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hotel service quality effect on customer loyalty
"A survey study"
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O ABSTRACT O

The study aims to investigate hotel service quality effect on customer loyalty, by
determining service quality dimensions (responsiveness, tangbility, sympathy) effect on
customer loyalty. The study conducted on convenient sample of hotel customers in

Lattakia.
The study results show that hotel service quality affects customer loyalty. Whereas

there is a positive relationship between hotel service quality and customer loyalty.
Tangibility has the largest effect of service quality dimensions on customer loyalty, then
responsiveness and finally sympathy.

Keywords: customer loyalty, responsiveness, tangibility, sympathy, service quality.
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O e Ju 13y (0.765) (& s bl LUV Jalas dad of adll LlsyY) Jidas Joom (g gl
Jsia (e gy LS Ldimgas ke A0 oy eDlaall ¥y oy Aaidll 2andll Gpnspale (g Vpiha Ualisy) llin
&b Dlil%58.5 sty Al derdl) g gale i ¢(0.585) (g5l paill Jalre dad f z35al) (adle
(A Jalsal 2523%41.5 5 ¢ Daall £V

e dlanll ¢V g Adandl) Aeadl) Calalad (g Aygine AN Y ADle aag ARG Al Al LER)

(o) Aerdl) Calalet) Jfidl) il G Hlasi¥) Jidad 5 (Gsaanm) (sl Lalsy¥) Jidad e laly

tomdll laa) dag culS (sl 6Y5) il il

A Ayl (WJ:LI) g.kii\ ol ) Jadas (8) ?BJ Jaall

Correlations
Calalat e anll £y
Al
Pearson sk
alala Correlation 1 830
danal) Sig. (2-tailed) .000
N 103 103
Pearson 830" 1
Sl oY Correlation
°  Sig. (2-tailed) .000
N 103 103

**. Correlation is significant at the 0.01 level (2-tailed).
20.0 lsa) SPSS galiy alaiiuly Shasy) Julail) gl @ jaad)
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(g isalll padle) LAY Lpcapdll jlaniy) Julad :(9) ady Jgand)

Model Summary
Model R R Square | Adjusted R | Std. Error of
Square the Estimate
1 .830° .689 .686 39418

a. Predictors: (Constant), 4l calala
20.0 )ua) SPSS gualiys aliiuly ibaay) Jolail) @ilii @ juaal

(Csl) Jalas Jan) ZADEN Loyl jlasiy) Judas :(10) aby Jgead)

ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 34.790 1 34.790 223.902 | .000°
1 Residual 15.693 101 155
Total 50.483 102

a. Dependent Variable: 3wl &Y 5
b. Predictors: (Constant), 4eall calala’
20.0 )sa) SPSS galip aladialy ilaay) Juladl) il : jaaal)

Ge sraal gage (0.000) sl (Sig.) ANV (s Allaa¥) el of cplall Jidad Joan e gy

e deall oY (s Al dexdl) Calaled (pn Agsiee AN G ADle aag gl Ayl Ja ellly (0.05)

o e a1 (0.830) oo Osmnm addl L) Jelee dad o addl LLaY) Jidad Jpas (e ey

O s LS ey Dyl Legiyy 4D ofs e Daadl 6Yy (s Afaidll dasdl) Calalad g L Ualisyl llia

Al 41.3 iy ddadll Gasdll Calaled (8 ¢(0.689) gslus yanill Jalas G (s z35aY) (adle Joaa
(AT Jalgal agmy ALy 311 5 e haal) £y & il (e

1 llia gilly clalitiuy)

) ) ) Jea il & gyl LAl il ¢ a8 g Ayl duhall DA e

eMasll oYy (s ddnid) dardl) dlaind G dlay) ADe a1

eMand) Y s ddvidl)l deodl) Ao sale (G dulay) ADe Sl L2

eManll ¢V s A daaall Calalad (o dnlay) iDL a3

edanll Y5 (s Aiaidll deadll 335a G dnlay) ADe Sla.4

o sbuie S0 (Rusaldl Cilsal) ¢ cabalal ¢ AlainY) )adndl esl) 3 sl Aealis a5
Dy ¢ Ll dgyal) o eyl b S 0 V) Agpal) 8 A gl Calgad) a0 Cum e Daall £ G
Vsl Ay Ll Cua (e Calalal

Pl L ms il PIA (e

A (gginn (b il cpuailly agilals Jslaiig oMead) by b Cledd wili 5y5 s duaal.
A5 pal) Ay guail) o glaally addas pslalall (sl Aardl) AEE Fopns i PIA e Slldy ccilandl)
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cwsily il elia b iplee Aaal) clind) 855l L(2002) Gl ¢ dud ¢l A
SV Aadall ¢ ayslly il clia h rglee 520 5Y) L(2003) ) de dene ¢ puall
Lol W2 yeae L Gysudtll (2002) 2n0 ¢ aall
Sl Jily b rplee cleadd) Baguss L (2005) S ¢ sanal
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2663-2659 (o gac 9 2l (Anbui] astell) Cla S Ll drals dlae . plaali
G Sl al Jalall sale) W e delaaVly daldl dndl 5 L(2011)0sals tasks ¢l
Ol ¢ U ¢ Ll daala ¢ )80 £ g e Aidandill Cojliadll
DU dugd) cydll SHe 1 peas e Daall CBle (2007)Geny) 2o 5 jae (i
Sympall o 10N L ealaall sl 8 el bl L(2004) 200 clane
) Syl Hla = lee L Gaailly Akl G Cuaall Gogudl) toalie ¢ Yoo A ¢ g5 )aly LS ¢ e
o5l
el
sy sl Gl jlat yae Apyaall Hlsdl 3513.(2000) )k ¢slsES
(G daalae 8ypiia e pfiveale Al duenl) Fuls Gapy e Y1 5i(2006) e (ssila
sale) Agy hedl) Ly b Aol 550 duhad s zisa Ylely (2009)Gnall Lils ¢ ) saie
L) QLA jae daala 3)sdia e piiwale dllu ¢Jaladl)
astall 4 ¢ Alls Auhy ¢ At Auawsall dsasall Al ¢ Yeod ¢ gual s o gl yals
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