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The role of customer knowledge in improving the

guality of customer service
(Field study on the banks listed on the Damascus Stock Exchange)
Nayroz M Hasan® ** Dr. Said A Isber)
Dr. Deema Makhous'?

ABSTRACT

This study aimed to determine the role of customer knowledge in
improving customer service in banks listed on the Damascus Private
Stock Exchange, by demonstrating the role of customer knowledge in
improving customer service quality dimensions, which include
(tangibility dimension, reliability dimension, response dimension, safety
dimension, empathy dimension ), and the researcher relied on the
descriptive approach, and distributed the questionnaire to 215 clients of
the banks under study, and then a field study was conducted in order to
demonstrate this relationship. Then the researcher presented a summary
of the most important results that were reached, where the main and most
important result was that knowing customer patterns and their perception
by the bank facilitates its mission in knowing and understanding its
customers, and studying their needs and expectations in order to translate
them into the characteristics of the service that the customer requests, and
that the customer's experience is a source It is an essential source of
private knowledge in the bank, then some recommendations were
presented to improve the relationship, the most important of which are:
Bank managers must realize the power of analytical customer knowledge
management and the strategic importance of gaining customer

§ PhD student in the Department of Business Administration, Faculty of Economics, Tishreen
University

** Assistant Professor in the Department of Business Administration, Faculty of Economics,
Tishreen University

T Lecturer in the Department of Business Administration, Faculty of Economics, Tishreen
University
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knowledge, which will support the development of new services
compared to competitors, and this is done through interaction with
Customers and the constant endeavor to know their desires and needs and
work to satisfy them.

Keywords: customer knowledge; tangible dimension; The
dependability dimension; response dimension; safety dimension;
the empathy dimension; customers service.
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(Image, Consumer Product Knowledge, Satisfaction and
Loyalty: Testing Their Relationships in the Rural Bank Sector)
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agally Aygn Cipad) dedi lly Aalall Giylad) oD e ¢3Sl Caall
Bliad B (B (Oushn Cipas Bage Cipae (Jisally Hlaill ool Cayadll
il bl Jdail 5148 (SPSS zaliy e alaie V) 25 a8 dldl 3]0
ragl) dle g aaliae
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rdaall g ol LUy

:Knowledge Customer sMaal) 43 24
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Oa ) 399¢(35all) agae dygd ADe Ly Jal (e agilaigfy agilalaal Gy L3
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sandl Aipeal Gilual DG Awazu & Desouza, (2005) i@
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el Sl g st ) Apadanll Gllesd) gaa) sV EA a Y or) (Lic)
Jseaslly Ll 33l JleeY) 32l Gy daly saliall Al ) il
1 Gags o(Calif, 1987) agiVss sDanll Ly (ssiase 3355 Gsudl ) JuzadY)
Ayladll Sldlall 335 3eil Alius & Dleall 4aa (Prajogo & Oke, 2016)
M5 PA e Al e Bead ol wh Ml ¢ 250 Sle a3 dal e
canslial) gl b aalliads e Sleall Caglie Jag xitall Jsn A paally Dlenl

3sas KT Gun OB Ll sl e S50 25 a1 il
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el jeladly eadll sl LUl Cleatlly AaOU Adalal c el
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s o deadl) adie 5y ) i dplaey) o (Lovelock) suals L4da
-(Lovelock, 1996, p 465) .culis 48y slaic by daxdl) aniiy o)5iM1g

<=5 Ayl 5l (Lovelock) sy :(Responsiveness) ddaiad) s -3
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A A il IS8 Aeadl) adie dlaxiuly Aaeys 58 sae a3 Gleaddl Jlae
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by il i o cpaldll Gileglee 40 aaily :(Safety) old) i 4
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cagi)de s agDlagey AEs cdaliiall oS5 Aerdll ediey oDenl 38 slacl e
(215 (= <2005 <4l (Shaikh and Rabbani,2005:p 115)

dabiiall 3 palelall sldia) el s Jedy ((Empathy) ciblbedl) s 5
o Aadaidll Jae el LaeDlas coDlenll clalal gagiis luadis Laldial ¢daall,
ey Jaeally Aliall A3 ) e alalaill Gl (S) o e Dhanll il
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(Loyyl Llaa¥) Jde Ul jigi 88 Uiy 3yl sale) Llgiy juad 28 ¢ el b
4y of (Chua et al,2016) X5 & Kumar, 2018) ( Ryu & Lee ,2017)
ol Leguany olag) JS& Gladipe deaddl Basa 56 Slanl)

« (Kotler & Armstrong ,2010) 5 «(Kotler, 1999) (e JS s
IS8 sl & tiligine dayl o el Ajre Slginal ol (6 O oS
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i) ge gualy OsSlgiudl O alalia¥l f alesll Al e 5yl il 1)
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Case Processing SummarysUiiually Jalail) b Aa)a) cflal) 3o (1) Jgaad)
N %
Valid Y.o 100.0
Cases Excluded 0 .0
Total Y.o 100.0

Yo laal SPSS galiy aladialy Slasy) Juadl) gl : jsaall
0.752 sty 4880 # Ly < Wl culil) Jalee il dad G (Y) oaall jeday LS
Cadal el Wy S iy aias Ghladl guean o) o 135 <046 e ST 2

Ble 4
Alau) e gaal £ g S W dalaa (Y) Jgaal
Cronbach's Alpha N of Items
JTex 02

Yo laal SPSS galiy aladialy Slasy) Juadl) gl : jsaall
LAl Jalae Cluay Bl cals X s3aa o 38 Auhl) clpiie ald Jalaa
P YIS il culSy baa e JS Al clysial #Lig S Wl
8 Aeatinual)l llall & Lig Sl Jales dad o (3) Jsandl DA (e @alil 225
Jsde i o Ju 135 0.6 0 ST lgmsan CulS 32a o uiie JS (b
fad il Cua t@blal) e Hle A Gadal el Yy Auhall LSy il
cialys 10628 sMenll Aiyra ypiie el & Aediiiall bl Flig S W Jalee
0.675 enll Gand 5a5a alagl aal GlaY) 2 5Lig € 4o
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R e A e el
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séuandl dalad) i) dua il

sl dasd pualy edland) Adjaa (pn Aggine ADIe 25 Y tHO amll Lk
Al 3L Bead e B Aaaall jladll b

sMard) dadd Cpuady s3lanll A (o dpsina ABe 2ag tHT Alad) dpcadl)
Al GhsU Bded o B Al Cijladl) B

335 L ciludajb lgda £l

B CGaandy sSand) A G Agina ABNe dagi Y oi AN Aedl) k)il
e o B Aapiall Cijlaaddl B edleal) dadd Basy dlayl aals Laugaldl
Al e

WD Gy bl dalae Clusy Ealdl culi AN desdll Lpadl) LadYy

A galal) dri g o henl) A8 jra Cp (g g B ) Jalaa (0) Jgaad)
edand) ddjra | dsmgalall axd

Pearson Correlation | 1 YARM

sdanll da | Sjg. (2-tailed) .000
N 205 205
Pearson Correlation | .7Y Y™ 1

Luugalal) 23] Sjg. (2-tailed) .000
N 205 205

Yo Jlaal SPSS gabiy aladialy dlasy) Jad) il : sl

Jalee G (0) Jsaall DA (e Biald) aa 1 J6¥) Aol Al Lid) Ao
el e (g by 2 bl e du sy 0732 &1l Gsepn BLEY)
¢0.535 yaaill Jalee il LS o Dlanll dadd 53sa aladl 2a{S s galall and st
oo o Dbanll A pe iyl ol A salall 2 iy e %53.5 G e Oy s
Jldia) dad o Lazy tAamsalddl aadg odaal) ddjaa ( Ausine ADe Gllia G Jin

1539 a2 o all LI anl) e (@b Al Gl «(Sig = 0.000) ANl
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dadd 3aga alayd aals dicigalall 2l Cpwady Ml ddpa o dgina didle
ggina A agags Jo8 s ALa) A il Juitg ¢eManl)
) Cpeady sdlaad) ddpaa G Agina ABMe aagd Y AGEN de,dl) A il

Bhad G B Al Gijlaal) B edleal) dasd Baga e aals Lalaey)
Agdlal) 555

WD oy bl dalee Cluay Balll culd 4500 depdl) dpdajdl) LEaYy
toli L (1) dsandl masy s cdalaie V) aeh sy o Maall djaa

Aoy dad g paad) 48 ra (i (g L) Jalza (1) Jgaad)
edand) ddjaa | Aalaie ¥t a

Pearson Correlation | 1 702"

sMaad) 4 s | Sig. (2-tailed) .000
N 205 205
Pearson Correlation | .702™ 1

Lalaey) mi| Sig. (2-tailed) .000
N 205 205

Yo laal SPSS galiy aladialy Shasy) Jalasl) guilii : jsadll
Jalae & (1) Jsanll DA e Lalil ann 406N Ll Ludydl) JLad) 4o
saad) dpe Gn ks s Bl e dy 55 0.702 &l Goupm LY
il Jelee ali LS eDleall daxd 3sa dled aalS dlae¥) s i
e il i dpalaeY) 2 @has g0 %49.2 G e Jay sas 0492
O Lass ¢Alie ) andy o Manll ddyra (pn Aysine ADle Gl O iy Lae ceDlanll
o pali Al axml) dudajh (b Aald) G ((Sig = 0.000) AVl Jlia) das
Baga Mlal aals Aalaie¥) s Cpaady sdlaal) Apa G Lygina A 3509 aie

Aggina ABe agag Joli AN AL Akl Qg cedleal) dadd
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ety s laadl iaJu Cod 3\4:3“ idNe as Y A A Al Al

Bl Gaw b Aasadl ijlaadl B oedleal) dadd Saga e aals dlaaay)
Agdlal) 5l 55

WDl gy bl dalee Clusy Tald) culd A3 depdl) dudajdl) LEaYy
teh Lo (V) dsaad) mmsy Cus Aainl) day Gauaty e Dlaall ddjaae o

Al aig pohaad) A e G (g g L) Jalaa (V) Jaadl
eoand) dbjra | Alaiuy) ae)
Pearson Correlation 1 .705™
#danl) 40 Sig. (2-tailed) .000
N 205 205
Pearson Correlation .705™ 1
Loty Sig. (2-tailed) .000
N 205 205

Yo laal SPSS galiy aladialy Slasy) Jalasl) guilii : jsadll
alee G (V) dsaall DA (e Tiall) 2o A Lol L dl) Lsd) Ao
el Adpee (b aa Bl e du sy 0.705 &l senn BLEY)
0.497 yaaall Jalae il LS o Denll G 53sa aladl 2alS Llainl) aed Gauasy

Jlia) dad o) Layy ¢Ailaiu] andy o Dlenll dijra (g Aysies ADle b Gl iny
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Pearson Correlation 1 713™
s3anl) 4820 Sig. (2-tailed) .000
N 205 205
Pearson Correlation 713" 1
L) Sig. (2-tailed) .000
N 205 205

¥+ Jlaa) SPSS galin aladialy Alasy) Juadl) gl @ jaal)
Jelea G (A) dsoadl DA (e Lall) 223 :Aag)l) Aejdl) Lua il L) Ao
el e (b 2 Bl e du sy 0.713 &l supn BLEY)
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Sig. (2-tailed) .000
N 205 205
Pearson Correlation 741" 1
ciklail) 2 Sig. (2-tailed) .000
N 205 205

Yo laal SPSS gabiy aladialy Shasy) Juladl) gl : jsaall
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Comparing the Financial Performance of
Private Traditional and Islamic banks
Operating in Syria
An applied study on Qatar National Bank and Al
Baraka Islamic Bank during the period 2011-
2021

Prepared by
Dr.Carol Alsayegh™

Abstract

This study aimed to compare the financial performance of Qatar
National Bank (a traditional bank) and Al Baraka Islamic Bank (an
Islamic bank), based on liquidity and profitability indicators. And was
conducted during the time period (2011-2021). The descriptive
analytical approach was used through Calculating the arithmetic
mean, standard deviation, and coefficient of variation for indicators
related to the subject of the study. Beside using a set of tests based
on SPSS§(22).
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The study found that the liquidity ratio is high for both types of banks,

in addition to the presence of differences in profitability indicators

due to the impact of these two banks on the economic conditions

that the country has suffered from since the beginning of the current

crisis.

Keywords: Islamic banks, conventional banks, liquidity, profitability
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34.17% 4.33% 31.94% 2441% [ 2018
24.01% 2.82% 23.48% 17.37% | 2014 |
40.98% 4.48% 36.21% 28.69% [ 2015 |
37.66% 4.34% 33.38% 26.02% | 2016 |
1.00% 0.08% -17.29% -1258% [ 2007
13.62% 1.10% 0.60% 042% | 2018 |
17.35% 1.99% 2.44% 163% [ 2019
58.69% 6.64% 65.11% 48.21% | 2020
51.22% 6.89% 50.33% 37.25% [ 2020
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GYAY oYY LYY VY el Gl
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. BBY . oNes
21.63% 26.42% 2011
51.73% 21.76% 2012
46.38% 21.41% 2013
53.27% 24.78% - 2014
53.24% 17.86% 2015
58.18% 19.27% - 2016
71.53% 25.14% - 2017
67.98% 27.17% - 2018
59.40% 31.35% 2019
67.19% 24.54% 2020
63.61% 24.77% 2021
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sl ppan ciggalsS LA (2) Jgand
Hypothesis Test Sumirmany

MHull Hypothe=si= Te=t =ig. O=ci=ion
The distribution of FL1 i= normal One-Samples Fetain the
1 vaithh mean Z2.91 and standard ool mo g o ro- B55  null
dewviation O.52. Smirmow Test hypothesis.
The distribution of ROA1 i= normal One-Sample Fetain the
= vaithh mean 12 25 and standard Holmogorour 8544 noull
dewiation 15,14, Smirnow Teae=st hwvpothesi=.
The distribution of ROEA1 i=s normal One-Sampl= Fetain the
= vuithh mean 22 29 and standard FKolmogorow- BT 2 nual
dewviation 2177, Smirmow Test hypothesis.
The distribution of PRI is normal One-Sampl= Fetain the
<1 waithh mean 299 92 and standard Folmoo g o row- O=2 nuall
dewiation 927 29, SESmirmnow Test hwpothe=sis.
The distribution of DEFO1 i= normalne-Samples Fetain the
5 vaithh mean 24043 and standard Holmogorow- =iy | null
dewiation =.20. Smirnow Teae=t hwvpothesi=.
The distribution of FL2 i= normal One-Sample Feject the
= vuithh mean 1.1 and standard Folmogorow- sl L) nu
dewviation O.=7. Smirmnow Taest hypothaesis.
The distribution of ROAZ i= normal One-Sample Fetain the
i vaithh mean .17 and standard Holmogorow- 8TZ null
dewviation =2.=2. Smirmow Taest hyvpothaesis.
The distribution of ROEZ i= normal One-Samples Fetain the
= vaithh mean Z25.558 and standard Holmogorow- 87TE null
dewiation 19.0=. Smirmow Taest hypothaesis.
The distribution of PRIOZ is normal One-Sampl= Fetain the
= vuithh mean 1945 .09 and standard FKolmogorow- iy | null
dewiation 195 23, Smirnow Teaest hywpothe=sis.
The distribution of DEFOZ i= normalne-Samples Fetain the
10 wvuwith mean 55.5=% and =standard Holmogorow- ST null
dewiation 1=2.75. Smirmow Taest hypothaesis.

Aoymptotic significanceaes are displayed., The significance level i=s 05,

SPSS.22 J) galiy cilajia : jaall
Sy A w0 AN Al ssiie (pe ST SIG ANV Jlaia) G aas Galudl Jsaadl (e
chaalially k) aysill IS5 38k Ll 6l ) aysill a lild) b Jsdll
Gkl Sy 4oy (il g4 lyriall o3 (pliilly oxdall agill s Joa 38540
Independent  sa byl o] auliall oAy salxall clasy) c)lodl
e Jldl (ROA Glasasall e diladl tcifyiisall e JS1 @llyg Samle T-Test
. DEPOJsaY! e ailagll (PRO agudll dnyy (ROE 48k (35
Jil sig ANAl Jlaal o ) Jeagil) &5 a8 FL dagpudl gl igall dally Ll
L€y @lli g mpadall il an ¥ clilall ol sl ¢Sy A %00 AN A (s5iase (e
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Mann— sa Gluajdll s3] uliall HLEAY) aleaSU) slaal) chlod) @l
Whitney U

Higa O Agilaa) AN I3 3908 2263 Y 1 Hop o A¥) Aedl) Lua)dl jLas)
(RSl iy oSl e iasll Ll 5 ) iyl 58 comen it ) Al gand)
S i) (8 ol A gl il ) Ty i) S 13) L A

shal 2 syima G sb oY) Cipemd) 8 dagpud) Agd) pidgal Al Jaigiag
:4i¥) Johall e Jganll iy Mann-Whitney U laal

Mann-Whitney Test (%) Jg!

Ranks
| group N Mean Rank Sum of Ranks
ks
il 11 17.00 187.00
Sy
gl oY) 11 6.00 66.00
xg
Total 22
SPSS.22 Cla i : juaall
Test Statistics?(V) Js
FL1
Mann-Whitney U .000
Wilcoxon W 66.000
z 3.976
Asymp. Sig. (2-tailed) .000
Exact Sig. [2*(1-tailed Sig.)] .000°

GIA v, 0 AN e e Ji sa LA sig AN Jlas) G (V) Jsasd) ca
Lo gl Ugand) 850 Jasegia Cp Adilian) AV I3 (5458 25a g ALY daca @) Jus
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obd iy o alE) Cipaadl) £58 uua ((Jsal) clasagall Ao ailall) dag
(Al iy : aSaly ¢ ilagl

O A4l aadiiy Al Independent —Sample T-test jlaal jlad)
Jrasill &5 (Y V) Oiesana o (ggind Al huiall aadingg (padine sl

Ay Jlasdl & daa gl C_at\.ﬂ\ <
Group Statistics (A) Jgad

| group N Mean Std. Deviation | Std. Error Mean
G
e sl ikl 11 18.2545 16.14240 4.86712
ol A8 ol
SNl 11 3.1653 2.33915 .70528

SPSS.22 cilajia i jiadl

&l (atiall) gl elid Clasagall o dladl Jasigia o (A) Jsaad) (g ey

@obmall CalaiN) e Iy (3 gaall 33250l A (e 235 Al e A 25 VA, YO0

Y T0F Jaall o ailell Ay a8 oY) Sy el Ay Ll el agay o

G o) Jal) (K ey il agag o VYAV (glmall Cabail) dad Jy

iy 4 Glagasall o lal) A o e b idagl) jhad oy 8 JeaY) e silal)
Sy 48,

72



Lalwdl g Lalai®y) 2 glal) Al
ilall Jg s,

YoYo ale) aml) £V alaall

Independent Samples Test (1) Jg

Jlall | Levene's Test t-test for Equality of Means
S for Equality
J sa¥) |_Of Variances
F Sig. t df Sig. Mean Std. Error | 95% Confidence
(2- | Difference | Difference Interval of the
tailed) Difference
Lower | Upper
Sl
)ﬁ 21.371).000(3.068| 20 .006 | 15.08925 | 4.91795 |4.83058 |25.34792
Sy
as);s\ 3.06810.420( .011 | 15.08925 | 4.91795 |4.19092 (25.98759

SPSS.22 cilajia i jiadll
Gsisa e J8 a8 LEaY sig ANV Jlaa) of aas @l () dsaad) o
Ll cmmainall (il 3 Guilad Ssms adey 5 ) Ayl Qi addes v, 00 AN
Gl Jai adde s v, 0 0 AN (s o saal SIG Aad of Laadlit LAY dually

s Jga) e 2lall HS5e oo Aflan) AN G 3508 25ay e (ab o3

Faasll sdiisa oo Ailuan) A @l (398 255  Ho 343060 Ae ) Lpda ) L)
iy ol gl b iy o015 Cipaall £o8 an ASlal) (558a o ailal

(A

Ow A iy Al Independent —Sample T-test jlaal lad)
Jasill &5 (Y V) e sana Mo (ggind Al huiall aadiigg (padiae gl
AY) Jolaall 3 dacagall il )
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Group Statistics (Y +) Jgxd!

| group N Mean Std. Deviation Std. Error Mean
Slo e el 11 23.8857 21.77376 6.56503
fﬁ A4Sl sy 11 26.8830 19.02558 5.73643

SPSS.22¢ly jia : jadl)
(bl ki el Alal) g e vl Jange of Galud) (V+) saadl e B
Aad Juig Bouall (A3 A (e T Andline A Ay YT, AAOY &l (gailis el
Lasgio il i LY Sy el Loy Wl e gy o glmall Cilaiy)
dag e 19,0Y00A gl CabaiV) A Jxig YLAAY Y Jaal) e dilal)
S gl ki ey Al G ol das of Jl oS Aoy e
oY) A8y el 8 Glasagall e dilall An (g

Independent Samples Test (Y V) Jgad)

Levene's t-test for Equality of Means
Test for
Equality
of
Variances
F [Sig.| t df Sig. Mean Std. Error 95% Confidence
(2- | Difference | Difference Interval of the
tailed) Difference

Lower Upper

el ey
.150(.702 | .344 20 735 2.99732 8.71816 | 21.18308 [ 15.18844

or & 344 119.647| 735 | 2.99732 8.71816 | 21.20407 | 15.20943

SPSS.22 cilajia i juadl)

ANV gsine (ge el a8 HLaaY sig ANAN Jlaa) of (V) Jsaad) (e gy
Al Wl ¢ pmatinall (s (8 (pilad 3gag png Ji ) dpa il b yi ey 00
A il by addes ¢, 00 AN (gsinn el SiIg Aad of LDt laay
Gan ASL) 58a o dlall jdge G Adlas) ANS QD 358 5a e (el
8 paall &4
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Group Statistics (YY) Jgaadl
| group N Mean Std. Deviation Std. Error Mean
el yhad oy 11 249.9774 437.89385 132.02996
¥ AS yll ely 11 146.0936 195.83103 59.04528

SPSS.22 cilasia i uadl)

bl ld il el e Slall jdne Jangia oF Gl (1Y) Jsaall e sy
e Jiy (hpad) 8 5200 Lo e IS0 A5 T Aadie i 85T £9,9VVE 4L
Lossia aly 2 _oOLaY) Sy el Aually W el asmg o g)lxall CaladY)
35ag e VAOATY V¥ (g)lmall Cibaidl dad Juis V€70 47T JpaY) e dilal)
Ay @y b agadl Bany) (e el gl il b agudl By ol 4dle s it

LY
Independent Samples Test() ¥) J gl
Levene's
Test for .
Equality of t-test for Equality of Means
Variances
- p -
F [Sig.| t df (2- Differenc | Differenc .
' tailed o o Difference
) Lower Upper
dy | 3241 .08 .71 20 481 103.8837 | 144.6314 | 197.8121 | 405.5797
o R 8 | 7| 8 ' 9 5 2 1
R 71| 13.84 103.8837 | 144.6314 | 206.6435 | 414.4111
‘ d ‘ . . . . . .
el 2 8| 6 || 9 5 7 5

SPSS.22 s s 1l
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Gsia e ST A Lad HlesY sig AVl Jlasl of Gl (VF) dsaall o
comainall 5 3 Gulad 25 pamn Jsi Al Al b addey +, 00 AN
LRk ades +, 00 AN (s5ie e e Sig Aad of LSt LEAY duall Ul
s gl By s O Alean) AVS I3 B8 35ms le ab g3 il
Capadl g5

baisia (o Agilan) A3 il (3908 aagi 1 Ho,shasaldl) el dycajdl) s
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O A4l aadiiy Al Independent —Sample T-test jlaal lad)
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Group Statistics (Y £) Jgad

| group N Mean Std. Deviation | Std. Error Mean
[ @lagl ki ely 11 24.0418 3.80324 1.14672
Jdsa¥) a8, ey 11 55.8298 13.75460 4.14717

SPSS.22cla k4 1 jbadl)
Shsll i alagl o Slall jdge Jasgie o Bl () €) Jsaadl e sy
Gmal) o3 5250 A e IS5 A5 Tan Aaiine Ao oy YE, 0 £VA &l (ulin ol
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Independent Samples Test (Y ¢) Jyx)

Levene's t-test for Equality of Means
Test for
Equality of
Variances
Sig. 95% Confidence
E Sig df (2- DTI\/]I‘ean SDt_ti.fError Interval of the
. t tailed : 2renc ! 2renc Difference
) Lower | Upper
T
g | P PSP | 20 | 000 | 3178306 | 430279 | 07095 | 228126
/
oy
M :
2= 7.:8 11(.)52 000 | 3178806 | 4.30279 41.22065 22.3;696
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Measuring the Educational Services Quality
from the Point of View of Postgraduate
Students using the HEdPERF scale

(A Field study at Tishreen University)

Prof. Dr. Salah Shiek Deep* Dr. Taha almrshed**
Ghalia Nassan Al-Sarakbe***

Abstract

The research aimed to measure the level of quality of services
provided at Tishreen University from the point of view of Postgraduate
students using the HEJPERF scale. The research community consisted
of Postgraduate students in the faculties of dentistry and economics at
Tishreen University. The research relied on the questionnaire as a data
collection tool. Several key findings were highlighted: The level of
educational services quality in all its dimensions (academic aspects,
non-academic aspects, reputation or access facilities) provided at
Tishreen University was high from the point of view of Postgraduate
students according to the HEJPERF scale. This indicates that the
research sample members are satisfied with the level of educational
quality provided in general. The research recommended that the
university should continuously update its courses and curricula to align
with changes in the labor market.

Keywords: Educational Services Quality, HEAPERF Scale
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Cuall sfdaadl  Pearson .235™ 478" 1 -.093- .661"

Correlation

Sig. (2- .005 .000 .269 .000

tailed)

N 144 144 144 144 144
Jsasll e Pearson -.067- .253" -.093- 1 425"

Correlation

Sig. (2- 428 .002 .269 .000

tailed)

N 144 144 144 144 144
Slea¥l busidl - Pearson 587" 779" 661" 425" 1

Correlation

Sig. (2- .000 .000 .000 .000

tailed)

N 144 144 144 144 144

*, Correlation is significant at the 0.05 level (2-tailed).

**_Correlation is significant at the 0.01 level (2-tailed).
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e e (sgine 1 Chnall S drad) aad g dadial) Wlaadll sagn G Giladl Jpaad) el
Aralall Aaany Alatie dplagl Cilsn Say 135 ¢(¥,1Y) )8 Jangiay Aiall o)} e dgay
e 5 lall Tan Ay Al gal) apd el 3 llall Lyl s je b Lead 3 cilaal
oo DUl Liay (uSat el sday (£,Y71) olus Jaugie "Slas ralall andl asauals
ol maais dallaad Gailly Aulay) daav aad Aaalall G e Jayg Zaalall ddlaal) 4l

" gy Arala (g Cpamgpad) COUR (ol 55 (' 5" Jand) (g (3 A sllae BpaalS] ilianass

106



dalud) g dgalady) PJM‘M e daala daa
by qagthas B4l YoYo ale) amll £V alaal)

le Wadl) e Jaalg 1) 555 Apnyall grabal) (pants daalyal dnalall als cllin G s 14

G clanall (may ) s cgad) e pe 0089 Glacadill 38 Glaal oAV

e i lag Bl Jaall o lalial Uy Jae (it dlals Gl e (anyall legals

Lo clipue Ly 23 ) e gilly &8 Amaladl G ) ey Lee colloall ALY dndipe 4l sal)
Mgy Al Apalail) lanal) 8 Garieally COU) 4S5 Lgidlaae ey
Jyash cBlgadt el Liuagh ciplany) (V+) Jssal

ad)gal) 4 i) | Jaagial) Jigadl
whadl | alaall

dagia 4y | oY,ve cllal) Aal8) Glsa (ha Gully dasdl) bl ALy
ddagia Voohe | YA | Gub s oSl geldy chludiaY Alail) ol

-2 oo Jual¥) Jilug (e o gl gl
dadije GArT | ey Ll Aaliiag Anuly Cillge bl aly
dadiya AP | we | b Clelll Jgagl B sl Lald) clagl i
dadiya GANE | PvA Aalal) Alall b edagadlly s)al jisn
dadiye LYY |y Aalal) Gk e ol dealad) Sl ok
dadise GVAY | w VY| dsalall oo Lgisabiag Al cilagieal) dulhall daalal) g

c gAY daalad) adiga o Lgialily

Axdl ya .00V LAY

YV Jlua) SPSS Jlasy) galindl o alais¥l Lald) dae) ¢ 1 jhaall
iy ssine 3 Jpaa gl Dl and lag Aedidl) laaall 53 O Giladl Jpand) el
Bl ¢ pads Cpsninaall G () i 138 (F,£V) 038 Lo gias Aal) o))l a5 gy (00
G Jsasll Wsens i & Conni Gaalall G iy 138 L alag) IS8 Gaalall 3 (gl
e daalall G el 135 . aaliays BRI Apad cpuad (B aeen Lae cleilenty i)
Sl Gl LSl iyl Slelilly dmalall Slall G Jead) Jsalls calall 3Ll
e Lo chliadl aaad dadipe Ailsall a0 Cela (55 Aralall pdge o lasleall
so\Shy chludind Llbia) oy 5 "l 4al) ¢lSa o Ul Al g el e
dangie dayy Cela Al "a ce JUat) Jilug o opf ol Cild) Bk e DUl

107



Cribia aladiady Lilad) cilud jal) cdUa S5 dga g (pe Apaplail) ciladdld) 339 (b
HEJPERF

O (e ply claadll galdl Jgaagll G U udy 1aag (Y,A0=Y,V4) lia Jausgiag
Ol ey claliial B Y 22d e sally il ludindl] dlainl) ddld s lUall 44

cslladl (AL
saaly Al (£-Student) jLaal e slae¥) 55 il dl) LY sl s

due b lla) Javigie ( dusie AN I3 Apasa (B8 s Y danl) Ludadl)
Ladadll Gleadl) 3aga st Joa ¥ mledd) Y e ey Jangieg daadll
.(HEAPERF) (s slad DA (e (35 dralas & dadiall
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One-Sample Statistics

N Mean Std. Deviation ~ Std. Error Mean

Clarill 3353 144 3.6032 35428 .02952
YV )aal SPSS galiy aladialy ibaay) Jalal) il : juaal)

Loaglartl) ciladil) 5agal Saaly Al £ LEa) Aol (1Y) Jgand

One-Sample Test
Test Value = 3
95% Confidence

Interval of the

Sig. (2- Mean Difference
T Df tailed) Difference Lower Upper
By 20.43 143 .000 .60317 .5448 .6615

Calaadll 0
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ladl Gluhall O ki dgay (e (daye daaladl

Glla) Lasie Gp dagiee Ao I3 Apaga 358 g Y 1AV Asdl) dpda)dl)
Cilall st Jsn ¥ ledll G b Gilags Jaugiey Gl die ol
SO Aasla 4 (HEAPERF) (sl el 28 Al

Leaals¥) Guilgad) ey Laldd) cililaal) (VF) Jsaadl
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N Mean Std. Deviation  Std. Error Mean
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Test Value = 3
95% Confidence Interval of
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T Df  Sig. (2-tailed) Difference Lower Upper
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N Mean Std. Deviation  Std. Error Mean
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alsY) 2 culgall el Basly Al £ ,LAS) Ao (V1) dsaad)

One-Sample Test
Test Value = 3
95% Confidence

Interval of the

Mean Difference
T Df Sig. (2-tailed) Difference Lower Upper
o il all 11.890 143 .000 .56096  .4677 .6542
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One-Sample Statistics
N Mean Std. Deviation  Std. Error Mean
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One-Sample Test
Test Value =3

Sig. 95% Confidence Interval
(2- Mean of the Difference
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Cuall sfdaed  13.185 143 .000 .62731 .5333 7214
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The impact of electronic management on
organizational development
A field study on government hospitals in

Tartous Governorate
Dr. Rasha Ibrahim Saeed*

Osummary(]

The study aimed to measure and analyze the level of
application of electronic management and the level of
organizational development in public hospitals in Tartous
Governorate, and to measure and analyze the impact of
electronic management and its three dimensions: electronic
planning, electronic organization, and electronic control, on
organizational development in the hospitals under study. The

study relied on the descriptive approach. Analytically, (94)

*Doctorate in Business Administration, faculty member at the College of Administrative
and Financial Sciences, Cordoba Private University, Syria, Qamishli, . E-
mail:rasha.ib.saeed@gmail.com
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questionnaires were distributed to a simple random sample of
workers at various administrative levels in the hospitals under
study, using descriptive statistics and a test. T-TESTANd simple
linear regression analysis, the study reached conclusions, the
most important of which are: the presence of a moderate level
of application of electronic management and organizational
development in the hospitals under study, the presence of a
significant effect of the dimensions of electronic planning and
electronic organization on organizational development, and the
absence of a significant effect of the dimension of electronic
control on organizational development in hospitals. Place of
study.

key words: Electronic management, organizational
development, electronic planning, electronic organization,

electronic control.
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