
( لأبعاد جىدَ الخدمُ لتخكًل DHLمدى تطبًل شزكُ البريد الضزيع ) 
 دراصُ اصتطلاعًُ()رضا الشبىن باعتناد أصبكًُ وقت التضلًه 

 

     

 

  المضتخلص
 خبصب، ا٘زّبِب ر١ٌٛٙب اٌعبٌُ فٟ ٚاٌحىِٛبد إٌّظّبد ٚأخزد عب١ٌّخ، ظب٘شح ثبٌدٛدح الا٘زّبَ أصجح

 ح١بح ٚأسٍٛة إداس٠خ فٍسفخ ٚغذد إٌّظّبد، ِٓ ٌٍىث١ش الأٌٚٝ اٌٛظ١فخ ثبرذ اٌدٛدح إْ اٌمٛي ٠ّٚىٓ ثً

 اٌّسزٍٙى١ٓ إدسان رضا٠ذ إٌٝ إضبفخ اٌزغ١١ش، ٚسش٠عخ ّزلاحمخ،اٌ اٌج١ئ١خ اٌّزغ١شاد ظً فٟ اٌجمبء ِٓ رّىٕٙب

رصجح اٌّؤسسبد ِضغشح ٌّشاخعخ عشائك رس١١ش٘ب؛ لصذ  د ٚخذِب سٍع ِٓ ٌُٙ ٠مذَ ف١ّب اٌدٛدح ٌّسزٜٛ

ِٚٓ ٘زٖ اٌّؤسسبد ٚخذِخ اٌعّلاء ٌزحم١ك ا٘ذافٙب فٟ اٌجمبء ٚإٌّٛ ٚاٌشثح  اٌزى١ف ِع اٌج١ئخ اٌزٕبفس١خ 

 فٟ ِحٛس٠ٓ ّ٘ب  ِٚٓ ٘زا إٌّغٍك حبٚسد اٌذساسخ ادث١بد حمً اداسح الاعّبي   ص١ً اٌسش٠عزٛششوبد اٌ

لاثعبد خٛدح اٌخذِخ ٚوزٌه اٌعٛاًِ اٌّؤثشح عٍٝ  ( اٌسش٠عاٌخذِخ اٌجش٠ذ٠خ ) اٌزٛص١ً ا٘زّبَ ششوبد مدى 

ِشاخعخ ِب سجك ِٓ خٙٛد اٌزس١ٍُ فٟ اٌٛلذ اٌّحذد ثعذ رجٍٛس الأعبس اٌفٍسفٟ اٌّفب١ّٟ٘ ٚسشعخ اٌزٛص٠ع اٞ 

)ع١ٕخ اٌذساسخ(، ثغ١خ فٟ ثغذاد  DHL ثحث١خ راد علالخ، ص١غذ فشض١ز١ٓ ٌزخزجش فٟ ششوخ اٌجش٠ذ اٌسش٠ع

ٚاٌّٛاسد اٌجشش٠خ فٟ اثعبد اٌّمذِخ رشخ١ص اثش أشغخ اٌششوخ ِّثٍخ ثبٌع١ٍّبد ٚالاِذاد اٌخبسخٟ ٚاٌخذِخ 

ششاد و١ّخ  ، ثّؤوبثعبد ثب٠ٛٔخاٌىٍفخ ٚاٌّشٚٔخ جعذ٠ٓ اسبس١ٓ ٚثجعذ اٌدٛدح ٚاٌزس١ٍُ و اٌزٕبفس ِعجشا" عٕٙب 

ٚلذ لبدد   ٚشذح الاخبثخ ٚرح١ًٍ اٌزجب٠ٓ ٚالاسرجبط ٚاٌٛسظرح١ًٍ وً ِٓ الأحذاس اٌجس١ظ  ٚثبسزخذاَ اسٍٛة

 خ١لإسزشار١دٔزبئح اخزجبس اٌفشض١بد، ثُ رح١ٍٍٙب ٚرفس١ش٘ب اٌٝ اٌخشٚج ثبسزٕزبج سئ١س ِفبدٖ أزٙبج اٌششوخ  

اخززّذ اٌذساسخ ثّدّٛعخ  اٌدٛدح ٚاٌزس١ٍُ اٌسش٠ع ٠عًّ عٍٝ وست سضب اٌضثْٛ رٕبفس لبئّخ عٍٝ ثعذٞ

رحسٓ ِسزٜٛ أداء خذِخ اٌجش٠ذ اٌسش٠ع ِٓ ٚخٙخ ٔظش اٌضثبئٓ، ِٓ ح١ث ِحبٌٚخ خفض  رٛص١بد اّ٘ٙب

بد خذ٠ذح ِمبسٔخ ثبٌخذِبد أسعبس اٌخذِبد اٌّمذِخ ٚسفع خٛدرٙب ٚالاٌزضاَ ثّٛاع١ذ رس١ٍُ اٌغشٚد ٚرمذ٠ُ خذِ

اٌّمذِخ ِٓ إٌّبفس١ٓ ،ٚ ضشٚسح ٚضع ٌٛحبد إسشبد٠خ فٟ خ١ّع ِشاوض اٌخذِخ رزضّٓ خغٛاد اٌٛاخت 

) ثأوثش ِٓ ٌغخ (.. ٚل١بَ اٌششوخ ثذساسبد ِسح١خ ث١ٓ فزشح ٚأخشٜ  إرجبعٙب ِٓ لجً اٌضثبئٓ لاسزلاَ اٌخذِخ ٚ

 ثٙذف اٌزعشف عٍٝ حدبد ٚسغجبد اٌضثبئٓ.

 /طلخات الزئًضًُ للبخحالمص
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 المكدمُ

DHL

DHL

 ودراصات صابكُ منوجًُ الدراصُ / المبخح الأول
 مشكلُ الدراصُ    -9

 

أهنًُ الدراصُ: -2

 اهداف الدراصُ  -3
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 :فزضًات الدراصُ  -4 

 

 مجتنع وعًنُ الدراصُ :
DHL

060600

73 

 لمكايًط  المضتخدمُ بالدراصُ :ا -6

SPSS01.1

 Arithmetic Mean: 
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Simple Regression Analysis 
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(3)2

(4) 

( Anova )
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  البًانات: جمع -7
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 اٌىٍفخ

 وٍفخ ٔمً ِٕخفضخ

عٕبصش  ِخضْٚ ِٕخفض
 ثشش٠خ وفٛءح

 اٌزس١ٍُ  اٌدٛدح

  

 اٌّشٚٔخ
 

 أ٘ذاف أداء اٌع١ٍّبد

 اٌىٍفخ

 إٔزبخ١خ و١ٍخ 

 ِشرفعخ
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 اٌضثبئٓ ٌغٍجبد
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 اٌّض٠ح ، اٌزس١ٍُ

 

 رحس١ٓ أداء اٌع١ٍّبد 

 سضب اٌضثْٛ

 عٕبصش الاِذاد اٌخبسخٟ

 اٌّٛاسد اٌجشش٠خ( –ٌخضْ ا –) إٌمً 

 اٌزٛص٠ع
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1171661Krajawski &Rizman 
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 يتضح من الدراصات الضابكُ التالٌ :

 الجانب النظزٍ/ المبخح الجانٌ
 أولا: تىسيع المىاد

①

Kotler :2004

Kotler :2004 :4

 1100

4Ps 

Product , price , promotion, place)

7Psphysical Environment, 

people or provider, process110018



                                                                                                                                                                                                                                                                      
                                                                                                                    
                                                                                                                                                                                                                                                                                                                                                             
                                                                                                                                                                                                                                                                                                    

217 91913737  

 ( لأبعاد جودة الخدمةDHLمدى تطبيق ذركة البريد الدريع )        
 درادة ادتطلارية () لتحقيق رضا الزبون بارتماد أدبقية وقت التدليم             

 

  

  

  

  

 
  

  

  

 
  

Evans :1993:408 kotler: 2000

kotler: 2000:151101

1101113

DHL111842

1100 McCarthy :2000

1100218

 McCarthy :2000:228 

②

9607

96069193

930

1699113

●

●

●

●

●

●
③

www.DHL.com

●

●

●

●



                                                                                                                                                                                                                                                                      
                                                                                                                    
                                                                                                                                                                                                                                                                                                                                                             
                                                                                                                                                                                                                                                                                                    

218 91913737  

 ( لأبعاد جودة الخدمةDHLمدى تطبيق ذركة البريد الدريع )        
 درادة ادتطلارية () لتحقيق رضا الزبون بارتماد أدبقية وقت التدليم             

 

  

  

  

  

 
  

  

  

 
  

④
●

●

●

●

⑤

pride & ferrell : 2000: 350 – 356

●

Product 

●

●

●

●

●

●

●
⑥

McCarthy & Pereault :2000

 McCarthy & Pereault :2000:18 -19

0●

1●

2●



                                                                                                                                                                                                                                                                      
                                                                                                                    
                                                                                                                                                                                                                                                                                                                                                             
                                                                                                                                                                                                                                                                                                    

219 91913737  

 ( لأبعاد جودة الخدمةDHLمدى تطبيق ذركة البريد الدريع )        
 درادة ادتطلارية () لتحقيق رضا الزبون بارتماد أدبقية وقت التدليم             

 

  

  

  

  

 
  

  

  

 
  

3●

4●

Product 

 ابعاد التنافط / الاصبكًات التنافضًُ : ثانًا:

16631931661

166190

16667970

 أ.أصبكًُ الكلفُ :

911197

1661

16619761666

166616

911190

 ب.أصبكًُ الجىدَ :

9111901663

166303

 ج.أصبكًُ المزونُ :
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 د.أصبكًُ الإبداع :

166390
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●

●

 الىقت المحدد :  ه.أصبكًُ الىقت / التضلًه في

SpeedDependability  
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 جىدَ الخدمُ 
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Juran  & et al,:1974( 

Juran  & et al,:1974:2( 

 Lovelock  :1996:6 Frazier & Grether 

:2002:267Evans &Dean:2003:10 
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Evans & Lindsay :2011
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 مبخح الجالح/ الجانب العنلٌ
 التخلًل الإحصائٌ

 ( للبريد الضزيع فزع بغداد  DHLشزكُ ) أولا : نبذَ مختصزَ عن 
DHL9101

Adrian Dalsey , Larry Hillblom & Robert Lynn - DHL  

086308661978. 

 DHL 0872

0875

DHL 

011111111

DHL 

DHL 

176306

, 3.1

366

AY

A0-A11

12-A14A15-A17 F  r

90
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 التخلًل الاحصائٌ :
● 

①A0

F10.060F3.799.36

9F=  33. 65 

Y = 2.73158 + 0.45651A0 

② A1

F30.71F6.20

0.370F

= 46.55Y = 2.21467+ 0.54708 A1

③A2 

F3.113F3.170.374

F= 7.74 

Y= 2.53117 + 0.433915 A2

④ A3F

3.113F3.170.374

F= 7.74 

Y= 2.53117 + 0.433915 A3

⑤A4

F

4.68  3.170.374

F= 10.76 

 

Y = 4.01179 + 0.180521A4 
⑥A5

F 0.31

F3.799.36F

 = 4.94  

Y = 324632 + 0.297794 A5
⑦A6

F10.060F3.799.36

9F

=  33. 65 Y = 2.73158 + 0.45651A6 
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⑧A7

F6.001 F 

3.799.369F 

13.66Y= 3.13358 + 

0.355288A7
⑨A8A8

F71.100F3.799.36

9F 

36.16 Y = 2.63942 + 0.485577A8  

⑩A9

A9F6.66696F

3.669.360F

6.39 

Y = 4.478 + 0.045A9 
⑪A10

A10F 9.93936F 3.66

9.360F

 A101.16Y = 3.40659 + 

0.252747A10
⑫A11

A11F71.100F3.79

9.369F 

36.16 Y = 2.63942 + 0.485577A11

A0-A11Y 

17
1) (A0-A12Y

T P 

A0 9.96930611.3310036.33916.30

A1 6.7913066.9173011.07636.69

A26.1667036.9191139.66116.16

A36.1667036.9191139.66116.16

A46.6610916.6317996.67366.13

A56.9391736.9331336.69636.31

A66.6679066.9761066.61166.16

A76.66000196.9991966.06366.00

A86.1900606.9076199.36666.90

A96.9733066.69693169.06316.96

A106.1071116.1996609.16736.17

A116.1900606.9076199.36666.90

R-SQ (ADJ ) = 0.4951 SE = 0.448477 MAE = 0.289173 DURBWAT = 1.80 
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DHLY FF 

7.60F 0.70676.99

9

DHLY  = 61 %  

Y = -1.817592A0 + 0.312458 A1 + 0.208357 A2 + 0.208357 A3 + 0.002519 A4 + 

0.141234 A5   + -0.003158 A6 + 0.0065694 A7 + 0.216586 A8 + -0.137768 A9 + 

0.253722 A10 + 0.216586 A11 .           

7

Source Sum of SquaresDF Meon SqF – RatioP - Value 

Model11.8769111.079725.368170.00

Error7.64308380.201134

Total (corer )19.520049

 = 0.608449

 = ( adjft d.f ) = 0.495105                     

                                      Stand – error of est = 0.4484  
                                       Durbin – Watson statistic = 1.802

DHLY F  30.96 
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 الاصتنتاجات والتىصًات/ زابعالمبخح ال
 أولا  : الاصتنتاجات

DHL

9DHL

3.00

DHL3.310

1

7

3

3.903.0

3.11

03.00

A16 

DHL

3.1A17

3.31

 A15 7.16
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 ثانًا : التىصًات  
9
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7
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Over application courier company (DHL) to keep the quality of 

service to achieve customer satisfaction the adoption of precedence 

delivery time - A prospective study)) 

Abstract
Over application courier company (DHL) to keep the quality of service to 

achieve customer satisfaction the adoption of precedence delivery time - A 

prospective study))

Become attention to quality is a global phenomenon, and I took 

organizations and governments around the world attaches special attention, but 

we can say that quality has become the first function for many organizations, 

and has become a management philosophy and lifestyle to enable them to stay in 

the light of environmental variables on subsequent and rapid change, in addition 

to increasing awareness of consumers of the level ofquality while offering them 

goods and services t become institutions obliged to review the modalities of 

conduct; intended to adapt to the competitive environment and customer service 

to achieve its goals in the survival, growth and profit, and these institutions 

express delivery companies from this standpoint interviewed study the literature 

of the field of business administration in the two axes are the attention span of 

service companies hipping (Plug Alssria) To keep the quality of service, as well as 

factors affecting the speed of distribution of any delivery on time after 

crystallization frame philosophical conceptual and review of the above research 

efforts related, drafted two assumptions to be tested in the courier company 

DHL in Baghdad (the study sample), in order to diagnose after the company's 

activities represented operations and supply External service provided and 

human resources in the dimensions of competition expressed "by the dimension 

of quality and delivery Kpaadin foundations, cost and flexibility dimensions 

secondary indicators of quantity and using the method of analysis of each of the 

simple regression and correlation and Alostoshidh answer and analysis of 

variance has led the results of hypothesis testing, and analysis and interpretation 

to the exit conclusion President expressed pursue The company strategy compete 

based on dimensions of quality and quick delivery runs to win customer 

satisfaction concluded the study group recommendations, mainly improved the 

performance level of the courier service from the standpoint of customers, in 

terms of trying to reduce the price of the services provided and raise their 

quality and timeliness of delivery of packages and offer new services compared 

to the services provided by competitors, and the need to develop guiding plates in 

all service centers include the steps to be followed by customers to receive service 

and (in more than one language) .. and the company survey studies from time to 

time in order to identify the arguments and desires of customers.... 

 

Keywords/ distribution- he postal service-the dimensions of service-customer 

satisfaction-competitive priorities 


