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Abstract

The main objective of the research is summarized in
studying the role of physical evidence in achieving the satisfaction
of customers of hotel establishments in the city of Damascus, where
the descriptive approach was relied upon, and in order to analyze
data and test hypotheses, a method of statistical analysis was used
by distributing a questionnaire to the research sample consisting of
35 hotels that were randomly drawn from the classes. By dividing
the research community into meaningful layers, 175 questionnaires
were distributed in five questionnaires in each hotel from the study
sample, and 151 forms were valid for analysis.

One of the most important findings of the study is the
existence of a statistically significant relationship between the
physical environment with its following elements (hygiene,
furniture, service providers' dress, decoration) for Damascus hotels
in achieving the satisfaction of their customers,

The most important research proposals were:

Work to pay attention to all the elements of the physical
environment studied in the research, starting from cleanliness to
decoration and furniture and ending with the dress of service
providers, as these elements have an important role in achieving the
needs and satisfaction of customer.

Key words:
Physical environment, customer satisfaction, Damascus hotels
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