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ABSTRACT

Most organizations strive to excel in their performance to achieve
their goals with the highest efficiency and effectiveness.

The efficiency of the good service management process is focused
on identifying the customer's needs from the service and its expectations
when received and thus working to provide quality service according to
customer expectations.

There are many methods used to improve the quality of products,
whether goods or services.

The research question: To what extent the service provided to the
customer affects the degree of satisfaction and thus his behavior after
the purchase. Applied on Egypt Air

The researcher deals with this study in three consecutive
investigations as follows: service concept and quality, measuring customer
satisfaction and the relationship between them and the quality of service

and the results of the study.

Keyword: Customer satisfaction, Service concept — TQM,
Quality of Service — Measurement tools
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Descriptive0
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
Q1 1033 6.00 10.00| 69.1208 .88802
Q2 1033 6.00 10.00 67.7597 .98956
Q3 1033 5.00 10.00 77.6312 .87304
Q4 1033 4.00 10.00 67.9208 1.06363
Q5 1033 3.00 10.00 61.9091 .90401
Q6 1033 4.00 8.00 66.6286 1.02804
Q7 1033 3.00 6.00| 49.7455 .92570
Q8 1033 6.00 10.00 70.6792 87475
Q9 1033 3.00 8.00 67.6286 1.04319
Q10 1033 4.00 8.00 63.0230 1.17009
Q11 1033 6.00 10.00 75.4130 .98337
r 1033 6.00 10.00 64.6023 1.2006
Valid N (listwise) 1033
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Correlations
ql 2 q3 q4 5 6 q7 98 99 q10 11 I
Pearson Correlation 1 457" 221" -.076- .061 343" .062 339" 5117 438" 44T 590"
ql Sig. (2-tailed) .000 .000 135 232 .000 228 .000 .000 .000 .000 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 457" 1 .359™ .008 503" 231" 399" 219" 243" 129° .080 799"
q2 Sig. (2-tailed) .000 .000 .869 .000 .000 .000 .000 .000 011 119 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation | .221"| 359" 1 2657 282" 583" 1977 4707 1327 261" 1167 556"
q3 Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 010 .000 023 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation -.076- .008 265" 1 143" 117 153" 079 033 .109° 124 259"
a4 Sig. (2-tailed) 135 869 .000 .005 022 .003 124 522 032 015 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 061 503"| 282" .143" 1| 270" 676" 3177 -091-| -1567| -175-"| 314"
a5 Sig. (2-tailed) 232 .000 .000 .005 .000 .000 .000 074 .002 .001 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 343" 231" 583" 117 270" 1 292" 639" 329" 391" .168" 790"
a6 Sig. (2-tailed) .000 .000 .000 .022 .000 .000 .000 .000 .000 .001 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation .062 399" 197" 153" 676" 292" 1 426" 125 -.001- 019 752"
q7 Sig. (2-tailed) 228 .000 .000 .003 .000 .000 .000 014 .986 J17 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 3397 2797|4707 079 3177|6397 4267 1 4267 4267|2047 793"
q8 Sig. (2-tailed) .000 .000 .000 124 .000 .000 .000 .000 .000 .000 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 511" 243" 132" .033 -091- 329" 125" 426" 1 786" 736" 530"
q9  Sig. (2-tailed) .000 .000 010 522 074 .000 014 .000 .000 .000 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 438" 129° 261" 109°|  -.156-" 391" -.001- 426" 786" 1 728" 541"
q10  Sig. (2-tailed) .000 011 .000 .032 .002 .000 .986 .000 .000 .000 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 4477 .080 116" A24| -175"| 168" 019 204" 7367 728" 1l 614”7
qll  Sig. (2-tailed) .000 119 .023 .015 .001 .001 J17 .000 .000 .000 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 590" 799" 556" 259" 314 790" 752" 793" 530" 541" 614" 1
r Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

Correlations

99

qq

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

1033
729"

.000
1033

729"
.000
1033

1033

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

Factor Analysis

Communalities

Initial Extraction
gql 1.000 .620
g2 1.000 .631
g3 1.000 522
g4 1.000 .825
g5 1.000 .844
g6 1.000 761
q7 1.000 .763
g8 1.000 .564
q9 1.000 .558
gq10 1.000 672
qil 1.000 718

Extraction Method: Principal

Component Analysis.
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Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings

Total % of Cumulative Total % of Cumulative %
Variance % Variance

1 3.694 33.585 33.585 3.694 33.585 33.585

2 2.093 19.031 52.616 2.093 19.031 52.616

3 1.690 15.366 67.982

4 1.136 10.329 78.311

5 .707 6.432 84.743

6 .602 5.477 90.219

7 .358 3.252 93.472

8 .291 2.646 96.117

9 197 1.789 97.906

10 122 1.111 99.018

11 .108 .982 100.000

Extraction Method: Principal Component Analysis.

Component Matrix?

Component

1 2
al 785
2 699
g3 619
q4
95 860-
g6 .655 Extraction Method: Principal
q7 636 Component Analysis.
g8 .703 a. 2 components extracted.
49 680
ql10 .780
qi1 737
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Descriptives

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

Z12 1033 1.00 8.00 61.3463 1.04296
Q13 1033 1.00 7.00 62.1274 .68321
Q14 1033 1.00 10.00 62.7212 77490
Q15 1033 1.00 9.00 57.8443 77822
Q16 1033 1.00 10.00 62.2412 .99485
Q17 1033 1.00 8.00 41.4420 1.14539
Q18 1033 1.00 9.00 36.2172 .73420
Q19 1033 1.00 10.00 37.1132 .87333
Q20 1033 1.00 8.00 60.3053 1.07170
Q21 1033 1.00 7.00 65.9124 1.25576
Q22 1033 1.00 8.00 59.7034 .1.00813
Q23 1033 1.00 5 39.2005 1.02401
Q24 1033 1.00 8 60.4210 1.00164
Valid N (listwise) 1033
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Correlations

Correlations

ql q2 q3 q4 95 q6 q7 q8 q9 q10 qll

Pearson Correlation 1 248" -108-"| -.169-" .250"| .308" 314" -.004- .017 .067 410"
Q12 Sig. (2-tailed) .000 042 .001 .000| .000 .000 .947 755 .209 .000
N 1033 1033 1033 1033 1033| 1033 1033 1033 1033 1033 1033
Pearson Correlation 248" 1 .058| -.043-| -552-"|-.447-" 221" 514" 425" 493" .308"
Q13  Sig. (2-tailed) .000 278 418 .000| .000 .000 .000 .000 .000 .000
N 1033 1033 1033 1033 1033| 1033 1033 1033 1033 1033 1033
Pearson Correlation | -.108-" .058 1 343" -459-7|-142-7|  -014- .309" 589" 561" .103
Q14  Sig. (2-tailed) .042 .278 .000 .000| .007 787 .000 .000 .000 .052
N 1033 1033 1033 1033 1033| 1033 1033 1033 1033 1033 1033
Pearson Correlation | -.169-"|  -.043- 343" 1 .025( -.031- 262" 320" 231" -.078- -.400-"
Q15  Sig. (2-tailed) .001 418 .000 633 561 .000 .000 .000 141 .000
N 1033 1033 1033 1033 1033| 1033 1033 1033 1033 1033 1033
Pearson Correlation 250" | -552-" -459-" .025 1| .700" 240" 4617 -464-7| -607-" -215-"
Q16  Sig. (2-tailed) .000 .000 .000 633 .000 .000 .000 .000 .000 .000
N 1033 1033 1033 1033 1033| 1033 1033 1033 1033 1033 1033
Pearson Correlation 308" | -.447-" -142-"|  -.031- 700" 1 450" -436-"| -327-7| -.289-" 145"
Q17  Sig. (2-tailed) .000 .000 .007 561 .000 .000 .000 .000 .000 .006
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 314" 2217 -.014- 262" 240" | 450" 1 192" .150"|  -.080- 243"
Q18  Sig. (2-tailed) .000 .000 787 .000 .000| .000 .000 .005 133 .000
N 1033 1033 1033 1033 1033| 1033 1033 1033 1033 1033 1033
Pearson Correlation -.004- 514" .309" .320"| -.461-"|-.436-" 192" 1 307" 519" .032
Q19  Sig. (2-tailed) 947 .000 .000 .000 .000| .000 .000 .000 .000 547
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 017 425" 589" 2317 -.464-"|-327-" 150" 307" 1 369" 109"
Q20  Sig. (2-tailed) .755 .000 .000 .000 .000| .000 .005 .000 .000 041
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation .067 493" 561"| -078-| -607-"|-289-"| -.080- 519" .369" 1 384"
Q21 Sig. (2-tailed) .209 .000 .000 141 .000| .000 133 .000 .000 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 410" .308" 103| -.400-"| -215-"| .145" 243" .032 109" 384" 1

Q22 Sig. (2-tailed) .000 .000 .052 .000 .000| .006 .000 547 .041 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 130" 467" 242" -058-| -.488-"| -.052-| -.003- 468" .062 621" 453"
Q23 Sig. (2-tailed) 014 .000 .000 275 .000| .333 .953 .000 .245 .000 .000
N 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033 1033
Pearson Correlation 510" .369" 126" -064-| -194-"|-181-"| -.034- .080 218" 359" 2147
Qo Sig. (2-tailed) .000 .000 018 221 .000]| .001 527 133 .000 .000 .000
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Factor Analysis

Communalities

Initial Extraction
gl 1.000 673
g2 1.000 .592
g3 1.000 518 Extraction Method: Principal Component
q4 1.000 733 Analysis.
g5 1.000 .840
g6 1.000 737
q7 1.000 749
g8 1.000 .575
q9 1.000 531
q10 1.000 702
qll 1.000 634
q12 1.000 563
q13 1.000 424
Total Variance Explained
Component Initial Eigenvalues Extraction Sums of Squared Loadings
Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 4.196 32.273 32.273 4.196 32.273 32.273
2 2.344 18.031 50.304 2.344 18.031 50.304
3 1.731 13.319 63.623 1.731 13.319 63.623
4 1.142 8.781 72.403
5 1.058 8.139 80.543
6 .888 6.827 87.370
7 454 3.495 90.866
8 .348 2.675 93.540
9 272 2.095 95.636
10 .232 1.785 97.420
11 195 1.503 98.923
12 .106 .818 99.741
13 .034 .259 100.000

Extraction Method: Principal Component Analysis.
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Correlations

Component Matrix?

Component
1 2 3
1
al 805 Extraction Method: Principal
92 142 Component Analysis
a3 564 a. 3 components extracted.
q4 406
g5 .823
g6 .552
q7 449
g8 .681
q9 .603
q10 .830
gll 681
ql2 672
ql3 468
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Correlations

r qql q92 qq3
Pearson Correlation 1 .634" -.228-" -.143-"
r Sig. (2-tailed) .000 .000 .000
N 1033 1033 1033 1033
Pearson Correlation .634" 1 .209" .309"
qql  Sig. (2-tailed) .000 .000 .000
N 1033 1033 1033 1033
Pearson Correlation -.228-" .209" 1 .788"
qq2  Sig. (2-tailed) .000 .000 .000
N 1033 1033 1033 1033
Pearson Correlation -.134-" .309" .788" 1
qg3  Sig. (2-tailed) .000 .000 .000
N 1033 1033 1033 1033

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