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Abstract

Student: Ali Younes Asaad

Title: Evaluate customer satisfaction on e-marketing services provided by
Syriatel Mobile Telecom

Syrian Virtual University Year: 2017/2018
Supervised by: Dr. Hayan Dib

This study aims to identify whether there is satisfaction among Syriatel's customers
about the e-marketing services provided. It also aims to know the role of (product,
pricing, distribution, promotion) used in e-marketing and whether there are
fundamental differences in opinions of the study sample individuals on improving the
quality of the electronic services and communications provided by Syriatel Telecom
and put some recommendations that benefit the company and the researchers in

general.

The survey population is composed of Syriatel's service centers customers. The
questionnaire was distributed in several governorates (Damascus 185« Suwayda 50¢
Homs 75, Tartous 75¢ Lattakia 75), and the customers' (K = 5). A number of statistical
methods were used in the SPSS program to present and analyze the results of the

study.
The study concluded:

1- Syriatel's website is easy to navigate and contains enough information about
the services provided in the company, in addition to the professionalism in the
design of the website.

Easy to pay the bills of the customer through the self-pay machine besides the
service centers.

There is ease in dealing with the applications of smart phones available to
activate the services provided by the company, and the sense of excellence
when activating the services provided by the company on line through those

applications and feel safe when dealing with the company electronically.

J




4- There are statistically significant differences between the average responses of
the sample members on the customer satisfaction axis for the electronic
services provided, the neutral calculation mean (3) of the measuring
instrument in the five-digit scale, and the satisfaction of the electronic services

provided by Syriatel.
The study ended with a series of solutions and proposals:

Continuing to develop smart phone applications that enable a new and
innovative type of communication with the company and activating its
services while offering entertainment options through which to replace the TV
screen or compulter.

Extend the distribution of the self-pay machine as a distinctive and convenient
way of dealing in terms of saving time for the client and the company at the
same time and contribute to relieve the pressure of service centers as this
machine works 24 hours.

To promote the electronic promotion of services provided either through
websites or through smart phone applications as this type of promotion can
reach as many customers as possible.

Facilitating the use of the offers through the company's website, self-pay
machine or smart phone applications.

To do more research in the field of e-marketing and e-services as this field has

become one of the areas of high impact on customer satisfaction in the world

today, especially in the field of telecommunications companies.
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