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Abstract
The aim of this study was to survey opinions of a sample of Syrian telecom
clients and employees in order to study the relationship between the use of
information technology and the improvement of the quality of services provided
by telecommunication companies, in an attempt to reach a set of conclusions and
recommendations through the field study carried out by the researcher on
telecom companies In order to optimize the use of information technology and to
improve the quality of services provided by telecommunications companies.
Two questionnaires were designed to achieve this goal. The first form was
distributed to the customers of the two telecommunications companies in
Damascus and aims to measure the quality of service. The second form was
distributed to the employees in the telecommunications companies in order to
measure the use of information technology.
The number of questionable questionnaires reached 112 from the customer
samples and 77 from the samples.
The study reached a number of results, the most important of which is the
significant relationship between the use of information technology and the quality
of service dimensions (tangible physical aspects, dependability or reliability,
responsiveness and customer assistance, trust and safety). Either partially with

each dimension alone, or with all dimensions combined.
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Model Summary

Std. Error of the

Model R R Square Adjusted R Square Estimate
1 .6732 453 436 27774
ANOVAP
Model Sum of Squares Df Mean Square F Sig.
1 Regression 2.108 1 2.108 27.333.0002
Residual 2.546 75 .077
Total 4.654 76

a. Predictors: (Constant), x

b. Dependent Variable: y1

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 1.010 .489 2.066 .047
X 745 142 .673 5.228 .000

a. Dependent Variable: y1
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N 77 77
AalaeY) i
- Pearson Correlation 645+ 1
Sig. (2-tailed
ig. (2-tailed) 000
N 77 77
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .6452 416 .398 .36849

a. Predictors: (Constant), x
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ANQVAP
Model Sum of Squares Df Mean Square F Sig.
1 Regression 3.191 1 3.191 23.498 .0002
Residual 4.481 75 .136
Total 7.671 76
a. Predictors: (Constant), x
b. Dependent Variable: y2
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 434 .648 .669 .508
X .916 .189 .645 4.848 .000

a. Dependent Variable: y2
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Jsaal (e 0t L&((0.05) Aysinall (s5ina (0 S8 25 (0.000) Zysinal) (s5ina die dy5ina
sasa eyl aalC Adlaadl 5 AplaeY) axd e s leglaal) L gl i€ alasind G Gald)
seiall 13g) Beta Jalas dad caaly Cum Al Jae ¥ Lai¥) cilys 8 dadiall cilaasl)
AaIlly A ganll t el e ST g ¢(4.448) ALy A sl (t) Aad A5 ¢(0.645)
o2y Ll ((0.916) (sslusis dysina B Jaal) dad & Lays ¢(0.05) A2 (g5 2ic (2.58)
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Correlations

X y3
X Pearson Correlation 1 761"
Sig. (2-tailed) .000
N 77 77
y3 Pearson Correlation 761" 1
Sig. (2-tailed) .000
N 77 77

**_Correlation is significant at the 0.01 level (2-tailed)

Jalas dad & (y3 o) uially X Jiial) i) G 4kl Ll V) Jidad e mealy
& s oyl ADe ay ooyl G Agsh Bl Ay e Jy 13 (0.761) 4 LalayY)
AV il sal) gl o penall aald saly3))

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 7612 579 .566 .24582
a. Predictors: (Constant), x
ANOVAP
Model Sum of Squares Df Mean Square F Sig.
1 Regression 2.744 1 2.744 45.410 .0002
Residual 1.994 75 .060
Total 4.738 76

a. Predictors: (Constant), x

b. Dependent Variable: y3
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) .638 432 1.475 .150
X .850 .126 761 6.739 .000

a. Dependent Variable: y3
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Correlations
REECH
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Model Summary

Adjusted
R R Std. Error of
Model R Square Square | the Estimate
1 .6282 .394 .329 243
a. Predictors: (Constant), L 5 55 aladiul
ANOVA-?
Sum of Mean
Model Squares df Square F Sig.
1 Regression 3.191 1 3.191 21.418 .0002
Residual 4.481 75 136
Total 7.671 76

a. Dependent Variable: oYl
b. Predictors: (Constant), L sl 55 aladiu
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Coefficients?

Unstandardized Standardized

Coefficients Coefficients
Std.
Model B Error Beta t Sig.
1 (Constant) .636 412 1.475 .150
R .841 .126 761 6.739 .000
[FENPAPES

a. Dependent Variable: Y

Al Ao jdll Azl HladY Fdgaill 4adla i Anova cplall Jdad Jeas e oy
3 (6-95) Aalllly Adsoal) liad co (21.418) Aalllly dygmanal) (f) Gadl g i) ) Dol
Jsaall e (8 LeSe(0.05) Aysinall s5ime g S a5 (0.000) Aysinall (s5ise ic 4y 5ins
dadiall lendl) saga alad 2l LY a2 o S5 Glasbeall gl i aladind G Gild)
«(0.761) il 13] Beta Jalas dad cualy Cum cduhll Jae cVLal) @8 &
e (2.58) 2alllls ddsaall t 3ad e 5S) a5 ¢(6.739) Aalldly L sund) (1) Laf ANy
(0.841) (ssluiis dysina B Juall Za (f Lays ¢(0.05) N2 (g5
Ralda ) daghl) Ao il) L)l S cAagll dpdl) aanl) dpdajd (bl Lild danill) 03¢
(cledall) lallly AT s Gy ccilaghrall Laglsi€ aladid ¢y dysine ABle dagi 4l
LNl Clpd B daalal) cilasdd) Baga slayf aals

) A il duaydll -
e 2al8 Jaeall pe Calalaill a2h (g claglaall L gl iS5 aladin oy dsine Dl 2a g
LVl GlSys 8 dasiall Gleadd) Baga
ol WS Al A all jlasilg Lol )¥) da cuilS
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Correlations

A pual) dpall 4y gl
el el 155

4 el dpia) i) daalal)
Jue¥) 51d) b pawdilly Jalil) sl

alasin)
Lia sl iS5 Cakalal)
La iS5 aladiul - Pearson 1 7117
Correlation
Sig. (2- .000
tailed)
N 77 77
alaladl) Pearson 7117 1
Correlation
Sig. (2- .000
tailed)
N 77 77

Jalas dad G (y5 o) uially X Jiial) i) g 4kl Ll V) Jidad e mly
sl O G Banyla Al a5 copriall O A Aap Glo Ju 13 (0.711) o L)
AV ) el Ll oyl aal g

Model Summary

Adjusted
R R Std. Error of
Model R Square Square | the Estimate
1 7112 .505 431 .36251
a. Predictors: (Constant), L 5 55 aladiul
ANOVA-?
Sum of Mean
Model Squares df Square F Sig.
1 Regression 2.744 1 2.648 41.13 .0002
Residual 1.884 75 .060
Total 4.538 76

a. Dependent Variable: —aklail)
b. Predictors: (Constant), La sl 55 aladiu)
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Coefficients?

Unstandardized Standardized
Coefficients Coefficients
Std.
Model B Error Beta t Sig.
1 (Constant) 1.010 .449 2.096 .047
R 715 142 .663 5.128 .000
[EENPPL

a. Dependent Variable: <kt

Aualal) dpepdl) dpapdll HUEAY #3gaill 4adla Ul Anova cplall dalas Jsas (e il
5 (6-95) Lalldly Asaal) Lied ce (41.13) Aalldly Lysnall () dos g lisy) ) Dol
oo o WS ((0.05) Lpsiall i g0 JH a5 (0.000) Agsieall ssise die dygine
e 2alS Jrand) po cabalaill e o 55 Cilagleall LaglsiSs alasiud G Gildl Joaal
gl Beta Jalre dad cialy Cum duhall Jae eV lSyd b dadial) cilaadl) sasa
Algaall t Aad (e ST 8y ¢(5.128) Aaldly dysuaall (1) dad ANV (0.715) il
(0.715) sbusis dysina B Juall G & Lays ¢(0.05) AN ssise 2ie (2.58) dalllls
A el ALl e dl) dpdajdl) Jiig cAunaldd) Al adal) dpdad (il i daill) o3gug
Jrand) aa cilalail) dad (g ccibaglaall LinglsiSS aladiad o Aygina ABle a8 Adly Lalie

Ny @l B dasiall cilasdd) 5aga alagf aals

syl dua @Y Las)
& Aediall Glaadll 335 pwad Gy cGlaglaall Lagd iS5 aladinl o dysime ABle 2
LYl @lS il
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A pual) dpall 4y gl
el el 155

4 el dpia) i) daalal)
Jue¥) 51d) b pawdilly Jalil) sl

Correlations
pladiul B3 g
L 5l 5353 deadl)
La iSO aladinl - Pearson 1 . 493
Correlation
Sig. (2- .000
tailed)
N 77
B s (i Pearson 1
Aaadll Correlation
Sig. (2-
tailed)
N 77

ol LS )l e dll laaiyly Lol V) dagis cils

Jalae dad O oyl Laially X Jiieall il o 3Dl BLEY) Jdad (e gl
Cun Lok ADle s (opsiall G ddps Loy dap e Jy 1aag (0.493) a Lls)Y)
AV el 5ol gl cppeiall aaf dsall G

Model Summary

Adjusted
R R Std. Error of
Model R Square Square | the Estimate
1 4932 .243 .237 .3221
a. Predictors: (Constant), L 5l iS5 alasial
ANOVA?
Sum of Mean
Model Squares df Square Sig.
1 Regression 2.744 1 2.648 37.33 .0002
Residual 1.884 75 .060
Total 4.538 76
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a. Dependent Variable: &3l 53 s (s
b. Predictors: (Constant), b sl 55 aladiul

Coefficients?

Unstandardized Standardized
Coefficients Coefficients
Std.
Model B Error Beta t Sig.
1 (Constant) 2.349 .449 1.996 .041
R .453 142 .663 6.11 .000
[RENPPLS

a. Dependent Variable: el 535 Gaens

1ol daiyl) Gpmpdll LAY 7 3sall 4adla cili ANOva cplill Jilas Jsan (e ol
disina a5 (6-95) LUl ddsaall Leiad e (37.33) dalllls dysend) (f) dad g linl )
sl e b WS ¢(0.05) Ausieall s5ima oo B (25 (0.000) Zysiedl (g5 e
GlE 4 dediall laadl) 3 aend o 55 Glasbedl LS aladind G @il
(1) Zad ANVays (0.663) Luiall 13] Beta Jalas 4 cialy Gum cadpall Jae ey L)
ANY gsise die (2.58) Aadllls Adsaal) t dad e ST Lay o(6.11) Aadllly dsead)

((0.453) (s5luiis Aysina B Jpall 4 G Lays (0.05)

2 Walke ) Ayl Al Al Sy cawi) asll Auad by dail eigay
o Aatial) Clasdll Basa Cpend Cpmy clagbrall Laglei€ aladia) o dygine didle

e laty) cls
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o ebien Alailae 8 VLAY @Sy o dnld) bal ) dglad) Al can 8

i) st Gl Sl Gindl il lialy ¢ Shasy) diaill Galud) Gapal) Dla

teil L lempe iy ) A0

Las (0.70) (e el audyall cilyiie aaeal (Cronbach Alpha) &L < Wl o8 288 () *
dsdlae & VL) clSHa 8 Lehlad Jalal) @l as bl Guglie JS G
- (e

pladidl cp Aggine ABle 3y o (V) el Al Hlidl) il P e *
(o Aadial) claadld) Baga dlayl aals dugalal) Lalal) cuilsad) aig claglaall L glgics
L laly) sy

il G dysine ABIS agny ot Al Lol Lyl lod) A DA e
o dadial) cleadd) Baga Sl aals Adlaaal) g Lalaic¥) sig clagleall Lgglsics
N laiY) @ls

pladia) Cm dggine ABNS dsa cpo WA Lesdll Laadl i) A DA Ge *
laadl) 3aga aleyf aals Jreall Bas by Llaiud) Ao 20 g cilaglaal) Laglsics
ey laiy) algpd A dasiall

phadiad G Aggine ABNe dgay Gad Anll Ledll Lyl lidl mln DA Ge *
Ladiall cilasdl) 3aga el aals (gladall) oLty AN 2 (g cclaglaall L glsics
Nl @lsyd
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aaaall gl 8 Lglead olaly A0 aLE S (e cilaglaal) LinglgiSs aladii
g L) (50 Aandl) i o Leiyndy 36,80 st ofy cdaanll o pals (ol 59
Ladial leadll Joa edlaall cDCaAN Ja Ao 485800 (ayat oy cload Y
Glordl) pren w3680 p3a0 Gl Adlaas @l 55 ofs ¢ s Usean pgd
O Aagas Aglay cilaaall Al e 4S80 jas oy eeDlaal) Ly cires Al
A eMae Ly e (e Lea 5V 5l
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dxala (ol anadl ¢yl e}h‘_j analaisy) E)M\ L Byedia e ¢ yiwale 35S0
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.;M\ )\J cOL«:

580 dpasdd) Awcisall B Sagad) Lilka ((2008) uals ¢yl G ol -
Arals ¢Baoud (anadd Aylailly puandlly oL@ aglall A0S ¢(3)5d50 ) ¢ fiale
Al il zlall sl

Ll il S5e ¢, Al Al sl (2004) (el <ol -

Ayylay) il Maal aeay Clasheall 5e uity «(2009) iy ¢ lsaa, ~
AFYARRRPPS P

Il G ¢l Jada Ay )yl clagial) sl "¢(2000) asbl ¢l -

Aaalall

colae " AgY) dadall cpdlaal) dandg ALalill Bagad) 041" ((2002) sale A8l -

.;M\ J\J

gl 53 (V) plaed” cilaghaall Laglsis ¢ (2001) Gl ae (bl -
edke s pdally agysill
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