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O ABSTRACT O

This Research aims at Knowing the quality level of the services provided by the
Syrian Arab Airlines, Knowing the extent of the passengers' satisfaction with such
services, and determining the concept of the clients' satisfaction, the importance of this
concept and its target. The research clarifies as well the importance of concentrating on the
client and his role in realizing the competition advantage in providing the services,
particularly in flight sector where a competition exists among the Airlines, with showing
the extent of the working staff(under study) contribution in their care to overpass the
clients expectation.

The research presented at the end a summary of the most important results that
have been reached, and submitted some proposals and recommendations that will increase
the Competitive Capacity of the Syrian Arab Airlines, upgrading it to compete globally.

Key Words: service Quality, Dimension of service Quality, Clients Satisfaction,
Competitive capacity
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