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The effect of educational service quality
on student satisfaction

(A field study on Tartous University)

Prepare:

Rayan Nazer Zahra

Abstract:
This research sought to identify the impact of educational service
quality on student satisfaction at Tartous University by studying the
dimensions of service quality, the subject of the research
(tangibility, reliability, response, safety, empathy). It was analyzed
by the statistical program spss(25), and this research concluded that
there is an impact of educational service quality on student

satisfaction at Tartous University.

Keywords: service quality, student satisfaction
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Summary
The aim of this research is to measure the efficiency of Arab banks

and to explore the factors affecting the efficiency of banks on a
sample of 35 banks in eight Arab markets distributed between
Egypt, the Emirates, Saudi Arabia, Kuwait, Bahrain, Qatar, Jordan
and Palestine during the period 2010-2019, and by using the DEA
model to study and measure banking efficiency and by depending
on the regression Tobit, using random effects, the results showed
that each of the capital adequacy ratio, the liquidity index
represented by the loan-to-deposit ratio, the profitability index
represented by the return on equity, and the ratio of operating
expenses to operating revenues have a significant direct effect on
the three types of efficiency represented by technical efficiency
with constant Returns Scale and technical efficiency with Variable
Returns Scale and Scale efficiency, while the revenue diversity
index represented by the ratio of non-interest income to total
income negatively affects the technical efficiency and no
significant relationship with the Scale efficiency, and as for the
interest income margin index, it had no significant effect on the
different types of efficiency, and the results showed That the credit
risk has a positive significant effect on the technical efficiency of
Constant Returns Scale It has no effect on other types of efficiency

key words:
technical efficiency, determinants of efficiency, DEA data
envelopment analysis, Tobit regression, Arab banking sector.
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dandy Jpaal) aiy5 saadll Al

Variable mean P50 Min Max sd
crste 0.8284 0.816 0.513 1 0.1215
vrste 0.9154 0.931 0.613 1 0.0836
scale 0.9027 0.9115 0.71 1 0.0836
CAP 0.1862 0.1732 0.0961 0.3823 0.0502
NIM 0.0281 0.0261 0.0109 0.0820 0.0098
LTD 0.8622 0.8630 0.2822 1.2941 0.1960
ROE 0.1099 0.1026 -0.2059 0.3213 0.0582
ETI 0.6274 0.63 0.2499 1.8645 0.1761
DIV 0.3078 0.3024 0.1302 0.7130 0.0905
NPL 0.0540 0.0421 0.0033 0.2559 0.0443

O ) i L %82.84 Akl 5Ll daus daugie Gf Gl Jeaall e cpil
Clasaall ZUY sl balse o %82.84 axdiu dugjaal dypell Cajladll
Al Jalls daiie ye dla) 3)lseS 2238 %17.16 dpall b Ll (a8l
Al 3oLl ) Jai Jn Waylse (e %17.16 Jaray dppall Cojladdl o
Aially dadipe dpst Ay %91.54 ) i) aaall dilge 50 US)) hangia Jaay
Ll aaal) ey 30 LSl o
J Cua Sl Gijlaadl) (o aal el cld JW) Gy GUS dus o
Gl Cun (3l (385 Baamall Ll (e el oas %18.6 Jla) Gl AU G Lo sia
3w o 5L e %38.23 dad lefs %9.61 dad df Gn sl oda

22019 ale sl o Cipean a5 bl & daiipal) dpsill a4 52030
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Blal) Jane Janssia aly a3 %85 Cijslas 2 ailagll Y gl A Jassia Ll
%10.99 islll Ggs e

Sl e e JaA o dugdl Gijlad) sldie) sae o sl el DA
sl o alded Cajlad) aag walial e %30.78 Lusia Jid jaads
Ciliae laiy (Aad Jdel8) 2lal) ye o alin 56 % 71.30 ) Jeas Lo Ja)
ol Clay ded o Gus ) IS8 Jaall @AY joladl e adii o (gl
%13.02

Aad il Ly %5.40 (o 3finial) (g il daws lasgie o) bl Jsaall (e g
%42 Holani ¥ dulasl hlia loal Glaad) caas o ) iy W %4221 L)l
o) Laugll Cilaa dadie Binte g A Ledl Cladll (e 220 d5ag e did
Cangly My (ChlY & disall s Capadd 2010 ale daw Jef) Jawdll (o ey
%4.43 o)lma Cihail dad ey 08 %25.59 ) %0.33 o dall
bl Y 48 ghuan

(oAl Gl n chall slaadll AShe L) agal) (e z3sall Guks U8
Ay ) Ly bt L ¥ Ald) il i ¥ of (agisy G
dgias o alieVl Y (Cajlad) 3 saaaall Jalsall ad) slaxill Cainl
sagltl) Lol yy)

HSL HG[L.C
CAP | NIM | LTD | ROE | ETl | DIV NPL
CAP | 1.000
NIM | 0.2123* | 1.000
LTD | 00857 | -0.0771 | 1.000
- * R
ROE | -0.1045 | 0.4113* | . | 1.000
ETI | 0.1630% | 00192 | 1750+ | 0.6544% | 1:000
- - - - *
DIV | -0.1050 | 000, | 0.0039 | -0.0752 | 0.1705* | 1.000
* - *
NPL | 0.1501% | 0.0867 | 0.0403 | 7o, | 0.3966* | 01024 1,000

STATA maby e slaeYh Salill she) (o i juadll
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el G Al cypsiall o g Bl 3sa pte Asiiadl E e a0
calaal) Ay AL 38 o Sl Jare (g %65.44 4 ssiee Lol Ao

%80 (e JE a5 Aplgll clalyy) ) Al

Tobit i) zilis
E Gaje S Ghaidl o taaie Apbd ADle d4ag a2 (e AU g
;A Jgandl A lassy)

hghsl
variables crste vrste scale
Cons 0.3213 0.6463* 0.5025*
(3.36) (8.62) (5.87)
0.3721 0.2403 0.3154
CAPL (2.32)" (1.93) (2.15)"
NIM —1.448'\‘6 -0.9751 -1.5743
(-1.27)" (-1.08)" (-1.58)"
LTD 0.377§ 0.3073:* 0.206%
(8.48) (9.12) (5.12)
ROE 0.6532* 0.497fl* 0.5762*
(2.62) (2.49) (2.56)
ETI 0.3951*1 0.254Z 0.275?:
(4.90) (3.94) (3.89)
DIV —0.5625: —0.7023* -0.0978S
(-7.35) (-11.63) (-1.42)
NPL 0.2739* 0.0883S 0.183ZS
(2.08) (0.86) (1.49)
Sigma_u 0.071(3 0.041% 0.049%
- (7.12) (6.35) (6.40)
Sigma,_e 0.0681* 0.0527* 0.0663*
- (22.42) (20.61) (22.41)
Rho 0.5204 0.3779 0.3541
Left-censored 0 0 0
Right-censored 54 98 55
LR chibar2(01) 126.02 64.88 64.82
Prob chibar2 0.000 0.000 0.000
Number of obs 350 350 350

STATA z<bin e dlaie YU &bl slae) (e 1 sl
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(Muazaroh. Et, 2012) (Repkova, 2015) il cluhall e S
(Banna. Et, 2019)

e NIM 33l Jas (ialed (bl Bl e pil) o af il cjelal -
Gl La 1aay AN 3 LS £l ae Aysine ADe gl Al 4 V) 50
(Banna. Et, cuy dam allayy (Widiarti. Et, 2015) sy st ae
2019)

Gl Jpaall e it 388 ilagll U (g i) A Algaadl el il W -
o S %1 (ssiue die B S pe Aygina dplay) ADle 5) Agdl s ¢f
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The role (RCA) in raise the
competitiveness of industrial entity
through reducing production cost
(Practical study)

Abstract

This study aimed to apply Resource Consumption Accounting
(RCA) in Syrian industrial environment to define the ability of
(RCA) in reducing production cost and raise the competitiveness of
entity through recognition of idle resources and calculating the cost
of it.

Applying (RCA) in one of the Syrian industrial entities detect
unused production capacity in one of the entity’s production section
which representing 20% of the total costs of the production
section's resources, in addition to determine the rate of this unused
production capacity in every resource pool, with display of fixed
and variable for each resource.

This study revealed that (RCA) succeeded in defining idle
resources, and give an accurate data about production cost and
resources.

Keywords: idle resources, (RCA), cost accounting.
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1) Balakrishnan R., Labro E. & Sivaramakrishnan K.,
2012\"Product Costs as Decision Aids: An Analysis of
Alternative Approaches". Accounting Horizons, Vol. 26,(
No. 1), pp. 1-41.

2) Tse M. S. C.& Gong M. Z., 2009\"Recognition of Idle
Resources in Time-Driven Activity-Based Costing and
Resource Consumption Accounting Models" .JAMAR
Journal, Vol.7,(No 2) , pp. 41-54.
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kiosk Marketing and its effect on
customers' satisfaction
(A field study)

Researcher: Heba Khalifa, Faculty of Economics, Damascus
University

Abstract

Kiosk marketing is a form of direct marketing that brings direct
contact with customers. Kiosk marketing relies on the use of different
kiosk machines to reach customers directly.

The aim of this research is to identify the effect of Kiosk marketing
on customers' satisfaction. It relies on Kiosk marketing as the
independent variable, which includes the independent variables,
(Ease, cost, time, place, speed, language), while customers'
satisfaction represent the dependent variable. The descriptive
analytical approach and the quantitative method are used, and a
convenience sample of 120 units are selected, including users of kiosk
machines in the city of Damascus. The questionnaire is also used as a
tool for data collection. The results indicate a statistically significant
effect for all kiosk marketing variables (Ease, cost, time, place, speed,
language) on customers' satisfaction. The study recommend the need
to pay attention to kiosk marketing strategy because of its effective
impact on the success of the marketing process.

Keywords: Kiosk Marketing, Customers' Satisfaction.
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Aadial)

psles el b ans sualic eels ) Gpud) B saas ol sela (s
Self-Service Technologies sl dexdll il Ciaual a8 .culaaal)

cosally iyl e Adpad cledlly V) Gilal) seal Jie (SSTs)
Gnll Jlae b Saiie 3 SINH jlaa) Ty Asenall 332l yie gl
Besdl slall (e Biay Gledl) il Awdlall shall B
Sle Al Lagigsall ok ool Gua . (Vakulenko et al: 2019) ! Slgivall
(s Aadly dda Adlidal) Gleadd) Gn @ JuaV) dea ) 4ad)ll L gl ol
ot Bl Sl dadll o Cus spilall e cleadd) Gpan elld e ALY
CVLal; Glaglaadl alatinly oMeall aghs Aeddll gedie lgoapey dend
sedie OIS Gaill (e agialy .(Jeong et al: 2021)7 bl Juall (50 LastsiSall
Agiseall Tlain) Lalail Jie ABIA Laadd) i Chlgal e a2l (ysaddig darsl)
A cleadlly diglelall LYy ccapmy) ) satiedl cleadlly dgle il
3a5 gl e ISV Aad i A Ll Daall Dle)ll sieals (Aliial
Jieadl)

pae b leadll raat pe A anal) ol g sl o A9 deadd) ALt o

iy il el Y Al deadd) GLEST alasiuld L adiaall gppudl skl e s
e o 8jigie L) dam clgabing A cleasdl Sy deadl clels DA £

! Vakulenko et al. (2019). Innovative framework for self-service kiosks: Integrating
customer value knowledge. Journal of Innovation & Knowledge, VVolume 4, Issue 4,
Pages 262-268.

2 Jeong et al. (2021). Strategic Search for Reinforcement of Untact-Service : A Case
Study on the Installation of R Hotel Kiosk System. Journal of Korea Society of Digital
Industry and Information Management, Vol. 17, No. 2., pp. 73-83.
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450 3eadl) Ui elys Uaass . (Algarawi & Khan: 2021)° ¢ 5! ?Lﬂi Jlgh deludl
Sl Gua ¢ (SSTs) 4l dexdll il (e dilide Y& @lSal s
Cigy e Lapadis calaain) 8 Alsgus Dl ddilas dai dllgi)
aagis et anfi e S0 sl e Gleadll sadie iy Ly oJi Ul
Y Dy adedll Gad pausiy clleall CallSs (mliasly callall Qliy cdeadl)
Jaxi A claldlly )l bl ce W) Sl ST aaal @il
(kiosks) GILESY) amy Loy ilogbeall aa coly GlSGED (e aaall Gli ¢ Guallly
el oda (S S 8 Basase GLESY) Caaual S (Kotler & Armstrong: 2018)°
AUl ) daadl) Agly ghalall @lSyby @il 3 Jeasll Jiaad sieal o
e i (A atal) (8 Qb shenl () Bsaill S8 (4 Slagleally latiall
Jua) et Lol AN GLSYP e aall G WS L el 6 il
G elasll) e Copll maby aladiad Ja Y el (Sayy oY) SLOU
bl @l e 3l claiall Gliy liass misfiy yeally ouindl (ped ol
«(Kiosk Marketing) <ILiSYI jie Baoilly oy o ela 28 Gaw Leo WU
e iy Al (Direct Marketing) iluall Gagedll palic (o laaly ey (sill
bl GSlgiaall Jod dsas S sl (s eSaal) e bl Jualsil
Linsl i€ Lgahadiind A e iladiiall Cangd WS 35l Jalgadl (3lELENy 3ayanl)
el Giats edaall S Jal e lolerd 535n st S Jlai¥ )y lasladl
Y Al Aeasl) Al GUail) auls) Az gal 2L sl Lia)ll (e il sisal

3 Algarawi, F. & Khan, N. (2021). Integrating Cloud with Self Service Kiosk: An Impact
Study on Society Evolution. International Journal of Interactive Mobile Technologies,
Vol. 15 Issue 23, pp.186-194.
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b agaal pSlgind) o ) ellgiuall olgly dalaiad) 4Ll cluhall o)Ll
G Lia gl sl saaall IS 8 dald saaa Ll dpat Al Y ¢ shay
oS an ) Laglgall Lal aa el cilatiall gad agalad) s ol oS
Pillarisetty & Mishra: e cylad (& sy Y] Gl lall Calsa apen
bagdgill o A5 400 daadll aUas asede aias (0 a2l e (2022)°
oe Aaaldll agilers (san (Al eSlaall o adiey 43l Y diliia 5,k TBSS)
eJlaiV ) gy dasfiall Cilaglaally andyg 3 Isalie] ol (alddy) Jladal 3yh
o3 aladiul Jea e Dendl Ly Liayl allay Gysul) 8 LagdgiSill Jla) of G
Lasl i€l sy Jinal) Jiled) 8 agd ) asll (fgunal zling . Linsl il
Gsud) 3 by ssmpall CalaaY) Baia (e IsSanl Gllyy el ¢ \SA),
Y e lhay) oA &y dun . pSlgiunally Aagmall Aliled) clyhatl) s
el aglillag agily Painl o il (Say (Jin 5y Sially Lpnaall alead) Sla) (4

* Kotler, Philip & Armstrong, Gary. (2018). Principles of Marketing. Seventeenth
edition. Hoboken: Pearson Higher Education, USA, p. 507.

> Lee et al. (2022). Perceived Control and Perceived Risk in Self-service Technology
Recovery. Journal of Computer Information Systems, Volume 62, Issue 1, Pages
164-173.

® pillarisetty, R. & Mishra, P. (2022). A Review of Al (Artificial Intelligence) Tools and
Customer Experience in Online Fashion Retail. International Journal of E-Business
Research (IJEBR), 18(2).
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7 Pillarisetty, R. & Mishra, P.op.cit.
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e &1 e Gl ) Lad Gaall Caaa g @y ) Adla) LeDlanll Lia)
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gl Pla oe s (Expected Performance) wdsiall ¢l YA (e ¢ su

8 Sanden et al. (2022). How customers motive attributions impact intentions to use
an interactive kiosk in-store. Journal of Retailing and Consumer Services,
Volume 66.
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’ Lee, E.& Oh, S. (2021). Self-service kiosks: an investigation into human need for
interaction and self-efficacy. International Journal of Mobile Communications, Vol.
20, No. 1, pp. 33-52.

% Moon et al.(2021). Self-check-in kiosk quality and airline non-contact service
maximization: how to win air traveler satisfaction and loyalty in the post-pandemic
world?. Journal of Travel & Tourism Marketing, Volume 38, Issue 4, Pages 383-398.
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u Brengman et al. (2021). From stopping to shopping: An observational study
comparing a humanoid service robot with a tablet service kiosk to attract and convert
shoppers. Journal of Business Research, Volume 134, pp. 263-274.

2 Hamid et al. (2021). The User Experience (UX) Analysis of Self-Service Kiosk (SSK) in
Waiting Time at Fast Food Restaurant Using User Experience (UX) Model. Journal of
Social Transformation and Regional Development, Vol. (3), No.(2), pp. 85-98.
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O At Alayad) Jalses (oY) Alagall Jalgad bl i85 Cjell LS L day

Jaaal SV daladl € Lasdl ¢aY)

oty Lehaie c Adpnall seadll aw ) Auhall Gaag 12021 tad) Al
Grkilly clagin Al dapla o Cpatll e oDleall L) Sy el (Byguiil
(Uil @llg o(agngl) @alilly Aalpadl dalall Lyeaall A58 $Mae (o die e
Cliagis o Mendl Ly ol Bl 5350 s byl Bysuitll of Laolie 5,88 (p
calel) (Lloall) byl Gyl 2l dglas) AN 53 Lk @l o ) Au)al

ceDleall Ly € 3 (Jualsilly

B Hyun, H.S., & Lee, H. S. (2021). Application of AHP to the Selection Factors of Kiosk
as Technology-Based Self-Service. Journal of the Korea Society of Computer and
Information, Vol. 26, No. 12, pp. 309-321.

Oe e e Adndai A 5 ;e Dleall Lia ) o b 1) Gy gaall bl 3 Gl (2021) el ¢230 24

3 aaal) 4] alaall oy paill 5 jlail) Apalad) Alnall (¢ ga) (3oLl 5 Aabindl Aalal) iy jemall Sl Slac
.107-165 :u=
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(Atase Al 1) s3laall Lay o o il g SLESY) jue (3 gual)

Ay dagyall

(Na et al: sl (o masll VLAl Glogladl Laglg€s el ¢aal sl
Dhsy bl el akly A eVl (e daals sl Jladd) ay 2021)
Technology— based self- Laglgill e ddldl ZnAl) deadl) LU
coUsnY) iy sy alaaiul) Asen Jie Whe oSleiuddl (TBSS)  (service)
Gubi gam o oSey AEN ilaie e o el e 35le(Na et al: 2021)%

8Ly copilasall Jilify Basge ladd gy cAlleadl adls Jss ) (TBSS)
2y caguaiily £ LidVL ALl e GaladY) Agial et (Ko Cua L Dlaall Ly

Dl e Jle¥) sl e syl o 483 deadll 46 sty Al sl
S @bl (SSTs) "dglill deadll i€ (pecal (Gangrade: 2018) delud)
dae cladll sda dai Cua Alfiee Gledd ey ¢Slaally Bile Jad
.(Khalufi & Shah: 2021)*® lexdll 3 aagl leas cile i)

4l dexd 48 & (SOKs) (Self-ordering kiosks) 1) callall @llisi -
Apady Aeadl) sasa (peail deeas (SSTs) (self-service technology)
[ Yaacob: 2021)"* ¢Jlaally deadll adia G sl Jeldll Jaw Jadl ¢dleall
(Kiosk LSy je Gysuilly  ysail) Jlaad) 3 ISV aladin) e
-Marketing)

> Na et al. (2021). Determinants of Behavioral Intention of the Use of Self-Order Kiosks
in Fast-Food Restaurants: Focus on the Moderating Effect of Difference Ag. SAGE
Open, 1 -11.
®Na et al. op.cit. 1 -11.
v Gangrade, S. (2018). Self Services Banking Kiosks A Study of Customers awareness.
International Research Journal of Indian languages, Vol 6, Issue 4, pp. 95 — 103.
'8 Khalufi, N. & Shah, K. (2021). Role Of Self Service Technology In Transforming
Business And Marketing During Covid 19 Pandemic — An Analytical Study. Journal Of
Xi'an Shiyou University, Natural Sciences Edition, pp. 18 — 29.
1 Yaacob, S. A, Abdul Aziz, A., Bakhtiar, M. F. S., Othman, Z.,, Ahmad, N. A. (2021). A
Concept of Consumer Acceptance on the usage of Self-Ordering Kiosks at McDonald's.
International Journal of Academic Research in Business and Social Sciences, 11(13),
12-20.
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4408 A o 2023 ale 11 2wl 45 alaall ol daals Alaa

Jily Jliid LW P e Gasdl) 4l o ALY e Gigedll Gipag
Al SWls ahladly dplaall cdladl & sy Sy Al eDlaal)
Loy callall N1 5 cilagleall pocai S8 (e 3221l (Pepiyanti et al: 2021)%
Alatll sl b (clatiall Gled a2 ) ad) <NT (e o) LIS oy
Jenntl) ChlE e e Denll iy SLESH AU Tdy Cum ¢ AY) adlsally Ul
Gob oo Wlly) o il o lgields oSay Al (3)5Y) gany 3idal

.(Pepiyanti et al: 2021)% Juaxl) mp oyl e 5 (uSW)

sieal lGA (any aa an Gysadll 43 e LSY) jie Gygal) Cayey LS
e dsanll bl alsly logled) e daisi (L ) Glexd a6 s
gl (ALl (Kiosks) LISYL o 83eaY) 028 ye dimgjed) Cilatial
i (S cupl) e ASul) adlsally ALY Ly Al a6 LS (2009
Glasleay G (o delall Goas ULy gilaiie go 4 Sllny Dlaglas

Ly e (Onling)  Jassyall adl) daulyy SILESYI

Gllh Al Taade GlSe piag Gaoudl) Al ALY e Gagudll Capg
cbldaall) (LYY o paedl A ALESYL ant Slogbead) S calamiall e il
aliad) b jagn Y culaiie gl jalidl 8 g (@) claslad) cae Ul
Jsanll ALY 236 P o llgind) (Kaiy I SWY) e byt (gAY

222016 14l 2e) Glagleall 5 leadll 5 aludl e 4nll e

20 Pepiyanti et al. (2021). Analysis of Direct Marketing on The | Am Cotton Brand In The
Covid-19 Pandemic Period. HUMANIS (Humanities, Management and Science
Proceedings), Vol.02, No.1, pp. 504 — 509.
2 Pepiyanti et al. op.cit., pp. 504 — 509.
LY ke ol s Jate Aaliall 4k guidl) LA (2009) c2eal os Susnl) capan ¢Skl 7
181 e cg)sills pdall dualall 555500

Sl Glad) g ¥ glee sl Aad glaile (3 (8 gl B13) L (2016) Lol el e B
.358 (0= sl
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(Atase Al 1) s3laall Lay o o il g SLESY) jue (3 gual)

S G JUSY) e Gt B Jalsd) e el oL ) (S

500 aa eDeadl (S Gallall LIS o) Agend) Lyl ae i A ggd)
SUST w3 Cus (Yaacob, et al.: 2021)% Al oda olad aladiull 8 agSsla
Laill Jilll Jll b Al dgpmy oJ8 482)35 ¢ peail Uaghaa gl doxal
Ladies . casthaall o Jpmal) Jeuy Jallyy ADEN dahll Jilus IS Dlanll i
S el o ald e 13 (8 il e 2l A 4S50l satldll i

(Kusuma et al: 2021)* 3 SLagll cilasd slast culad il

(Rashidl i€l 35all fa s 0130 Aasll A p)asiod ¢ Danl) adiny 8 1ALSE
Omend o Jue U8 Gapadill ad Al cledd) Jesd Caa et al: 2021)%
iexal) LSl of (Chammaa & Badr: 2020)7 (Jlll L) sasall (e 4ll)sesd
Al ST o Und JB ) oot Al Gl e J Y 2513

Aoyl TSl e Ll

e Alheal et o Jue K panadill aag Al Gleadd) Jead edgl)
& Lexiad (Chammaa & Badr: 2020)%° (cdsll yéss gl & aalll) sasal)

* Yaacob, S. A., Abdul Aziz, A., Bakhtiar, M. F. S., Othman, Z., Ahmad, N. A. (2021). A
Concept of Consumer Acceptance on the usage of Self-Ordering Kiosks at McDonald's.
International Journal of Academic Research in Business and Social Sciences, 11(13),
pp: 12-20.
* Kusuma et al. (2021). Self-service Technology Behavioral Intention: Indonesian Air
Passengers. Advances in Economics, Business and Management Research, volume
187, pp. 402 — 406.
*® Rashid et al.( 2021). An Insight Of Customer's Behavior Intention Touse Self-Service
Kiosk in Melaka Fast Food Restaurant. Journal of Technology Management and
Technopreneurship, 9 (1), 13-24.
27Chammaa, C. & Badr, N. (2020). Factors of User Perceptions & Attitudes Influencing
Self-service Interactive Kiosk usage: The Case of Lebanon’s Banking Sector. Review of
Economics and Business Administration, 3(1), pp. 146 — 167.
28Chammaa, C. & Badr, N. op.cit., pp. 146 — 167.
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drand) (Sdipe G ¢ € JS5y JUREY) Cly D i Jeld LIS cuds
A e 05 ehd Alee JlaSls dpad) 8L o pliadl e il o Jaindl)
Jrandl Q) 090 rama IS i) s & e lill Glisl) aeluy - cilagad) U,
Gliay Al (alladll =58 & Clll jign @A) ) s e Claglea
Gl Ayl Jualall IS o g YL iy paddll A Cua caila)
Apadl eSlaall sl () Ao e Glalie (g aae ) o3 e cealing
adl U cdy e edll U ey sy Lae by Alola) dessd)
Go U i) gl Shaall HUSEY) iy Jiey Cus (Nor et al: 2021)%
Ly o Jsanll gl Jaley slaia¥) ol 0¥ e Sl oDendl U8

oo aal)

@ije Al Baaa s il )sedn Dlaslaally Jladl) clifi gl a1 Glsal)
Eia(Guguloth: 2021)% Sleall g clidle ol cul€yall dabial cufylal)
Glaiilfinds daline laslan eMaall (e dabidall ciladgilly calie )l llats o (Say
gt Cpaent e Juee J8 Ganadill a6 ) ladl) Jaad . dibide Jlsil
Qi) &a Jiay Eua (Chammaa & Badr: 2020)™ (0all d Aal)ll) 3252l (o

cDanll Ly e Jsemnl) 8 Lage Sile

cop M apeailly eyl oL o cAaladl ASLE) o LISl (ompe JE rds )
Osdn s ol GlalaeY) s Gaearaddl (e Ll Gysudll dse (e e

% Nor Aziati A.H.et al.(2021). The User Experience (UX) Analysis of Self -Service
Kiosk (SSK) in Waiting Time at Fast Food Restaurant Using User Experience (UX)
Model. Journal of Social Transformation and Regional Development,Vol. 3, No. 2,
pp. 85-98.

** Guguloth, R. (2021). Consumer Perception Towards Shi Yono Mobile Application-
An Evaluation. International Journal Of Multidisciplinary Educational Research,
VOLUME:10, ISSUE:11(4), pp. 45 —51.

*IChammaa, C. & Badr, N. op.cit., pp. 146 — 167.
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(Atase Al 1) s3laall Lay o o il g SLESY) jue (3 gual)

Al cilalia) s hainly LISl Gilaglas (puad 8 dejudl iy g2 Yl
Lgyar LAl uaiy S Laj oDlaall jigh codaall po Jaall gy dylasll
O eSaad) (S L A3 Aaxdl) Laglgi€al Bnla) sl o) L Jslll Gleially
naiall adall Ui e ai ( Rashid et al: 2021)% G iaas Slilee ¢y
ansas 5,3 Glel A Lald dlishll julghll g cigyell Jaeell 4anil) o3¢]
A3 dadial) liaie (e aiall a e B3l jlad Cimy A e ccDlaal)

((Rashid et al: 2021)* =5 a1l Lashis Jaeall HUstsl iy Sl aajalia b

Adsally appdl g€l il sady jualal) gl 8 cladaiadl @b dAal)
Joanll b Bage (orue g Joad My Ladad JST oMaad) ol Gl dag
Sy Gun i) Glaie e gly @Gla aladiuly oSlaall Lay Glily Je
( Corpuz: Adayl aglaly 4y5€a anjeling 2ty e Agmy juail) Dlaall
Callse Jon (55) afi el dage gaill ) satied) cililull o3a ,ei2021)%
Al g daa L adanill 1Y) e Lyl aae 5 L))l sae 5 eDlaall cdlyuai
Loty Aba) 48l Jumdi ) (el Jrad dede (o eDlaall Jii 8 dadiindl)

Ll sac aladia) 3 Al el Juasill g5l

8ydluall ARl ab L ALESY) yie Gysuill Jagp cliseall o el o sl Sy
cladll e syshd ST Ll e 4813 deadll cilis ) ld 8 cCigall a
Jose ed il gy @llgiud) 4S5Lae (e ef cligine cllaii Y daadal)

*? Rashid et al.( 2021). An Insight Of Customer's Behavior Intention Touse Self-Service
Kiosk in Melaka Fast Food Restaurant. Journal of Technology Management and
Technopreneurship, 9 (1), 13-24.

* Rashid et al. op.cit., 13-24.

3 Corpuz, R. (2021). Categorizing Natural Language-Based Customer Satisfaction: An
Implementation Method Using Support Vector Machine And Long Short - Term
Memory Neural Network. International Journal of Integrated Engineering,
Vol.13,No.4,pp. 77-91.
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Gl L Ay Y g5 o ) baglesal) ol Gl Jie Jalsad oSar Jal
A LISl ) el ol (ggine (alitsl My ey Ll ety ) degally
cﬁﬂb ¢ Slazll eﬂ ITEN .L",’_"v\..ﬂ\ llall (;UA.H S Jamy 4010 Gl e 3l s
Y e A daadd) Jeay @A) e aguaiily LISV 3 aglills () sramy;
G0 Laadll e il N LAl A9 Aeadd) L masaa IS age daladl
(Khalufi & Shah: 4alal) Clesally 35)ie ¢Sand) as ot Jhail o Jsaanl
2021)*
(Self-service aglall daall QLS aan 50 Jead Al Bilsdl aal (e ()
Y obsall e deliil) ) daladl o cllesd) paen e (SSK) kiosks)
«( Rashid et al: 2021)% saixall cillaally daadll diulia jee 40IA) deadl) AL
Sala ey 2 e as e Al IS Guld e gl i Jal e el
sag aladl AladilN) U oo Y Gtk 450 deadd) dgd Jlaal o) sac by Gy
ot ¢ Sanll Lpm ol i€ BN (e 22l L L sl €30 Bl 8 AN Jiay L
e ual Al bl Gaal ahaainy el ) s gl oSl (3l
alatind 3aly g N AKE ALl Age 451N Aeadd) ApE 0 Dleal) 4e)
dA\}’J\ Ol Lg_)})..al\ Cpad émhj cJ}g_A;ﬂ saaall duall claasld) &lels..u‘
( Rashid et al: syaal) cbaall 86 8 oSleall ey Je iy Al 4 el
2021)¥
US.“} (dgic (5 ‘Ac (el Dldia SU g L::‘}AA‘}A Gleadl) 3aga cnil< LalUal
el o e 8B L ) (SST) 4nld deadll 4w’ ol e sk
Llsiy dpendl elin)) Jie dendll il gl Sl ae oDland) 4y Jaleiy 3

» Khalufi, N. & Shah, K. op.cit., pp. 18 — 29.
*® Rashid et al. op.cit., 13-24.
%’ Rashid et al. op.cit., 13-24.
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Linsl i€ 8 Gauailly slaill ool S (Khalufi & Shah: 2021)% #Yslly <l
Cua Ldeadl) ClSpEy eleal) G Jeliil) Culen st ) ¥ Llaily calaglaall
Jio b Jpadie) Jllys agdlesl L))l cilajs sl g @lSa) Jslas
G L Jaadl Galily L) (st ael dape il sl 4503 Zendl) sl
Al Sl ae Jelall 8 Slgid) mgd jaan e 4010 daadl) L Jead
Ak (50 Aine At L) (pSliall Koy Lingl il 038 pay LAaddll il
Ll LS A5 dedll LagleQil allal)l Goud) Jadiy «Cpidasall (e 35S
Al 13 ol ey deadll 4305w N5 Adels LS ¢ (ATM) doacais
A Aeodd) Lagl iS5 Jol) Lo alaagys sl o i W) Jiay )il
st e Lapll (b ey Agdyll XSy dypuaal) Shliall 4 Slgiua) J8 (s
Oo ol pahallh Aol ) i) aladtiu) die agiladsis 4l Lo djlie o Dlesd)
(Prahemas et al: * ddlide (add JS apdi dpcsinge Y diee JS sla)) g
)y e el o danye Jleel aag of oS Y 4l gl (Ka .2021)
aaic edexdl Ly 05Si5 Casma edendl 6 Cua clandl) g el 8 daals

AN el o Bl ading & L)
(Chatterjee et AS 33l ae o5 3 A e3laall [ gad Al o Lia )l (il (S
cadl o sladly alaiill mlaill age GuliS g sdaall Ly of LS cal: 2021)%

% Khalufi, N. & Shah, K. op.cit., pp. 18 — 29.
39 prahemas Et Al. (2021). The Effect Of Service Quality On Kiosk Owner Satisfaction At

The Trade Service (Pasar

Candipuro). International Journal Of Administration, Business And Management, Vol.
(3),No. (2), pp.30—-53.

* Chatterjee et al.( 2021). Customer Empowerment - A Way To Administer
Customer
Satisfaction In Indian Banking Sector. Nat. Volatiles & Essent. Qils, 8(5), pp.
1621 — 1629.
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Al Jread) Jelie 4l e Juaall Liay Cajpeyy .(Chatterjee et al: 2021)* Jyshall
1 oo leleny ) ileds Gay dsend) 4S5 LS giall Jadll oY) o 450 e
iy Sl ad e Liad Jsead) Loy Gijays (2021 taeall 2e) Jd (e geisall

532021 25 Aakaial) peital 4Gl U 4l 2ay Jyaal

Apads kel Baga Cpendl Fearme A5 Gend L 4 A Gl dlis
Yaacob et al.: )*  ¢Dleally denall anie G sl Jeldil) Jaa dadl oDleall
Dandl o salally 2 A llll dlis] o cleluall cungil S, (2021
e Al 32008l mgy BN Jsaal) (Yaacob et al.: 2021)% dylaall cililaeal)

claadd) ety e Daall o JSIASIAN danad) LIS

* Chatterjee et al.op.cit.,pp. 1621 — 1629.
Lalal) Aaall | Jpand) Liay 8 La 53l 5 DY) & il el 43L3 501 (2021) Aad caanall e #
104 — 41 1p= B ladlly satidll

edae e Ao oAb A 5o 1 e Dandl Liay € b (1) Gy guatl) el 31 (8 il (23 ®
107-165 10a oS3 G g e L (Lr9an)) oLl 5 Aalpall Adlall 4y o) 4 0

* Yaacob, S. A., Abdul Aziz, A., Bakhtiar, M. F. S., Othman, Z., Ahmad, N. A. (2021). A
Concept of Consumer Acceptance on the usage of Self-Ordering Kiosks at McDonald's.
International Journal of Academic Research in Business and Social Sciences, 11(13),
12-20.
45 Yaacob, S. A., Abdul Aziz, A., Bakhtiar, M. F. S., Othman, Z., Ahmad, N. A. op.cit.,12—
20.
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e Yead )SST icgana eDlaall mgn
Gleaddly chlativgl)

) sl G 8305

s haall 3 s

Caldinall ¢ Maadl 2ae 3aL)

Ayl ladl) b (aliss)

panall Cilel) L gl5iS5 e oyl

adlall 485 3aly)

Al dlac) e jaadll

Llaad) Lyl

Fpalall dgpgial

el Cand) g aadin) clgigas ) s ) CalaaY) 5 Auball dagla e 2Ly

@mﬂ‘ c@-\ﬂj\ J.A:\I_J Q:\; :\.mb.ﬂ‘ t}a.a‘yd éM\ c@_\.d‘ y\.\:\c\.\ LA.\M\ @.AA‘BJ\
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e LIl Alaial) Clasbeall gen i getall 1 caigy ¥ LS 02021 e
Lyl il ) slaaiy o Adbiad) Leidley Walae elafinl  Jal
s Glo il bl mesdl asiys (2021 e sl cdie) i
feaadl) bl sty aes BA e lladl 5 ey Gluasdy SVl
sbaal Laas cilagbeall peal Gualad Gpran e ) aciel 355 %2021
sl dpalal) ANy CoSIL Ayl jaladl calici LAY aliadls dyst
ade) el duhall DA (e lgrea Al bl i 400 lad) W
Slo B 8 oS Gl g adind Gim oS sl e Ll ad)
Glaalyll e alaeYh ol Gyl cllall QA Ll clpl) aadil

22020 :semia) saluall o glaally cililasyly

Gl Ay aaina

oot LS L (3ded A2e A ALY bl (e (e Gl adine (588
e Ay 3383 Bpensall iliml) (o i leall il oha) (8 Syusze il

Z5a3 (35 (odil] Sl a3 b ailaiill ac ) S (2021) ol 336 sl caila iue 46
Dl A ) Aldaal) Miuida el A giad) coladlaally >all Jaadl gl e dagndat A ja(spreitzer)
182 — 154 0= ¢(37) Dlaal) ¢ oalall

182 — 154 10 0,83 Gas g 3 by 338 sl s i 47

Al Ay pad) Aldal) Milage A 52 ; ylaB Ao 8 (pailal sall S OISR (2021) ) ) ¢ goppll 48
79 —62 :0=«(37) Dlaay) ‘g.dﬂl

DAl Gt o) 1 (0, rolee ¢SV Anlall Al 51091 B i sl (2020) .ol ¢ seaie 4
28 1= sl
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ie e Gl adiel 35702019 1 oe3ll) ) Y Jgeasl) gy baiii
Gindl g gimge bl A AGL Ll (e paal) b sls LS 32)ke 120 sy
51 .

.(Devi et al: 32 ¢(Purimartyas et al: 2021)"" 338 120 aaas de Gadicl;
2019)

duyal) 3140

Glahall e Blawy) aesd adie) 3y Al 31 Dlawy! e dnyl adel
(Saeheng, «(Na et al: 2021)>® ALISY) ye Gypuilll g pumge sl A A,Ld)
Cyslae sae o e JS sial cualid cpand e iy casa) .2014)%
Anglilly Al slaall Jad 2 G andl) Adhanl) iloglaall Jadi 15V anil
AWl ey ALY yie Greedll Joiad) el Al sladdl calad
FORP R VSN R SRR DA P A1 PR P A P CON (P A PP i
Jsanll npelay LS Hlawy) 8 wladd) S Gulie e alae¥) & e daall

: Sl

alall (5530 1y LY b (A el Akt glata ) Bageal) 518 (2019) e e 3
166 iua e ysilly il

>t Purimartyas et al. (2021). The Influence of Website Quality On Customer Loyalty
Mediated by Customer Satisfaction of Shopee Career Women Customers. Jurnal
Manajemen Bisnis dan Kewirausahaan, Vol.01 No.03, pp. 157 — 165.

>? Devi et al. (2019). Usage of Information and Communication Technologies among
Agrarian Youths of Manipur, India. Current Journal of Applied Science and
Technology, 38(6): 1-10.
> Na et al. op.cit., 1 -11.
> Saeheng, Nitchara. (2014). "The Effect of Kiosks Service Quality and Kiosk Product
Quality on Customer Satisfaction." In 21st Annual European Real Estate Society
Conference. ERES: Conference. Bucharest, Romania.
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el G (ulda (2) Jsaal)

Likert-Scale Description

Likert-Scale

Strongly disagree
Disagree
Neutral/Uncertain
Agree

Strongly agree

1

2
3
4
5

Likert Scale interval
1.00-180
1.81-260
2.61-340
341 -420
421-500

Source: Nyutu, E. N., Cobern, W. W., & Pleasants, B. A-S. (2021). Correlational study of student perceptions
of their undergraduate laboratory environment with respect to gender and major. International Journal of
Education in Mathematics, Science, and Technology (JEMST), 9(1), 83-102.
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(Atase Al 1) s3laall Lay o o il g SLESY) jue (3 gual)

(lany Judasl)
Al 31l el -

P e Jalall BLa¥) diph e slaeYh Auball sl @l e St g
Sl GlaY) Gl s (Cronbach’s alpha) #lag S Wl Jalee alasiia
Call Jalre af judy JGl) Jsand) L GLawy) bl a0 slay) days alagy
g lag S

lio)S Wl el ad e (3) Jsaad)

Cronbach ‘s alpha value Interpretation
0.91-0.10 Excellent
0.81-0.90 Good
0.71-0.80 Good and Acceptable
0.61-0.70 Acceptable
0.01-0.60 Non-acceptable

Source: Abu Bakar et al. (2021). Factors Influencing Students Intention to Choose Career of Halal Food
Industry in Malaysia using Theory of Planned Behavior. International Journal of Management Science and
Business Administration, Volume 8, Issue 1, pp. 50-67.

Ll Jalea Jays (0.88) ALisY) yie Gysutll i) jxiall clil) Jalae &
(3) dsaall ) 1iin) (Good) v <l dabae e cunill 3 Jiisall yxiall
edanl) Ly ool puiall L e il Layy Gl s S Wl Jalna o yusdy (52)
dsie i dalee o Gl 4 LU juiall @ldll delee Jas (0.7)
o Juig Flis S W Jalaa ad ey 531 (3) saall ) aliiul (Acceptable)
wdlay dall sl Gulie sasa o Jall Gl clysial #lig S W Jalas

Auhall iy b (8 ol 4iadla baga (Ul Dlad die jumy Lo Gulal
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dgial) candlly sl —
andl
Cumulative
Frequency Percent Valid Percent Percent
Valid 18 e 8| 12 10.0 10.0 10.0
30 = Jil18 |78 65.0 65.0 75.0
40 = J130 |24 20.0 20.0 95.0
85 Ls50 |6 5.0 5.0 100.0
Total | 120 100.0 100.0

SPSS Version 25 JAlasy) zalinl) gl : jaaall

18) Apyenll A8 Ay CilS Cua ¢ paall Canay Gaaill Ao g5 (4) Jsaal) ek
Wi aly 3 dpenll i) mihd Gu SSY) o Sad) die 5 (30 oo Jiy
Faiy (G5 Las 50) o Appenll il mild 6 ALED Lol il Wb ((%65)

il g iy 38 (50 e Jily 40) dgpeadl dayyil L L(%5)

osiall sy Sall A #5635 (5) Jsaad)

owiad)
Cumulative
Frequency Percent Valid Percent Percent
Valid |3 42 35.0 35.0 35.0
il 78 65.0 65.0 100.0
Total 120 100.0 100.0

Ane A eSAll A Gualy Sua cpaial) Crusy Sall A £565 (5) Jsaal) eda
(%65) il dne & SLY) A by Laiy ((%35) Sl
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Cumulative
Frequency Percent Valid Percent Percent
Valid |l 96 80.0 80.0 80.0
T 24 20.0 20.0 100.0
Total 120 100.0 100.0

e Laa¥) Alla) sy Gl die £558 (6) Jsaal
Ao laiay) Adad)

SPSS Version 25 Slasy) malipll milis 1 jaadl

o Galy Sun e laal) A Criay Goall e £555 (6) Joaall ela
(%20) Cpassiall A sl Ly ((%80) sl e & sl

el gl Cuny Sl Aie #5635 (7) Jsaad)

aladl) (g gial)
Cumulative
Frequency Percent Valid Percent Percent
Valid Lle 45l (1o S 12 10.0 10.0 10.0
dale 451 12 10.0 10.0 20.0
R 6 5.0 5.0 25.0
LEREN 66 55.0 55.0 80.0
Lle @lad 24 20.0 20.0 100.0
Total 120 100.0 100.0

SPSS Version 25 ilasy) malinll milis 1 jnadl

Laiy (%55) leid caaly a8y Cuad) die 8 SV Lal) o Gpalall salgl
) e (e (%5) Aty o sial) dgaall Alaad culS J8Y) Al
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Giagl) Al el aluall bugial -

p ) Jganll 8 LS mth eapall Jansgiall a (b ool Sl el Canny
emaal) Sl Gulial e pall anssiall ypusdi (8) Jsanl

Numerical scale Weighted mean interval scale Mean descriptive equivalent
5 421-5.00 Very high

4 341420 High

3 261-3.40 Moderate

2 1.81-2.60 Low

| 1.00-1.80 Very Low

Source: Aizan Yaacob, Rosna Awang-Hashim, Nena Valdez, & Norhafezah Yusoff. (2019). llluminating
diversity practices in Malaysian higher education institutions. Asia Pacific Journal of Educators and
Education, 34, 1-16.

Gl ylae chlaal slaall Javsiall o (9) Jsaall

peddll | ggiwal) | Jacgiall 8Ll gl
()
i Gilse | 3.95 AV Jeas I Gallall Gli€ o aal | A seu
i Gilse | 4.05 | GliS aladnu) A8 Al o Jedl e oS A e
Sl

haa adipe | B2y Bilge | 4.30 | allll Gli€ aladiul 8 hale mual of g Sy

S
i Gilse | 411 llae culillal) Cudss 25030 Laaal) GliS iy | Aalal
i Gilse | 4.16 Ul laglaad) e Jseanll 430300 darall LI iy
i Gilsa | 4.05 | JEN) S Bsal b AFA Akl IS 3pay g

Bl Sl )
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haa qdiye | Bady Bilse | 4.55 | amedelu 24 ae o A5 desdl) GliS Jee of 0l | cdl
haa piipe | 32y 38lse | 4.40 | U1 e Yy gl pagh 403 Aedll GLES mauy
Glaiidl f Glesdll e Jpaall S
s piipe | 3ady ilse | 4.30 | Jnl e calkl)l dan ASI desd)) G mawy
DY) sl e sac L)

haa qdiye | Bady Bilse | 4.30 | e Akl (SLY) A8 dedd) GlIS aalg ol aal | oSl
iiye Gilse | 410 | ALY L eDleal) Al Jay 453 deadl) LS aalay
el
haa pdiye | 32l 3ilse | 4.25 | GSLY) 8 ASI deadll Gl aalg ApKe) e
Al o dagiddl

iiye Gilse | 4.00 | cllee & cdgll IO Ji 2003 daadll Gli€ of aal | deyudl
goalls dsaall Jeasl
iy Gilse | 3.90 | sapy Lo o Jpasll 8 gl 4513 deadl) GliS iy
Jaanl)
aiiye Gilsa | 3.75 | Glaghed) U sl Jpaaslly 4912 Aardll GLES ey
Lsiladl)

iy Gilse | 3.95 dalie laly Joal il 500 Loadl) GLIS sy | dall
laa adiye | 32l 38lse | 4.25 003 daxdl) Gl 8 Aladl) A2l dgny imay
i Gilse | 3.65 e 251 Al LS 8 A kil 48] dgay of sl

e Gilse | 4.00 A5l dassl) Gl dadial g by U ple JS | Ly

& Gilse | 3.65 Al deadll i€ aladinly (Al Ualasl agle | oDl
i Gilse | 4.15 g VT kP UREU [JE R RGN

SPSS Version 25 Sbasy) malin) mitis ) laliied Balll slae] (e 1 jaadl)
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Dby Ll Dlaul slae @bl dplual) Gllaugiall a8 (9) Jsaal) el
O euladdl G Gl el lasgill padi g A (8) dsadl )
Bl e lisine aes o Sl sads Ablsal) 5 A88hall ggiea b gl
Gl bl slae hle auead (oluall bugidl Gslad Cua el slae
el o (Bhed Apae b LY LSl ceadies Gl i e (3.41)

ALY e yguil) Al il aladid

Ql,.u'a Jﬂ\ JL.\'.'\S‘ -

g il A R ey Bl ) Jalas pladind 3
oY) Al lsal
(el Limys A gl md) il laguans bliy) Jales a8 (10) Jsanl

Correlations
A sl Loy eSleall
Spearman's rho EARYIN[ Correlation Coefficient 1.000 398"
Sig. (2-tailed) . .000
N 120 120
La, Sl | Correlation Coefficient 398" 1.000
Sig. (2-tailed) .000
N 120 120

SPSS Version 25  Shasy) zalijll milii 1 jaadl)

aalS Aggandl Lulan) AV 93 S dag 1 As¥) duajdl) 1 a1 Ludapdl) jLas
Sand) Loy o dUESY) e il Jalss

s Manll Limyg Asgaal) Cm lappans Bl Jalase dad caly (10) Jsandl ) Dol
Usend) o F - I Lpapall Jain s JaliV) 3 e Ja e (0.398)
edaall Ly Je i ALY e Gagedll Jalge aalS
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Al el laal

(s anll Ly dlSal) candl il oy Tyl Jalaa o (11) Jsaal

Correlations

Jalks)) Ly ¢Dkaall

Spearman's rho gl Correlation Coefficient 1.000 .605
Sig. (2-tailed) . .000
N 120 120
La, )l [ Correlation Coefficient 605 1.000
Sig. (2-tailed) .000 .
N 120 120

SPSS Version 25 Slasy) galipll milis 1 jaad)

aals A8t Loilan) A2 g3 5 aagy s ALS0N Lo &l (4S0N A &Y LAl
Sand) Loy o dLESY) e il Jalss
aall Liays AN G (lajps Jalii)) Jalas dad caly (11) Jsaad) ) Jalii
akall o gl LAt syl Js Jally WY asms e Jy e (0.605)
eaall Laay Je g ALY yie Gagedll Jalse aalS

ZANA) A el Hladl)

(s benll Liayg isll) Conll il layons Blity) Jalaa a (12) Jsaal

Correlations
\_lﬁ}h L..'a)_:«)\..ad\
Spearman's rho < l) Correlation Coefficient 1.000 271
Sig. (2-tailed) . .003
N 120 120
L, Ml | Correlation Coefficient 271" 1.000
Sig. (2-tailed) .003
N 120 120

SPSS Version 25 Slasy) malill w5l 1 jaadl
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aals gl Lulaa) A¥a 53 AT aagy AN Lol dl) (AN dui Y Lad)
Sand) Loy o dLESY) e i) Jalss

£aall Liayy sl G Glajmes b)) Jalae dad il (12) Jsaad) ) lali
cagl of @l LA daa ) Ji Jally LY s e dy L (0.271)
edaall Laay Je i ALY yie Gupedll e aalS

)l Azl las)

(el Linyy lSall) anll clyarial (jlaprans Jalii)) Jalaa o (13) Jsaall

Correlations
Q\S.‘J\ L-.'cu_a)\.ud\
Spearman's rho Ol Correlation Coefficient 1.000 .223
Sig. (2-tailed) . .015
N 120 120
La, <3l | Correlation Coefficient 223 1.000
Sig. (2-tailed) .015 .
N 120 120

SPSS Version 25  lasyl galipdl gl : jaadl)
als lsall Liilaa) A¥a o3 i aagy dagll) A &l tdayl)ll duda ) Lad)
Nand) Loy Ao dUESY) ye Gged) Jalss

eManll Ly Ol (an Gloyins Daliiy) Jalas dad caaly (13) Joaadl ) dalai)
Ol o gl LAl dpmpdll Ji bl L)Y ass Lo dy e (0.223)
cedlaal) Liay o i ALY jie Gugell Jalge 2alS

Losalal) G @l loa)

(sl Linyg deyudl) Gandl il (Jlagpnns Bliiy) Jalaa 28 (14) Jsanll

Correlations
EPSWA Laay oDl
Spearman's rho de ) Correlation Coefficient 1.000 270"
Sig. (2-tailed) . .003
N 120 120
La, Sl | Correlation Coefficient 270 1.000
Sig. (2-tailed) .003 .
N 120 120

SPSS Version 25 Slasy) malinll w5l 1 jaadl
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Aoyl Ailan) AYa g0 A1 dagr tdealdl) A &l cdialdd) L il Las)
Naad Loy Ao dLisY) ye Gapud Jalss aals

aall Liays depud) (o Glajs Jalisy) Jalas dad aly (14) Jasdl ) falii)
dcyull o ol Aslal) Ayl Jain Julls Ll Y s e Jy s (0.270)
edaall Ly Je g ALY yie Gagedll Jalge aalS

Lalod) dcaydll Lisa)

(s el Liays Aall) Canll clpariad (Jlappans o)) Jalaa o (15) Jsaal)

Correlations
) Lo edlesl
Spearman's rho z1) Correlation Coefficient 1.000 157
Sig. (2-tailed) . .087
N 120 120
La, <3l | Correlation Coefficient 157 1.000
Sig. (2-tailed) .087 .
N 120 120

SPSS Version 25 Alas) galiall il 1 jradll

aals 43l ddban) AYa g3 A1 dag tdaabad) L jdll cdalad) dusa ) Las)

Sand) Loy o dUESY) e il Jalss

Daall Liays dalll (pn laymans Lol Julas Zed caaly (15) Jsand) ) Tl

Al of b LAl dpamydll Ji s BlsyY) sy e Ju e (0.157)

eaall Laay Je g ALY yie Gagedll Jalse aalS

)

e Gasndll alse 2al€ Al dglant AN 53 il dgay gl copelsl —

sadin e Algeully agll Oleall ady oMl Ly e cllasY)
e Aplaall Jlee¥) L) Juady @llds dgesyl agDlalea 4 Laglsil
eandll Jelilly Asendl Jilus Juadl o Jag)ll S ledics gyl
Al alaain) chla o Jsanl) ¢Dlaad) aabaivg dplaill Jlee U dpally
s 4 Jl (Sas oSleall ity clala oy Guallls Jead Aol
i e AV Sl 20l ey s oS a8 sana A ol dil)
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Osaiaty Cpdll e aaall Glasill oMaall J8 e JEBY) Jagaiily e Dlaall
oy dr ALY L@l (mpe aaaty Lk LEKY) ade agall e 3ylalid)
el dLY) ) eMeall 4 DA ey L lealadin) A48 munag
& Oneliiia 3ye Jg¥ (seadiveal) acay O (S ¢lgalasind AAS agadaiy
ol S alasia)

e Gasdl) Jalse aalS il Ailian) AN 5 i agay gl capelsl -
aaid A Apladll el (S G oMl Lay e Lyl
Y Bl A 48l cleadd) (e aphal) s Al aoll SLES Aya i
il COKEe e waall Gl vie cbla) odaall jig 8 ALY
Glapall shd o apilase CallSs jaiall 3 of (Sa WS cagr aldl)
Cadagh (e Yy Cilagall pas Jlea) 53l 8 48580 5ae L pgiSay o33
) sy

e Gusatl) Jalse aalS gl dglanl AN 53 S agay il ol —
Sladly ADIELY) e Fliar asdl eSleal) giahy oSlaall Liay e LY
Qb Gl ApAl dedd) GUST amy PA ey agidl) pane LY
Cligly ulehll st ae sl @A) Lol sy Dlaall sy
LIS alasiuly Jsaall Gy ol sally Sls 0 GALISYT 038 eanss . Ui
Sle i i Y il Calige (e baelue gl ) Aalall o
JAla) ST algad dalatin) Ko Gadd By JUEals 5y abise

e Gosatl) Jalse 28 S dilianl ANS 53 3 dgmg palil) copelil —
S 8 e Lle il ALESY) Casual A8 L Dlaall Ly e LY
lealadind 2y Cum aibaadle Jgosy o3 el 525 ol 038 (SLYI (10
g Aaaldl) Ssall daaliey i) Leudl g€l by culyUadll
dal) Laclhaall & o)l adag colilall il lgalatind oDleall (Sayy
p3a adiidy LASaill aadl jalie 8 Adelall LY s Gl
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&Y Jsaslly Aol LY pans . @alally gl Jd (e Laf ALY
o Y dad) Ghlie 3 G pay Gob oo edlaadl el
Go laby) U Aaslily) o Gty JAdlca) dalue b WELY]
G clatiall e wiell i ey lee Sl BaclE aangs PlA

Sl wasil) Aahind e lge s il aall ALl (88 o oSa
3l Jsasl (30 qawsil QK Cun e Alad Ay LY A1)
cCilaal)

e Gasadll Jalse aal€ Aoyl Ailian) AN 53 T asmy bl el
& leslad) Cuany Ao lal) ALY e codaall Ly o SlLasY)
By dun L Blee (g dabiiall (o JLaiV) L8 sy cappu S
I Ao sl by Clasbadl Qs (F puss ol A Eyaas
CSa ASAIL Aot Al deadl) ST Y Bl cCargial) ) sganl)
Lee i) Juail pladinly Gl (sl (o 228 00 g pSailly L) Jsaasl

sl as 22b e cladlals mabis ws ssine Sl (pilasall Alld rans
SPICR [t 1| (O

e Gasadll Jalse aalS ARl Aglian) AN 53 S asmy il cpelil
DY dajdll ¢ Dlaad) dlelinl) LISV mid . eDlaadl L) o Lisy)
A e e (580 @l B2 G e L dealsily ey AN AR
Aal e lolay) @iy Ao lal) JLISY) it JLISY) 02a b plasiu)
& Gligra e Ol ) GalaE Lwal) Gl Gleasiy 5Ly
Qi) eSay Jola LISV o8 Jia o (S G L dualsil) o daladl)
b3 zand i L Jpendl Ayt Ayl Loaf Wiy LS cldhal) Ul o
O silay (Al (e e Dlaad) (e Adlide dagyd Claliiad Al (e L gl il
Jeny o (S clalll aaie Gli€ Dl () LAl Ol dilg
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Government Services Marketing
Requirements

A field study on the services of Lattakia City
Council provided through the Citizen Service
Center

*** Abbas Rashid Kaada

* Dr. Kinda Ali Deeb **Dr. Dima Makhous

Abstract:

This study aimed at identifying and evaluating the requirements for
marketing government services to Lattakia City Council provided
through the Citizen Service Center. Where the primary data was collected
using a questionnaire prepared after reviewing previous studies, and a
sample of employees working in the Citizen Service Center who provide
government services to the Lattakia City Council; Where the sample size
was determined using simple random sampling, the study reached a set of
results, the most important of which is the lack of requirements for
marketing government services to the Lattakia City Council provided
through the Citizen Service Center, represented by culture, organization,
planning, management, skill, knowledge, marketing information,
resources, results and outputs. The recommendations would help the
Citizen Service Center to provide the requirements for practicing
marketing for the services of Lattakia City Council
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Council - Citizen Service Center.
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