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Study abstract
This research aimed to measure the impact of website service quality on customer retention,
while analyzing the mediating role of the perceived value of the service, by applying it to a
sample of 384 individuals from customers of Egyptian telecommunications companies in
Gharbia Governorate. The number of completed questionnaires reached 360, and the
researcher used the deductive approach. In the research, I also used the Path Analysis method
to test the validity of the research hypotheses. The research reached a set of results, the most
important of which is the presence of a positive moral effect of the website’s service quality
on both the perceived value of the service and customer retention. The study also found that
there is a positive moral effect. Indirect dimensions of website service quality (information
quality, system quality, customer service quality) in customer retention through the mediating
role of the perceived value of the service. From the above the entry of the perceived value of
the service (as an intermediary variable) in the relationship between website service quality
and customer retention. It has led to an increase in the strength of the effect of the dimensions
of website service quality on customer retention, as well as the transformation of the direct
insignificant effect of system quality on customer retention into a positive, indirect significant
effect..
Keywords: Website service quality - perceived value of the service - Customer
Retention- Egyptian telecommunications companies.
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