Jeand! A8 et e 0jily Jaard) Cigua
raadl VL) glad e Al 4y

5 §iSa
daaa ladl) gl Adal
Uails dasls —3;laal) 4l



:dand) jadla

Jletind) Lepae Jaeall Al Llail) e Jaenll cigaa 58l Al ) Gl a Gy
D) e IS i e Capatl) 1) ALYl ¢ (sDlaad) cilalad Alatu) — odaall cilals
Sl ey e laiivl )il sl a3 Calaal) sda Gaiaily ¢ gpaddl CY L) g U 3 i)y
G ¢ Apead) VLAY IS i Alsie Ak Giswll guaes ¢ eDanll et Cplalal) )Y
ADle aya A Al @il o)l ol aglaay) iadldl YY) Lgie i ylaind 14 cacy
Lls i ofs . Jaeall Erd )l st sy ¢ Jaeall Capeal LI G (gsina Ll 3 ulsy
Ty syl o3a ela Cm ¢ Jaeall 2001 AaiuY ) slaf (e s JS e dsanll Cigen il days
ce D) calalal st ¢ edlead) cilala Sledind 1 V) cu sl

¢ Cilgd) e Jhat¥) 3She & gradll CV LAt ¢ Ui Jaenll Cigun pen @il ST
Al by o elaa¥l Joalsill adlse e Jaalsill o8 carall 3She 8 dua sl el Ll
¢ LA Laglsi€s clad ol b eSlead) cilalad Llaia¥) e 1al Jalsall ST e 5 5500
clsall alasin) & Aigpall 5 dppall il

S Jaendl i pan lsal (e 82 8y puin Lgie ilpagill (4o de gane bl Cuedd S
¢ eyl Jaalsill adlses ¢ Cilgdl e Juaty) She Jie g padll cVLaty) g U b Lalas
AE U8 e danSall 3 BI0Y sl ladiads ¢ (5 ST 2l

Abstract:

This Research aims to study the impact of the listening to the Voice of the Customer
on Customer Agility (Sensing & Responding), and identifying both customers Sensing and
Responding level.

For this purpose 194 questionnaires have been designed and distributed to Individual
Randomly. Of which 171 have been statistically analyzed.

The results of the Empirical Study indicated that there's a positive statistically
significant relationship between listening to Customer Voice and the dimensions of Customer
Agility (Sensing & Responding). According to results obtained from structural model, the
study concluded that there are differences in the impact of Voice of the Customer dimensions
Agility, which can be arranged as followed: Sensing, Responding.

The most Influential tools to collect Voice of the Customer Sensing of consumers
needs in communications companies are telephone calls, then personal meetings, social
media, and finally e-mail.

The most Influential factors to respond customer's needs in Egyptian communications
sector are the capabilities of communication technology, human recourses and finally
flexibility in resource use.

The study introduced a set of recommendations of which taking advantage of the
Voice of the Customer Sensing that have been proved to be successful in mobile phone
companies such as telephone calls, social media, e-mail and use feedback management
system.
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