
Impact of Customer Experience Quality on Loyalty of Mobile and Fixed
Broadband Services: Case Study of Telecom Egypt Group

Authors : Nawal Alawad, Passent Ibrahim Tantawi, Mohamed Abdel Salam Ragheb
Abstract : Providing customers with quality experiences has been confirmed to be a sustainable, competitive advantage with a
distinct financial impact for companies. The success of service providers now relies on their ability to provide customer-centric
services. The importance of perceived service quality and customer experience is widely recognized. The focus of this research
is in the area of mobile and fixed broadband services. This study is of dual importance both academically and practically.
Academically, this research applies a new model investigating the impact of customer experience quality on loyalty based on
modifying the multiple-item scale for measuring customers’ service experience in a new area and did not depend on the
traditional models. The integrated scale embraces four dimensions: service experience, outcome focus, moments of truth and
peace of mind. In addition, it gives a scientific explanation for this relationship so this research fill the gap in such relations in
which no one correlate or give explanations for these relations before using such integrated model and this is the first time to
apply such modified and integrated new model in telecom field. Practically, this research gives insights to marketers and
practitioners to improve customer loyalty through evolving the experience quality of broadband customers which is interpreted
to suggested outcomes: purchase, commitment, repeat purchase and word-of-mouth, this approach is one of the emerging
topics in service marketing.  Data were collected through 412 questionnaires and analyzed by using structural  equation
modeling.Findings revealed that both outcome focus and moments of truth have a significant impact on loyalty while both
service experience and peace of mind have insignificant impact on loyalty.In addition, it was found that 72% of the variation
occurring in loyalty is explained by the model. The researcher also measured the net prompters score and gave explanation for
the results. Furthermore, assessed customer’s priorities of broadband services. The researcher recommends that the findings
of this research will extend to be considered in the future plans of Telecom Egypt Group. In addition, to be applied in the same
industry especially in the developing countries that have the same circumstances with similar service settings. This research is
a positive contribution in service marketing, particularly in telecom industry for making marketing more reliable as managers
can relate investments in service experience directly with the performance closest to income for instance, repurchasing
behavior, positive word of mouth and, commitment. Finally, the researcher recommends that future studies should consider
this model to explain significant marketing outcomes such as share of wallet and ultimately profitability.
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