develop trust between the university
administrative leadership and academic staff to enhance the

role of transformational leadership in reducing the causes

of organizattonal conflict, and to review the policies that
lead to limited resources being one of the leading causes of
or ganizati onal c onfl i ct structure.

Key Words: Transformational Leadership,

Organizational Conflict, Applied Science University
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3i lcolrrln) e,rs .t5)"Ll^..*u riLJr alurt ,y V;l ir;* or*J +;r.rJr

,r9 <,;r$t .-:!UJI ,#:,;*J1-J:\ -rQs +fj:fl f!' ,J';fi qt-Ft ;rFtr

.(n)j*.i:Jt a"d ;l-; dt ,r^ i^:gJt oia

1t*-Vt J}- .r eU!9 <,"a4LJl )J,:4 
"b)+t)\ 

Jl aJ-Fl irt,ajl ,r*-j9

4lj .{L*;)lJ cp),t*Jg co9LJ19 call-rJl9 ,zrLt:p,a+)--iap9 ,rK;ijt

fua J:U ,* A: c$t-clJ as*^lt.:l-r-a;*ll9 gill ia ir+ aJ-3,".:J1 i:trill

-cJr ri-^ t,o.4..iL-k-L ',-ciIt -r-c l)Li !l -*-; t5.(/',',"-.iJ\ 
^-oc>Jl)'JJ\--//Jg)J'tvce''2)!

Jt+ t^i ,-,rt.*t- Lt1i ) !41J1 !t f 3"9 ce\'i3pe Jt"T J! ot*t+-i!
6rt*;11 ;"1, Jt1f) W ,y F ejs .,t,+Jt r,6 

t- qJ srJl 6;tt !tr>t,

ol-roL-- 6rt-o,Jt ,!3o ,:p!l SLal *V: U-& ;e a.4tll ;:t-e qf,"Ff
J_r.+f- a^9 ,Lur 5!r ;..-Utt a,-3, )*i ,y o-a$t (#t a, r9t*:1 -:p!r

Ujl W. 
" 

Cl ,:t-a!d!l oif-: cga",L.-4 ortj)l ..)Jil4J cp1s"3i J-rrYl
cz>-p-A\ q/t rt*;,!t J JJ<<-iJ ,rf.i:*Jt J5- ;rtc! .rb (w

.<errr*,"!l oM. (A. i.-Ei.t e tf F;1MJ
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i:-r-s!t $U"lt .:li i.:!.;Jr il+-t lBass & Avolio)(n, ,* s,t

,P e c..a C1r Multifactor Leadership Questionnaire (MLQ)

k, Jtirn e-e (Four I's) t+J"c &lLl :L-i a*,rl F iJ"J.dJl ;:r*tl ji
(Idealized Influence, Inspirational Motivatiofl, :sa9 Q) af

Intellectual Stimulation, Individualized C onsideration)

crU:ol yc o$e La 6.:lJl S9 ,;;3! ;r!.i11 & \""W\ o$ lF:
.-f-J'L, tVI f r^Ifo *s,4t;)Lr, -b-:iJ,oj:Jl aJ)\ ej caa*fY

o-ysT:t s;."j c)\^s!r -r*;s 'tii 3 6rri dJt J.ft;"JJ a;tl+b 6.rcr*

.r-o;iiUJ pF,)b ,.:to)b cr$! ,a;:J!

a{*lrt iaJill ,J ,*;t-rJt tP\ #t Jl il-JdJl i:trL\t 3.cri1

er>U 4l-r^:ll !5lr:1! fLc #t t-r.r, el[f .b:V\s U.t-ri1r tuJl + ,>\P\
,,tt,d a;_\-i .)U\*;

JtU3lt oia -ur ii J'a^.I;.X d+' ryl 
oL4 i.:-r*:, \-i P .1

.r!*b;Jl .:t-r-rJ! cc-!*y1 g+

.;.^-tu.ll *.gJt ;r cc-r-J>-9 c-l,-J> J^ t- Jt ;e[*4I J*;Jt "rt-r-i .2

Cf ,'tl: (i^-Ltll Vo C *"rJt .:t-r--Y -,/t" f U F Ct .3

. o-t'.pjl

: {L.jrrult 6^ttoiJt rtai

(Avolio & Bass);,.;5U '; ,J', ,fl, "i\rt ,t-,!t Jgti j-
tt11- *\ ,VV \a1r.r*'U -r+ -.*r i .:,1--.9 Cb q.f-^*-"l gl:)U 

"fu Cb
:aJtJl -:t !1 ,,Ie f9"r alL"FjJl ;r!ilt if

:qldeahzed Influence; 
'!r:J.r 

,iilJr .1

i5,;!1 u. qtcl- t>>y ,a-^ ,}+ S** irt-oJl elL-- &Jl 1-ra &J

')a



djl s-Jliill gl Jl ,-.,. l1ll u. .r-lt d qlFll eqilt ;3i

A?*b!lJ A#>dl fl*t-- ,!o CifYt ,.:bt-- :b""L. ,'-*"5 .e)\ Uf y
3s \1ta- ir! ,a;>t.*!l xtJt, 6--"4 ,-,9 ,;,r;!r L6 J*i a &V.
cJ,t; ,r;,,-r.*^a #t .a*rJ, Lb Jjt- Fi ,y l2l"JlJ ;'ilt pr-r.*.-t

arJ p-J.'Jt $uJu .r"rf*-jr, rdt*, JJ*J rpltg.'e tLt S-i U ,Fl

st;t1 cilt*)! d,"L*-Yl 5r":\3jt y- Je,,*s3f:L. i'6t + uiti.:!$
",** ilr * F M: .@: J.fYl f$.-l & )r14 L,";^ulU rl-r;c!l

.p\I: raK;i ,f *4 rplt g*,; .q a,u ax u-"tJt,r< .,iJKIr pkJJ

:llnspirational Motivation; -+[r ;;At ri pUlg g.rlr .2

;r")t 7tt*:-19 ,;o.*1r Jl UUt <ul'.;i Jt"il ..,Ie -rUJl 9.r; ,r,re

J-*," ,J"J-"JI -gtcJt Jl e-.- ,aLn4 iA ,-rlra)l ;f )*)\, tJ+l 
'$,.rril asts gJl f*+ ,-fi; cg;-r-'.-Jl 

- 
wss)l c* 4 A "Ji ,*

e)^a4lr +tJJr GL lBass; Lor.r-- $l .,l3)q!i^Jt aj)\ yt J 6V$
-r+ r<p.<t+r-*I*" 

"F.s-r-.:Jr 7u tWl;aaluJt &t F GJb;)t!l t4

Ujl oJ ')rtt f<*+t; csa+9jl ptJl

:1lntellectual Stimulation; arfutr ;rh-,)1 .3

a"ra:lt9 (&rl+ii 
"$ilt Cf-* J"rJt "ruJl ptj Jb ,,. eU.r9

$.:Jt !*,,, Ct*Jl ;-rr9 c.:-,)\-(-^::Jl J-- + a"$l9 ;+-r-4t ,tKelb qJ)\;Jb

r+-14 ,r! l.;K;i y e-bs\'., !.r-- ;f1.t ,K;!r Jy.4 ,):'A1 alt-- J GUI
.rlsrtj a;L-u J-/-- ,t4b ,J- ,Jl 6u+ .:}(..:, Woy oL.3'Al Jl ;tl
$Ie r-tGJl LUi ..r .J9-r-It 4a1;t ;rs 6+ :^: cgSJ.Jl iJ-.-Jl qBass; V,^D

Js-riJ ,aK.^ 6>V!1 ce}litil aj^itj" J)- .r clJj9 (ai)l-t1 ;r-r-x." Gi

o,K;! I co4.r-* ,LL, ar--r-iJl .:>\ft^:Jt .3 ,oCrJ! o-,.-f\l a-1;19 c.:)K*t
.tt0r.^rt-(;i 'p e "fult 

;:tcl ,rJ,c ws3)t #
:llndividuaTrzed Consideration;,5'-lt _,t+")t .4

,J-.t-"" otl cfa; a,,:lJl iy)l !t4t W#\ g+- ua ,J"Ft r:tll9

-23-
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.4D\<.i J- ,,3 f#-) aui-*. a;-a :S JtlU; .a-?\L\ *S-b gl tj ,F (

"i*"J 
g ?-; rF" ;tl .e"$)) &s 4. Jt- Jt-";t lb ,tr! & ,-efo

,.:rl-14 fre" +"ftJl r-tUJlJ .e\tti a*";l +"ta" P ,-e*: 4I g+f:
dr;lr ij.-,D\ G! 1Bassl t^!-r . ,4\:\ q*s. rLit-.,!b grr":b.-r"rr.lp!t
q.,rr^5JJ t g-) A r*,Jr: rt*)r jJ, J*i ;, :f!r .:bt4 Lg L*^r
ljt -,ti<,-J r,Jtplt 6,* :a;t-rJt ,5;>{,,} "lp-t \A\i\ ;b4J .*u\y si

.(j)a)e JrJJ r^eb; rplt .r.,;

: Organi zefiional Conflict,r.q.b;:lt (Al
uir d/;rf"t!lJ g;,t:!r Jt4l + Conflict tA\ P^lrx^--
& J, €: (:")t ;l'r-*^.1 l'' ,-tLJry ,.rf, ;Jr Conflictus 4iD{Jl

JL.J!" oji.t .r^"b,,Jr 1;At er-. .rlsrrtilt ,i 
">rtAt 

ri ;r;r ,i gu;)t ,-r-o

uf 6s .<1er""pt-rJl ,s iLpult ?4- Lr c-.,!pJl it-41 JLt Jb; tl
;r -5\ ri ,c,p,it t+J J-9(: GJt altlt" ii .,|" (Schermerhorn et. al.)

iy-a, s*Vi .-,--rt 1\ ,npttll a,-4r-41 +b41 .7a )t- iliill f ,rf!l
. 
t2ortt.** Li -;rrt-*lJ

& qh GJr a*;ulr u" bh all- ;o ,sl#'Jt (A\ JI J3.;Jt Fu
6;t UVt 4**n c.irl J3 tap.biil .:l-r--!1 ,i ,p!t 

".p') 
z4' ot";t g;t

.;" tr8J1 ol.ult 9i .:p!t U G-t'i b_# -ll-t^i9 c.>Lb,

J'UU duill ?es &-tw/,\ tt'\ ntri C+ J"-:^i &^"EiJ\ (AtJ
ro;-Loy €-rt * V Ltlt ay\q.ul.tll ,-LeL-J'I9 rpll .-al il&Jl
6rlrl a>l,ci .-Jr -lr,orJr ,fi;* i*;lr lAt -u--: .'2t',.,t'9 €7.* lr-:
"U^-irf J,(1 ri,.r.pil 1A\ J\ rel .,ft1 -iil\ e Jr-"otrr .rLL:.
i.:U;9 .:t^LIt g rl:!1 ;o*e: &; & -r-oL-- t,-u-c eU!9 ,'Uq2-i tu l.fyS
.:$ * a^lift .-gr-ui ,t+;t {r\etJl qs+ r;J r+ F ;:& $ dp cta;J-cti

orlt A alLe a--.r: & lF ,ti .:!l:Yl a/ ,"!l ..Jlt b .r: .u;\
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.rP-il1 s-J!,j!l gl Jl ,-.lai"l LJ^ .l.jl j !!Fll bllijt JJi

,tr"g ,iti.itrr ,,*i/ t r"tuc;Jt JKiJ! LFr ri^ orlrl l, ufuJ g;,r:yr

.iKr ;rt of JtL i"^!rlt ilt-r

.(22)d.,^$\Il i,rlt}r -r-i t lAt Cr[-r:, ji grrVr ,*';rt:Jt:-lr ,r+9

o;1.:Y1 i->!,* il ca*, +y-l\::r4t 6FJt,y lAt eg,,.,:\t:t .I
.4 -y,lt ae:^Jt ,)IlAt erA ,|;r, ji

AUs ollrYl .-*19 s* +alL. 3.o t^r (At,-<s""".", ub@t alt- + .2

.o;J-blt cse:-Jr J! J*, ii 11 ,.{ ,WJjb

:;,qrE*Ct 4y|t lii
a":- :t-i-9 c,r^*LJl lAt ,-^. " 1i ,g;:3 a"-r..;^Jl ,,1tJl r-r*;

Ct +.t tJt otept ii ..,Ie c;-"Lr:Jr L\A\ J\1e .*-:<Jb,.7G(Jr Ji
'<z3r aJult flrlr r ;-r-lJ ,r3-<,j ,..lrlr )-t: )+i

,f yJ :llntrapersonal Conflict; +^^;; #t J.*l) ?JAt .I
a4 j\ ca^.tuJ.l -rt.t,iL rr;Jr .-rr-rni ;p j\ ,4;St ,t1ri &. eVi\l t>3r.>

;pl :; "rr( u Qv, ,rtrt en 3;ji r, Jlqs+ tr ("!Ji d JtL.:-"
c.:-r-Al JI J3*tl:4et )t$;9i c-t-**;iJfu ..;' 1i ,gtj.t-"..$-:" U

.,J-!' .-r-rAt ;: 'At ,ri a;f ;ra 1i ,L-j F e e^".Jt Ji

9e llnterpersonal Conflict; ;-r--!r a-et-Jr ,Fi .* aAr .2
c6-r--9Jl 4et^-41 ,Vi ,f Fi :i ajt .x ubJts a*+; o:(" +<n\ aAl
\i.a 6,r-- ;,. .;,";;.-Jt *O ,y*hn 3, :p!l &6 ** eU: Of,
,4il9 a-etLl oulJ*lt J_rrYt 4951 cnilt t CLa.:')t e;) ;c lAt

.t2aralrt !1 anJt ,-& i,t-1 

";lr 
f :vF & J:4t ilsV:

.rLeL* ,h eo llntergroup Conflict; .:tet*4t * LAt .3

Jt"-i es <,t1t^of ;ro ;t'ie ji ,>\44 ce!i.:y!9 ,,,U^;!g ,,-|.Jl

-25-
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(.:-,LeL4l .b oWS + .rb iij-o JJ<{ b 6:Le9 (d,r"'Vl ..:Let'41

Q\'>V\A\ ,t r4Ei.:.rLeL-J'l oJ^ J,tuJ Vs*1

:;.q!:ct (F ./q-i

b)^)\J.:tJ;Ir A )e ,\;1y,\ i riie L6eA\ aA\."$"i tUip:
\-a,.*"b ,brF tsbs ,q'.ij1 elX 4-r-.-J <,,r^*E:.lt $Jr ,-'U i ArU ;t
tA v$i *r\ 'P 

a$urt a-1rJ\ otai\ -r;; qfe: c;1stJl9 J,oJ-+l o
-r- b;F 

^^4 
(6,JA\ aA\ -,Wi tsi Gl c-.-tJt .r;r" CIJ ...r^Jidt

:g1 cfs.fiQe1rQ8;rQ71,.'6, d,s-Ut ;r" >t-e t{i

:llimited resources) r',$.1 4)tE .1

Jj,clt e U*s t -t;!l 3 ,o""bJt .:l-r-'-rJl jli .':r$t jV ue
ctslte rrgJ.r ,45; \,rt l^+ .Wlrai ,.h&1 J, "fu oi C-t-t,, c,t*"tl

.:lrr-J .{30)L,^['"ll .;1-r{l k,y rrgll o-u^ rG Jr {A\ ol1 $.\?

c..,|-r--rJt .r*i 1l$1 pl-r,:.:-l Q \+r.'i.:lr!-l oll:!1 j.u; L-u-c lrr- ,,'Yl

oK-lr cGt.*l;-l 
'F 

J\ J*i ..r ,rSl .,Ic Jy"lt J*i .-t pt-a't L+:Jl
.(31)df!l :y4*E-Cl ,.:l.r--;Jl .-,L--- ,_J, JJJj

:1lack of clarity in the powers) .:qr)\*Jl 1r) (e .2

v*Cj** (i^L-J.l J,tl) .,^trL,J\ (rC\ .:1b.:L-i f^i .r -j
xfu .ttJl 4.:Jl))l -.,tj*Il d .aLUr c-,!,-)-r ayy le il$ jJ<,"

.:!-)\-Jl &;)r ui::V t*-r'-i fr"ro e:$\,-*)\ ,b aA\
p & $p-J,+tul ,rr--,- L.J;-c W\ 1A\ *'" t^{ .t3'"J a-rJt

,\-'Jj\.e.9 cJt-r>U ;V1t zo-t (ajlr.l JJ*J 2th ,rwK c.:p)LJl
.<33ru,-sjll J a;:Jl ed :i ,Gl-r;i ,f \ef .:!a)Ul ojr ,-19:6-1

:1lack of clariry ofresponsibilitiesy oQr#r arJ (e .3
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.f-tl .,-Jlnll tt_,-lt ,-,aJ,l ;- .r'il ,+ qldl6i+ill J,ii

-Qsg*s fAJ a;"Kr ?-*1,6;\ ivi C aAt ,: *,h J'+ *
-stz. tJ:3 c4;:G J& ,/llr ;.-Jt -r,; tJ ,tQS? Jl aj+)! i4-r*

fr.c Jl ,r9-iJi;Jl _f+J .G4rulrt .& J:tt .ss. 1i cor,193*Jr t*ti
.br.,-)b c;Jljl ..s+ eui 5\l c..:!2-)-aJl A 1Si ,.Qsil- ,j)t ,\L-eI

oL"- Y.f oU:jJ\ ,y -€i.:[-]-a ,bI jf- i t^f c.rt-*!l t*;s 3s

t'j" V .;-,*t!t ,a1 ;lytJt ii ;rfrUr Gt 4 ..:g),"a.Jt €Ib pt.r-*^,l

.r3sr;L..!t .J;i + ,-t1j

:lOpposed to objectives; .:r-r-i!r ,r-t;; .4

.,3olb/ +-Ull :r!.9 >ra-Lt o>.r: tJ-l;**r.Jt- _r^ ;,^L^U ;,,.;JU j-r.At

c+..Lu^iJ ;tKlt ;-rf \ tbI ,) ktt-i ;"Jilr Jdl) qrL:Jl .:t-r1Jt ctVs
eUr 6+f cai-c,;)\ kjl$i ..ry -l>\:rt ji ,u>ri; )fl A gc ! eU: ji V1

"-!1-b! ilt}l r^r*^J o**t 9i .,r*r'ff +-r; + -.,r"u-!! :p!r ;yu* ;c
.4A\ J)b,JItu"r41 ;,tlul v$!r -di,y -rr-r."!r or-tG: -r,i, ,i.-tulr

d4l"l*U a#>Al ft-"t', a^-tr.JJ a,rJt a-.1-clt &ruu oior ttrr^1tr;;
.(rr)t(.i
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e2012 jtjll Jlts /i1433'i- - 1 NJI - l5 J+-ll L<- 
" 
ar^lg il- - :rrt ill

:di{t-Jl gL.,lJJl

6rliJ1 .rylJl Je- a..!-rJl c.,tsi :Dess &. et. al (1998) *!,
.rt^lilt JF \rb caJ-;e.:Jt ;)ti;Jl d*l2i g o:(r"Vr ;dl .:UYrl *.,e U
),\s ,-,;\ -it , ..ii Jl a-!Jl eL"rt, c.:U-.ro.:Jl .r r:KJr flr .*F a,;b)l

:,r.a9 cil^11 rdrl ilj"ltJ *tr! \e,bi f ,=Jl +"J-"Jl o:l=njl at^)a'"1y
cilt*i .r)Lat lh r,aJ*t Jl ,i arJlt .:t-*HJ gr,pi ,7?) &*. iFl
i#iiJ (J,.,.U ,i\\ P"-*) c.-rl-r,r\rt A b# Cb L+htJ ca>,-c\ at-yi

.,rr,*irjt yy l*f

$tt J- J $t-ill :p Jr L!..q pu :11998) .:t^!t rr 4-"!)

,->G\rd\ 3" ...f\4 ii arut+ s;jJl ;-Jl ii .-+" g\:-:Jl cJ:9 .a.JJ\ 
"l--l:

,&VIzj."+' ar'bAt .-,t-r,a\rl eA 4 F fu -r-cL-- Ji j<4,t--LJl

@ ?-\A\ ';rr! * J9U1 io.;!i-! ;-rl1 1Ul ,-r9 .;ruit dr, Uto u:4s
.<:rr ait-4Yr eUr ;r 4-rJt 6;; C g9r J<*

.:t*,141 ,; ql,-r..Jr t:r#lt a a-l)Jl e'-Fi:q2000; .g-r-"t;1t a-5:

:-J.eg r4 .\-edUe, ++etf!l .:bl=+ll iy-lJ cta;-",ti 6's-.1 t\:3J\
LL-FJI ;:t*.cJl trG cq.:-9,'-Jl .:Lrt-J'l ,j a+;tltrt .:l-:l*,e.Jl ii J1 a-5-rlt

,:it .aU*ru a-y4 qt-;euJl o.:t+il uat+; J-lLi Gi gi ,.aL-i, :l 14

.<+or,u;11 ,6"st,J;{\ U"At -r:toJt uat+A'r;***1 elrJlJ r)\f!t

(A\ +)""i Jr t-lJl a-F\ :12001; a'-rJ 3t-L-JJl a-!:

ei ,1i sll a-1,JI d,cge .q.'3'Jl ,3 L;i)\ V$\;j€!l g *^-*lt
e*;Jt -t*b i r,l9i o;-Urlt Vr)t agg- +JJ .=t' ai^.bAl ovlr-)\ ,Jq**.

lr-c' Jla-!Jl 6,t: .:;L:i t5 .il'LJlJ ill i)u.l ,,Il *rqJt f ,..r^+rlt

.,0', .rt*Jl oj-o ,a19 JiJ..--U v>';J1,J-U'lt ;aa ai)t-c -:;,-.9

;5r il1 {r a-!Jl c,-,Fi : Turner & et. al 2002 u,ttt

11> o11-t\\ott lil V e\ak-,\ L,!Jl .>at-4,u,9 ,;)-\l M\ Lt"J-'.jJl
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rc Jl ,r-$xll el l*lr -,. rati e^ Jsll i !!r-!llrqi.tt ;i

.:t*fyL* oQ,t" l1u 1.32 a-!Jt +"& A r^:* dUtJ ,..;;y-!t ,r-brlt

r.€rtri Q*"tkt.Jt o:L-rJt ;.rt,iJt

ir &!t brA\ ,2 trl**,jJr ,"-rlr ,ti o*"1-Ur 4I dei u F',
,-rJt ;:tJt ;r Fi il"FJl ;)1.il1 .)r..t'- br4bi (A>V Vt jJnJJ C#l

.<+zr ,r\lt Ae|41lq3 bl*-"

Jl c---lJt ,r isV d i-!Jl oj^ .:.,;i :12003y g1z L-\>

+Gs,{r;!1 a,rl-xJt .-rrt"Il g a"-rx^Jt r.-*bdt (At "1\:! d\-i .&
6F,-Jr-\rt j+hr su e,J#l c-ittlil t"J ,i;*bi 5i ;r-!\ a q\

;l-r-**"1 J! 4-!Jt iir .Fi J" Jt a-!Jl dl, i.i o-t1ts.4j!u, &F
.qA\,tL*)l c,r9t':Jl :;*.txJt g;-t, c.r- .f ,.*l! +)t a-,rtrt .-Jt*ill
,,J"F 6; ,if,,il .-Ju!r a*.L: ge-t 4 is; 'rs J!4uJt .:r*i L.f

.<43>;rJt ,>tj*9 cy)\..rJJr J^$b (6i^b;)\ qJt

suJt ;o aiXJl $Ie or':U L"!Jl oi,o c^,-, :Q0067 *";Ut a-1r

cr-)Jl ilrlJl .rU: oF+ i^iJld^LUlqg-rJ a3;;1:!ld+)t j\fu (U-rt\
ca*;.rll .:,1.r1*,cj1 qrJ +"FJl i:l*;ll ot.c"9 uat+; j\i 6J-, ,* -FtS
,ri :ta3i d./ r,6,t: let^+ J! a-!Jl d-e3:1 .a*.el{)l .r!$,Jl S\jt s*1
t:tt: A q;.tll .rtrFl\ 6-l i'ty.S a->1*. oSlS:' cil-rJt irt*:1! .;r9", cudl-a;
.r[*J i,;l:)l .:l.:!all l)U, t ;41 \+ lt':/ c:3--9 eUjfg ca_:#l alrlJl
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ABSTRACT:

This study aimed to inrrestigate the extent of Managerial

Wisdom adoption and its impact on the Effectiveness of

Strategic Decisions at Private Universities in Amman

city. The study sample corrsisted of (159) individuals. The

main conclusions of the study were: There is a significant

relationship among Managerial wisdom dimensions

(Revealing; Comprehensi're; Integration & Control) at

Private Universities in amnlan city at level (u S 0'05)' There

is a significant impact of Managerial Wisdom dimensions

(Revealing; comprehensi.re; Integration & control) on

-58-



,,j.dlJ,r4J*jll ai-jil-i-)l dilJlJill4il"ti d LA-JiiJ 4:Jlr)l i^S'll cs-r! cs!

Effectiveness of Strategic Decisions (Committement Quality

Assurance Criteria; Competences recruitment & Competitive

Strategy) at Private Universities in amman city at level (a S

0.0s).

Key Words: Wisdom; Managerial Wisdom; Strategic

Decision; Strategic Decision Effectiveness; Private

Universities.

-59-



&012 G- t3Jl ctyls / -o 1433 jl. - | r.uJl - I 5 ,t>Jl LS- 4;^lc +l+- - yt a+lt

: J"(-ei

r3,,j ra.i.Li a.;)*b" q e Aplll .:L,[4] k-: Jt-"tr! ,.:tJi;. ,:^a.;
a)^s r>,*-ci :1,r1r*_" U tJ_u;3 c 6radt q"=ol"- ) I .: !-r-,=-J I LF JlGt*.*,
;p9 co;bYl J ;-\{-b st*r;i rlK4t JIUU+ ;-u*. a"l^, t-F" _r.5*lf, Wbr-t
;yL* -t\j* a,.,i;g c6-;l.rY1 .-|ill a.,Jt^-,. Q ;*A: c6-r-.:"-ll ,(,i,lf .rUT d

"-^; 
+te*ll o-r^ lt 'lJ r,Lo:J-e i.*lill o\t4l :tz\ ga3,kl.E: ctat+-y

.,Uly oUla :1*Y ;.lr- ;b1UlJ ft)t: d9.rJr .:r . r.lb Jt^rlt c.,L-L,
J!oy $Jl t-ta € 4: ca,;l:!r i.^lrr k-9 .rt_.rx.ll o-r,^ a{.-!,t tJLb
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ai>\.Jt a*^oi ./ ullrb .lOliver & Roos, 2005: 9021 k,*,.: i.Jirr
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"[r.: -(-lr :\,5\-)t:6/r ..r, 6*-4 t * i^lrt 'ltr

a^-lr-r 1Pino, 2006: \ rri ,i"*ie .;!!l 3t'" : €6s Je- -,e'rr.; pt
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cL(JJ 6;* uat+; +.s Jr e\t'At.:+U -rj: .;P! 6-:-lt 'f-Ut
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,* J:,lt :; €t.JJl k*r9ri c---$ rii .,IJl ;U)l d t i .Arr$:Jt

eVtrt o;St,a"Ut a,-r!-t * Jqrlt ,na alikll arll :tr 
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Placement Space in Jordanian Novels

"Study Different Novels As A modelrr

Emad Ali Saleem Ahmad Al-khateeb

Department of Arabic

King Saud University

Abstract

The concept (place), has faced developing in new

criticism terms; Phenomenological criticism in specific; in
which it stands for awareness analysis. Pashler G. was one of
the famous developers for this criticism - in French criticism -

The new criticism studies concerned with Narrative analysis.

Moreover, the searcher attempt to study some of the

studies mentioned above in the Jordanian Novel, he also

chose a sample from Jordanian Novels written Last, because

these Novels has Mature event and can interpret its authority

through studying place within these spaces:

. Dual space for place between the village, and the city

& between Badva. and the citv.
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. The Mythological space for place.

. The Historical space for place.

. The spacemen Sign of closed and open place.
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r"a^i'.Jl"J c",JLo-p 4.r- a-(-,"9r,":Jr.(JI"9 r,"g"Jl ;" j ,"I'J),LJ\" 1 ," 1t4\

a^t" a,r(-o;r"b-*. erl"r,-l * SU"i c5L; 
"tUi 

kK: ..",i-:,r"Jc".Jt',",
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GY!.{ i,"brl ,_an, iilt 'iA .-rf..rp ;r1o .afrJt .J i\-€Jt At :Vl
;i: Qut tLt*;-t e,t-r-!l Lr.;-r Jl ,FiJl p Gi \^.{ ca';y}\ a..;!l

.rou, 
^rrn J,u ,titE-,

"b^j t jL'i .9&'.i g;.iJt At & Jtj t^t ci;.1U a!&Jt ciJt+"

+ ctit ctr r.>Ul a**1 t.f (Ca' oK, ;^ (\--A\ 4 1,rt(Itt;
):l;1 crCl ;t*- + &1 L"j b+ri;Ucf$! * i* !9 cg<**.+ ?f)t )*,,
.(.>Ul 
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L"t c,-rt-(It f^ -,.1t:,.-,.11 :^,lt-(lty gtlt .-,.lt y.'tt(Il

*;t:: L{l d,p) * .,,. t:Jt oKfl dU",l J La*in 4l &,"!t ..rr(i
,u.ari;uc f & \ts)t eoKfr or(i cg,c t>!1t-"e!t Jre 

^GJi 
crjtl)l

\o,p aJ,ai*,5 * al-a:;' ,(f Ul 4t VlU..UUt .:tJJ Gtj,:t

r!.1!r Je ,&'rt-(lt ru:.iJ ..r"rftt :g,r.!l -rr 'u ola$r I \:i +
q-rF C"* Gili ,t.{rr ri,lt(tt d Fl l- .,te $^4;r-al-i,J 61t'-r

,r^i fot rl 'tV-\j oUltt i r,Ll1 ,_f Gf u,, a;.e;)j +J!9Jt .:ljJJ L*Jq
ta{:) il-sYs aleu eU) d./,rilr ,} tri 7\ ,;9}tJ*iX ,!.aL"J a)^;t I

:1r-!r CBlt) q\t, ttJ /b>,b,\ rin

6yb '-tst,at..ill..ijl 41, ;'xg F c-tr- 6tv ,ri; trlj"
d/ dll Jt*Jt Q1 ';*tt ieL* i.;+r ,J" Cf ..Ot-rpJt

.(7),, ullcr-t

tau r-r+ n;i6" ,3ry!t Gb)t d+)t e \-rs 6r ,;5i'rt(It e"r- ,
:1;!t CtsJt) ,_.rL Jy tj.oe ct6-o141Q:W ,yb "p c{l9Jl .:lj1J

eilt .,r*t" {.{ .,.Lr -!i d.Ut g-aJt pl-e.Jt e!5 aj;l"
.t48>"..pF_Jl
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Jl-ll + Jt-! Ji" a;! clbl ,-?)V rae ,1 q:l-)l dS c.-,t-.- .+j .:Jta

.r)\r !1 (Jo!t (.jb k, Ef e ci.r,l-r,!l ^;\fi5 G\J)\,f }J. .G\J)\

f;K^!r .UK.,

JrSJt ;E, b -,-r4 c*i\)\.jl(" t .;tKJl Lrn t t.r+ o;i J.r.1 UfuJ

JL(.-f (dL-e a"K"l 'ry: # )ttJt ,r;y l+t;.tl: ,yJ .Ae\+I;e €t:)t
e6;Jl ;1..- .JUqi Jy.* U ,r"S-," ,\r)\ of ,y glus...:l-r--),\J Cf ,J,-a"

V"-\ _*s c,.;L-41 F1 l-€r, dll+ C' 'rlrt' ail4 Jfu ci U ,J>Uu^"!rr

,JJl J,^i ,p U fr.r *J.9,t-rft "b\ "aA +;Jl Jy;-!b aj|+J 'tat
:4g U 1jo9 c..:!jY! otiUltg ..:.,U*ut * at' fi

.,n',"f.i*Jl lja;r Ul".l- &ri[irJl ,re .rg1 litJ"

)-e'" art / ; ot ; e )\,)\ We t;\)\ u-\, .:t-r-i V ,f ikl
& oftt GJ1 ((rL;Jl ;*-"i) ic,-\t,e CfS aQLCL," \^-f !pt4)l a-*1r

r!- cjt-(Jr - .-[ u Jji ,:19 ..at/) (ft' t*1,^t (JL-pr At-r,, J-r-a:

I p Ut itifl iU.; cs*; pi c;$! rJ q.)tJt .-.;L*lJt ;r., xGy;ca", t^:^"\

JiJl 'q-!\ 6-? Abll 4I^-e ,>\-=L,e & *F.{r*, ji ,irtft9 Jt"ll
&t,)t )+ a$t ot^ ,Y & t b,V o\ +1_t rgr)F9 # ,i ,&p
g;-dt s'.JrJl WL"ai * il e ) +f;Lt ojng cglt-cJl ;Fi * 'Lri blla" jlJ
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-b"+ C' 64\ &U,lt .* 3-a 4;-rJt OtKlt g c\ia.A\ 1j-o9 cap e.,-urt 6ir
caa !y,sJK" Jla*la .:t.r-*:JU cil.ll ,t ebrd A lg: (sl:.€-*-:J[

,.Jl 6t * eui JtJ ,(/t e e,-r-+ Y d,l-t-Yb ,v ,F rK Jl ev. clb
.<50rrG!t -Uj r^ ou(g c.jt9)t,Ut +-9(:,} a"it+! LdeU; gJ U.*.+ rU1

:rlK".! qttjL-lt ctaiJt
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..rKItt eA d €s c-r.-! ot-41 ,,3 rJt Ul-r'q ,;["e*trJl Jtiil ob

.rstr ,;.x!1 ,.Jtggtr ,t ti c4r oKIr .;JI d.Hr
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-,* ,rf g;i ..,;,.ft-i u v. C Ji kL"tr t ,!! Jl- ,_r oa,At st-:^.,
GtoVl: GL-4 f^b: +a*At ot-b-:-V .t bl" :o alLfl .i,6 J ,JKII

nJ.+9 ,-rt(It SQ .t^t3rt.:rt*.a.;Jt .ra*L-i je ;.,-A\ J 9i crpt fJij *
a.it*,)b u-f-tt "!!1 ;" aL+ tJyr a/ 14 tue\-iJ\ csJ t, arE j4dJ
,rt(tt ,r! tq.rJ .:r[ &,fS u, A \AL-u ca;t;t +Li)l C".+! U}l
d<, d)- n ..lUlJ - Ulr ;a; JrUrJl .:!..-c Jhe- csJl 'ttJl jtr
g;Jt .,a;i..:J! ;-r!Yt ,)t.;l J," du)lJ .ts2r;\11 & &t lJt 6,j 01.^c1

oLi! 4jl c,-55J1 e G V\ e-'.r+ lt.f .'LU ';*rJt e \"i/\ ^Lt54 
,J+ eG

.<s3>Gti- 3t otiq 
^J 

,F: iflr Jt*ii j" ,Jlii .-,;i: 4;-sJl;rlt"!1

ue.xt, t4a:1!t ;E51t )^b"L'l -ui ;JJt-!u ;LL,\1 l-.; J)- .rr
arc*,r\ 4 s\ ca,jl.Jl erll'-lt{ ,-,tKIt J- s.yL*'lt Jt<Iti ;,.,J L

Ct u*Ut .,ti (+t"Jl i"Ull;4+F fi,tA \\s-t e Jt ,&"s..4"st'-*ll

CUI diJtr aas {\s e;,.j.e,Ul fG o-5:l i;rt-)l ,y fF q-r-
)fi ,:S a*t\^s e"-h. Pl JJJ a,-UJl I^i caitr" J- ,,Ie drl3 t(;(l
.*. si ,)gt A ti *a\t., ,.Jtt -rJy 1a,tb-; ir F ca.y3\-*s
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t4 ,f r,,)\ ^kh UUll ;,r9t-!r I trlr g"t; J-,p d ')t -&":
c6;J1 a,-r^ -r.*"y ,r.-!1 J*t: r,-il.l 4n i,p g*/ (ss,e..-Ul f-€.i.--l t^f

:l-* -"l.: cc-b\i aar" Jl c,$;5t !l J.I; ii a:.;uJl *iK; ...rl.rJlj

...e4tU 6Jl+rr{ a4* ketlF ...Q.rr ;W ,tJS frlrl ,,jbg"
lrrt(oJl lyt ,f J-tf crr!:Jl ,/ OrJC"" aty't At,ie..lt c.r"'5

.r56ruLit, Jb,

:,Jg ,: c,-rt-(Il ge e o+Fl Cb":

...{ir'Jr t!,rJr: \Feglr !l,raiS ,dFt $p otK.Jr 6e g;:iti"

-fu:;*J$..Clr-.lt i/ irt(*J! ti'.r jti ,./tJJt J,J ro6lr

-FV ue.Jt .r,ouJt 3o 0t5*Jt J"J 01 t U ..01<.Jt lP U
a-ty ,!t driirJt .u-rt ,rorlt IJ.AJ blf.sV bS 0t5u $le
g,. 6jt,rJt ,:b ,g 6fi f.is*Jt a;K"f ,r-*; Jb d crll(-eJt

4ra- .Ot(.JlJ Ot.Jl JL"- tJf....:J"f fi J! il.r**l eXgr

.<57;"rGJl &h,J"11 *-i.r.9 . ..lt(.Jt
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)\ 6f g. W, ,i iilt iJJJ olLa-.-l ;* +pl ta-r,; 6Jl a4::Jb

1a c,.!"4:*. )l ,bV 9i g.1tJ o^:.1 Y c;iJt ,ttKlt fz>';-l ,: ^;:;l^e A;'tb

JtJu.r c$:*, \s -cV \s Cu 4J 0J<{ d/ 4J uJu a,.>\p Y c;-tlr oKtt ..li

.h 
"i 

o7$ otf o$ at'-*\ p ,t oy

"ElJr ,i 
(r.1r)Jl iJli i+-!t u, +F Cl qitJt ,ft"!l ;"9

I tr J.llr ptrt g-t: r1r.r-11 ,*) *-\ e Al d f.^!l a-e'r:rl iJl c.e$i.ll
:c--*i !, Ci {<-"i I

.<s8r"U,,(*o * it-f u\ ns u!tr: )t *+ nrJl 0t5"

ti,;**. r,;i cr!9 c-;F,1 ce,l fi o!-r* Lb a-;) 4 Pl o,blJ

6*,; ca-J! ;ra: JL'-1 cg,p-'^b LV €4 c+it-(, U * ;p|t :t"zS

Ct^i + 6i, i Crill LqHl P.s ,fu p: Cr-y et- t#6 oF oi
<59rrrt, all

) tJJt-i uK, (a,jt l LrJl J..rl-) \\u e h, ,a r+!l y4
c/ U|> OFt":;$l ;tl, d./ UL* (dk) 14-v ,V t^+- Clrl 4 b-y-

fLi ,,:\^^c e W* oft i Jt [r*s t't"..ryrilt r>4-? AJt f# ..rpt
y1:9 c1J-*; ,.\ys Jt;-iitr 6t\39 c$t\ -r* elllt ra*ry..r1-r-c, g.4" ;145

.(6q"a.:/ l-3Jf !t-e{i + ;U- ) J'(J ..€-* &: co3til\

;q- ) ;thi Jt +t-3*: +V .rr-o ;KIt oy b.-t Jl Utlt Us
4 as-t ! F: il!: aJ9 ,itp,-rt(I -t G\ sy ce^'.Ul oh Lf ,Qi

:g;-rJt {-r-'*,r }nt r*\ta & F A +i.3^;; t U,6J .}nt t*,1.2'.1 tal-"{

,.7f-flf ,oc,zJt Jrd. ,6JS..aJl rlr*e.Jl a;115 c,.7f t ,J,t4i i{"
."..alln:^Jt riglt .,0-9,!ul1 ./5i c.rui ri-11.!t

,-f\S)\ A JL"r-l 9og .o.r5ti oSt #S l,k A o-r<.e Lf oKIt ,"rJ
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.(62),,Ltv\ ,,o;+r)\;*r/J )F,,d\ drt .F t""b
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"r;y 

a.;-a V t^1 o-rhlt ,+t e *t 4jlj !,;Jl O|.(IIJ

a:.cv." " + gblt d -,.-.y Y drtui ,fu" 61;v r1p)\--!t L;+i w) +\y

f)-i ,J J,ltl V \f *x** rlp o\1- ! \, a,; GJl"rU-*1I i*iU";r<,J

etV gS(,a4.-rrll a:.,--- cqo +i-Jt.> C" i!^-- r^f (-,ks) -ClJ t/ft- t-6-,1

qps Clrl ar<"i ,.s 6 / ,J}, aK,,\.Je!t t4p.1 t-.> a*i * b-t,
tlj LJt<, dl ..l-dj sr b;oLut ,t;;, ,tt(I\ L,i-tv \*4;;-!t ,"
,tU ": cal p)\--!l dlr-- ,r{\ o\sS-: c.rt!*}t iL^ri ,Jl t'" * oW*
:-a L.-f ...!rl F A otF; cfiJl Jl )\r-*p.J c,*.**Jl q,;
ja; cla"uJt cti::) $t ot.b1-; *-\s-: e )\jt ,Ft .rJJt ,r63)tt)o eJ\)l
ai[l #*J ..i8 -h4 fr:-e: arJL* ;ir.Y a.rs a'4L-i at), lLi L""ar ;FJI
t159.f\ i,43 q:ra- o\ ,l ,:p #,**j rrl: Wi cta,LJl e1.!r1t,

dl JflL Jrr+ c1rplr ":L'.*,iy t€4ll Lzr.iJ tirs* ura C-4iJ
J! ,:; itilr s;r:"t-!t J$t .:l! a,-3IJl c<U Jl *aF Qrt il Jpa
l;"-* j-*s ,dt f tdt ce col*ll .u-i;9 (f/t ;tU-) c pfs Ws

.roo, ,F, ,*yS z->\b u. ? J 1:t-alfl

ci-a1 1t:? Lu $rt*:>Yl aAl;(;J t :t* qyh*\l CtKIt Or(;
t":t-- ,r;,(; -Ut': !Jn".j!- oi il ,^e* Pfr .li .i.; I cggtr g 6;-:_ ) w
..}p!l ;n1 d_,(1 gJ -,. yLi:Jt J1J ;,t4:i b ,jdl9 .-,.1t d,a1 .,f q.Jt aA\ ;f.A

lgp "iJtr g (;fui \-u,t ,\tlh-i U a'rtdll
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aJ4l sfis4-:d\J*kJl e oJ, [f li.r- djSt !1 cp d.:rb*lrll

.ruo, urt)t h e.,v +J c;iJl ,-rtKlt .r;." i,f-)r.fA e.'qlb

lelt otlt(lt: J:-!tl Cit;U ,r.l; +;:rtrt tubrt * o+rUt JKIg

.,q5t! f ss 1r\-clt pl.*;!'t; W\u Q lV 
-y.\ 

e\,,;.>';'e t^f !t<+r-r

c.Jl ,r!.r* y 4 ,a.'.!t LAj)\. o.r; +;-r.Jl ..rt(tt jt \a.;-a e>cg

,-i.r d dl* ,,Il fflt e-* l.tr9 a:Al trlr .:tjJl o-r^-ei ;tJg ,rt t"r.lt

,t,rll 3;u i4{ Cr lbJ.J' U;K. r.r+ W-\y Q e'-'ee .67)4!"t*l arft f
t6"fft + (i-r*,) al4l !i Wto-u-! ..ot^et ceJB) r,rr-tiJl :g-rpt

:JgJl kJ" C W".f '\;ir

.,64;urLutJa cf e)p Gb"

euit.rK".tl +;-4l -r!t f #r Y V- tdt ;t(tt -r*tt ot> 4tj)\1

!t.fii-l Wpt GjJ Ltlt_rl .,;Ul s1,i1 4t xS ct*a c,.--Ul n*- t, lj,o3

o;t,r $i e V_ ":V JK..f (*dl c-*)\ ,a.- cVt t-e1..ait-r--! \fs
:Qi CJ-*s@c,-')t;"

LVS 6ttUl cgj*,l dSJ c6\rJ-o 0{{iJ1 c'*,Jl ;l dr'"
.(6e)"clt

t*: +i+rt ca;l.ij J9Y1 ,f ,h Y t-buJl ,JnLJli €uAloKll L'irJ

'.+i.4li<r Jts- oi r;-ro;t rltJt oL;; lt" * &r 9;>.4 { C*,;
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The effect of Internal Marketing
Implementation on Customers' Satisfaction

Netham Musa Sweidan

Petra ljniversity

ABSTRACT:

The concept of internal marketing employed in the

service sector is crucial to excellent.

Service provision and successful external marketing.
This study aimed at investigating the impact of internal

marketing concept on Customers' Satisfaction. Internal
marketing encompasses seven dimensions (role clarity,
training, pay and promotion-incentives system-, internal
communications, customer interaction. The study sample

consisted of (250) employees selected randomly from the total
population of (2366). (177) ctf the distributed questionnaires

were eligible to statistical analysis which represent (11%) of
study universe. The study revealed the following results:

. Aweak positive impact ofinternal marketing dimensions

implementation on customer's satisfaction. Incentives
system and internal relat.ions have a strong effect among

other dimensions on customer's satisfaction.

-r 30-
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. The study recommends that all companies to adopt

and implement internal marketing since it has a positive

impact on customer's satisfaction and employees' as

well.

Keywords : internal marteting. Satisfu ction. employees. insumn@

companies. Jordan

-13 1-



r20l2siEllolts/i1433 ts- 1.r.ult- 15 'lrJl LS- {i"lo 1l+- - -iL.+ll

:;r{i.Jl

4vi c-t Jy..-*'y J:tr..rJ,.lril .-*-:-^:Jr ;t';1Berry) St fs
Ji- J Jy- -;s-.rtlt #tJt.; Jtlt ;^ t5- dtLtll Jl{ h."" c-dlr ,rtr
ji J*:*1 U nl,.:t-"'t.lr eU 1t+l J, i.-Lrll c-r<i ti!, .f;t*t - LVb
gf! Cf 6n V)3 *Y!t 6;*;* ,JUqf caJte .:-'tr ;:1,* o;J,Ul 

1..r.n"

.rrt1U=lt

;"L-lr J\f t<+J d4,LUl .:L--tult 4 :.ta qL, :^ $}'*uJl ,;,"J*-JU

.:1r i."r; (& ,y f*ft JUJII ,giOL*3 fnt*t- L1*;) i-r-ob J*,iJ tJ
.;1"1.rtll ;j!f oJLc ;r,.*

rp\tt .-tta-"Y r.-Erlt 6u; ci+u-( ..,I-*lrll a,4At n,uJ r4i J*!:
g<*lil dtLul al: ,-h^*uJl #: cc,-[it-(Il J]o.r e$:,.r:.,'^]b'relr
6,-9-;lt r,.s-) ..:t ;JJl + a'UJIJ c;4-at-41 * ilrt"". .:)Lal 

")c 
g "-**:

A3;f yas F ,- 
^" c-; cr^.lt :ta! ,l"tJt a;t! Jy;-y otri ul_".tJl

GJl oli d,la*",t{-Yr op (ltl ,_r-Ul lV e, .<2r.J drjJt gnl
c<3rrJGl t€Jt.; 6, :,fF aiy' ,tn GUrJi .*l e Cto Cl eltu ,ra ;-roilt,

.:l--r-!t rgrr 4 at^L:1 u-tV r+,rl--t-rJt g4At,t! lSnell) J* rut:

.i"Fl! al^p .:1j oVjp r"ii J=i j, aAs -r.c ,.:t+y4 _ily .+S.-)f

.r"r:r.lJl :y!tr19

:a-,!.rJt apai

e-F c2 t"tlt .:trr;,It -r--Y G9U; J>{". a,/ i.*!Jl ,-r-^ qei -s .1

g;jJl ,.r"-r-!t ;yUt LB C zit;,r,l',:, $l;tJt e",,.-Jt r^r yi c.:L-r-!l
r**Ul ,.::,L!Jl .iiF /f ,k*+" Ut A?"y)-)Ul .f aJLe a.-.J{ j4t-
.5ri .l.!9 .1Berry) cr-ri UJtr Ji ij" $I*uJt ,ij^-Jt JsV co a.ituJtJ

)t iA;- J-" iJ .,pe+ilt Ct-l .eri u .:l,r!l ,:.li .rttlJl g+

L

-132-



cr!_ll L.:_,r,j$-l j AlJl dHr^,,ijl J#lJ _J+ft

&"i1 A y+ 6t:tIs ^*\-*)l 
.:tflt Jl ol-t'i J ,e ar,rll .rt^-ut

,_t"J^-Jl a/ 4}i Fi * .,I;lJt 
"r,-r*;Jr 

,t! ,[f e-rs.;*J;Jt Utl
.(t).r-.rtll 6-t$Jl

lJL.2.49.*t, ,Jt*)l ,#t etJl + ;a,i'tr 1tf. a,cL*. ;:\ -{+s .2
;>l;"t;;e 2008 lt' + 

"W 3l42..,.y1c,- t, JbyJ , 2007 7v
.<6t&- g;iJt pUt C *b;t )&,: *tt,6.5 a-.*,

W) Ji--) k-"-" g ut-f Jt-"-"!l .:L-b. ;{G c-lts a-g-rJt ,ti .3

JP\: x,ail.s.rlt * L^:rr k-t_.,\ j;J Jl ..s+ 024 t5-J\1 ct4,j\

;,_,*-il U,tJ"" 4jfsl,.l-rJl e-,*-Jl L1; e;4:'.tJt fL.i lJ.pbt,Jl .4

* i-tult .rte.";$-l i*LJ "(5].*ujl ,)tl"jnj-ul (5I9 tn c.r[i)\.J!
,*'.;tll JJ'jl V) ,ti{ ,)I rJ-- gJl oV,, ,* .e)\, ctalt-ra! \4-;;i

.t^ si.rlil d ;"*!Jl .i^ ,|,it 6-rJl 1j,o9

.,l,.t.dt &-,*-Jt )t+i C*4 Sr$ Jy-* .-r" t6t'i ;"-!Jt -r-;; L.f .5

.- U)\*ll9r, a^L* r-rJr .: ! t-o, ! l: I t\+\ t _,,,.*) l,Uli.r, 
-,-;tcJl;r, ;;Jl aF :)

&"e Q:Uqtrt o-ta 6fu5 G4\ aLt Jl tH J"tl;JlJ (;!r,ilJb (a}lJl
o>32 tS3;*a.J.c bibf tv"..lt ,t \r1 1-r,.t--; a-!r c,J9ts $, . jtij\ W)

a-"!c.J9$ \-+ ct8):!oi a* tAgt+ lLombard)rrqt L,\sj,(7)a, \-:11

trt,r;^brJl w)l Q t i'ur :r*1i a',.ri 1y*dg utt1

:i-'l1.rJl iKj"

(a*itjlq ">,tu 
*rt- J-o l, Qi" ;y.t .>\,:1.:L-r-11 ,>t{; a->\y

,t*:r, ,JilUr LFLLe .rlc aL;Cr "^# e Vr )tt- }r: aa V W:
a/tA \+i "6- 

LiL, .:Ll:. Jl /t-,9 j4lul *_i ii;^114ry a-r-Jt

;y{o\-;; Jl ..E+ *(1, r,a"-r"It a-.rlt ;tf & e tA ! .:.r;Jl J!c,d
<10r i.l^',JJ ,rj(Jt ,tr\rt ,* ig,JtJ!: (d,IJ..IJJ .:rJb ,-.,tld:-yl i;te! J

-r33-



e2012 sitll J-e.,lS / a1433 'i* - 1 $'ll - 15 J+^ll L<- ":9^b al* - .Jrilra+ll

,ra organtzational problerns i"^rE.;Jl .:>t-fu.It ,t! :$;cl -{La9

Jl4 ,,l.*lrJt e-j*Jt evJ. 6ah: ,J!, lrAJ a+1V .-!r aJ;l: JtJl J

"fluYl 
.)'pJ)\ u^ J*-tJ ( (4 ('\ kltL.L,ifl * ;+l dr*--.-:l zei\

,tV, #: 1'rt*l- L!^],l JI q1:y r-de U,tBb,r1"Ul ;.,+ otr;ult
d!, ui9 ,t"' rdll jtLj\ w).!.i*J Utt aJt^t-l -dtjl :JJ,JJ ^-nSt
,bV\ *jl 4:.l-$-14 ,* iU tA t-kl"t, ,.:L-tult C 

"l"tr GJI a;rul

,.:l^-tu.!t U .5\ aJtr J-, a-it5.:li Bi a.4"r:r-r JUplt .:L-b" ,,Ie t-t*
.:K;Jr d^-l t *- $trr 5i 6pi d4,l"Ul og *s cz*ot:A\ irti)l
,f AV\ ;<* * ,ri ,.:r5;Jt P ,* * ^:i 

z;;tg.(l4)L'rll
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^-;^bj\ 
c-,1-r,-3J1 * e**l\t ;;A\ ;1i1,*r.9 r,iJ-J.l d rJt usb ,P

iJ,j\ V) J# J-\.r {^-tult qais-! ,lltjJl drrrJl J4 d*l,Ul J"KJ
.ttsrSuJl g 6*i: d^L\*lJ ;;i-uJl 6lt tl^r JX- .r

a/tj f$Jqj9!9 ca;L'.lt a,rb! .:l-r.'-jJl i ad/tJl t* al-*t-rjt .ruyJl f</
Cslt u"., -,!*! ki+Ury t4:-J r-"--.3,i ,>Vs.:rl-*t - d t^h^U ;'^-Llr

.;1r,-.r4l k-jtj 1" a-)rlt _L.l-*i {,:Jl

,tii -r.,j ..rL.r-rJr _e,Jl :L.,i {B f J$-Ur .b -Wl -:+U
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J}. .r yl9 Jfu ,.'J\ ep-t crf"Ut F U Lr3r:i .*t Jt .-!t#l:
J-r, cr c.\- c6-.J iv\ d./J,,ul ,;J'a'jur ti-ib ..)tJtjb oLifl
a^41 o;,9-l,f'"tJt -d!:! ,.r!t lrAJ cilU! jtJltL<=.;B ,i '5-rtt-f 

i.-l;"It

abti rg-rJt lt:y ,a:s J."-bt-J..Jt"tJL + .r5"trtt, -it xV! slri i.L<
.:J!r! ai: Jl _r:Jl ai': 1;*"-1 :1a-Z3ts1 e-*: r9-r,Jt u:;:i**;, ely;,
,-'i c;i .,Fl 'uii *;wr; $Ul C ,tie .,.pt A fp.,t"tlJ ,f"tJt

Pd\ a*., J,,tJl 6+ ,5-,lr ,1.rJl ob3\st .,*" ,alL. ,o U LU .{ra
,;t-rL" Si fe a * ,_p#t t i, .ilJub GU.jtJ dirCl qu-r Ui
)J-ll U"bi t oi €,sAld.,, l-r.AJ J*^i ,'Lr rl:i;, "K; i;;,
Gl*"JF-lJ t--Lrll .-clrai -+;J .:!r-:)1 Cf 4l attul Cf .f ,-. yJ.tll

,zzt14Jl.).:t-*It 
f-:,.ii e

O! e-f cuil-Ul .-Gi:*"l +J i;! a)--/ u,JJdl )ts- :u',lAl .2

.,,-,*dJl ,J!t lilJ cW a/r-* F-tit J\ qtfu d4.-t ll ;j, :p\l ;aaJ

*lS gt ..,tlJ:"Yt JI bVI itJ"Uti -bU;-!1 ,JLl*4 d.. *ltlrJl
olri U r<5*- r4l ,tees 4J-\')) r":Jr .*r*Jl fro up liJ) .e3)

.r<+J r$1 ,r!e: Ju + e6-s ,Fi "* dL-'i
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.IJ^A1J 4I Jycg)t -b1 ,$ilt rlr)U a;r-;it"1 c.'rf : .,Ic j;;- tl.t>tJ a;.L=
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d*l"Ul y .:Yl-arYl g;r4 .:L l^:16 Q7v26v25xz+t .-*,ri ,.:)r-a;Yr

oi :.* Jltub t<-lJ: k"fil ,: t3 {V:J -rt.*L- ii d,,". rtU
tJgr crlLdll JJ4 l^< .(28)'eV,t ,f .rfit! aasU; 3. .:ltailt t3l
,;)t-u;YU .aitjr.tl i,rl:!l .:.,l-urJl aA^ui C Jrl*Jb .ftd\s gt\-fit
a(-t;.9 A>4b\ JLt e^"i lrlg c;1;11 ,Jr ;frtl ,1.,L: ,/ ;:,1-*1-U1

.:!l-,-!l ;+.r ;dr$ + aoL- ,e\-c t;a: aL--a e"-b3 rr-*. JK&
4^:4- ,V b'& '!rfb &LUl ,ji.9 .:t ;JJl lsy uf .<2er\J-*t-rJt

ci-r,--t4l .-l-!Jb .:.,|;-l;Jt J_r.* Col"Ut' L*1, ctapl-r.ai9 L]'jIl 
,.-oJ

.i*Ab .<:orgu*;, y ,-!t-e.,!' d'-, tJ pa-*t+ dtJ,Ul f-s ,tl-SJ

[a;:<-+ a te Jt f, * k*J ,i a^lult yz* ;tv! dt eUi drl

.:qf+4 iA\,,Ie .rJ-trll Jrlrrl C1.-:; Jl li^ p-J .o.t4:*ll
.cf.-,rt!l l<"y 2la;l-r,.i # j" i^U;}t ,K;

,f+*iji a4Lt'Jl d# t^i t^:,11 .r)toLaJl J*;-lJ :ibl-rJl .:.,1.i1\.J1 .5

to.:y*; e"y ,F q 
"P 

J ai!r.!l ;,Jl))l .:l.r-.!t t 'lrlllj *.s f*.s
.f+4 dal,Ul o*\*'i eJ\ ry,t

4J+ J*U1 '-b1- 
,-:-ll.r44l rl-t.o, 4.*tlJl ti p.-lt *ak- :aaal-ll .6

;-a ri atrll9 Ju;!t os-aj .ui$y. 4y w Ji ri -bh; ,1:!
.:l-r-;Jt 3i ,t4; i,-;lr)l rs1 e J.a)l r)"Jl 9i ;t,Jl 1" Jt-,";lt

:t4t d^LUl d^4 q..- U"! <,Gtrchels; ,b-,-r b: $:..s;!r
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(L..8-J.1 ,-1,-lr a;J-^Il .r!l:)l 6b:.* Jr$l f*"lt + gU+ tJ cg<r"

,Wlj ;,^lrll .rt--t-*9 .:t-..:;" e-F o,o q,l*uJl &-j*-ll a$t ,:i t-S
r+ o*;, (34rL,1-rU a'>j 4& 4 \4l r^L-; .<33ru-L"ll .:l*|.-o ,#s
-u:o, .<36x3t,adYr, 5:ult Vy u.rLt ;>r+ d,Ul fFlJ :.--U'jfl rJ al"Ut

e"J--lJ 3*lrJl ,!!rllJ .<37ri^-L"Il .-tl.r."i # e gru*r .,ItuJl ,i,,;11 .,q

,Pt\t tA gi ot.:'9 r,;oLUl Je a}jlEt Ss*,' u# :JI ,J4 qrFlJl

Jc eys ,"!^'Jr o\st a*; ,-fJn9 
<3sralcu txtt o!l"a;r9 calt ,$

t 4 p*-t.<3erL lr"[t ,] ,#dl j*Li a+L[, €;*- ,*es ,ra,LUl V A
cypJt ort:J iJ L.*'t"t:-.rr ,ti Jfu Jr'rJr or-:*Jr Jt Jl (Mishra;

.t+ori[tJt V2 cu.b]l eFYl ;-rs ,,t&LJt ,r(i: (i^-tull \3.e ct:u.3

(41>+Vt ,-U\ q'blrll ,-t,-;*-Jl iJJ,*J.!';r :..rJ*l-rJl a'-3At ,.>\,JL:'

fs oy1lt -t' ol! ca^-tull ,[r: .er-eJl +L"lJ a;* J* :$Si

tt"-rlt rr$t gt:Y *4;9,Yt Frlt9 ci;l:!t J+ ,:r 6L:fl J--: c jll
Fjt t\rI si al\ oylt f a-.lt a;^-J ta.lf 011:Yl zL:;l a 6*Att

.oy.,) P

'P Jydt p e\ jti ,,Il Js.clt Cl" d! :dritJl v, :gU

,! .a"y zb4t;*: ctr ;1r ,rlt ;ttlt V) J+;/- ,p,-, ta2)Jr;1, dr,l"tt

.(43)a^-Lu!1 ig.ts o-y.-l\ -bli:-Yt ,rb',^,u + fut- *u -* JJ,jt V) ai
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.,-r;',.;Jl .:t->t--9 .:LU 41tr-i-")b
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.:L.t* .r .l+alr ;r" Q0079 c.:t*i.^uJ! a#t ftlt ,) dxLtJt
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0.r47 0.152 0.389 -FlFlb crlilS,oll

-156-



r.ll+-* (JJt+-!lt-_.r d$sl j ,Jlihlldcr^,illJu+lJ Jifi

0.165 0.175 0.418 AlJl d# 4ilihll eti),ll

:aP,ryJt d,irt.a'Jl9 dt::ll ;-i.-51$

r:t-t! ,rUr"rJt 6;.r*;lt 6*hJ ;l: dr, ai)\*1 ,*t fu a-!Jl c.-;.ol

;-r-c J! a-!.Jl d,et:9ckJt.; Vt 6r;'-+ * ,4",:r!t ;n"LJl ,.:Lfr- 3 a'*J1

*ll 'P 
,>rE $J (!-U!l 4itr,-il IJLYI 1l-uu-l J)- ,'. 

.6'-,|j,

ig,i\t tllijl 4ti-! aoltJr oL[-ylr ,ti 111 d, J:,r-4t rt*!i .lJ

6"s alr*Jt .r[.-tult Ji .>.Jl oV] -,!-! a,pttl J9l-r.41 c--4g cJ-r'Il
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The Impact of the Temporary Income Tax Law
No. (28), 2009 on Promoting Investment in

Jordan

Dr. Abdullah Ahmad Al-Da'as

Mustaf Husain Rahal

Abstract:

The current study aimed at investigating the impact of
the Temporary Income Tax Law No. (28), 2009 on promoting

investment in Jordan.

The researchers adopted the analytical descriptive

statistics in analyzing the data

The data collected by questionnaires which was

distributed on (120) institutions out of (1a0) institutions, (85)

questionnaires were returned. Using arithmetic means and

standard deviations, and the following tests: nonparametric

tests, S imrnov, Mann-Whitney, and Kruskal-Wallis

The study reached to that , there is no impact for the

Temporary Income Tax Law on raising the investment in
Jordan,and there is an impact for the Temporary Income

Tax Law regarding the encouraging incentives set by
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the Investment Encouraging Law regatding promoting

investment in Jordan. and there are no statistical indicative

differences on the level of thLe indicator (0.05) in benefiting

from the Temporary Income Taxlaw inraisingthe investment

in Jordan regardless of the nature of the investor,and there

are no statistical indicative differences on the level of the

indicator (0.05) in benefiting from the Temporary Income

Tax Law in raising the investment in Jordan regardless of the

nationality of the investor.

The study were reconrmended that there is a need

to issue a modem and an up to date income tax law. The

necessity to grant the investment sectors more encouraging

incentives and it is important to carry out more studies in this

field particularly in other unstudied sectors.

Key words: Temporary Incometax laW Promoting

Investment law.
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- Enhancing the positive points through making training
program s for m any I eve I s o f managem ent concerning applying
the total quality, applying the definitions of relationship
marketing, applying 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 strategy, 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.

- 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
the company's income, shared account services between two
lines, voicemail services and getting two serial numbers, in
addition to the focus on price's differences while presenting
those offers and that will have the attention of persons who
are not clients or subscribers of the company.

p2012 .j. Ejl rt:.,lS / -a 1433 i- - | r:,Jl - 1 5 ,lr Jl LS- tFlc al+. - -tjl,.+ll
make available to be used.

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 forthe business sectorare positive
towards the services of global 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, and
that's an indicator for the necessity to fragmentize customers
of the telecommunication markets in the country.

- The previous conclusion can be applied to the business
sector, as the branches ofthe 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 ueate of making the
customer unsatisfied:

- The manner in which employees of the

-38-

Tabte(4.61

The results of the f ourlh hypotheeis tes't,

the natlonalrty ot the company
8.391 3.0 ).000* r Refusal

the caprtal oI the company
14.489 |.94 0.000*r Refusal

tne numDcr oI Drancnes oI Ine
)ompany in the country. 2.652 2.21 0.026* Refusal

I ne numDer oI Drancnes oI tne
;ompany outside the country. 2.0386 2.80 0.08r 6 racrtqnet

The table above indicates that there are differences in the

sample evaluation to the telecommunication services refer to

the nationality of the company, the capital of the company,

and the number of branches of the company in the country as

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 country as

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

f,. DISCUSSION. CONCLUSIONS.

RECOMMBNDATIONS

This section

and link these

in the fleld of

will address the research

with the literature and

main conclusions

previous studies

customer satisfaction. Furthermore. this
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telecommunication compan:/ should deal with customers'

particularly when customers ask for a certain service, and

the importance of this element was indicated as one of best

six practices that accomplishes a competitive feature that the

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 dealing with customers.

- The repetitive disconnections of the line during the

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

(5%) showed their contentm,ont while (53%) of them showed

their neutral and that shows srerious unrelieved signs that may

force many of them to start dealing with other competitive

companies.

- Not taking fast actilons in dealing with technical

disorders, this issue in addition to the previous one should

be paid a lot of attention fi'om the managers of the global

telecommunication compan)/.

- The lack of the company branches at customer's

locations and this is considered as a serious point that should

be solved.

5.2 Recommendations:

After displaying the flndings with their both positive

and negative sides, the study recommends the following

procedure s for telecommunication service s company :

-39-
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section will provide

Telecommunication

some recommendations for the Global

Co.

5.1 Discussion and conclusions:

According to the findin11s analysis exploration, the study

has reached many positive and negative 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 enabled them to make strategic planning and they

could recognize the importance of using telecommunication

technology and its role fo1 improving of their company's

performance. This recognition helped them to understand the

short cycle of the telecommunication services, and they will

always have the readiness to gain benefits from whatever new

in this field.

- The role of the technology and its uses to improve

the competitive stance betu,een these companies these days

especially in reducing the corst, increasing the productivity and

improving the labor-hands ernd those reasons have widen the

concern of the business sector in using Telecommunication

technology

- The business sector has shown a great concern in

changing his activities and business that were depending on
L- -1^,^ ^1---.
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companies' following telecommunication technology

strategies according to ('company's nationality, company's

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

no. of company's branches outside the country).

Table(4,51

The resulls of lhe'lhird hypot hesis tesl

lhe natronallty oI the com-
)any 0.065 3.0 0.937** Acceptance

I he capltal oI the company
30.513 1.94 0.000* * Refusal

I ne number oI branches oI
he company in the country. 8.7 t] 2.21 0.000* * Refusal

) number oI branches

company outside the 11.0356 2.80 0.000x* Refusal

Table(4.5) indicates tlhat there are differences in
following some companies the strategies of technological

telecommunications refer to (the capital of the company,

the number of branches in and outside the country), as the

calculated (0 is bigger than the tabulated (f), while there are

no differences refer to the nationality of the company in the

level of following some companies some telecommunications
strategies, as the calculated (f) is lower than the tabulated (f).

Fourth Hypothesis: 'Iherre are differences in the sample

evaluation to the telecommurnication services according to
(company's nationality, comprany's capital, no. of company's

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

-15-
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Tableg,Sl

The r esult s of t he fir st hyp othesis test,

By using one sample t-test, the result shows that
(calculated t :15.259) is bigger than its tabulated value
as shown in the previous table. Therefore, the alternative
hypothesis i s accepted that busine ss sector companies show an

interest in placing a strategy for using the telecommunications
technology.

Second Hypothesis: The sample attitudes towards the
services provided by the global telecommunication company

are positive.

Table(4.4)

The resulLs oI the second hypotheeie t est

By using one sample t-test, 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 differences in the
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18. The variety of ways in which bills got paid J.JI+ 0.717

9. Price of the out going calls from the .national telecommunica-

ion's company's network to other netwc,rks
J.JJ 0.787

20. Price of the out going calls from the national

elecommunication's comnanv's networll to the same network
3.30 0.787

l. Number of line's disconnections durring the call 2.64 0.s86

22. Ability of fixing network problems speedily 2.90 0.678

23. Efficiency of the technical employees 3.22 0.69

14. The facility of using the offered services 3.79 0.578

15. The desire of going to another telecommunication company i
rrices were more suitable

2.58 0.608

16. Company's response to the employeo's suggestions 3.05 0.708

17. Company response dealing and managing those complains 3.05 0.641

btal average 3. l9 0.661

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

companies' satisfaction aboul 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 Kattaraetal's Study (2C)08), Loomis and Swann's Study

(2004), Ranaweera et al's Sltudy (2003), and Za\ri's Study

(2000).

4.2 Hy poth eses Testin g :

First Hypothesis: compranies show interest in setting a

strategy to use the telecommunications strategy
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4.1.2 The extent of business 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 Telecommunication Co.

Iable(4.2)

The ext ent of business eedbor companies' satisfacNion regarding overall sewices

by Glob al T ele c o mmunic atio n C o.

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

. Promptly accomplishment in service offering 3.34 0.783

. The accuracy in offering services without mistakes 3.21 0.632

L The efficiency that employees have 3.42 0.693

i. The manner of treatment of company employees when asking
br a service

3.49 0.554

i. The level of services the company offers 3.82 0.538

i. The clarity of commercial advertisements that the company
rffers

4.14 0.587

. The company gives promotional offerings 3.01 0.638

). Presenting obvious explanations about the services that the
)ompany offers and how to use them

3.39 0.678

I 0. How distant is the location of the company to your residence 2.38 0.199

I l. Number of branches in different locations 2.24 0.921

12. Parking lots at the company premises 2.03 1.013

13. Having services which are distinguished with scientific tech-
riques and technologies

3.91 0.s86

14. Company's interior design and decorations 1 AaJ.+J 0.653

15. Having an organization in offering services 3.15 0.567

16. The company's participation in conferences and different
rccasions

2.65 0.184

17. Accuracv of monthlv bills J.J+ 0.717

-32-



adoption of etrat'egic planning

company nnds rnterest m settrng tong-term

the company can use the telecommunication technology.

he company trnds lnterest m seftlng short-tem tuture strat-
in

which the company can use the telecommunication technology.

'elecom munication technolow.

.lhe future vlsron lor the com0anv locuses on tne telecommu-

hnology with hiring a lesser number of employees

ture vrsron tor the conlpany locuses on transternng
itional business into that kind of business that uses the up to

te technology in Telecommunications.

J- o ,''b, * eY].;Dtlii^ltJl eUs u' JL"e)l tlli L:t.s- (.J"S

Tablep.l)

The opinion of business eect'or ree?o'ndenI'slowardeome sI'alemente about

All in all, table (4.1 ) demonstrates that the attitudes of
buiness sector companies to'wards strategic planning and the

usage for everything new in telecommunication are positive,

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

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

consistent with Dunn and Thomas's Study (2009), Gao

and Damsgaard's Study (2007), Ahna et al's Study (2004),

Greenstein and Mazzea's Study (2004), and Ranaweera et

al's Study (2003).
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This part presents the analyses and interpretations

of the data gathered to evaluate the extent of the business

sector satisfaction on the services provided by Global

Telecommunication Co. Then, 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 deviationo and Interpretation

for the Questionnaire:

The analysis of the questionnaire can be studied from

business sector's points of view. In addition, the analysis will
be based on the mean value 6(MV" and standard deviation

"sD".

4.1.1The attitudes of business sector companies towards

strategic planning and the usage for everything new in

telecommunication:

Table (4.1) shows the opinion of business sector

respondents toward some statements about adoption of
strategic planning and the usage for everything new in
telecommunication.
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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 reducinS; the expenses of the company,

then comes increasing productivity and improving business

performances lhat require using telecommunication

technology.

lable(3.4)

The reasons ol usinglelecommunicztt'ion technology al work accordinglo a

4. EMPIRICAL ANAL'TSIS AND HYPOTHESES

TESTING

samplingunit

Reducing the expenses for the comprany

Increasing productivity and improving business
nerformances

Walking along with the technological develop-
ments

Saving working hours and providinl; some break
hours for employees

The high competition among compa.nies

The nature of some sort of business and jobs that
demand usins telecommunication te chnology
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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, the least serviceable useful tools are,

wireless connection, voicemail and intranet which indicate

that business sector do not realizethe importance role intranet
plays in the speedy accomplishing of daily business in
different departments, fixing troubles, and the fast responding

to customers complains, and the benefit of saving time and

reducing work documents?

lable(3.3)

lhe tools of Lelecommunications t echnology which are used to accomplieh

business

Internet

Wireless connection

SMS (text massages)

connectlon by usmg
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The number ofbranches out-
side the country

0 94 64.4%

t2 8.2%

z ll 7.5%

3

4 5 3.40

5 z+ 16.4%

More than 5

As shown in the table above, the highest percentage

through the study comes ofthe local companie s(95.2%)where

the rest of the sample was distributed on foreign companies.

Besides, the greatmajority ol'business sector (73%)have more

than (11) years of work experience. In addition, (70Yo) of the

respondents said that there \A/ere (25) employees and above in

companies related to the sarnpling unit. However, the higher

percentage of the study sample work at companies which it's

capital estimated ($25,000-i100,000), and there is also a fine

percentage of (27Yo from ther sampling unit) which extends to

more than ($1,000,000). The,se percentages help the decision-

makers the companies to response easily with any available

new technology in the teleco,mmunication 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 infcrrmation technology services to

accomplish their aims and activities. Some companies may

have few branches in the crountry but they may have many

outside .that means that the business sector companies trend

to invest their funds in the rr:sional and international area.
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60%.

3.4 Profile of Business Sector Respondents:

Table(3.21

?rofile ol business sectar respondents

The nationality of the com-
pany

National 139 95.2%

Foreign 7 43%

Work experience of business
sector companies

0 - l0 years 39 27%

1l-20vears 60 4l%
21 vears and above 47 32%

Number of employees in busi-
ness sector companies

I - 24 employees 43 30%

25 - 50 employees 47 32%

51 employees and

above
56 38%

The capital of companies (in
dollars)

5.000-10.000 6 4.1%

10.001-25.000 l3 8.9%

2s.001-50.000 24 16/%
50.001-100.000 3l 21.2%

100.001-200.000 t7 tr.6%
200.001-400.000 l9 t3%

400.001-600.000 8 5.5%

750.000- 1.000.000 J 2.15%

More than 1.000.000 25 t7.t%

The number of branches inside
the country

0 7 4.8%

I 68 14.4%

2 2l 2.7%

J 4 2.lYo

4 J 2.7%

5 4 2.7%

More than 5 39 26.7%
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lab,le(3.11

The Likert scale model in answ ering the questionnaire

b - Parametric Tests: 'fhe researchers used One wav

ANOVA, and One Sample t- test

3.3 Validity and Reliability of the Questionnaire:

3.3.1 Questionnaires r,'alidity: The questionnaire was

reviewed and evaluated by preople specialized and interested

in the field of modern marketing and statistics to guarantee

the questionnaire validity and reliability and to clarifu any

ambiguity in the questions. After the preliminary testing, a

pilot study was conducted to study this phenomenon, the

topic of this research. How:ver, the researchers distributed

the questionnaire to a sample of (20) respondents (Arabic

version of the questionnaire was tested in order to make sure

that the questions were easil'y understood).

3.3.2 Questionnaires reliability: The researchers

used the Alpha-Cronbach's coefficient test to measure the

questionnaire reliability of each dimension and the total

average of the questionnaire. From the analysis, Alpha-

Cronbach Coefficient of querstionnaire was equal to (0.9101),

which means that there are significance and highly reliable

coefficients since it is higher than the accepted percentage
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a- Mean:The researchers gave values to the size of
agreement or disagreement with questionnaire items as shown
in the following table.

l
-24-



t

I

aJL.3 rJl!-J*, eYl-Dtl ij.ltll eLri 0e JL"DYI Lll* t : crr^ UP,S

Dimension three: included (27) questions to test the

extent of business sector cctmpanies' satisfaction about the

overall services provided by' the Global Telecommunication

Co.

Sampling (o.K)

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 connmonly 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 populalions from data collected using

any probability sample is based on probability. The larger the

sample's size, the lower the tikely effor in generalizingto the

population (Saunders et al, ,1003). 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) questionnaires were returned, i.e.

(91%) of study's sample. (17) questionnaires were excluded

because of missing data, i.e. (146) questionnaires were

eligible to statistical processing. Therefore, the percentage of
the study's sample eligible for study is (81%).

3.2 Statistical Treatment::

The following statistical techniques are used to make

the interpretation of the dataLmore valid and meaningful:

-23-
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treatment of data, and personal information of business 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

purpose of this research. The questionnaire consisted of the

following dimensions:

Dimension one: included demographic 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.

1a
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Europe, the Middle East and,A,frica) (153.5 m), NorthAmerica
(1a8 m) and Latin America ('102 m) (www.en.wikipedia.org)

and (Gao and Damsgaard,2t)07).

2.2 Customer Satisfaction:

"Customer is the king," is an old proverb. Customer

satisfaction can be defined as the degree to which customer

expectations of a product or service are met or exceeded

(www.dictionary.bnet.com). According to Kotler and Keller
(2009), Hansemark and Albinsson (2004), JR et al (2000),

and Soderlund and Vilgon (.January 1999), satisfaction is a
person's feelings ofpleasure or disappointment "mental state"

resulting from comparing a products' perceived perforrnance

(or outcome) in relation to his or her expectations. There are

three states of satisfaction as follows: (1) if the performance

falls short of expectations, the customer is dissatisfied, (2) if
the perfoffnance matches ttre expectations, the customer is

satisfied, and (3) if the performance exceeds expectations, the

customer is highly satisfied,cr delighted. Therefore, building
customer satisfaction especially in the banking industry is
important (SAR July 2006).

3. RESEARCH DESIGN AND METHODOLOGY

This part describes the method used in this study,

research instrument, procedures of data gathering, statistical

-21-
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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 3rd generation (IMT-
2000), those three generation keep compete and replace each

other till the developed generation from (IM12001) emerges

(Iqbal andAftab,2006).

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 92.7 trillion by 2013 (www.en.wikipedia.org).

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 years), 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 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 816.6 million with that figure

being almost equally shared amongst the markets of Asia/

Pacific (204 m), Western Europe (164 m), CEMEA (Central

-l
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Gao and Damsgaard's Study 1i2007), Ahna et al's Study (2004),

Greenstein and Mazzeo's Study (2004), and Ranaweera et

al's Study (2003). Other stutdies, however, tell us about the

importance of customer satisfaction such as Kattara et al's

Study (2008), Loomis and Sr,rrann's Study (2004), Ranaweera

et al's Study (2003), andZairt's Study (2000).

2. CONCEPTS AND BASIC THEORITICAL
BACKGROUl\D

This part aims to survey concepts and basic theoretical

background upon which arLalyses of customer satisfaction

have been based so that thLe researchers can make use of
the cumulative knowledge iLn this field. It is worthwhile to

identiflz the world telecommunication industry and the real

meaning and definition of the term "customer satisfaction".

2.1 The world telecommu;nication industry:

As the need for using telecommunication services

increased and varied as more new services would emerge;

and that's obvious from ursing the traditional telephone's

services to the usage of'ad'',ranced new services such as the

wireless media services (Ahna et al, 2004).

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 of new ones and so on.

Foe example ,of telecommunication services that

-t9-
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performance measures and propose "rules of thumb" for

the design of large call centers. They thus add support to

the growing acknowledgment that insights from diffusion

approximations are directly applicable to management

practice.

- Zairi's Study (2000)

According to this study, 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 improvement, 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.

1.7 Discussion of Previous Studies:

It can be noticed that some previous studies speak about

the importance of placement a strategy to telecommunication

technology usage such as Dunn and Thomas's Study (2009),

-1 8-
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asseftions in the literature, however, finds that the effect
of trust on retention is weaker than that of satisfaction.

Nevertheless, the interaction between trust and satisfaction

also has a significant effer;t on retention, indicating that
building both customer satisfaction 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 retention as well as a moderating
effect on the relationship berlween 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 complement to satisfaction.

- Garnett et al's Study (2002)

This study aims to desig;ning a call center with impatient
customers. Therefore, the rr:searchers analyze the simplest
abandonment model, in l,rrhich customers' patience is

exponentially distributed and the system's waiting capacity
is unlimited (M/M/N _ M). Such a model is both rich and

analyzable enough to provide information that is practically
important for call-center managers. They first outline a
method for exact analysis o1'the MMAI _ M model, which
while numerically tractable is not very insightful. They then
proceed with an asymptotio analysis of the MAvl/N _ M
model, in a regime that is appropriate for large call centers

(many agents, high efficiency, high service level). Guided
by the asymptotic behavior, they derive approximations for

--r7-



f20l2sjtjll.ty\S/-o1433 i-- l.:r*.ll- 15 'liJl a^S*4J.leij--;t ttl

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

find 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.

- 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).

- Ranaweera eI al's Study (2003)

This study examines the influence of satisfaction, trust

and switching baniers on customer retention in a continuous

purchasing setting, testing on data from a large-scale mail

survey of fixed line telephone users in the UK. The findings

show that both customer satisfaction and trust have strong

positive effects on customer retention. Contrary to some

-t6-
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enables a systematic description on the mutual influence of
infrastructure innovation an<l innovation adoption that moves

beyond unilateral accounts. Moreover, their framework

captures the interplay between mobile telecommunications

market and its social netw'ork formed by the interrelated

users, service providers and other related institutions.

- Ahna et al's Study (2(104)

This paper defines a new concept "bridging
telecommunications service" (BTS) in the telecommunication

service market. It is a service conceptrelatedto the substitution

of consecutive generations of telecommunications services.

The roles and characteristics of BTS are identified and related

management strategies are developed against the background

of the typical life cycle of t<llecommunications service: new

service development, mark.eting, and service termination
strategies. Management strategies developed in this paper

are examined and their irnplications drawn out in two
representative cases: CT-2 sr:rvice in Korea and PHS service

in Japan.

- Greenstein and Mazze>o's Study (2004)

This study examines the role of differentiation strategy

in local telecommunicatiorr entry and market evolution:
1999-2002. The researchers construct a detailed data set

of Competitive Local Exchange Carriers' (CLECs) market

structure in nearly 1,200 U.S. cities in 1999 and2002, before

and after a valuation crash affectine firms in this industrv.
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technology (ICT)-enabled products and services, offshore

education, health services andniche education. They indicated

thatthe route to aviable services-based economy necessitated

"apro-active approaeh". As the region moves along to road

to the CSME, the key elements to such development include

harmonization at alI levels, coordination and co-operation

among all stakeholders including governments, businesses,

civil society and international and multilateral interests.

-Kattara et al's StudY (2008)

This study is an attempt to investigate the impact of
employee behavior on customers' service 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 purpose of visit, number of visits and length

of stay.

- Gao and Damsgaard's StudY (2007)

This study examines a framework for understanding

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

telecommunications market focuses on either technology

innovation or service adoption. Drawing upon actor-network

theory the researchers set up a framework that incorporates the

two perspectives. The case study demonstrates that the model

_l
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and organizations in one hand and 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 current business sector reality and the services
offered by the Global Telecommunication Company. Besides,

the fact that this study helps irr understanding the expectations
of businesses services offbred by Global Telecommunication
Company, and whether this company is able to grow and
provide new services required by the business sector. On the
other hand, can we bridge the gap between the expectations
from the offered and required services?

1.6 Previous Studies:

The aim of this part is to review available studies to get
the needed information. So, many 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 Study (2009)

This study is for "towards the strategic plan on
telecommunication servicesr in the CARICOM single
market and economy (CSME)".A move toward the strategic
development of the telecommunications sector for the region
is unavoidable in the current environment. According to the
outputs of world B ank Studie si whi ch concluded that economic
growth in CARICOM depencled on competitiveness, namely
in service areas such as information and communication

- 13-
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company's branches inside the country and no. of
company's branches outside the country).

. There are differences in the sample evaluation to the

telecommunication services according to (company's

nationality, company's capital, no. of company's

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

branches outside the countrv).

1.4 Study Objectives:

. To explore the actual services supplied by Global

Telecommunication Co. from the view ofthe benefi ciarie s

(Business Sector).

. 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 organizations regarding their future

usage of the company services.

. To provide recommendations to the Telecommunication

company that will assist in providing good services for

the beneflciaries (business sector).

1.5 Study significance:

The importance of the study came from tackling the role

ofthe telecommunication revolution in the lives of individuals

l
-12-
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competition from both local and global telecommunication

companies to share the tnarlcet and the acquire Iarge market

share.

As a result of this com:petition, the telecommunication

companies started in compel;ing 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 a.nd what are the discrepancies in
the provided services?

1.3 Study's Hypotheses:

To achieve the objectives of the study the following
hypotheses were placed:

. The companies are interested in placing a strategy to

telecommunication technology usage.

. The sample attitudes towards the services provided by

telecommunication company are positive.

. There are differences in the companies' following
telecommunication ter;hnology strategies according

to (company's nationality, company's capital, no. of

-11-
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supply to significantly exceed demand, resulting in much

lower prices for transmission capacity. The excess capacity

and additional competition led to either declining revenues

or slowing revenue growth, which caused many companies

to reduce employment (Weinberg, 2000).

The principal sector of the telecommunication industry

is telephone communications. Establishments in this

sector operate both wireline and wireless networks. Wire

line networks use wires and cables to connect customers'

premises to central offices maintained by telecommunications

companies. Central offi ces contain switching equipment that
routes content to its final destination or to another switching

center. For example, switching equipment may route local

telephone calls directly from the central office to their final

destination; long-distance calls are routed to larger switching

centers that determine the most efficient route for the call to

take (Igbal and Aftab, 2006).

1.2 Problem statement:

In general, 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

-10-
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1. LITERATURE REVIEW

1.1 Introduction:

Changes in technology, goveffrment regulation, and

market conditions continue to transform the telecommunication

industry. Whereas voice telephone communication was once

the primary service of the industry the transmission of a
variety of information, inclu,Cing data, graphics, and video, is

now commonplace. The widrospread installation of flber optic

cables, whichtransmit light signals alongglass strands, permits

faster, higher capacity transnnissions than those possible with
traditional copper wire lines. In addition, networks of radio

towers provide wireless telecommunications services (Dunn

and Thomas, 2009; Gao an<l Damsgaard, 2007; Levi, 2006;

and Jamison and Chan-Olmr;ted, 2001).

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 compani,es and public utilities expanded

their own communications networks. During the late 1990s,

the growth ofthe Internet adrrances in a range oftechnologies,

the deregulation of the telecommunication industry, and rapid

increases in demand for telecommunication services helped

fuel rapid growth. Consequently, many new competitors

entered the markets and built additional transmission

capacity. The massive investments in additional capacity by

new competitors and existing companies eventually caused

I
-9-
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the region to improve its competitive situation,. Depending

on the study flndings, the researchers provided a number of
recommendations: The imporlance 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.",

relationship marketing, internal marketing, and total quality)

to build its competitive capabilities in a market. and to build
medium-term strategy to deal with different segments of
beneficiaries, the importance of introducing its products on

the basis of (PACKAGE) in order to decrease its fixed costs,

and strengthening its competitive edge.

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 reason, the researchers replace it with the name Global Telecommunication
Company.

-8-
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This study aimed at discovering and analyzingthe extent

of the business sector satisfllction on the services provided

by Global Telecommunication Co. and whether there was a

match between what the company provides and their customer

expectations, is there a perlbrmance gap between what is
expected and reality. To achieve these goals a questionnaire

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

companies were chosen and (146) of which were statistically
processed. The dala that undergone statistical processing

using: percentages, one way.ANOVA, and one sample T:Test.

The main findings o1'the study are as follows: (1) There

is a general satisfaction conr:erning the company services,

with the presence of negatives that are considered serious

from the strategic marketing point of view, and (2) The full
awareness by the business sr:ctor for the diversification in

t
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