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The objective of this study was to highlight quality of service as a
mechanism  for  achieving enterprise  competitive advantage by
addressing the general concepts of both quality of service and
competitive advantage variables and their implications and highlighting
the impact of the former on the latter.

For the purpose of this study, the descriptive and case-study
methods were used, a questionnaire was distributed to 113 CAAT
Insurers, data analysis obtained and hypothesis validation testing using
a combination of statistical methods including stability tests, multiple
linear regression, t testing as well as single-limb variation analysis.

The study finally reached several conclusions, the most important
of which are:

A Quality of Service Impact in achieving competitive advantage
through its five dimensions (Tactile, Dependability, Responsiveness,
Reliability and Empathy) that help customers evaluate their Quality of
Service and help the insurance company CAAT  design and delivery of
Its services in accordance with the needs and desires of Its clients.

Finally, a number of recommendations and suggestions were
made, most of which were that attention should be paid to the quality of
service provided. This gives the institution a competitive edge that
ensures Its continuity

Keywords:

Quality of Service; Service Quality Dimensions; Competitive advantage; CAAT
Insurance.
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Reliability Statistics
Cronbach' N of
s Alpha Items

827 3

Reliability Statistics
Cronbach' N of
s Alpha Items

.695 3

Reliability Statistics
Cronbach' N of
s Alpha Items

877 3

Reliability Statistics

U
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Cronbach' N of
s Alpha Items

483 3

Reliability Statistics
Cronbach' N of
s Alpha Items

476 3

Reliability Statistics
Cronbach' N of
s Alpha Items

813 5

Reliability Statistics
Cronbach' N ot
s Alpha Items

.880 20

e
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Ll Jailas 105 48, 3ol

wriadl
Cumulative
Frequency Percent  “alid Percent Fercent
Valid &2 80 708 708 70,8
(il 33 292 292 100,0
Total 113 100,0 100,0
saadl
Cumulative
Frequency Fercent Yalid Fercent Fercent
Valid 4w 30 ga B 20 17,7 17,7 17,7
L. 30 N30 e 30 265 26,5 442
4540 M40 e 51 451 451 8494
Sl da B 12 10,6 10,6 100,0
Total 113 100,0 100,0
el s gl
Cumulative
Frequency Fercent  Valid Percent Fercent
Valid — g=al= 62 549 548 548
sl 40 354 354 50,3
i gf o g 11 9,7 9,7 100,0
Total 113 100,0 100,0
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Descriptive Statistics

N  Mean Std.
Deviation
X1 113 2.02 1.282
X2 113 1.69 1.061
X3 113 2.05 971
Ao gLl 113 1.9204 95875
Valid N
(listwise) 3
Descriptive Statistics
N  Mean Std.
Deviation
X4 113 4.05 924
X5 113 3.62 967
X6 113 3.31 1.018
dgslazs ! 113 3.6608 76504
Valid N
(listwise) 3

Descriptive Statistics

95



U

N  Mean Std.

Deviation

X7 113 2.69 1.001

X8 113 2.74 1.108

X9 113 2.66 1.162

e 113 2.6991 97891

Valid N

(listwise) s

Descriptive Statistics

N  Mean Std.

Deviation

X10 113 2.57 1.051

X11 113 3.17 1.101

X12 113 3.72 930

idgll 113 3.1504 72236

Valid N

(listwise) s

Descriptive Statistics

N Mean Std.

Deviation

X13 113 3.88 757

x14 113 3.81 .800

x15 113 3.68 837
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ablad| 113  3.7876  .55824
Valid N
113
(listwise)

Descriptive Statistics

N Mean Std.

Deviation

x16 113 3.02 1.165

x17 113 3.12 1.245

x18 113 2.88 1171

x19 113 3.07 1.100

x20 113 2.36 983

A li1_3 380 113 2.8903 .85898

Valid N

(listwise) s
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Variables Entered/Removed®

“ariahles “ariahles
Mol el Enterad Femaoved Method

1 alal=ill . Enter
e
Sgpll da galull

dglaiann b

a. Dependent Variable: bl bl
b All requested variables entered.

Model Summary

Adjusted R Std. Error of
Maodel R R Square Square the Estimate
1 7947 630 G613 53447
a. Predictors: (Constant), ifsisedl dapddl dailae ¥l cablad
dal=m.
ANOVA®
sum of
Model Squares df Mean Sguare F Sig.
1 Regression 52,073 5 10,415 36,458 .ooo®
Residual 30,566 107 286
Total 82,639 112
a. DependeantWariable: dasdlill 5
b. Predictors: (Constant), ol a8 el o gddl daibac ™l callll

Coefficients”

Standardized
Linstandardized Coefficients Coeflicients

Model B Std. Error Beta t Sig.

1 (Constant) 076 443 A73 863
o galall 224 065 250 3,461 001
a1 106 075 085 1,414 160
Al 374 068 426 5477 000
ish gigall 282 084 237 3,364 001
cablail 025 o0& 017 281 780

a. DependeantWariable: dasdlill 5

97



T-Test

Group Statistics

Std. Error
izl I Mean Stil. Deviation Mean
Al bl E3 a0 2,8250 85262 059536
(et 33 3,0485 JBEE0T 15076

Independent Samples Test

Levene's Test for Equality of

“ariances t-testfor Equality of Means
Mean St Error
F Sig. t df Sig. (2-tailed) Difference Difference
il swdl  Equal variances 006 939 -1,261 111 210 -, 22348 17725
assumed
Equal variances not -1,253 58,907 215 -,22348 17839
assumed

CNEWAY dmal i3 fl

_E_}_i_ﬂ_ﬂ BY ja=l

/MISSING RNALYSIS.

Oneway
ANOVA

il el
sum of
Squares df Mean Sguare F Sig.

Between Groups 1,006 K] 338 A48 718
Within Groups 81,633 109 744
Total 82,639 112

CHEWAY dswal s il Fjsall BY _asla3 0l gaiaall
/MISSING RANALYSIS.

Oneway
ANOVA

Al 5l

Sum of

Sguares df Mean Square F Sig.
Between Groups 542 2 271 363 G496
Within Groups 82,097 110 746
Total 82,639 112
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