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O ABSTRACT O

The research aims to study the reality of the quality of service dimensions
(reliability, responsiveness, security, tangibility, empathy) to customers in the marine
transportation companies dealing with the port of Latakia. Find adopted a descriptive
approach, style social survey. The sample of the study are soft sample of shipping
companies clients during the period of application of research, where the views of the
survey (269) client, and re (244) questionnaire complete and valid for statistical analysis,
and response rate (90.71%).

*The companies are under study with confidence and desirability of customers, is
keen on providing services in the specified times, and this is confirmed after the reliability,
where he was ranked fourth among the service quality dimensions.

*The companies want to replace the study in helping customers, where organize
work teams to ensure delivery of its services all the time, and simplify working procedures
as much as possible to ensure the speed and ease of service, and this is confirmed after the
response, where he was fifth rank among the service quality dimensions.

*The companies keep under consideration the confidentiality of customer
information, where the advantage of a good reputation and prestige of the members of the
community, and customers feel safe when dealing with these companies, and this is
confirmed after the warranty, where he was ranked third among the service quality
dimensions.

*The companies under study have facilities and equipment of modern technology,
are also available at the company's physical facilities and adequate facilities attractive, and
this is confirmed after the tangibility, where he was the first prize among the service
quality dimensions.

*gives workers in companies under study, the time to customer service, which puts
corporate interests of the client at the forefront of the concerns of management and staff, as
has the workers in the company's knowledge and know-how to the needs and desires of
customers, and this is confirmed after sympathy, where he was ranked second among the
service quality dimensions.

Key words: quality of service, reliability, responsiveness, security, tangibility, empathy,
shipping companies.

“Assistant Professor- Department Of Business Administration- Faculty Of Economics- Tishreen
University- Lattakia, Syria.
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