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Abstract

This study aimed to measure the impact of digital service quality dimensions (reliability,
responsiveness, assurance, empathy, and realism) on enhancing customer satisfaction. A field
study was conducted at the Sebha branch of Libya Insurance Company to achieve the study's
objectives. The researchers adopted a descriptive approach and designed a questionnaire
containing 32 items as the data collection tool. A total of 565 questionnaires were returned, and
482 were deemed valid for statistical analysis using SPSS software. Based on the main
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hypothesis test, the results showed that all selected digital service quality dimensions had a
statistically significant impact on enhancing customer satisfaction, with the exception of the
reliability dimension, which did not show a statistically significant impact. Based on these
findings, the researchers recommended that Libya Insurance Company's senior management
focus on improving the quality of digital services provided to the company's customers.

Keywords: Dimensions of digital service quality, customer satisfaction, Sebha, Libya Insurance
Company.
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oS cale JSE (85.9%) Aums Lpaals (0.5462) ol alyaily (4.298) U lual) Jaus gidl)
DY) cial) bl i Agag (e galy Dseal e (Sl ¥ (X3) laiul) depu 2 of gl o3
lisa cpuaty culall 138 8 Gl i o han) dad) deall S 53y pe Gl 3

paliall U KU I ety s ady o agun ey gAY Cilsal)

((Xas— Xa1) hlall oy il Jae il Ll 355 8 (Xd) dgalall) e Alid (4
t Il Jand) 8 A yea \gailn Al

(7) o dox>
day | Ll | Gl | Ll 388) gall dn ol
W | A | gled | bl |5 4 3 2 ] &
adl et 4 A Al ) Aaiall
Shee | 89.2% | 766 446 | 318 | 202 | 22 | 8 g | T AR
(X4.1) sl
se | 818% | 1.093 | 409 | 282 | 114 | 100 | 54 | g | 'Y e A sh) clil
(X4.2)
cla iaad ) danddl A
w | 83.6% | 872 418 | 240 | 204 | 98 | 8 8 s e ) e
(X4.3) Jpemsl s B
iaaall s it Gludy et
Jbee | 87.4% | 879 437 | 312 | 176 | 42 | 20 | g |TTHReT RIS
(X4.4) dudy)
ahia el daial)l Jant
Shee | 88.4% | 791 442 | 31 | 198 | 34 | 8 8 e A ;
(X4.5) 3clS; 536ad)
e | 86% | 6732 | 4.304 (X4) dunpalall 3 S Ta il




e)al (gsinay aniiy Apadyll Aeadll Baga alay) 2alS dpngaldl) aedll o) sl oSy bl il e Gl
gl Wl s (e S5 Gulsaldl Gy G G caih® G il d9as e cple S0 lies
liaal) (g gisall ld clyaaly 43jlie Gpuenilly sVl e a3
(K5 Xap) <ahleall as Canall Jae cpualill Ll 3855 8 ((x5) cabladll) e 45a (5

t AUl Jsaadl A dia g pea il Al

(8) a2 Jo>

dayn LalV) | Gl | gd 38 gal) da g0 o
Bl | Rl | gledl | ol [ 5 4 3 ) 1
ALY calaliia) 4l ) deadld) v
s | 704% | 1.133 352 | 158 | 86 | 220 | 76 | 1g | SR e
(X5.1) 4ikiadl)
Laia) J<5 38,30 5l ae Jualail
w | 758% | 982 379 | 122 1290 | 58 | 82 | 6 | o O e
(X5.2) clialy
Glaad A<, A A adyl) dAatdl)l e
Jsia | 60.8% | 946 304 | 58 | 64 | 304 | 108 | 24 il A »
(X5.3) oAl cililia pa sl
IS Ga 481K agd 4S5 3yl 3
w | 742% | 1.145 371 | 156 | 202 | 120 | 44 | 36 Pt A M ot
(X5.4) uad )l clerall e L3
o dadiall dad ) daasll L e
v | 744 | 1047 | 372 | 160 | 206 | 90 | 78 | 24 |7 P sl O
(X5.5) sl i 33 4,4
s | 711% | 8193 | 3.556 (X5) cakalal 3l S Jaus il

Cxy

Lssiall 4l Cun cale g0 i ela 2 138 e o G (X5) calaladl) aed il mil
b2 S cple (S8 L(71.1%) A Bpaals (0.8193) (g)lme alaily (3.556) S bl
daaiall ig il 8 Auad) a8 I deay (e gals gl (e Sl (X5) cabaladl) s o) il
dxalye dginall Agall o 5y (el (2 e (Al clilliie e canlin cilerd 38,80 3yl

A 3505 ol iune ady B agy Lay 43U Sa (s Cailal) 18

(V7 — bl ooy Canall e (el Land 3855 5 (V) O L) gl il i (6
A Jsanll & iy jua leadlis s Y1)
(9) a2 Jss>

Ay LalV) | Gl | s 388 gl dapo o
Gl | Al | ghedd | ol [ 5 | 4 ] 3 | 2 | 1
Gsiue e ALl Ll e
Jsie | 652% | 1.075 326 | 72 | 167 | 183 | 106 | 30 | 08 ore desiall dud) ciler sl
(Y1) 48,40
g Alad g ol dad )l chlaadl)
s | 61% 1.176 3.05 70 | 150 | 113 | 186 | 39 |2 ot
(Y2) Sl
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dg %A g ISV A a8yl claa Al
e | 63.6% | 1245 | 318 | 108 | 122 | 136 | 147 | 45 | T
(Y3) sally i
Slaadll alasind & Hhainy) Joadl
s | 774% | 1184 | 387 | 188 | 233 | 60 | 30 | 47 | g s as,s i, s A
Y4
ISCHIRIE NS YR Qo
Jsie | 678 | 1190 | 330 | 144 | 81 | 217 | 82 | 34 |7 v oo
(Y5) 38,4l duadl) cilessl)
iyl e als (I
w | 69.6% | 1.301 348 | 142 | 187 | 83 | 89 | 57 | PRI
(Y6) Ll saly & 4, 7<)
Jsda | 67.4% | .8395 | 3.371 (Y) sl Ly ol S Jas gial

Loe cailipa alane (A Lisale Cania (o Jlay (Y) Gl Ly a2h o bl 028 eaa s dale ddeay
Jalgall 53ats 4y ddadipall ALY Ly cailon puskad PA (e Gulsall 028 ety alaia¥) o Sy

2l gy Lagiyall 1Y) (ssine pdy 3 aguss A

Ga) dpa b s Ll

At depu claall Adgigall) L)l asdl) Baga palie cpm ol il Il ABle ag
g g8 Onalil) Ll A5 B LG Ly (calal) oA galal)
slaaiulyy Multiple Linear Regression aaiall ball jlaai¥) ~dgad Hlodl e sladel)
Dlaa) il wyg (X) Jiise e (e ST Labua 8 325 3 Stepwise Regression sk
Independent Al cilyaiall e gaae A 0 Dependent Variable oGl il dad; el
Apbadl) Aaleally Asiual) chpuially (Y) i) puaial) G 4D Jia A e @l 23 Variables

Y =80+ BiXi + X, +B3Xs +e

-

:any)

to s

(A L) 4 sl Jglas o3 il il Y
- Jha Al @il aes 5S8 Laie (Y) 4ad — (Intercept) cutill :0B
(Y)d Jiise e JS 30 laie a5 o(Coefficients) Hlaa¥) cdllea:fl, B2, B3
cadl b palill Ll 358 8 A el 3ad e el Jiial) i) :X]
il ad cpelill Lad S50 8 Glaall ad e el il il :X2
Ll a8 cpelill L) A0 8 Blaia) Ao 2ed e el Jidl il :X3

il A palill Ll A58 8 Gasgalal) 023 e aal) Jiiall axiall :X4

il i cpelill Lad A0 8 Calalatll and e el Jisall yuriall :X5
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e Jia (N) o) Cus P=n +1 8 Jadll #3gaill allas 2o (K4 ¢ Alsdal) Waall Jiay :e
caly i e oz dsaill A gl il

(10) a8, Jg2>
Descriptive Statistics
Mean Std. Deviation N
Y 3.3716 .83958 558
X1 3.8007 .65213 558
X2 3.6975 .86369 558
X3 4.2982 .54628 558
X4 4.3047 67322 558
X5 3.5563 .81931 558

28 (gbre Glailis (3:37) Jon A dear (Y) Gl Loy asie o ) Jpaal) by s
e Lanigins ¢(0.652) 0)8 (gylme Calaily (3.80) &l (X1) ddigisall aad Langia Wl ¢(0.839)
L) Aoy e Jausie Juay LS ¢(0.863) o gilme Cibaily (3.69) &l (X2) glaall
e Cihails (4.30) &l (X4) dovsaldl juxias ¢(0.546) )38 (g il (4.29) ) (X3)
((-819) o) (lma ilinils (3.55) leall adavigia aly (X5) Cabalaill yxia 1yals (.673) oy

(32080 558) lane iy Al diwl) e

(11) a2 Jsa>
Correlations
Y X1 X2 X3 X4 X5
Y | 1.000 684 656 550 142 688
X1|.684 1.000 675 744 262 812
Pearson Correlation X2 |.656 675 1.000 589 026 612
X3|.550 744 .589 1.000 574 456
X4 |.142 262 .026 574 1.000 -.030-
X5 | .688 812 612 456 -.030- 1.000
Y. .000 .000 .000 .000 .000
X1.000 . .000 .000 .000 .000
Sig. (1-tailed) X2|.000 .000 ] .000 267 .000
X3|.000 .000 .000 . .000 .000
X4 |.000 .000 267 .000 ] 238
X5 |.000 .000 .000 .000 238 ]
Y | 558 558 558 558 558 558
X1|558 558 558 558 558 558
N X2 | 558 558 558 558 558 558
X3 |558 558 558 558 558 558
X4 | 558 558 558 558 558 558
X5 | 558 558 558 558 558 558

eiyg ol DU (Sig) Aslaa) ANAN dady Ll i) ¢ bl ) ddsias Jsaall maas
sas (%68.4) il (X1) ddgisall e (Y) Gl Ly i o LY dalee of 4DIA (4
ol BV Jelae Lty clilas) Jla (Sig = 0.00) disies (ssimars Cimn s3)b bli))
Gsimays Cmia suh L)l s (%65.6) &l 8 (X2) plecall ustias (Y) oSl Ly ool
saiall (Y) il sl s Laly¥) dalas (o Lyl ety LS cLilaal Jla (Sig = 0.00) &y sine
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(Si1g = Lasine ssiuary mia gyh L)) 585 (%355) (M duay B (X3 laiuV] Ao jus) Jiisdl
2 (X4) drgalall axiag (Y) Gl Loay il puaiall s Bl Y1 Jalae Lty <Liliaal J12 0.00)
Dals dlilaa) Ji (Sig = 0.00) dysies siveas laa Cima g2yl Ll say (%14.2) &l
L) sas (%68.8) il 2 (X5) cablaill ey (Y) Gl Liny sl Luiadl o Jaliy¥) Jales

Lilast Ja (Sig = 0.00) dysie (s5imers Cimn g2jk

(12) pd) Jsa
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
. | Stepwise (Criteria: Probability-of-F-to-enter <= .050, Probability-of-F-
1 X5 -
to-remove >= .100).
. | Stepwise (Criteria: Probability-of-F-to-enter <= .050, Probability-of-F-
2 X2 —
to-remove >=.100).
. | Stepwise (Criteria: Probability-of-F-to-enter <= .050, Probability-of-F-
3 X3 -
to-remove >= .100).
. | Stepwise (Criteria: Probability-of-F-to-enter <= .050, Probability-of-F-
4 X4 _
to-remove >= .100).
a. Dependent Variable: Y

Gl Ly paxie jlasd) Alslen 8 gAY chsiall e Jay ol 3dgisa) e of Jsaall masy
sl mase s WS dpnyyaill A6l Leasi 5 oy

(13) a2 Jgan
Model Summary®

Model R R Square Adjusted R Square Std. Error of the Estimate
1 .688° A73 472 .61013
2 749° .561 .559 .55735
3 .764° .583 .581 .54339
4 .766° 587 584 54177

a. Predictors: (Constant), X5

b. Predictors: (Constant), X5, X2

c. Predictors: (Constant), X5, X2, X3

d. Predictors: (Constant), X5, X2, X3, X4
e. Dependent Variable: Y

ST agd oY Glldg ahl) z3gall 8 i) clysially o) i) G Ll V) Jeles Jsaall sy
LN delas oy R =76.6% &y ills (Y) il Liay sl i) s ks Do) Jalre
(Y bl L) il uriall 3 Jualad) puall of a3 o4y (R Square = 58.4%) als 5 aypall
S aas (41.6) s Gy (X5, X2, X3, X4) dlsid) bl & deasy @) aal) by

Adall delad aag o) glasal) sdale oS5 Q) gl clpine

(14) a8 Jsx
ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 185.653 1 185.653 498.721 .000°
1 Residual 206.976 556 372
Total 392.629 557
2 | Regression 220.226 2 110.113 354.478 .000°
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Residual 172.402 555 311

Total 392.629 557

Regression 229.049 3 76.350 258.574 .000°
3 | Residual 163.580 554 295

Total 392.629 557

Regression 230.313 4 57.578 196.166 .000°
4 | Residual 162.315 553 294

Total 392.629 557

a. Dependent Variable: Y

b. Predictors: (Constant), X5

c. Predictors: (Constant), X5, X2

d. Predictors: (Constant), X5, X2, X3

e. Predictors: (Constant), X5, X2, X3, X4

iais F = 196.166 dad ) lasi¥) 4gime JLidY ANOVA ool dalad ilis Jsaal) s
a5 by Ay sine plasi¥) Ae Gl 61 (0.05) dsinall (5 sinn 0 Ji a5 Sig = 0.00 Lllaial
Ao cOlanall ccCalalaill) Gy Y1 Akl Ol jpaiall s Al Aeodll sasa i) i) gy A8
(A salall Ailainy)

il 8 Gl | a sa T yaeadt Calial (o201 s drg )Y Aliisall <l piciall (ol Tapans (o jai Y LS
oY)l Wl iyl laasV) Aalese O llas Janail Jsaa ) s Gl

(15) a2 Jdox>
Coefficients®
Unstandardized Standardized
Model Coefficients Coefficients Correlations
B Std. Error Beta T Sig. Zero-order | Partial Part
4| (Constant)| -576- 195 -2.958- | .003
X5 457 .037 446 12.422 | .000 .688 467 .340
X2 .303 .040 312 7.591 .000 .656 .307 .208
X3 179 .075 .116 2.393 .017 .550 .101 .065
X4 101 .048 .081 2.076 .038 142 .088 .057
a. Dependent Variable: Y

58 (X5) cablaill juria o)) an bl yoaiall o5 sina il culd Al < yriall (e ol Glads
(t Ailany) ated Cualy 258 Lgss g 8 ualill Lol 48 58 3 AL Ly A Lisina i 3 (Tl JiSY)
(8 At el 33 5a ey i i 4l 35 el 5 (Sig = 0.00) dsinn (s e Ll = 12.422)
Mo g d 0pdill Ll 38 5 8 il 3l L
(IS daxiall HlasV) Aalaa st JUlL
Y = (-0.576) + 0.457(X5) + 0.303(X2) + 0.179(X3) + 0.101 (X4)

il Jsill Sy e
Jhaias (Y) ol a8 A8l (8 bl im ) A Gy LalS s 3 abaladl paia i (X5) LS
A2 %45.7

A2 %30.3 e (Y) ol biay A & puad LalS As )y st Glaal) aas (X2) WS

A2 9%17.9 Jlaiar (Y) ALl biay A & pad LalS As pa et Alaiu) de s 223 (X3) LS
Ann 10,1 e (Y) bl Lia st o LS a3 i B saldl) a3 (X 4) LS
sCbua gl g clalifiny) 1

sclaliiiay)
il ) Jea sl o8 Al all o3 il Alan ) Jalacll il ¢ guia s dpilaall Al Al e 3l
:4dull
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aiall) dalaiall 588l 5 lien 488 0 da 535 %86 Aty J5¥) 38 sall Jind Ay galall 22
2 13d Ay %689.2 a5V A el T (Apdally = gum sl e S 5 el )l

%) Adlaiall 3580 (o g ¢ lian A8 g A )5 9485,9 Ay Al S yall Jin) Alainl] de 22
22 13d Anilly %6914 As Ly (V1 A el 0T (AL ge Algas Joal 55 Jilas 5 4S50 A
o sheall) Aalaiall 3 8800 ()] 5 ey 4881 ga dan 505 976 dmaaty LN 3 pall Jlin) 48 65 gl )
a5 Y A el ol (Ll Aaizal 55 48 65 g A 1) Aaiall (3 ke (e A 0 (e dadiall
Al 1agd dailly 9489.2

Aaxall b o) Adlaiall 3 & Of 5 caun 480 50 An 505 %673.9 Ay @l 1) S el Jisl laall el
12 Al 9683.4 Ax 2y (o) At yall 24T (Aadiall e slaall 48 5 g lan Jilas y 4S50 dpad )
A=l

o Jualacill) Ailacial) 3,880 ()] 5 ey 4380 ga A 525 9571, 1 Fopaiy Gueldll S pall Jin) Calalail] 2
) 13 Aailly 96758 A Y1 A yall 2a (ol sia) 5 alaial JS0 A8 Al il

Ly Ao 4l deadll g alagl Alen a8 o (i ) At )l A 3l il e 2Ly
A8 55 sl sl ae L il 30 Ly (e Atilomn) A0V (53 Ll Ll A sime L) S 0 s (30
il Calaal (pa I Cangl) Ciiia Zagiill o34 5 (5 gina e Al (IS 53

s ila il
Lo & 8 (el Ll A 555 10) lialdl) oo g Gandl) a3 a5 Ailanal) Al ) il e 2l
PATRPY

;‘}[}j\:&a‘)‘jdj&m& u‘)aﬂ\ﬁjj)m}uib)u&)ﬁd\tym&\w)l\ QLQJAJ\EJ}AJ(‘:\AEAY\
JPern|

O3 e 485 5y Jalaill Lgaihs g Joaliy Lgs g 5 cpnalill Ll 4S 555 5100 alaia)

35.).-.»3\ )SAS GJ;\J!\} GAJIAJ\ )@_LAJ\ Crtnd (pa 530 )

Ol DBl e o jall 5 ) 50 IS5 5 AS 5 3 1) 8 e Sl jall 5 Sl e ol

) )

(2) 4 mglally Agluay) aslall Alae. culald) 8 Laddll sa5m olal Cpndy Zidyll L (2023) Lsjilead) abs slews
.804-787

Y e Alae Al i) 5ly) e iyl Jeatl) 51 .(2025) Ll g Jils & (el (gl ¢ adl)
281510 Lyl Alsall, 525 Asdlaey Lal) daSadll 3

clabaiall e Aindas Al 1 asgal) ¢l Grat )il il Jeatll.
102-77 (1)14 ‘4.})\3&\ aslal) dlae. dpardl)

psdad) Alsa, Lpasmadl ilaalal) Gagod Sladilind (o o)y (Bl Jsail (2026) - gmmdl aal) i
470-439 ((53) asbasy) clahall 5 Gyl

sdsa Gpuad b oysds bl Joaill L(2026) catlall 25tse zhi & ilagal) bl (Elpadl) e i
366355 ¢(39) 10 (lalil) aslall dlna. (U5 gl Cojpemas ilise dudy) hpeadl) cilasl

2022). e o raad ooy
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Uadl, Lpalyll el dasiall Glaadd) saga Gpuad) JaneS )l Jeaill L(2024) cled), & (ored teas -
8155 (2) 33 cisalyll Al pslal dalal

- Al B. J., & Anwar, G. (2021). Implementation of e-learning system readiness: The effect of
the cost readiness on implementing e-learning. International Journal of Electrical, Electronics
and Computers (IJECC), 6(3), 27-37.

- Anwar, K., & Louis, R. (2017). Factors Affecting Students’ Anxiety in Language Learning: A
Study of Private Universities in Erbil, Kurdistan. International Journal of Social Sciences &
Educational Studies, 4(3), 160.

- Anwar, K., & Qadir, G. H. (2017). A Study of theRelationship between Work Engagement
and JobSatisfaction in Private Companies inKurdistan. International Journal of Advanced
Engineering, Management and Science, 3(12), 239944.

— Bhuian, D. (2021). The Impact of Service Quality on Customer Satisfaction in Hotel Business
Development : Correlation Between Customer Satisfaction and Service Quality [Independent
thesis Advanced level Karlstad University].

— Bonson Ponte, E., Carvajal-Trujillo, E., & Escobar-Rodriguez, T. (2015). Influence of trust
and perceived value on the intention to purchase travel online: Integrating the effects of
assurance on trust antecedents. Tourism Management, 47(C), 286-302.

— Bowden, J. L.-H. (2014). The process of customer engagement: A conceptual framework.
Journal of Marketing Theory and Practice, 14(1), 63—74.

— Harrigan, P., Evers, U., Miles, M., & Daly, T. (2017). Customer engagement with tourism
social media brands. Tourism Management, 59, 597—609.

- Kandampully, J., & Hu, H. H. (2007). Do hoteliers need to manage image to retain
loyalcustomers? International Journal of Contemporary Hospitality Management, 19(6), 435-
443.

- Krejcie, R. V., & Morgan, D. W. (1970). Sample size determination table. Educational and
psychological Measurement, 30(3), 607-610.

— Madzik, P., & Shahin, A. (2021). Customer categorization using a three-dimensional loyalty
matrix analogous to FMEA. International Journal of Quality & Reliability Management,
38(8), 1833-1857.

— Mollen, A., & Wilson, H. (2010). Engagement, telepresence and interactivity in online
consumer experience: Reconciling scholastic and managerial perspectives. Journal of
Business Research, 63(9-10), 919-925.

- Ting, P. H., Kuo, C. F., & Li, C.-M. (2012). What does hotel website content say about a
property—an evaluation of upscale hotels in Taiwan and China. . Journal of Travel & Tourism
Marketing, 29(4), 369-384.

- Lovelock, C., & Wirtz, J. (2016). Services Marketing: People, Technology, Strategy (8th ed.
ed.). World Scientific Publishing Co. Inc. (Pearson Education, Inc.)

— Seth, N., Deshmukh, S. G., & Vrat, P. (2005). Service quality models: A review. International
Journal of Quality and Reliability Management, 22(9), 913-949.

- Song, H., Wang, J., & Han, H. (2019). Effect of image, satisfaction, trust, love, and respect on

loyalty formation for name-brand coffee shops. International Journal of Hospitality
Management, 79, 50-59.
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