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Abstract: The current research aims to determine the role of information and
communication technology in customer service in the Internet sectors in Sulaymaniyah
Governorate. The research was launched from a problem expressed by a number of
intellectual and applied questions, and the main question of the research is (Does
information and communication technology have a role in improving customer
service?). In order to answer the research questions, the research adopted the descriptive
analytical approach, where a hypothetical model was formulated to reflect the nature of
the correlation and influence relationships between the research variables and their
dimensions, and resulted in a number of main and sub-hypotheses, all of which were
subjected to a set of statistical analyses and tests through ready-made programs
including (SPSS-27). The communications and Internet sector in Sulaymaniyah
Governorate was chosen as a research field for the study, and the total community of the
current study represents all users of the company's services (IQ) for the Internet in the
city of Sulaymaniyah, and the study sample represents (320) users of the company's
service. The research reached a set of conclusions through presenting and analysing the
results of the hypotheses, the most prominent of which is that (if the company under
study wants to improve its customer service, it must pay attention to information and
communications technology), and the research also reached the existence of a
significant correlation and influence between information and communications
technology and customer service, and based on the conclusions reached, a set of
proposals were presented, the most important of which is (emphasizing the need for the
companies under study to pay attention to information and communications technology
and rely on it in order to develop their services continuously and the ability to survive
and adapt in a rapidly changing work environment for continuous communication with
their customers).
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