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Abstract:

In light of fierce competition has become institutions looking for everything
that distinguishes it to raise the competitiveness and achieve excellence in the
market, and for this have become convinced that their survival depends on the
extent of its superiority in meeting the desires and expectations of its customers,
and directed the customer is the most appropriate choice , which must be put at the
heart of strategies, customer orientation the question no longer a matter of choice, it
has become the duty imposed on enterprise development and continuous
improvement of its products in all respects, because the customer is always looking
for innovation and excellence in all that he institutions , Thus, if the organization
has been able to check all the expectations of the customer , which makes it feel to
achieve their hopes and expectations, which leads to customer satisfaction, as
satisfaction with a particular product will be tempted to repeat purchase , and talk
positive about the organization and its products, this will lead to a competitive
organization to improve and increase their strength .

Key words: competitiveness, excellence, satisfaction, customer, perceived value,
loyalty.

185



(2016 )y I sl Lolasy) jladl de

sdaddol)

dle @ Aol olblad) no s SIS dpag Sy dolize Sllad L) Sladgiy 3L LUT agzs
o o Rl Sladdly il ey i Sy (Bl Al Ale Sl e dled Ly )
e oy lzzp J S Jode g5 lo G Baladl SV (b1, patliadly O colonnY)
doalSTgy Lol Jall iy by celdly (ol S ol dl Slad @ Sa (Jlaily
B UL ol Y1 ey ) Iy bl il BT s e ol g Akl Al 5 Ol dmy
Mo Jd 2lo dor w55 Bmnill o (28 Lo s candyy g8 2 Lo V] 2 Y jLad SOl ol
OF bl il Oty gl Sglol 236 jtan oW1 Us Jag (sl 05l amsd) smy w2l
Mg e 3 gk e (e oty Bl 8 ey Ogll (s 3 Lodls ae jadl) meilis
tk LS el A WSaY) Dl 2els - S& o Lo BUasly
"L Al NS (o ddliadl 8 oo OF Aol iz (2S™
St ¢ ol s el il Bl e ) Ol ) a Ll ol e
PN
EIV N | [ SR P P PP S |
ot A Jal Ol Loy im0 Y Rl il eed 8Osl Ly s e Ol S
tk WS Gl am el Sh Ol G Lo Caypms iUl
S BY e 05 By el plisanly Dl 3d s” &L L) (Hunt) cobs e
1o of ppie s U 0y
S et btie s ey g 0L alia)l B L Lo (Haward, Shethycsy 5jn
.2”443,\5 352l dowad) Llie 2318756
Dl e Sllas e 24U A I sl Lo ) (Richard Ladwiny 10 5L, e LS
58 e o VLVl colabydl o dosazt 056 Ol 0L Zluna VI S6 2Bl Calad) I3 s
Stk N5l Bl p Dladsdl ol cllemnaly ol s Ades |3 SUdy (ol L] e Lol msnll
O Sladgd) ciid L 136 zgmeld Judll oY Cug Lo Ol Glig cade Lozt OBgw Ul cl5Y)
S adly Oall oLy gLl O] Lo e jenidl Ot o) Taid WS 0TI LT L)y Ol

Slgaly Slalazal s pgo dor 150 it O} ool b Sl 2dls 0 ) (68 o L)Y

186



(2016 )y I sl Lolasy) jladl de

Y alofy Opl B eaisy clSLal Jolo e oy el b Slrgall e oy Ol dg gl
Lo o b 1o OV (Og)l 9n gl sinndd OF o1 Ll 05 gl LIS Ol e 055
¢ o o o) e ehd IS atene 058w 4 Asl) 34 Oles U] 59,80l (535 Ol
5aST olisel 32 Lo 3y o tl) 3l 0 w3 lg Ol Loy o DLV b iy

Lo Ol Loy Ol Loy Jaipn s 511 2l ) el sl o 057 85 (o) (o gt 5
PN (1) JSad 3 eose oo LS Lol

Mag Lo )" kb (1 Il

:).L,A_U

NETTER, Oliver and Nigel HILL. (2000), Satisfaction client, Edition ESKA, Paris,
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