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Abstract:

The aim of the research is to define the concept of service quality
and its importance, in addition to identifying the level of customer
satisfaction with the quality of hotel services provided, and the
impact of the two dimensions of hotel service quality, reliability
and response on the loyalty of hotel customers.

The researcher relied on the descriptive approach based on
reviewing previous studies and reviewing the latest literature in this
field and reviewing the services of the Safir Hotel in Dubai. SPSS
program in order to prove the research hypotheses, and the sample
size studied was 232 hotel clients.

The research found that the hotel customers are satisfied with the
two dimensions of reliability and response, as the research showed
the existence of a correlation between the two dimensions of
service quality (reliability and response) and loyalty to the hotel.

Among the research proposals is that hotel administrations should
pay attention to guaranteed and high-level services and enhance
their role in gaining customer loyalty. Hotel customers also expect
to be the focus of attention and that their needs and desires should
not be ignored. Therefore, hotel management must raise awareness
and spread the culture of service among employees.

Keywords: service, quality of service, satisfaction, loyalty.
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