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����  ABSTRACT   ����  

 

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. 
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Model 

 

Sum of 

Squares df 

Mean 

Square F Sig. 

1 

Regression 
205.832 5 41.166 163.988 .000(a) 

Residual 86.601 345 .271   

Total 292.433 350    

a  Predictors: (Constant)� policy� reliability� physical aspects� problem solving� 

personal interaction 

b  Dependent Variable: customer satisfaction 
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Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 
T Sig. 

B Std. Error Beta   

1 (Constant) -1.913 .411  -4.656 .000 

���	����.������ .051 .020 .215 2.476 .015 

���	�+O�� .008 .026 .033 .324 .747 


J�#����+�/���� .041 .020 .225 2.101 .038 

��"#	������ .070 .034 .183 2.063 .042 

�'��'��� .198 .051 .318 3.884 .000 
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Mode

l R R Square 

Adjusted 

R Square 

Std. Error of the 

Estimate 

1 .725(a) .526 .521 .63049 

2 .805(b) .647 .640 .54664 

3 .820(c) .672 .662 .52960 

4 .830(d) .689 .675 .51905 

a  Predictors: (Constant)� personal interaction 

b  Predictors: (Constant)� personal interaction� policy 

c  Predictors: (Constant)� personal interaction� policy� physical aspects 

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