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Service Quality in Retailing and its Effect on Customer
Satisfaction: A Field Study on clothing stores in Tartous city

Dr. Suleiman Ali*
Walaa Zrika"™
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O ABSTRACT O

Service quality provided in retailing plays a pivotal role in satisfying customer, this
research aims mainly to study the effect of the dimensions of quality of service provided in
clothes stores in Tartous city on customer satisfaction and determine the dimension of the
most influential in the interpretation of satisfaction, the researcher used measure of quality
of service in retailing (RSQM) developer by (Dabholkar et al. 1996).

The findings of this study shows that There is significant positive relationship
between personal interaction and customer satisfaction and personal interaction variable
occupies first place among retail service quality dimensions in terms of impact on
customer satisfaction, while the relationship between the policy of clothes stores and
customer satisfaction was found to be important and positive and comes in the second
place, and the relationship between physical aspects and customer satisfaction was also
found to be important and positive, solving the problem has a positive and important
relationship with customer satisfaction and comes fourth, the dimension of reliability is not
important to customer satisfaction and finally quality of service as a whole explain a rate
(69% ) of customer satisfaction. The most important recommendations reached by the
researcher, that the clothing traders in Tartous City must establish better relations with
customers, and not to look at the client as an opportunity must be seize, but must gain hi
satisfaction and loyalty.

Keywords: Service Quality, Customer Satisfaction, Retail, clothing stores.

*Assistant Professor, Marketing Department, Faculty of Economics, Aleppo University, Aleppo,
Syria.

“Postgraduate Student, Department of Business Administration, Faculty Of Economics2, University
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Aaglly (Lapall golalls ¢ silia gols (o) AL Gushyla Glsad (B g5 QL) O el Glls)
cGlsa) 038 (pe e JS yedias dagada CaNIAY dagy dgihaie
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el Aalaie l dilsial) doal) s lasy) (<)
rasdl) Lalaiey Adlaiall Lkuagll cilsbaay) (3) o) Jsia

)yl Aol Al e L,
Lo gidl . ) Adiy)
bl eV &) Sl

2 Flis b Jary plll hae g @llia (y6<) Laxie =7
Gy a3k Le ale 43ld
) sanal gl el iy aiall a3k -8

90476 | 3.64 5.00 1.00 350

80873 | 3.65 5.00 1.00 350

)

.86287 | 3.77 | 5.00 2.00 350 S 8l e el JCEIL Jaall 535 -9
96038 | 3.87 | 5.00 1.00 350 Jseall gy Laie: il JSi 35858 ool ~10
Losg2s | 374 | 500 | roo | aso | THe et i sl
el

350 Valid N (listwise)

SPSS galiy aladiuly lui) @lily Juladl Libasy) milidd) ¢ jaall

Lol of a3 (QL1 = Q7) e dlieVL dalad) 281 ) laills (3) &) Jeand) e Jaadl

dap G ded aeilila) clS eSlaall e oadaad) Zalal o )l 135 (3.8 Y 3.6) (e sl (b

cooshyl Ane 8 AadV) alie me oslelaiy () ¢ Deall Lpuailly Lpaal) Jil8 Aplaie¥) e of gl Lokl

A3 gl pmitia ara satial A5 alalial Gaeli 8 aals satie o adie Y daeel) G ) g 8
AT aial 33l da i (pme sate gl 4 e L sy
tadl] el dileid) diiall Clelan) (3)

paddl) oty dilaial) dduagl s lasy) (4) ad) Jsaall

sy Al Al Qe L,
Jougiall . . Aliuy)
&)kmal) S| Y il jaall

AR jmal) peodd aiall 134 b gilagall =12

81470 | 3.73 | 5.00 | 2.00 350 ;
el Al e A

s A8 g3 il 138 3 cpilasal) gl =13
£ asll

.84232 3.76 5.00 2.00 350

1.02986 | 3.90 | 5.00 1.00 350 oatiall 138 e aglale (& LY eSleall el —14

akalll

75210 3.80 5.00 2.00 350

.81128 3.78 | 5.00 2.00 350 daaa) 40l aege e Ay Jaead) £31) -16

SIS gl a3l 1 b ysidasall =17
aad) llls e e

.85108 3.77 5.00 2.00 350
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Jsand) Ly e Ll 253l 5)las 8 daxdll 5a5a

.85067 | 3.94 | 5.00 2.00 350 Lot Lolaial ¢daal) yaiall 13 xiey —18
g e Dlaall (slalay jaiall 138 & (silagall =19

86082 | 4.08 | 5.00 | 100 | 3s0 | T ok ond i Ao
s (<
gy o Dlandl slalay saiiall 18 8 (sl gall 20
06379 | 402 | 500 | roo | 3sp | TEEHT ool 020
il Calad) o
350 Valid N (listwise)

SPSS galiy aladiuly luid) @lily Juladl Lilaay) milidd) ¢a jaall

ol Lehanss adsll Jelally ddlaidly (Q20 ) Q12) oo ALY G (4) &) dsaall (e Laadly
Glsall Aaps ) dedt gbla] CalS eShanl) o palial) Ll G e 1305 (408 ) 3.7) Ge ol
Cstelay Aal¥) 83523 st of () dine 135 (4.08) olaie loa Jans Jef o Juas (19) o) sl

o) Aglee oL J8a S5 Cadgly ¢ Dlanl)
AU Jay dileiall Lgea gl Clelasyl (3)

AUShal) Jay Ailaial) Ldaagh clplany) (5) o) Jgaall

il @ | e ;
Ll ‘ ; L)
Shnal RS IREETI IENIPR!
s IS EDaslly Slaal aiall 134 llay 21
94682 | 3.75 | 5.00 | 1.00 350 o b el il &
9
Leial il (g A5 Jsanl 4alys Lovie =22
94152 | 368 | 500 | 1.00 | 350 sl il >
dallee e oM aiall 1 b silagal) —23
99549 | 3.83 | s5.00 | 1.00 | 350 e apl ol s
e sy 8y ¢Sanll (555
350 Valid N (IiStWise)

SPSS galiy aladiuly lutied) @ity Juladl Libaay) miidl) o juaall

led Janssl) of 2aa (5) ) Jsaad) Jaeal) L impay A JSLGRD) o ey aleial) 31O il

i s Y1 gy 8lsally alaad) Gn clS llay) el G U Ju 135 (3.6) Jawssialls (gslunss lite
o Jutaay (1) L sl el of Laadls Cum aS o ) Gilge yually laa 38l sas s o3
235 Gl Cilanisag LS s oL Cilial) (mad ALEYL codleall JSLia Aallaas Javigia plaal 35ag
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i) il Ralall by Ailatiall Aoasl) clsLasy) ()

aiall Aalall Lubpeadly Abniall Ljhuasl) cislany) (6) by Jgand)

Gl Rl il s ;
Tegid) ; ; L)
shanall e[ s | G
75712 | 425 | s5.00 | 2.00 350 sosadl Al e Loy uidl 18 oy 24
A hlad) Calsa (pe aanll jisy =25
32083 | 1.0 | 300 | 1.00 | 350 DR T o e
e axll
ey Adle aiall 1 b Jead) Gilele —26
68431 | 442 | s.00 | 2.00 350 s
e lanl)
350 Valid N (Iistwise)

SPSS gualiy aladiuly luia) @ity Juladl Libaay) miill ¢ juaall

O Bl i) aval Aalad) Al 850 Gus S ABGYL Slaidls (6) a8y dsaad) S kil
cllay) el o ) pise 135 (4.25) (sl adiall Leass ) deliadl o laiall Jipall  sluall Jasil)
U delad) sy wigh Gushayla Aune b Al alie of o Jy 13ag o Gilsally Gilsall o il
salie Bplle o ) e 1y Ly aalgll (gl bl alas of a3 (25) dlsedl Y laillys L Leasss
el oda o oy 13 e Sleall Aadla i e i Y lgadine i ol 0l pushayl Ripse (B AulY)
e by laial) Jhpadl Zasill W Aeasies A 8L g Al G 8 58 e Bpia Clae 00 Bl
oeshl Aues Tl¥) Jalia b deall Clela o ) dge 1385 (4.42) (ol (loal) ddass o 333 Jaal)
el le Aadla

:Inferential Statistics Lalitiuy) cislasy) :Lil

rbail) LEa)

alie B Jaaal) Layg dasdd) Basa Om Ailas) A0 <3 ABe 2363 Y)) 1 oY) Al Ll jdl) -
(st Aipaay S3alad) duast¥)

(Enter) i) A&yt Gy gl JLid) adla (7) o) Jgsad)
Model Summary

Mode Jalza
L) ;
BIRNMFRTON paaiil) Adjusted R Square _aaEll gylamal) Uall
() 1 -831(a) .690 .674 .52028

a Predictors: (Constant). policy. reliability. physical aspects. problem solving. personal interaction

SPSS galiy aldiuly luiead) clily Jladl Lilaay) gl g jsaall
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Gpalacy! dgpldl Calsall £y Auhally diacaia) i) il of (7) &) dsaal) e gl

) aially Adagipe A35ally Aeadll asa led Jidi lly yaiall dalad) Aupudly ASEA) o ¢ oadil] Jolil)
G pdl) iy (V) At il by A (inga) ks o Dol sas (0.831) Llaias (Jsead) L))
Lady) jalia B Jaeadl Loy desdd) Baga o Aiilaa) Yo cld 8o aag)) 1 V) sl e dlal

((ushasl Adpray B30 LAY
Al B Juall Loy e dasdd) 5agad Ayilas) A¥a 93 A1 aag V) 400N Laani)l) Ll -
(sl Asaay Aad¥)
a3 Judas (8) a8 Jaad)
ANOVA(b)
Model Sum of Mean
Squares df Square F Sig.
! . 205.832 5 41.166 163.988 .000(a)
Regression
Residual 86.601 345 271
Total 292.433 350

a Predictors: (Constant): policy¢ reliabilityc physical aspectsc problem solving:
personal interaction
b Dependent Variable: customer satisfaction

SPSS galiy alaiiuly oluiud) clily Jalail Lyilaay) milill) ca oaal)

(F)ied of ANOVA il (8) ady Jsaall (e 2aadU Juaall Ly o denal) 32 i ,laaY
(0.000) ANV (s5ise Eym Lilian) Aa a5 (345 5 5) Ay lass (163.988) Ly cly dsiaal
aaal) sasal Aflian) AN 33 AT amg V' AL, LSl At Al (@i GlX (0.05) o J sag
sl e dbadl dum bl Jiis z3saill digine Ao Jy lea "Gushl des Tal¥) jalie (B Jueall Ly e
paxily gkl At Al jalie (3 dieadl Ly o andd) sasad Aflas) Ao b i ang 200
e Aisal) i) o (7) ) Jsandl (e JaadU Jaanll Wiy (g A5l & Aaddl) B2sm oyl (g} )ial)
o Al chgid 28 (%31) aidly Jeeall Ly i) il 3 Jualal) il (e (%69) opltie L
Gl sl
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e 8l cluda il —
i) clalaa (9) ad) Jgaa

Coefficients(a)

Unstandardized Standardized T Sj

Model Coefficients Coefficients 18-
B Std. Error Beta

1 (Constant) -1.913 411 -4.656 .000
Aoolall il gl .051 .020 215 2.476 015
AoalaeY) .008 .026 .033 324 747
il Jelal) .041 .020 225 2.101 .038
Ui Ja .070 .034 .183 2.063 .042
Al .198 .051 318 3.884 .000

a Dependent Variable: customer satisfaction

SPSS galiy aldiuly luied) clily Jladl Lilaay) gl g jsaall

1.2 AN As il duajill e

Cus Ailaas) ANV 23 Y 13y cJaeal) Ly o 30 2l calsall 06 (9) o) Jsaall e LDl
ANVY A ame V" ABN, 1Y) Lol Aumdll miy GlA(0.05) e J sas (0.015) AV (o5
ol cilsal Adae el Vel Ly o Gushyle Aise (8 AalY) atid Dl calsall dilias)
O G AY! dalsall L aa Banly Bans laiey Aol Cailsadl dales <)y 13 ixay (0.051) sl 3) cimge
-(0.051) sty Lyl 3aL3 (ga5mms 130

12.2 Al e jil) duia il e

simne G Daaal 13 Gad Y1 13y cdsanll Ly e b LalaedU ob (9) o) saall e 2Dl
Lflas) ANy b i ang V' ABE,  AgE) Leadl JE W (0.05) e ST e (0.747) WAl
Sl Ly e Al e 8 dpalae

:3.2 A Le il dua il @

Cus Ailian) ANa 53 ) a5 cJaanll Ly o 5l adtll Jeliill ol (9) ) Jsaadl g Baadls
iflas) AN 53 1 aag V" AL, ZEN dum @l iy G (0.05) e J sas (0.038) AN (55
Sl Ly e Bl jate b aadil] Jelall

:4.2 dayf) de jil) duia i@

A3 5 B 1 el o il Jaeal) b Gapy ) ISR s ol (9) o) Jsaal) e LDl
53 1 aa V' AL Al Al i N (0.05) e BB sas (0.042) AV (griue Cun dilias)
Jsendl Ly e Al et 8 Jand) Lgd ety 0 JSLEA Jad dglaa) AN
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:5.2 dealdl] A &) duiajill @
AV Y Ny cJreal) Ly o il Al el dalall dubudl 0l (9) A8y Jsand) (e oD
angy V' AL Aelad) duejdll Ayl iy A (0.05) e S8 525 (0.00) ANV (ssise Cua dflias)
Sdsand) Loay Ao At e dalall duleudl dgilas) AV g3
s Xy X3 KXo Xy e Y jlasl Alabee JSIS aolaiist (9) o) Jsand) e
Y = -1.913 + 0.051 X; +0.041 X + 0.070 X3 + 0.198 X,

aTEN

cJiaall Ly tY

0.051 laiay Jreall Ly 303 255 %l Jlaiay dolall Culsall dalaa 3aly) dslall culsaldl X
(AY) cbpidl cili alEl

il Je il £ X,

AL st Xy

aiall Aelall dlud) £ Xy

Sl alata) Besh Jalas (10) ad) Jgaa
Model Summary

Std. Error of the | Adjusted Mode
Estimate R Square | R Square R 1
.63049 521 526 725(a) 1
54664 .640 647 .805(b) 2
.52960 .662 672 .820(c) 3
.51905 675 .689 .830(d) 4

a Predictors: (Constant)« personal interaction

b Predictors: (Constant)¢« personal interaction« policy

¢ Predictors: (Constant)« personal interaction¢ policy« physical aspects

d Predictors: (Constant)« personal interaction« policy« physical aspects¢ problem solving

SPSS galiy aladiuly lui) @lily Juladl Lilaay) milidl) ¢ jaall

oy Jsaall e 1aad (Jaead) Limy) ol siall 3 lajeei 3 Ayl 68 Al ooyl Casiily
: bl (Stepwise) (10)

LY Apally slis daead) Ly (g0 (%52.6) 4 Lo oy ] Jelilll e —1

) Ayl ls Jaad) Liay e (%1201) i Lo usdy jaiall Aalad) dsbpudl) i =2

A Ayl Sl Juenll Liay (e (%2.5) 4o Lo aady dalal) jallad) e =3

Aoy Sl Jaeall Wiy (50 (% 1.7 ) g Lo oy 4S5 Ja e —4

Al Gl g sana a5 Jpanll Liny (0 (%69 ) 4ipest Lo yuadii JSS Gadil) 5350 =5
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t@luagilly claliiiuy)

AV clalinay) ) sl ey Gaw b A el

dly Gpul) Sy Cneatlly JedaallS) skl Ainne (& Aal) alie Ayl Zaslall Cilsall -1
Ji e plad) il oSly AV Gow e ST CulS s cedaal) Ji g Daai (Al (&l saiall Aalal
sl sl gl e Laalys Tilsa IS ¢Dlasl)

A3 ol cpmitie Cpna el agiVss agilalin) (el 8 aals jate o (pading ¥ oDlendl el -2
AT i 5ydle An gl (e Jatie (53 40 gy Lo Jpeal) 2

Siay ¥ e 138 oSy ) Alee ol gy edaadl slaley (eshyh Aae & Al las -3
AL Byl G daulie e dadad Jiad ol 240 ek 3ale S Lo 4lSie dgals Ladie Jrand) ae Al Jadil
o dadad Jag ol ale) wie L dlelas Blials cilie ssas

1l 13 o8 cle lesi Lewti 3 delind) g g3 skl Aine 3 Aund¥) jalia (ge S A4
Oe ds2me 220 dsay sDlenll ae Labal S O DA e Cald) i€l ¢ alia) WS e zyay Y
LS5 il Haae e Lol ele Wl Lo oy sasall Aangia 5l ) deliny s alial)

138 e Saall LaBDle b Cillga a5 Y leabine JE ol Oly skl Aine (8 ) alie dulle =5
AaieYls Aandyas Aain oS s Al B S 58 aia Bsa Clae e Hle alidl sl o e dy
G el Caagd oy Tan B o) Callon 0l Lastiay Gl Rl alpn b 53l ) e
cblandl Callga Load 8 Vs Al Jabs OIS el (85 (glas Jsa e ST 2 ) 5,881 i)

v dhanll el Lpulia Gushayha Aae 8 Al alie 4 Jeddl clels =6

ey e Jaanl) Uiy i 8 el Landll Bagn Cpdne ST (e iiny oead 8l Jelill e =7
Ll 138 (g (%6¢52) 4isesi L

AV il gl apdli (ay clalifind (e daall o 43l clag be o Talaie)

Jaaall 1k Wl coDlaad) pa llal) Juadl 2ald) ushayle Aite (& Adl¥) Jlad Caald) puas — 1
Aaphll daenll g Jalaily dpasill 28 255 41 Jidliy wosg oliay S ny y lealiiEl Cny 4 S
iy Jaeal) Ly Liad Lasls Jah o)l Gl ) Alae (g cingd) Ol iy aless )

sale) Jslay Levie Zualds cdaaad) Jeliia beby o Gushyle Ride (b 2] Jlad Caldl agy 2
aalie ye dadad Qg ol 48l dalad

& Al Gaw ofy Aals dAiaal alps b L) s)ladl Alad Cilasse il HSEl) (g -3
caghlind Laulia Cililse alay) 8 hlad) SIL Al IS0 3 eV danaje il b oy (psshyh A
Al ) 4asill Taagl o3a 348 A1 Jially L pasadll 13 odeall el J8 e 88 (0558 a Jansly
waal) calanl) Lhadl b dplad Glaases Glad eyl o Jeall gyl Aiilae 8 alfy) dadassl)
Galie Gilalias

Ols ali vy iy J8 deliad) 355 By5 i skl Abte (B Aal) JlaS Gl as —4

c AT 2l 8)8le Aa g e atie 53l dalls any ol 1Y) g e e Jadi Y Jaeal
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el Llee o1 Danll pa Jalaill dipha o 585l ashayhs Aine 3 4wl st Caall) sy =5
aeilind e LYl agsiiy 48 &3 ALaYl Liass Llaa) Jaeall slaely Aol cluall pladind G (e

L4839 dc pn

AR Gl @il aa Giad) @ilis 435\8e

dgeadill 3y38l o ax3 (G 2010¢ S. and Prabhakar. K. GantasalacNaik) dul) ae 43)ladll
Jé e shally (b3 Wuhy axdiudl RSQM) aailly dedll sam bl (el Z5Rdl zigall
) (385 JSS Aandl) Baga el Cua LS ( J- 1996¢ and Rentzc D. P. Thorpe:Dabholkar)
o (%69 ) s Lo G illy (Aasbpnd) G s ¢ padl) Jeliill cdplaieY) dpaldl calall ) L)
alall ae (45.84%) (Servqual) axsieall z3saall 4y pdill 3508l cul€ Al Auhall 8 i (Juaal) L)
Appuadil] 5080 5 A LY Ll Ay i L ol 455l pll daadall L) alia cual Ll
.(Dabholkar et al 1996) 73 gail dadiyll

:A5aY Gl 7 ke )

Llpadly Al Jay dalad) Cailsally  adiall Jelinlly Abidid) deadd) sasa sl of iy e ey
coais «pal Jalgal oy 20a%y (%31) asily coialall 4V jalie sdae Ly & kil o (%69) s
Longh LS Lyl 138 (e opusdi Lo Apnai 3y aeall Ly e 85350l (AY) Jalsall apaniy CLESIUL Gfiald
3 Jans Al Gl GlaSiu) s ofialll & 5y Jaaal) Lia)) Al daeal 53 Gl dalaie¥) Hdse o
SLalall aglsme agl TalVl o Dlee of o Sdalaill diyyla o1 € EQH apall o) b cpge s il
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