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Abstract 
The study aimed to identify the impact 
of enhancing the value-added of 
marketing services on exceeding 
customer expectations and to assess the 
extent to which the cellular 
communication company "Jawwal" 
adopts the concept of Customer Value 
Management by enhancing value-
added (Value Added) to astonish and 
exceed its customers’ expectations. 
The study also proposed a model for 
"Jawwal" to help it strengthen the 
value-added of its services to meet 
customer expectations.The study was 
conducted during the period from 
January 2012 to January 2013, 
employing a descriptive methodology, 
which examines phenomena as they 
exist in reality, making it the most 
suitable approach for this type of 
theoretical social research. The 
researcher utilized both surveys 
(questionnaires) and personal 
interviews as tools for collecting 

primary data, which were then 
analyzed to derive the results and 
present them using the Statistical 
Package for the Social Sciences 
(SPSS).The study population was 
limited to "Jawwal" customers in the 
Gaza Strip, estimated at 900,000 out of 
a total of 2,400,000 customers in 
Palestine. The findings revealed that 
enhancing the value-added of 
marketing services had a clear positive 
impact on exceeding customer 
expectations, with an overall mean 
score of 3.61 and a standard deviation 
of 0.49, indicating a high level of 
effect.Furthermore, the results 
demonstrated a statistically significant 
positive correlation at the significance 
level (α ≤ 0.05) between exceeding 
customer expectations and several 
factors, including , The enhancement 
of value-added marketing services by 
"Jawwal  ,The level of attention and 
responsiveness of "Jawwal" employees 
to customer needs, The diversity of 
programs and services offered by the 
company to its customers. The study 
concluded with several 
recommendations, the most significant 
of which emphasized the importance of 
companies offering innovative and 
unexpected services to customers from 
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time to time to exceed their 
expectations, especially in light of the 
increasing competition and scarcity of 
customers in the market. 
Keywords: Value Added, Marketing 
Services, Customers, Palestinian 
Jawwal Company. 
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