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ABSTRACT:

The aim of the study was to test the relationship between social responsibility and
customer loyalty, and to identify the mediating role of perceived service quality in the
relationship between social responsibility and customer loyalty. The descriptive
analytical method was used by applying the stratified random sample method for the
first year students at Al-Agsa University, which comprised of 1235 male and 3171
female students. The study was conducted on a sample of (353) individual, whereas
(353) questionnaires were retrieved, thus achieving a 100% response rate. One of the
most important results of the study indicated the existence of a positive relationship
between all dimensions of social responsibility (social, ethical, charitable, and
environmental) and customer loyalty, while emphasizing the role of perceived quality
of service as a mediator and enhancer for relationship between social responsibility and
customer loyalty. The most important recommendations included: the need for Jawwal
company to intensify its social support programs, showing respect for all stakeholders,
besides listening to the voice of the customer, value his views and proposals.
Moreover, the need for Jawwal company to show more interest in the environment
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through using of communication methods that evade the environment risks through the
use of modern technology.
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