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Abstract:

The study aimed to identify the main causes and difficulties that
lead to customer dissatisfaction with the services provided by
Orange Egypt and to help the management at Orange Egypt to
benefit from this study until it reaches the achievement of the
required improvement at the level of all activities within the
company and improve its services, which increases customer
satisfaction with its services and improves its market position,
and determine the level of quality of service provided to
customers of Orange Egypt.

This study contributes to exposure to the relationship between the
level of performance and quality of services provided to
customers and the impact of this on their satisfaction with these
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services, and the study is exposed to ways to measure the quality
of service and the impact on customer satisfaction, and this study
also contributes to providing a set of results on the reasons for the
low rate of customer satisfaction with the services provided to
customers by Orange Egypt, and ways to improve it, as well as
provide a set of recommendations that help improve the quality
of service provided, allowing to increase satisfaction Customers,
Orange Egypt helps improve its market position once again.

This study dealt with the level of services provided by Orange and
its relationship with customer satisfaction with the services
provided by Orange Egypt, and the fact that this company deals
with large numbers of beneficiaries of its services whose demands
and needs are multiple to distinguish the service, and makes the
satisfaction of these customers beneficiaries of the service
provided by it, this is reflected on the quality, effectiveness and
quality of the services provided, and thus the required
improvement in the level of service provided to these customers.
This study was based on the analytical descriptive approach,
where the descriptive approach is based on the interpretation of
the existing situation of the phenomenon or problem, by
identifying its circumstances and dimensions and describing the
relationships between them, with the aim of ending up with an
accurate scientific description of the phenomenon or problem,
and this approach is based on the facts associated with it, where
this approach is not limited to the process of describing the
phenomenon or problem, but also includes the analysis,
measurement and interpretation of data and reaching an accurate
description of the phenomenon or problem and its consequences.
As for the analytical approach, it uses various statistical and
mathematical methods to process and analyze data, as well as
analyze the answers of the members of the study sample, which
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are commensurate with the nature of that study, and this is done
through the applied field study, and address the methodological
procedures of the field study.

The methodology of processing the data of this study was based
on some advanced analysis methods for multiple variables
available in the service of statistical analysis methods, especially
statistical programs for the social sciences (SPSS) in the light of
some variables, sample size, analysis purposes and testing
hypotheses, so the following statistical methods were used to
determine the validity of the hypotheses.

The results of the research came to increase the level of
customer satisfaction with the quality of services provided by
the customer service centers of Orange, and this is due to the
company’s adoption of new methods of customer service in a
way that improves its performance to compensate and reduce
the size of the loss incurred from previous years.

-1The recommendations that it is necessary to pay attention to
providing an appropriate organizational climate to enable
customer service employees to apply the information and skills
they have acquired in the field of customer service work,
through the company’s presidents encouraging customer service
employees in the branches to apply what they have acquired of
different skills In the positions they occupy, the company
follows up on the desires and needs of customers and provides
new services that meet the needs of customers, in order for the
company to maintain its current customers and attract a new
segment and group of customers.

Keywords: Quality, Performance, Services, Reliability,
Tangibility, Responsiveness, Communication, Customer

Satisfaction, Customer service, Customer expectations.
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