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 عرض النتائج ومناقشتها





 اإحصائينتائج اختبار الفرضيات 
TDuncan

Confidence Level
Significance levelHaT 

 T. Computed(T)

  السؤال الأول-بالفرضية الأولى النتائج المتعلقة 


















 ال الثاني السؤ-النتائج المتعلقة بالفرضية الثانية 
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 Mean Std. Deviation 
NO8 4.0345 0.89143 
NO12 4.1517 0.94361 
NO11 4.6931 0.46200 
NO13 4.6966 0.71875 
NO18 4.7310 0.79579 
NO7 4.7345 0.44237 
NO6 4.7414 0.43863 
NO10 4.7736 0.41930 
NO22 4.8069 0.59171 
NO28 4.8414 0.54138 
NO9 4.8552 3.04404 
NO19 4.8793 0.54161 
NO14 4.9034 0.42944 
NO15 4.9034 0.42944 
NO16 4.9034 0.42944 
NO17 4.9034 0.42944 
NO20 4.9034 0.42944 
NO21 4.9034 0.42944 
NO23 4.9034 0.42944 
NO24 4.9034 0.42944 
NO25 4.9034 0.42944 
NO26 4.9034 0.42944 
NO27 4.9034 0.42944 
NO2 4.9276 0.25962 
NO4 4.9276 0.25962 
NO3 4.9310 0.25383 
NO1 4.9448 0.22871 
NO5 4.9448 0.22871 

ANOVA










ًأولا


اثاني

اثالثًا وأخير:



                                               

 
  Sum of Squares df Mean Square F Sig. 
NO1 Between Groups 2.442 3 0.814 18.366 0.000 
 Within Groups 12.675 286 0.044   
 Total 15.117 289    
NO4 Between Groups 4.207 3 1.402 26.258 0.000 
 Within Groups 15.273 286 0.053   
 Total 19.479 289    
NO5 Between Groups 2.442 3 0.814 18.366 0.000 
 Within Groups 12.675 286 0.044   
 Total 15.117 289    
NO6 Between Groups 3.913 3 1.304 7.217 0.000 
 Within Groups 51.691 286 0.181   
 Total 55.603 289    
NO7 Between Groups 7.289 3 2.430 14.104 0.000 
 Within Groups 49.266 286 0.172   
 Total 56.555 289    
NO8 Between Groups 47.673 3 15.891 24.974 0.000 
 Within Groups 181.982 286 0.636   
 Total 229.655 289    
NO12 Between Groups 71.368 3 23.789 36.588 0.000 
 Within Groups 185.956 286 0.650   
 Total 257.324 289    
NO13 Between Groups 73.868 3 24.623 93.361 0.000 
 Within Groups 75.429 286 0.264   
 Total 149.297 289    
NO16 Between Groups 26.483 3 8.828 94.157 0.000 
 Within Groups 26.814 286 0.094   
 Total 53.297 289    
NO18 Between Groups 19.581 3 6.527 11.421 0.000 
 Within Groups 163.440 286 0.571   
 Total 183.021 289    
NO19 Between Groups 3.943 3 1.314 4.650 0.003 
 Within Groups 80.833 286 0.283   
 Total 84.776 289    
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  السؤال الثالث-الفرضية الثالثة النتائج المتعلقة ب


≤α

ANOVA
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  Sum of Squares df Mean Square F Sig. 
NO3 Between Groups 0.847 3 0.282 4.544 0.004 
 Within Groups 17.774 286 0.062   
 Total 18.621 289    
NO11 Between Groups 3.246 3 1.082 5.294 0.001 
 Within Groups 58.441 286 0.204   
 Total 61.686 289    
NO15 Between Groups 6.946 3 2.315 14.287 0.000 
 Within Groups 46.350 286 0.162   
 Total 53.297 289    
NO17 Between Groups 3.569 3 1.190 6.841 0.000 
 Within Groups 49.728 286 0.174   
 Total 53.297 289    
NO20 Between Groups 5.727 3 1.909 11.477 0.000 
 Within Groups 47.570 286 0.166   
 Total 53.297 289    
NO21 Between Groups 5.415 3 1.805 10.782 0.000 
 Within Groups 47.881 286 0.167   
 Total 53.297 289    
NO22 Between Groups 14.113 3 4.704 15.452 0.000 
 Within Groups 87.073 286 0.304   
 Total 101.186 289    
NO23 Between Groups 6.601 3 2.200 13.477 0.000 
 Within Groups 46.696 286 0.163   
 Total 53.297 289    
NO24 Between Groups 3.569 3 1.190 6.841 0.000 
 Within Groups 49.728 286 0.174   
 Total 53.297 289    
NO26 Between Groups 6.292 3 2.097 12.762 0.000 
 Within Groups 47.004 286 0.164   
 Total 53.297 289    

 :إن ما تقدم يعني
 
  
 

 

  السؤال الرابع-فرضية الرابعة لالنتائج المتعلقة با


≤α

T




                                      






T
 SEX Mean Std. Deviation Std. Error 

Mean 
NO3 1.00 4.8936 0.30915 0.02255 
 2.00 5.0000 0.00000 0.00000 
NO4 1.00 4.8883 0.31584 0.02304 
 2.00 5.0000 0.00000 0.00000 
NO6 1.00 4.7872 0.41036 0.02993 
 2.00 4.6569 0.47710 0.04724 
NO7 1.00 4.7979 0.40266 0.02937 
 2.00 4.6176 0.48836 0.04836 
NO8 1.00 4.2606 0.85352 0.06225 
 2.00 3.6176 0.80891 0.08009 
NO10 1.00 4.8641 0.34358 0.02533 
 2.00 4.5679 0.49845 0.05538 
NO12 1.00 4.3298 0.87004 0.06345 
 2.00 3.8235 0.98917 0.09794 
NO13 1.00 4.5319 0.84906 0.06192 
 2.00 5.0000 0.00000 0.00000 
NO26 1.00 4.9787 0.14469 0.01055 
 2.00 4.7647 0.67745 0.06708 
NO27 1.00 4.8511 0.52646 0.03840 
 2.00 5.0000 0.00000 0.00000 
NO28 1.00 4.7553 0.65711 0.04792 
 2.00 5.0000 0.00000 0.00000 











 : إن ما تقدم يعني
 
 

 



                                               

 
 

  السؤال الخامس-لفرضية الخامسة النتائج المتعلقة با


≤α


ANOVA





 
  Sum of Squares df Mean Square F Sig. 
NO12 Between Groups 6.734 2 3.367 3.856 0.022 
 Within Groups 250.591 287 0.873   
 Total 257.324 289    
NO14 Between Groups 3.100 2 1.550 8.863 0.000 
 Within Groups 50.196 287 0.175   
 Total 53.297 289    
NO17 Between Groups 3.493 2 1.747 10.065 0.000 
 Within Groups 49.803 287 0.174   
 Total 53.297 289    
NO18 Between Groups 17.215 2 8.608 14.899 0.000 
 Within Groups 165.806 287 0.578   
 Total 183.021 289    
NO19 Between Groups 3.200 2 1.600 5.629 0.004 
 Within Groups 81.576 287 0.284   
 Total 84.776 289    
NO23 Between Groups 1.940 2 .970 5.420 0.005 
 Within Groups 51.357 287 0.179   
 Total 53.297 289    
NO26 Between Groups 3.657 2 1.829 10.573 0.000 
 Within Groups 49.639 287 .173   
 Total 53.297 289    


Duncan
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ANOVA
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  Sum of Squares df Mean Square F Sig. 
NO3 Between Groups 0.953 4 0.238 3.842 0.005 
 Within Groups 17.668 285 0.062   
 Total 18.621 289    
NO6 Between Groups 2.445 4 0.611 3.277 0.012 
 Within Groups 53.159 285 0.187   
 Total 55.603 289    
NO8 Between Groups 10.206 4 2.551 3.314 0.011 
 Within Groups 219.450 285 0.770   
 Total 229.655 289    
NO15 Between Groups 4.595 4 1.149 6.723 0.000 
 Within Groups 48.701 285 0.171   
 Total 53.297 289    
NO17 Between Groups 6.137 4 1.534 9.271 0.000 
 Within Groups 47.160 285 0.165   
 Total 53.297 289    
NO20 Between Groups 2.448 4 0.612 3.430 0.009 
 Within Groups 50.849 285 0.178   
 Total 53.297 289    
NO21 Between Groups 3.390 4 0.847 4.840 0.001 
 Within Groups 49.907 285 0.175   
 Total 53.297 289    
NO22 Between Groups 13.905 4 3.476 11.351 0.000 
 Within Groups 87.281 285 0.306   
 Total 101.186 289    
NO24 Between Groups 4.721 4 1.180 6.924 0.000 
 Within Groups 48.576 285 0.170   
 Total 53.297 289    
NO25 Between Groups 2.533 4 0.633 3.556 0.008 
 Within Groups 50.763 285 0.178   
 Total 53.297 289    
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  السؤال السابع-لفرضية السابعة النتائج المتعلقة با


≤α


ANOVA






 

  Sum of Squares df Mean Square F Sig. 
NO7 Between Groups 4.835 4 1.209 6.661 .000 
 Within Groups 51.720 285 .181   
 Total 56.555 289    
NO8 Between Groups 52.776 4 13.194 21.259 .000 
 Within Groups 176.879 285 .621   
 Total 229.655 289    
NO11 Between Groups 6.150 4 1.537 7.890 .000 
 Within Groups 55.537 285 .195   
 Total 61.686 289    
NO12 Between Groups 51.913 4 12.978 18.007 .000 
 Within Groups 205.411 285 .721   
 Total 257.324 289    
NO16 Between Groups 8.312 4 2.078 13.166 .000 
 Within Groups 44.984 285 .158   
 Total 53.297 289    
NO18 Between Groups 11.780 4 2.945 4.901 .001 
 Within Groups 171.241 285 .601   
 Total 183.021 289    
NO22 Between Groups 15.723 4 3.931 13.108 .000 
 Within Groups 85.463 285 .300   
 Total 101.186 289    
NO24 Between Groups 5.647 4 1.412 8.445 .000 
 Within Groups 47.649 285 .167   
 Total 53.297 289    
NO25 Between Groups 3.545 4 .886 5.077 .001 
 Within Groups 49.752 285 .175   
 Total 53.297 289    
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 المراجع
 العربيةالمراجع : أولاً 

، -أبو تايه، سلطان  
٢٦١

أبو موسى، رسمية أحمد أمين 
 ،  

 وبطارسة، سليمان، علاء الدين  ،أحمد
١٠٤

الجمل، غانم جميل زهدي   
،
دروسي والصبان، ع،حلواني، ابتسام 

 ،٤
 والشهيب، صالح  ،الحمد، فهد 

٧١
حمد علي أسليمان،  

٤٢١
دة، عيسى شحا

١٨
الصحن، محمد فريد

 والعلاق، بشير عباس،صميدعي، محمود هاشمال
 ٢٦الطائي، حميد 

)١



                                               

ة، برجس  والحراحش ،الطعامنة، محمد 
١٠٦

عبيدات، محمد إبراهيم
العدوان، ياسر 

 ،٩
العدوان، ياسر، وعبد الحليم، أحمـد     

–١٣١
 والطعامنة، محمد  ،العدوان، ياسر 

١٢٢
بو النور أمحمد، إبراهيم   


٢٣ 
د والطائي، حمي  ،معلا، ناجي 

–٣٠١ 
معلا، ناجي ذيب  
٢٥٢ 
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ABSTRACT. The aims of this study are to investigate the client’s 
perceptions of quality services, their evaluations of the services, their 
expectations of the service, and the impacts of the personal 
characteristics on the employee’s perceptions for the quality of these 
services in Jordan Telecom Company. 

Data was collected from random sample. And the sample was 
(290) persons. Data have been preceded and analyzed through the use 
of SPSS package in order to obtain means standard deviation, 
frequencies, analysis of variance (ANOVA) and dun Can test.  

The study revealed significant positive relationship between some 
of the personal characteristics and the client’s perceptions about the 
quality of  the services that provided to them. Also, the results 
indicated that there is a negative impact from the clients about the 
speed of responses and the price of the services. 




