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The impact of service quality in achieving consumer satisfaction (By application to
hotels in Al-Baha city)

Abstract

The main objective of this study at identifying the impact of service quality in achieving consumer
satisfaction (by application to hotels in Al-Baha city) Determine the theoretical framework that
defines and defines the various concepts related to the quality of services as a modern
administrative approach. We focused mainly on the quality of service, its meaning and definitions,
in addition to addressing the theoretical framework of consumer behavior and satisfaction with its

definitions.

We used the descriptive analytical method and processed with the spss program. Was followed by
distributing a questionnaire to a sample of (180) clients. After collecting and analyzing data, the
results showed that the quality of service in its various dimensions had a strong impact on
achieving consumer satisfaction, as the items that occupied the first ranks in terms of the strength

of influence compared with the other items.

The first axis, the efficiency of the workers is Agreeing to the set goals, because this helps to
develop the hotel movement in a better manner and commensurate with the reality of the
movement of the target market Constant for changes in the tastes and tendencies of consumers and
the consumer's need for diversified services with regenerate advantages and characteristics, the
second axis, the management of hotels in Al-Baha encourages the workers financially and morally
and helps the required work and enhances customer loyalty, the third axis Determine a goal related
to consumer happiness It means that The consumer aspires to the service that is provided to him

exceed his expectations and inventing what is new for the consumer.

Study recommends necessity Providing services that exceed consumer expectations And provide

moral reward permanent offers for the consumer.

Keywords: Service quality, Consumer satisfaction, Al-Baha city.

WWW.ajrsp.com 5



http://www.ajrsp.com/

AJRSP £2023-8-5 : el ol | Gomaddl g AU jlaa) | alad) pdill g Sladld drapalsy) dlaall

ANA ISSN: 2706-6495

datia 1

de sene Gl sall iy agiDlanl W sady Al il ppal) Allad apaat] unliall (e e giie de game Clisgall 223003
OSlginnall Uiy ebia ) i s 48 5 jal) ¢ updiall 038 5 agilal Gubal Lilad JS Le g8 5 clia s GulBall 038 (e B b
A (e geiiall ellginal Lia y 3l g ad s i) dadd) gl daliad) Jaand) Bolass (520 20my 31 (uliall ga zxiiall Jpand)
Laila Gl 5 ¢ il D gase s Ll iy (UL col Sl any W a5 ) 4880 5 ce) ) U8 il (e a8 53 G
6 siase shaiys ¢ SISV aad) 38a3 U b e Dleall Cilad 5 ae i) 5 Y] landl) Ly gl Sl & Juad) cilaal)
A1) My Aaxdll e Jrandl Lia ) sha s i edndliall Cannn 610Y) (5 shusa  shaiy cbuda Ciladd ) selal Aais o il
Leanl ) shaty el 33 gal Juaal)

s Aeadll (e el Laaasy il elli s Laddll 53 anii b Lede daied ) sas gl el () o) ol alaee (35
Caiall e 3l g Sl 85 8 sie dedall g adde dainy (380 IS Aaadl) glal ol Sl 8 Jiati ) Al dedial) 33 5
cdinall e lia g ilillaiad sall agdl) Jl g 2 50 5l o jile AR Jal (5 KA 515 hadl) 53 lalaall (he LA dard 5 dinall
REKER

(i jlaall 5 el Rl 5l jlgall g dpiisall S U sl BaeLisall aa 8 et il 5 Sllgivnall Lia ) danall 4385 @I aay
aadll danda Jsn adiied) pgtigla yie ol a1 5 5 oKl 8 jeaY) cChlanal cdoalall el jelaa s dnalal) Chle i)
S Al adliall g Gailiadll s Cilacall (e de sane & Bl Gleoadll 33 sa e dgale Janll 4l G2 sl
138 5 analassl g palia ;) (Gaad] Culia yra g Aalidieall 5 A0 ol 31 Qlldas A5 e 5 508 () oS5 Cuny Aaoal) gy adas

Gyl o3 JMA pe Al 4] Cans L

s pal) AlSiia 1.1

1Y) (il ) gl sl all A3 5l (S
fllginsall am i a2al) 325 b

AN ALY G N O sl e iy

fellginal Ly G daadll s ga il e -

fhaodll 3o s ubki i gae A Lo -

$2a2al) 53 sa (5alaar YT cilllaic ol -

s pal) il b 2.1

0 il i) Faaa (e sl Al jall J glad Cagu

Al

WWW.ajrsp.com 6



http://www.ajrsp.com/

AJRSP £2023-8-5 : el ol | Gomaddl g AU jlaa) | alad) pdill g Sladld drapalsy) dlaall

ANA ISSN: 2706-6495
fins Lf::*-“&‘ 53 9a Chaadi B g Jsn cdad L)l e Jbéi Cllatinl C dilaa) AV G g Ay gima B9 8 ga g -2
Sl L,

L;:\.AJ;J\ BJP@JMJA‘Y\ Q\_\lb.ud}a ‘2.,.»\);3\249; J‘)Si Q\_\Bﬁu\uy:\:ﬁ\.aaaj MYJQ\J}LWLBJ)SJP}-?,
5”5", WAl La.’a) (3.\33.' 3
sl ) dzan] 3.1
Ofiald) 538Y llgisall Lia 5 3t 5 daadll 33 5a (e dpale 3ale 5 55 8 Apalall Lpad ) (eSS
La2al) 53 ga (e llgiunall Ly aiatl il )l s3dial Caalill a5 Alanll Apaall g
Al Al il 4.1
&M‘LA)&#&L&J}J}:\AM‘EJP -
LM\EQPO@Q\S}M@iL& -

30ad) 33 ga (golew 32 lllia aaad -

duw) Al duagia 5.1
il il 5 il gaca sl 5 Jalaill ULl s 5 Ll sl zegiall e Canlil) aaic)
daandl jalaa 6.1

4 il 5 A Y1 jaladll -
Al pal) agas 7.1
Aald) a8 28l ) Baldll e A al) o2 i (o gas 43Sl 3 gaal)
2023 525226 S ke 15 2daia ) 3 gasd)
Sllginsall Lia ) (G e a5l 5 deaall 53 5 Auljall 028 & guin 50 140 gua gall 3 gaal)
Aalll Apae (3alid 3 oY 53 5 Calalall (paida sall 2 ) 3 gaad)
Aa ) clad il 2
:(2017) gracall 3 (330 Al 4o
z35a3 ) ALY 5 Cua Cpeadiall L e e il s a5 SIY) clenad) 53 5a e (el ) Al )all oda Cdaa
83 g 5 e slaall B3 g (0 A8l L 2y (g2l 5 Al jal) Cl yicia 5 23 sad el a3 (o5 e slaall akas L) lSla g ) b

358 b oal (3p adise e Al all (Gadai 3 A5 Lia )l ae pladin) g Asaatial) 2 géll 5 ) acall g Aeddl) 83 ga g Uadll
cLeie Alinl 061 A2yl wig by (3 ad s (peddiie (30 011 Ao Al jall Aaliu) ay ) 68 &5 5 Alla 2l joS

WWW.ajrsp.com 7



http://www.ajrsp.com/

AJRSP £2023-8-5 : el ol | Gomaddl g AU jlaa) | alad) pdill g Sladld drapalsy) dlaall

ANA ISSN: 2706-6495

oal e daadll 3 ) elal LS (% 78.89) Aoty (s (3 ige (S Aliaia Jal sal) maen o gl < jelal S8
sl i) e s il <l yuriall dpaal @ jedal 5 (a 3a3 Jal gadl JAT (5 ¢ 2l acall g a8 s Jal sl
caldaill 83 ga a3 (ha g AadAl B3 ga o3 (e g alAIY) A5 (g cad gall (e AdEaTall adliall; i Al e pendiial) L
Ay SV Claadl) aladil Lpaaly o sl i e Jaadly il jall Coa gl 85, 3l acall | il 5 ecle sleal) 8 52 a3 (e
(gl By 4y 30 Ailane )l 5 L) Jae ) ALl ol g iSIY) laadl) 83 5 (ppany g shail 3 51al) aes dpaal s
il DS 7 555 g il g i g SSIY el 83 g (a8 aal ) agila a5 agdl )Y g lainl) ) Grediiidl)
oo dalall V) AUl dals (Gl (55 aBsal ) acally alaia W) 50l ) caxad) Cpeniivuall Lgalaiiinl 488 5 a8 sall &
JSLall

:(2018) bl Al Al 2

il Creadind (la y olat g Auidacldl) seloaal) S 18 (e Aadiall CHLaddl) 53 ga (5 sione (i 48 jaa ) Gl jall b
A debiadl Lk (e 2die (219) e Giba 5 (Seroquel) za s o aaa Jlaiind JYA (e Jladll  da 6l il
seliaall IS 3 (e dediall Claddll 53 s (5 siuse O giliil) o jedal cacliaal) S 8 Cuun 4300 giie Atk 44y Hhay La s
day g A salall 2ay ol LS Adan gin A 3 (5l (4.80) SN das giall @y e (5.09 -4.62) (o e s ) 53 Ailanilil)
Al ellia ) gl & jedal LS cadi o A Hay 2T 2y ol Laty cdans gie da )2y Calaladll a9 i) 2ay g A&
Gleddll g acliaall 48 10 e L a2y Aandaudal) deliaal) CUlS 33 (e dediall 4eadd) 33 5a (o 4o 68 dula)
st Gl Ll e da o ef e Jpeasdl acliadl) CIS 3 (e dediall ciledad) o Jal e s Ll (e dodiall
Oneadiunall Ay 550 Ailane <l cVlall dee ) dilia) cdaddl) cilaadd) 53 Cpaady skl 3,10Y) acay Aalll
& lanall 2l ) sealaieng Jae (88 Cpaat aly of 5 eleddl) 53 ga (e A aalus Al agila a5 agdl )l ¢ Laiul 5
Lo saad 5 Lapd LgaS i ad il e liaall Cupaad Gl 5 i cans 1) ol all 8 51 8 Cladall () sady agdl Cam 8 5Y) aran
JSs Leda aeliadl) Gl i podaiods AP OIS (any @llin Gf 2a 13 e 1oV 3 Adled) 53 sally i JTacLall 028 (f
O agiSal Facliaall S 38 8 ¢ suigall (2 Jaad) & axal) () La gead g Cpuigall dlaed 3305 &y Ol 5 ¢ 3
Cpaxall (pda () W sk g Calalail) g A galall 2ay alaia W) e aeliaal) lS i Jant () 5 ¢ sllaall Ao jually daail) o
65 Lay Aa2al) 33 g (ulit) 5 sanil) 23 gad il jaa (e B3l Ol 5 Aadiall dadad) Ve 4 ds 50 JB e Slas

Aeadd) 33 ga bl A8S ool Cpaand )

1(2022) oAl s gl 1o cpall i jad Ll

Cin sl b N IS a e Gkl dllgied Ui b0 zUY1 53 sa asa g guia s sl ) g5
Aal g Julad il ) D) e S s ellgtnal) Ly b 5o s 52 sal) Janiay Copeill Baiad Y] sl
Cilsea il ) 5B i g 5 Abiadl 5 Al V) il G il ecllgionall Lim ) e o5l 5 S EIL LY 8358 840 J genal
LY 5 5m Jasm atey llh g lletiad) Ly oo 8 Cond) A i Al Cilaal il ol 5 Al undid
() S pd (and]

WWW.ajrsp.com 8



http://www.ajrsp.com/

AJRSP £2023-8-5 : el ol | Gomaddl g AU jlaa) | alad) pdill g Sladld drapalsy) dlaall

ANA ISSN: 2706-6495

o) 5 LY 53 s Jasa ol (0 Ailan) AV @l dpkay) 5 A8Dle @lilia of & caliad ) Al all il j S
slalS lauy) e bl adie] (SPSS-AMOS) (o8 dlicia Sluan ) dalaill el aladinly dilacll &5 cellginnall cua
A& b 55 A8 paall Luanll 5 2 L0Y) 83 s Jana G AR Gy llgiinnall Lia ) 2oxilinl) aad 5 sl 5ol aaisal i) aaad
Ciladie aladinl JMA e gLl el dabidal) 2l ellgival @l ol cllgiuall L) ) ol ellgiuall 5 il
el e JS Lehad Y ilatiall Lpul @l clical sall aua s tlgadl Clua sill (e dae ) Aul ol clia g a8y S )
Alaaiu) 3yl (e 4liiad (Say Y Y1 53 sa Jasa (Y glladl ol €Uy y 5 Als sall o) KU 8 llgtaall el sal)
pe i Loy dala g1l JSLel gy e Janl) g sleny Al gl aas Cpuen's Jland) el G o eJah liSLal)

el Cpnt s Galalall (i g (ailda sl Cana 58) Janl) e

Study Kim Leng Khoo (2020)

This paper aims to understand the impact of service quality on corporate image and customer
satisfaction. Furthermore, this study also examined the influence of corporate image and customer
satisfaction on revisit intention and word of mouth. The mediation effect of corporate image and
customer satisfaction on the relationships between service quality—revisit intention and service

quality—word of mouth was also examined.
Design/methodology/approach

This study used the survey questionnaire method and collected data from 253 respondents
comprising of customers who had karaoke singing experience in the Karaoke television (KTV).

The partial least squares structural equation modeling was used in this study.
Findings

This study found that service quality has a significant positive influence on corporate image and
customer satisfaction. Corporate image does not have a significant influence on revisit intention
but has a significant positive influence on word of mouth. Furthermore, customer satisfaction has
a significant positive influence on revisit intention and word of mouth. The mediation effect of
corporate image and customer satisfaction is also found to be significant for most of the

relationships.
Originality/value

This study showed the importance of service on customers’ reactions and behaviors in the KTV

context, which have not been previously investigated. Businesses should always provide superior
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service quality to their customers because it impacts their subsequent behaviors such as revisit

intention and word of mouth.
Study Travis Foo (2021)

Service quality and customer satisfaction have been widely recognized as fundamental drivers in
the formation of purchase intentions. The concepts are important for companies to gain long-term
competitive advantage and retain customers. Several scholar articles suggests there is a critical
relationship between these two variables, which is also a critical determination of brand equity and
customer loyalty. This study will clarify its nature by empirically assessing on the effects of service
quality on customer's perceptions and satisfaction. This study will use the SERVQUAL model and
other measurement methods to examine and analyze the case. Divergent methodologies are
conducted to examine the distinct antecedent causes and consequential effects. Key findings will
be based on the conceptual framework and five dimensions: assurance, tangibles, responsiveness,
reliability, and empathy. According to research, customers are not satisfied with unprofessional
service providers, unorganized schedule, and pricing that do not meet expectations. Results of the
research will be backed up with statistical evidence and discussed comprehensively. Moreover,
further research should be considered to gather more information that were not accessible due to

the limitations of this study.
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