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Abstract:

This research aimed to determine the impact of perceived service quality
on customer's trust and customer citizenship behaviors. It also aimed to
determine the effect of customer Trust as a mediator variable between
perceived service quality and customer citizenship behaviors, to achieve these
objectives, the researcher investigated a sample of (190 Cases) from
Professional master's programs at Sohag University .

The main results were:

- perceived service quality positively affect customer trust (R? =0.55) and
customer citizenship behaviors (R? =0.67).

- Customer trust mediates - a partial mediation - the relationship between
perceived service quality and customer citizenship behaviors.

Key Words: Customer Trust, Perceived Service Quality, Customer
Citizenship Behaviors
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