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Customer trust as a mediator variable in the relationship between
customer service quality on social networking sites and its impact on
customer transformation behavior: A comparative study of mobile
phone companies

Abstract

This research aims to identify the fype and strength of the
relationship between the customei service quality on social networking
sites and the behavior of customer transformation by mediating
customer's trust applying to the customers of mobile phone companies
in Egypt. The study also aimed to identify the interaction rate of mobile
phone customers with the content published on the company's Face
book page, and the types of services are provided. Also, the difference
degree of the speed and the method of responding to customers of
mobile phone companies and the relationship between the quality of
service provided on Companies account on Face book, customer trust
and customer transformation behavior.

The results showed weak strength of the relationship between the
published content and interaction rate. Furthermore, there is no
difference between mobile phone companies in terms of the types of
services provided to customers on Face book pages, and there is no
difference between mobile phone companies in the types of responses
provided to customers. Moreover, A positive relationship between
customer service quality, customer trust and customer transformation
behavior, and finally the high strength of the relationship between the
quality of customer service on social neftworking sites and the
customer's transformation behavior in the presence of customer trust as
a mediating variable.

The researchers reached a set of recommendations that help to
maintain customers through improving the quality of customer service
provided on social networking sites and increasing customer trust in
these sites.
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