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The Impact of Electronic Services Quality of Airline Companies and
Agencies on Customer Satisfaction:

By
Abdullah Fathi Abdullah Al- Omari

Supervised by
Dr. Ziad Al-Smadi

ABSTRACT

The aim of this study is to identify the impact of the electronic services quality
that provided by the airline websites, accordance dimensions (ease of use, website
design, responsiveness, assurance, and personalization) on customer satisfaction
“Travelers departing at Queen Alia International Airport”.

The study population consisted of travelers departing from Queen Alia
International Airport, who booked from inside Jordan through the websites of
companies and airline agencies operating in Jordan, the researcher has adopted the
convenience sampling method, for the study of population and analysis.

The study found that there are significant statistically effect of the electronic
services quality of airline companies and agencies in customer satisfaction, and the level
of electronic services quality provided by the airline companies and agencies was high,
and the degree of customer satisfaction about the electronic services quality that
provided was high.

The study also found that there are statistically significant due to demographic
factors in terms of customer satisfaction with the electronic service quality offered by
airline companies and agencies posed by demographic variable “Age”.

The study concluded a number of important recommendations :

Attention to complaints and queries of customers and continue in communicate with
customer, and continue work on development and modernization of airline websites to

ensure the development of services that provided through websites.

Key words: Quality, Electronic Services, Companies and Airline Offices, Customer Satisfaction, Jordan.
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A a0 an)
Y| Air algerie
Y | Afrigiyah airways
¥ | Air Arabia
¢ | Air Arabia Egypt/ Alexandria
° | Air cairo
1| Air france
Y | Alitalia
A | ARKIA ISRAELI AIRLINES
4| British airways
'+ | Easyjet airline
V) | Egypt air
VY | Embassy air araqi
‘Y| Emirates airlines
V¢ | Etihad airways
Yo | Fly dubai
V1| Gulf air
YV | lraqi airways
YA | Jazeera airways
Y4 | Jordan aviation
Y+ | Kuwait airways
Y\ | Libyan airlines
YY | Lufthansa German airlines
Y¥ | Middle east airlines
Y¢ | Nas air
Yo | Oman air
Y1 | Petra airlines
YV | Qatar airways
YA | Royal Jordanian
Y4 | Royal falcon
¥+ | Saudi Arabian airlines
¥ | Syrian arab airlines
¥Y | Tarom Romanian air transport
¥Y | Turkish airlines
v¢ | Ukrainian Mediterranean airlines (um)
Yo | Yemen airways
Y1 | Zagros jet
YV | Austrian airlines
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