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Abstract

The main objective of this study is to examine how brand image and customer satisfaction affect 

brand loyalty in the telecommunications industry. The study focuses on the telecommunications 

sector in Kosovo and is based on primary data obtained from 205 users of various mobile opera-

tors. A structured questionnaire was adapted and distributed at operator branches in Prishtina 

to gather responses from customers. Multiple linear regression analysis was conducted using 

-

-

nies to gain a competitive advantage in a market where service offerings are largely similar.
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positive effect on brand loyalty.
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3. METHODOLOGY 

3.1 Data collection
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Table 2

Age Occupation

Gender Education

Income (euro)

3.2 Instruments development
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3.3 Results 
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