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Abstract

Service providers rely on various types of business methodologies and
practices to ensure a reliable and satisfactory service, this extends to Internet
Service Providers (ISP) and in particular both private and public ISPs
operating within Libya. Various research within both academia and industry
has set out to prove the importance of customer service within the
telecommunication industry, all using various frameworks and reaching
similar conclusions. Unfortunately, due to a lack of research conducted within
Libya and the recent emergence of new ISPs, a study covering customer
service and its perceived importance and usage in Libya seems to be
necessary, as the research importance will highlight. This project aims to use
the SERVQUAL framework to measure such a compiled dataset to prove the
importance of customer service and the role it plays in improving business
aspects of an ISP and potentially government. Despite Libya's evolving ISP
landscape and the numerous customer who have subscribed to such services.
the data generated and conclusions reached suggest a general lack of customer

satisfaction and how customer service could potentially redeem these factors,

and more importantly help accelerate the telecommunication industry of

which millions on Libyan's citizens use.

Keywords: Customer Satisfaction, Servqual, Internet Services



uadlall

agaly clexall duail 5865 lecal Aaliadl Jaad) Glagie cilarall dasial) Cilgall aaiad
Oe paall il Lad A slally Galal) CpeUadl) 8 c iyl cileadd 5 8 gall cilgall Gllb Jady
Clia 6538 5 (YLai) Jlae (& e Deall Laxd Lpaal 520 Laall 5 andl&Y) pillaill & SlaY)
xS e ek dh Gy Al Jilu gy 5k Callis) g aad pe ) Agaliia il ) SilaY) 02
Sosrall (e s Lad 8 Gilag¥) g il jall A8 1 ks g <o i) cileadd 358 gall IS 8N (e
) Jandl 138 Cangy Ll 8 Lalasiaad 5 ¢ Dasl) daxd Spaal o ¢ guall 365 (55 sl L)
el Aard Zoaal (sae L] Ciags Aaaaall lilull e gana (uli) daadll 33 5a alal alasiu
O pe ol ey Ao gSall Ll y e Y laas S8 ddaall il gal) Gpeant (31535
S i) ¢ Mandl (pe ALl alac ) I ALY i iyl claad pud 6 Jlas (A palasall ) ghal
ela ) b ple alisd) ) Ll dua sid) il 5 daliiuall QUL a2 cleadll o3 4
Sl a3 3 (e ab Y15 6 S 3al Jal gl (st e Sanll s A 53 plasind AlSa] (N 5 o Shaal

Ol cpidal sall (e el J8 (50 Aeadiudl GYUaiY! cilaad Alae

e Yl clead ¢ Aexdll B g ¢ eMaadl gl ) sAsaliball cilall)




