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Mean Std. Deviation
NO8 4.0345 0.89143
NO12 4.1517 0.94361
NO11 4.6931 0.46200
NO13 4.6966 0.71875
NO18 4.7310 0.79579
NO7 4.7345 0.44237
NO6 47414 0.43863
NO10 4.7736 0.41930
NO22 4.8069 0.59171
NO28 4.8414 0.54138
NO9 4.8552 3.04404
NO19 4.8793 0.54161
NO14 4.9034 0.42944
NO15 49034 0.42944
NO16 4.9034 0.42944
NO17 4.9034 0.42944
NO20 4.9034 0.42944
NO21 4.9034 0.42944
NO23 49034 0.42944
NO24 4.9034 0.42944
NO25 49034 0.42944
NO26 4.9034 0.42944
NO27 49034 0.42944
NO2 4.9276 0.25962
NO4 4.9276 0.25962
NO3 4.9310 0.25383
NO1 4.9448 0.22871
NO5 4.9448 0.22871
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Sum of Squares df Mean Square F Sig.

NO1 Between Groups 2442 3 0.814 18.366 0.000
\Within Groups 12.675 286 0.044
Total 15.117 289

NO4 Between Groups 4.207 3 1.402 26.258 0.000
\Within Groups 15.273 286 0.053
Total 19.479 289

NO5 Between Groups 2442 3 0.814 18.366 0.000
\Within Groups 12.675 286 0.044
Total 15.117 289

NO6 Between Groups 3.913 3 1.304 7.217 0.000
\Within Groups 51.691 286 0.181
Total 55.603 289

NO7 Between Groups 7.289 3 2.430 14.104 0.000
\Within Groups 49.266 286 0.172
Total 56.555 289

NO8 Between Groups 47.673 3 15.891 24.974 0.000
\Within Groups 181.982 286 0.636
Total 229.655 289

NO12  Between Groups 71.368 3 23.789 36.588 0.000
\Within Groups 185.956 286 0.650
Total 257.324 289

NO13  Between Groups 73.868 3 24.623 93.361 0.000
\Within Groups 75.429 286 0.264
Total 149.297 289

NO16 [Between Groups 26.483 3 8.828 94.157 0.000
\Within Groups 26.814 286 0.094
Total 53.297 289

NO18 |Between Groups 19.581 3 6.527 11.421 0.000
\Within Groups 163.440 286 0.571
Total 183.021 289

NO19 Between Groups 3.943 3 1.314 4.650 0.003
\Within Groups 80.833 286 0.283
[Total 84.776 289
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ety el 387 el b s abales” o aalasll (YY) A (3 "8 a0l eSled) i
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Sum of Squares df Mean Square F Sig.
NO3 Between Groups 0.847 3 0.282 4.544 0.004
\Within Groups 17.774 286 0.062
Total 18.621 289
NO11  [Between Groups 3.246 3 1.082 5.294 0.001
\Within Groups 58.441 286 0.204
Total 61.686 289
NO15  [Between Groups 6.946 3 2.315 14.287 0.000
\Within Groups 46.350 286 0.162
Total 53.297 289
NO17  [Between Groups 3.569 3 1.190 6.841 0.000
\Within Groups 49.728 286 0.174
Total 53.297 289
NO20  [Between Groups 5.727 3 1.909 11.477 0.000
\Within Groups 47.570 286 0.166
Total 53.297 289
NO21  [Between Groups 5.415 3 1.805 10.782 0.000
\Within Groups 47.881 286 0.167
Total 53.297 289
NO22  [Between Groups 14.113 3 4.704 15.452 0.000
\Within Groups 87.073 286 0.304
Total 101.186 289
NO23  [Between Groups 6.601 3 2.200 13.477 0.000
\Within Groups 46.696 286 0.163
Total 53.297 289
NO24  [Between Groups 3.569 3 1.190 6.841 0.000
\Within Groups 49.728 286 0.174
Total 53.297 289
NO26  [Between Groups 6.292 3 2.097 12.762 0.000
\Within Groups 47.004 286 0.164
[Total 53.297 289
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SEX Mean Std. Deviation| Std. Error
Mean
NO3 1.00 4.8936 0.30915 0.02255
2.00 5.0000 0.00000 0.00000
NO4 1.00 4.8883 0.31584 0.02304
2.00 5.0000 0.00000 0.00000
NO6 1.00 4.7872 0.41036 0.02993
2.00 4.6569 0.47710 0.04724
NO7 1.00 47979 0.40266 0.02937
2.00 4.6176 0.48836 0.04836
NO8 1.00 4.2606 0.85352 0.06225
2.00 3.6176 0.80891 0.08009
NO10 1.00 4.8641 0.34358 0.02533
2.00 4.5679 0.49845 0.05538
NO12 1.00 4.3298 0.87004 0.06345
2.00 3.8235 0.98917 0.097%4
NO13 1.00 4.5319 0.84906 0.06192
2.00 5.0000 0.00000 0.00000
NO26 1.00 4.9787 0.14469 0.01055
2.00 4.7647 0.67745 0.06708
NO27 1.00 4.8511 0.52646 0.03840
2.00 5.0000 0.00000 0.00000
NO28 1.00 47553 0.65711 0.04792
2.00 5.0000 0.00000 0.00000
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Jpid) 3 52 LaST ANOVA (5331 bl JE aliszal ¢ Jigdl Vs e 2l
i ol (V€) 5 (VY) oA @ Bals) SLlE) el anall 5130 OF ) sy U1 (1)
il b s alalas el (YY) 5 (V) 5 (VA) 5 (V) 2 3y @S 2l odleall
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g e A el oY1 L) W () g

Sum of Squares df Mean Square F Sig.
NO12  [Between Groups 6.734 2 3.367 3.856 0.022
\Within Groups 250.591 287 0.873
Total 257.324 289
NO14  [Between Groups 3.100 2 1.550 8.863 0.000
\Within Groups 50.196 287 0.175
Total 53.297 289
NO17  |Between Groups 3.493 2 1.747 10.065 0.000
IWithin Groups 49.803 287 0.174
Total 53.297 289
NO18  [Between Groups 17.215 2 8.608 14.899 0.000
\Within Groups 165.806 287 0.578
Total 183.021 289
NO19  [Between Groups 3.200 2 1.600 5.629 0.004
IWithin Groups 81.576 287 0.284
Total 84.776 289
NO23  [Between Groups 1.940 2 .970 5.420 0.005
IWithin Groups 51.357 287 0.179
Total 53.297 289
NO26  [Between Groups 3.657 2 1.829 10.573 0.000
IWithin Groups 49.639 287 173
[Total 53.297 289
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Client’s Per ception of the Quality
Servicesin Jordan Telecom Company

NADIR ABO-SHAIKHA
Assistant Professor
Department of Business Administration
Faculty of Economics and Administration Science
Hashimia University, Zarga, Jordan

ABSTRACT. The aims of this study are to investigate the dlient’s
perceptions of quality services, their evaluations of the services, their
expectations of the service, and the impacts of the personal
characteristics on the employee’s perceptions for the quality of these
services in Jordan Telecom Company.

Data was collected from random sample. And the sample was
(290) persons. Data have been preceded and analyzed through the use
of SPSS package in order to obtain means standard deviation,
frequencies, analysis of variance (ANOVA) and dun Can test.

The study revealed significant positive relationship between some
of the personal characteristics and the client’s perceptions about the
quality of the services that provided to them. Also, the results
indicated that there is a negative impact from the clients about the
speed of responses and the price of the services.



