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Abstract

This study aimed to examine the impact of service quality, across its five dimensions (Reliability,
Responsiveness, Empathy, Tangibility, and Assurance), on customer loyalty. The study adopted a
descriptive-analytical approach due to its suitability for the subject matter and objectives. Data were
collected using a simple random sampling method, distributing questionnaires to subscribers of the
corporation’s services (Landline, ADSL, Yemen 4G) across the districts of Sana'a Governorate.

Statistical analysis was conducted using SPSS (v.25), while Structural Equation Modeling (SEM)
via SmartPLS (v.4) was applied to test the study’s hypotheses.

The study reached several key findings as follows: The perceived level of both service quality and
customer loyalty at the corporation was rated as high. The SEM results revealed a positive, direct, and
statistically significant impact of service quality on loyalty, explaining 57.5% of its variance. The
results indicated that service quality, as an integrated system, serves as the fundamental pillar and
core driver of customer loyalty, with the overall model demonstrating high explanatory power linking
service quality to customers' behavioral continuity. Furthermore, the study identified a significant
strategic fact: loyalty within the corporation’s environment currently fluctuates between attitudinal
loyalty (built by quality) and behavioral loyalty (reinforced by the lack of competitive alternatives).
Keywords: Service Quality, Customer Loyalty, Telecommunications Sector.
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