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Abstract

The main aim of addressing this issue is to ple\a theoretical framework that identifies
and defines the various concepts related to qusdityices in terms of indicators and models
to measure as well as to address the measurememstoimer satisfaction to see the degree of
customer satisfaction with the services providedhgyinstitution in order to find methods to
the improvement of the quality of services, anduatbus in the field study organization's
communications for the mobile MobilisBorklh detenaithe impact of the quality of services
provided by the institution Mobilis on customerisktction, using a measure of performance
service Performance and shortened to SERVPERF dio@nof the five, which focuses on
measuring the actual performance of the servicdareal to the customer, where the problem
of the study to determine the extent of validitypefformance on a scale to measure customer
satisfaction of a bulk upgrade the quality of segvand assist in the support and development.
Has been shown through the study that the assesshelients for the quality of services
through the indicators of the assessment vary ftagtomer to another and the quality of the
service is working to achieve Redaalsbon, and thespossibility of using performance
measure of performance as standards is importaruiomer satisfaction with the services
Mobilis and can be wused to improve the level of vises provided.
Key words: quality of service, SERVPERF, the dimens of service quality, customer
satisfaction.
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