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MEASURING THE JORDANIAN INDUSTRIAL COMPANIES SATISFACTION
OF THE QUALITY SERVICES PROVIDED BY CONSULTING OFFICES
OPERATING IN JORDAN

Prepared by :

Mohamed Mansour Youssef Abu-Jalil

Supervision by :
Prof. Dr. Naji Dhib Mula

Abstract

This study aimed at measuring the industrial companies satisfaction of the
quality of services provided by consulting offices operating in Jordan, The
population of this study consisted of (88) companies(1) .

The questionnaires have been distributed on the whole population and (64) of
these questionnaires were returned. The sample consisted of (54) managers
who represented those companies .

A set of statistical analysis techniques , such as standard deviations and
other descriptive measures , in addition , some multi variable analysis techniques
were used, the hypotheses of the study were tested by using ( T. test) for dual
comparisons , also anova was used to test the differences between the
characteristics of the study population in light of the hypotheses. The major

findings of this study can be summarized in the following:

1- The satisfaction of the industrial companies on the quality of consulting
services was high and their evaluation of the quality of consulting services was
Positive.

2-There were noticeable concern from consulting offices producing consultation

services and that empathy was the least dimension in quality evaluation.
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3- The expected consulting service quality was higher than the actual quality
Provided by the consulting offices operating in Jordan , and there is variance
between the actual quality level ( realized ) and the expected quality .

(1) These companies public share holding are currently listed in Amman stock
market.

4- The Jordanian industrial companies has high confidence in local consulting
offices and they depend a lot on Jordanian consulting

experiences.

Finally , The researcher present the following recommendations :

1- The managements of the operating consulting offices are called upon to
realize the importance of the results of this study, concerning the positive
evaluation of its results about the quality of consulting services that positively

reflected the satisfaction of the industrial companies.

2- More interest to estimating dependence Should, Because this dimension
represents the most important one for the expectations of the industrial
companies compared to the actual quality, given to empathy dimension that
appeared to be the lowest compared to the other dimensions as it was evaluated
by the industrial companies.

3- The consulting offices managements operating in Jordan should make training
programmes and improve the employees skills in dealing with clients because
these are considered an essential part of the consulting services and continually
work on improving their service levels offered in a time that faces an increase

competition in this Field .
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4- More interest to promote the consulting services through means that clarify the
nature of consulting offices services and the extent to which various institutes
need, in addition they should adopt programs that depend on scientific model to
improve their service quality. also, they need to realize the importance of clients,
loyalty through establishing good and long lasting relations.

5- The consulting management offices need to realize that their clients have high
expectations of consulting service quality that helps them in appreciating the
actual consulting service performance Therefore, the managements should work
on achieving service expectation to stay within this range and the actually offered

Consulting Services.
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