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ABSTRACT 

Due to the more and more increased completion in today's business, many companies are required to build
long-term  profitable  relationship  with  customers  by  increasing  relationship  quality  (satisfaction,  trust  and
commitment)  to  achieve  customer  loyalty  (customer  retention  and  word  -  of  mouth  communication.
Therefore,  relationship marketing has become more and more important  since last  decade of  20th.century,
especially in service industry. Therefore, this study is aimed to investigate the effects of relationship quality on
customer  retention  and  word  of  mouth  communication,  by  focusing  on  customers  of  Egyptian  mobile
telecommunications sector. According to literature review, an analytical model is developed as a guidance to
test  the  relationship  between  the  research  variables.  A  quantitative  method  with  deductive  approach  is
chosen in this research. In order to collect primary data, a questionnaire is designed and randomly data have
been  collected  from  400  customers  of  the  three  Egyptian  mobile  telecommunications  companies  (Mobinil,
Vodafone  and  Etisalat  Misr)  in  Dakahlia'  Governorate,  Egypt.  The  findings  shows  that  the  Egyptian
companies  within  the  service  industry  of  mobile  telecommunication  can  achieve  word-of-mouth
communication  through  customer  satisfaction  and  trust.  The  study  also  finds  that  the  features  of  customer
satisfaction have a stronger positive effect on word-of-mouth communication than the features of trust.   
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