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Abstract

This study aims to conduct a comparative study to identify differences in the
impact of hotel service quality dimensions on customer satisfaction in public
and private hotel establishments, and to highlight differences in the degree of
satisfaction of the two study samples in evaluating the quality of services
provided. In a field study of a sample of public and private hotel
establishments in the provinces of Ghardaia, Laghouat, and Ouargla, and in
order to achieve the desired objectives of the study, a questionnaire was
designed containing 35 items to measure the independent variable (hotel
service quality) and the dependent variable (customer satisfaction).

In order to address the problem, we distributed (320) questionnaire forms to a
random sample of customers of the studied hotel establishments. (250) forms
were returned that were valid for statistical analysis. The data analysis was
based on the Statistical Package for the Social Sciences (SPSS) version 25
and the Smart PLS program version 4.

The study reached a number of results, which we summarize as follows:

There is a high level of hotel service quality in the establishments under study
and a high level of satisfaction according to the study sample. The study also
found a positive relationship between the study variables of hotel service
quality and customer satisfaction for both sectors. The study also showed that
there is a moderate positive impact of hotel service quality on customer
satisfaction in the hotel establishments studied for both sectors. The study
also found that there are no statistically significant differences in the impact
of hotel service quality on customer satisfaction between the public and
private sectors.

Keywords: service quality, hotel service, customer satisfaction, hotel
establishment, public sector, private sector.
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e | 067 | 436 | A o jevel.
e 0.77 4.05 alall il Sleddly (Bl Sl £ s wlelbsl s

. .. | I'have positive impressions about the hotel services, and 26
& 0.68 | 427 | 2% | e ervices provided.
e 0.98 3.75 ala) s ) adl Boi taal) mend) Ol eaf
i 0.86 3.86 | o || feel that the service provided exceeds the price | paid. 27
e 0.78 4.06 | Ail) Sladl e ad fess 3la>Yey ST Joel aead) gadie pgiy

. .. | The service providers take my opinions and feedback 28
& 0.74 4.10 |~ very seriously regarding the provided services.
e 0.73 | 4.13 | ;W LB (3 k) edie |3 e plosaVl jasd
e 0.57 411 | oW | feel attentiveness from the hotel service providers. 29
e 0.78 4.01 alall 3Ly Bl Bad ety Reddh) gadie g

The service providers are always interested in knowing 30

5 ES
& 0.68 411 my needs and desires.
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& 0.72 4.13 plal 2l Sy S e Blisll lsses slalall Sy
. 1. | The staff makes efforts to retain customers and earn their 31
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. ., | Idefend the hotel when it is criticized and | feel like | 32
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e 0.63 4.33 plal RUNEE [PV NP IS S Sl
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e 2 Wil Bagdl) 5 L) 5 sl g bl el s aad el 5 (e U 3gmy
A adg ol o Lad slae¥l o S oYl adadl 3y ((0.60) o s Al
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(Sarstedt, Hair, Ringle, Thiele, & Gudergan, 2016,

(Fornell & Larcker, 1981, p. 46) (0.5) oo T 05 of | lawgze olie) framd) Lol
( AVE ..

OB NNV R SN W-N |

(Factor Loading) :oledl alasualy sl Gaall .1
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Olesad!

Syl 51 | sla)
up\;'d\ ‘A\JJ\ 2 "ﬁj‘

sbe 093 4l Jso ! My cwlin Bl é}»
0.667 | 0.546 | The hotel's location is convenient and easily accessible 01
without hassle.

e 4ty egldly (aSag Ol sl Gudl) yanas
0.786 | 0.771 | The hotel's interior design is attractive, air conditioned, 02
and sitting inside is comfortable.

JLai¥l femd gl 2ol Lol Saml o2 Badl
0.800 | 0.618 | The hotel is equipped with the latest technological means 03
that facilitate communication.

3\3-»}0“!

ety sy o8
0.721 0.753 .. ‘@“j ’ . ” 04
The waiting hall is spacious.

L pglad il Badd) gedie goe
0.678 | 0.789 | The hotel's service providers take care of their exterior 05
appearance.

gl Ml aadd) gadis oy

0.811 . . .
0.745 | Service providers have high morals.

06

Oy

(Bdll ibse me Plales (3 OltebY) g 2L i
0.781 | 0.775 | | feel confident and reassured in my dealings with hotel 07
staff.
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0.821 .J}EY\ 8 e CM\ Jg.:JL: obad Lo J&T 08
0.802 | get services right the first time.

0.673 WA P T PR X VR VPR B
0.774 Service providers have high morals. 09
0.727 | 0.696 bk e e 38 500 Gl )| 10
The hotel has a sufficient number of service providers.
0.716 | 0.739 Slish By Gris Yy mpm 2aidd s Jpadl) 11
Obtaining the service is quick and does not take long.
0.755 | 0.840 (g Sally VY S Am Yol BT 120 |
I receive quick solutions to concerns and complaints. ;
ROPREY A3 bLlaVL i) e =
0.730 | 0834 | e hotel is characterized by discipline in providing 13
Services.
Suoeall S g uslgall (B leds iy ol ajly
0.738 | 0805 | 16 hotel is committed to providing its services on the 14
specified dates and time.
0.715 | 0.815 aglal e Ol plesal Gusdll |

The hotel places customer interest among its priorities.

S Bty Slad) ta b Gl moy

0.767 | 0.829 | e hotel explains the nature of services and their 16
advantages to customers.
cadbles 79 Ogll Ol Budll b —
ToR O e :
0.779 | 0.848 The hotel meets the customer's needs in a sympathetic 17 %
spirit. )

el Bl Sltazal e Gl Read) gadis
0.762 0.825 18

The hotel providers were willing to meet my needs.

A D) IS @i 1S Gadl) (3 Jaa)l el

0.702 | 0.698 The hotel's working hours are sufficient to serve all 19
customers' needs.
¢ ) Llie awled ("3"\'5“"’ @l ej:.\.g'
0.662 0.787 | The hotel is committed to providing its services as 20
advertised.
el | PN C"’“A‘ Jﬁ.&; wleds Bl 658
0.709 The hotel performs its services correctly and without 21 | =
0.836 | grrors. }
0817 | a1s _ L il G ol B Sl iy 2 2
: The hotel provides all the services | want.
0791 | 0.820 Aadal) ledd 34k dnlie Fuidlly Olaadl e

The hotel's service prices are appropriate for the quality of | 23
services provided.
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0.804 0.760 Adle 342 g de g Olads Bl 24
' The hotel has various services of high quality.
0.518 | 0,550 (Bl Stk Sadl) gibge Db on JLEY) ez Y

The reception by the hotel staft is characterized by a high level.

el by (Buidll Cledst £ sdr Slelas) (s
0.505 | 0.590

[ have positive impressions about the hotel services, and the 26

services provided.

by ) andl B edall dead 0L el
0.573 | 0.556 27

I feel that the service provided exceeds the price I paid.

el Sleddh e ad) Jamet GlaaSley ST dly 2l gadie a5y

0.691 0.773 The service providers take my opinions and feedback very 28

seriously regarding the provided services.

0.664 | 0.746 (el & Bkl ek 13 e plazaVL e 2

[ feel attentiveness from the hotel service providers.

3L 5 Qe Bk jlenely edd) sedie ozg,
0.687 | 0.743

The service providers are always interested in knowing my needs 30 .f
and desires. }
o2l oS Al e Bl Shsses Osllll Jy &
0.715 0.784 The staft makes efforts to retain customers and earn their 31
satisfaction.
) Slesl ely oslisl e Baudll e wdll
0.763 0.695 )

I defend the hotel when it is criticized and I feel like I belong to 32
it.

) o ealy bt e Bl aedy Lo Y1 e dll Sl
0.767 | 0.719 e Pl | 5g

I speak positively with others about the hotel’s services and advise

those I know to deal with it.

LBl abgs we Lol Lo e Oltablg ) el

I feel comfortable and reassured when I deal with hotel staff.

0.630 | 0.748 34

0.774 | 0.700 Sl g ol e 5

[ intend to continue dealing with the hotel.

35
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KR Ll Lslezs ) b ! s gkl Sy Loy
oLy 0.774
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Y1 s il e JIsl S99 ((0.90) a BT el 104 8 al) i) 0585 0 bjzy il

(5ol gladll) (HTMT) Jlrs 85 saled) Gaall 55 1(35) oy Jgbr

st oLy AP AyslazsY) iblad) Bgekedl | U Loy
RIS

Loyl 0.863

Lslesy! 0.504 0.684

ablad) 0.869 0.875 0.659
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A ghad

0.892

0.781

0.664

0.798

S Ly

0.615

0.571

0.574

0.636

0.686

(SMART PLS 4) il ol s sLazeWl oLl 315 oo : pbaal

() pladlly (HTMT) e 385 egipledl Bl ilss :(36) 08 Jgr

sty oLy AEE IyslazsY) iblad) igekadl | U Loy
RN
Lz 0.633
Lslesy! 0.410 0.698
ablad) 0.450 0.726 0.632
T gaka! 0.658 0.423 0.526 0.401
S Lo, 0.392 0.655 0.690 0.552 0.320

(SMART PLS 4) zeb @l o slaxs VU e Ul slas] a1 gzl

S 33y gpledl Baal o3 e OF el (36) 5 (35) o3 Jod) ST I e Lo

5 bl @Yl QLY sl wdaadll Sladl s il padl sl (HTMT)
bog sl Q) s olS Gl 5 agenl pelladll SIS sl Loy ol adl 5 c(slozel
(S Grall ety 2350l OB QWL ((0.90) & Juall 5 a4 ogll A Lass
(Cross loadings) :dablized! cMwoud! jlas .3

T eV Ol Bylie Lo spane J) 25 clasl s o ST Wbl Vs e )
DV il bl 3y celald 1S Y Sl Lol pde 5 wdd Sl i e aSW

LN Ut
(54! pladlly (Cross loadings) :iablisd! olerd! s wils 1(37) o3y Jour
Ll | dewgedodl oLy PRSI cab\ad) L) | Og Loy
02 0.771 0.520 0.493 0.466 0.375 0.442
03 0.618 0.426 0.429 0.396 0.492 0.312
04 0.753 0.393 0.366 0.430 0.367 0.441
05 0.789 0.600 0.516 0.555 0.299 0.434
06 0.583 0.745 0.470 0.535 0.204 0.338
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07 0.557 0.775 0.563 0.560 0.267 0.353
08 0.422 0.802 0.582 0.618 0.385 0.456
09 0.514 0.774 0.569 0.506 0.434 0.491
10 0.522 0.520 0.696 0.481 0.349 0.395
11 0.343 0.506 0.739 0.437 0.556 0.302
12 0.502 0.596 0.840 0.640 0.525 0.422
13 0.496 0.574 0.834 0.746 0.494 0.474
14 0.502 0.581 0.805 0.711 0.363 0.395
15 0.468 0.563 0.694 0.815 0.387 0.427
16 0.561 0.637 0.670 0.829 0.452 0.439
17 0.552 0.617 0.685 0.848 0.502 0.522
18 0.514 0.579 0.624 0.825 0.477 0.471
19 0.428 0.473 0.472 0.698 0.476 0.449
20 0.446 0.438 0.530 0.568 0.787 0.439
21 0.375 0.376 0.480 0.494 0.836 0.414
22 0.478 0.370 0.541 0.468 0.815 0.375
23 0.374 0.313 0.417 0.389 0.820 0.391
24 0.359 0.244 0.355 0.373 0.760 0.419
26 0.406 0.344 0.392 0.411 0.417 0.590
27 0.328 0.213 0.192 0.172 0.405 0.556
28 0.354 0.423 0.367 0.383 0.354 0.773
29 0.394 0.362 0.310 0.385 0.267 0.746
30 0.300 0.290 0.272 0.310 0.306 0.743
31 0.457 0.492 0.380 0.533 0.364 0.784
32 0.428 0.443 0.472 0.507 0.502 0.695
33 0.469 0.399 0.421 0.389 0.307 0.719
34 0.356 0.392 0.335 0.431 0.293 0.748
35 0.407 0.375 0.398 0.427 0.353 0.700

(SMART PLS 4) sl ol s slazeWl Ll 315 ooyl

Blpace U] o5 olagll o OF (Gross loadings) jes sl (37) doidbl on

0B Ll 3 Al dsalll dn e (3 cdl Cm V) Sl e s w5 ALY
ool 25 ¢0.789 (0.753 (0.618 (0.771) s e Lo <ilS & (5 43 2
SL aw W (0.600 5 0.299) o Lo e gy 3 Y el ol sge L ae b))
0,775 {0,745y & LI Jo el ol el sl (90 B (T 6y o3 wlagll 3 Jaedl
50.205) o b eyl @) 6V sl Slsge me b)) o3 o Jol 2 5 (0,774 0.802
St @ el (14 A3 A2 A1 A0y 55 ohash 3 e lza¥) an W (0.618
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Shdge ma byl o8 e el 25 (0.805 (0.834 (0.840. (0.739 0.696) Ui,
A5y 3y ohash 3 el Gbladl dey W (0,746 5 0.302) g b cmgls g oY1 ol
0,698 (0,825 (0,848 0,829 (0,815) sl L ailos0 o3 cmgli (19 (18 (17 (16
«(0.694 5 0.387) cn b Leod gl ) Slad) 88 Sl550 o8 me abli)) p ;ST oS gl
sl e wlisge o3 el (2423 (22 21 20y o3 sl 3 Jaed) Rslaae V) am L
b olhage wd e bl e ST sl @ (0,760 (0.820 (0,815 (0.836 (0,787
dadl Sbad) S 238 0B QWL 5 ¢(0.568 5 0.244) o b leed el ) ol
Q26 oo il & Jadl y S o) 2 osa L (e a8 Glar g esanll plladlly
Sl mr eBMe e oo xST 521 14 (Gross Loading)y asblidl odeemdl o8 o 0 35
Jo & 2T plS pane o] o bl oon ST oS opin o Loy a5 15700 (6 2 Y1 S
252 sk lige 0B Wl g W ) wliige 5 Lagll ade by 216 6T gy pus s

e @l G Sl ) Ly

(A ¢lailly (Cross 10adings) :asblidl Shamd) Jas =5 :(38) o3y Jaur

3yLal) i gl RN Ll ablad! Lslezsy) Og Lo,
01 0.667 0.415 0.219 0.187 0.323 0.094
02 0.786 0.428 0.245 0.222 0.249 0.213
03 0.800 0.334 0.175 0.226 0.312 0.165
04 0.721 0.092 0.218 0.229 0.298 0.306
05 0.678 0.615 0.366 0.279 0.378 0.210
06 0.498 0.811 0.306 0.258 0.260 0.260
07 0.394 0.781 0.314 0.208 0.218 0.192
08 0.384 0.821 0.463 0.365 0.287 0.263
09 0.192 0.673 0.449 0.237 0.222 0.270
10 0.235 0.473 0.727 0.303 0.437 0.375
11 0.121 0.379 0.716 0.257 0.470 0.432
12 0.303 0.262 0.755 0.369 0.333 0.367
13 0.278 0.407 0.730 0.523 0.371 0.406
14 0.317 0.324 0.738 0.629 0.435 0.390
15 0.227 0.346 0.544 0.715 0.354 0.325
16 0.245 0.226 0.400 0.767 0.309 0.366
17 0.307 0.255 0.345 0.779 0.333 0.373
18 0.093 0.196 0.401 0.762 0.426 0.387
19 0.356 0.324 0.454 0.702 0.454 0.270
20 0.298 0.369 0.429 0.460 0.662 0.374
21 0.339 0.194 0.411 0.375 0.709 0.349
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22 0.350 0.250 0.409 0.357 0.817 0.445
23 0.210 0.231 0.443 0.336 0.791 0.511
24 0.411 0.209 0.443 0.388 0.804 0.540
28 0.198 0.152 0.338 0.227 0.455 0.691
29 0.310 0.281 0.390 0.329 0.458 0.664
30 0.254 0.187 0.436 0.200 0.434 0.687
31 0.173 0.192 0.363 0.306 0.360 0.715
32 0.232 0.204 0.344 0.423 0.492 0.763
33 0.278 0.187 0.402 0.395 0.469 0.767
34 0.092 0.301 0.379 0.334 0.268 0.630
35 0.158 0.353 0.428 0.426 0.427 0.774

(SMART PLS 4) 7ol @l 2 o slaxs VU e Ul slas] o 1 gzl

Wl | x5 oLagll s Of (Gross loadings) s Jx 1 (38) Jod) o
NRCT NN A DCE SUPN(NVTRCH ST PP U IRUSESAP RN OIS UREH S TR S F R AW
& 9¢0.678 :0.721 (0.800 (0.786 (0.667) Ll Lo hod <ilS” N (5 4 3 2y
L (0.615 5 0.094) b Lod gl &) Y olpndll Slsge JU an Lebla)) n ol
0811y Ll e o alaaly @ Jael (90 8 (7 6y o3, whash 3 Juadl OLYI asy
bl &Y Y Slise e bl o3 e el 2 50,773 0.821 0,781
@ Judl (14 13 A2 A1 A0y 235 ohasl @ el Bz d W (0,498 5 0.192)
o b)) b e el 2 5 (0,738 0.730 (0.755 (0.716 (0.727) L Jo o3
Sl (3 et Gblad) s W (0.629 5 0121 o b ol & oY1 ol o5
0.762 (0.779 0.767 (0.715) Jis de &ld50 o cmgl i (19 (18 (17 (16 (15 o3,
5 0.093) (o b o ey &) Sl 2k Slage 03w ablyl e ST 23l g (0,702
Blage o8 el (24 23 22 21 20y 35 ohegll 3 Jred) bVl de e (0,544
e od we byl e ST 3 20 (0.804 <0.791 (0.817 (0.709 (0.662) L1 e
i)l olbad) Sa 2354 0B QUL ((0.540 5 0.194) b leed cogls &) olndl 22
35 Q128 r wasll & Jrll 5 A Loy 52 osat Ll (e (3l Gobar Sl ol plladlly
g 50Tl eV 2l Sl mo LMo 2 o ST sl s Slage e o8 OF Lol
oda Cp 15 (6T 3sm e e Ju U =T S e (gl e bl e nST S opie e Loy

W Rl Biay S U Ly 502 2358 Slge OB WL 5 52 il i 5 o2gl

(Structural Model) : JSgh z3gedt Jokows 1L
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Fd I r ol sl B Do 5 A en e Al ads e LoV 20 (3 aSTW
e Bl sda (3 ol g ((pled) Bkl 5 L) Buall) Shleatl e Ll el dsil)
5 ool gl Shadl ams U) a2 & (Structural Model) S 235l ads
e S SESUTE HECH (VPTS WE S S Y G5 QHEV 23U By Sl Gy o)
t ok Lo Loy axs

.(Path Coefficients) L asedle 5 ™

(VIF) oozl Jolas ot ®

[(Coefficients of Determination) R? tisdl fsles L

[(Effect size) f? Sl s Lolas i

.(Boot Strapping) Jleswsl Ll fules 4ud ®

LSS sl S Jgd ol e stasall i) o U bl L Lo (3

(Structural Model) JAScgh 390! sl ostliis :(39) o3y Jgutondl
(VIF)<3 ezt s 05 0F 4 (VIF) st s
Gomshl i) Jo5 =1 5 1 o Ll beles o3 7ol
e AL 3l 05 Ly B8 235 S e =Y
3L G 2 S B
(1) 5 (0) h e gt i Jolan o3 05
i Jolas domgy ¥ R?<0.02 =
G s Llas 0.02S RP<0.12 ® | R? Lyl Loles
e e Jobae 0.12< R?<0.25 =
Jle s Llas 0.25<R*<] =
bl s w5 06 (W, Chin, 1998y ..~

(Path jLudy &eedls (s

.Coefficients)

o A

ST bles amgy ¥ F9<0.02

i T Jales 0.02< F2<0.15 =
oy T Joes 0.15<£<0.35 =
de T s 0.35< <1

f2 5t o ol
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U Loy g L3 Sbedsdl 834 Jg dldead! Lyl c I Ladll

(VIF) :optl i) Jolas alusianly Slodl o sl 141 L1
aland) ool G Aol 2 k) B don)s (WS (3 gl Azl Lol alin )

(VIF) 2l poezs Joles jLa) 1(40) @3y Jgion)

Sy L2y .

- - Sl
'C.d C.d
1.444 2.063 Aot gl
1.566 2.645 oLy
1.999 3.157 AP
1.600 3.221 ciblad!
1.695 1.665 Lslazs !

(SMART PLS 4) el b2 e slazeVU &l slas) 2 ybaaall
SN ol slger (o) 1oy pladl oseas falas o8 IS0 (40) Joid! oy
Sy pde Jo Ju L (D) madl) e BT Cgiall 2 g Akl LU g Saee Y 1 ) d U
Lz 2 sl Jalse a0l ey Lo (el SIS 2yl 2350 Sl alsall o L))
el a8 adlhas oy Al dnhl) meed A Lelsall ek g (2l
(Path Coefficients) : jlwed! <lsles daiShs ol .2

Sl walas 0o il gy LW gl 5 LU G gl Bl doys Ll Vs s

) sl

(Path Coefficients) L oSles o il g :(41) By Jguond!

Sy Loy sty
] .4
0.001 0.221 o ool
0.038 0.171 oLyl
0.227 -0.044 L)
0.130 0.224 ablad)
0.392 0.220 Golezs !

(SMART PLS 4) reliy w2 e slaxsVl e Ul sl e 1 ydead!
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Sdabas S350 01 4 (41) Jsad) > (Path Coefficients) jLdl odules o3 Jos
) BV ey sl )l Slpase sl o Aok BYe ey Jo Ju Lo ciorgs 3T L
DLl S¥ulas 18 osa Ll ) 1 2K 45005 BV 59y Jo Jiy Lo adle alolas 2a3 3L
Dt Jotes Of L35 e ((0.252) 5 (= 0.079) cnr gl o ins ple Sty 38 s
ods Cp ard) B Caao ] 5 Bas Aed p 5 (0.165) U Loy e B sl ald
thwge b 2 5 (0.252) © o) U Loy pize e DLV dad L) ales 20 LT ol
9 bl da L) Joles aed cal g 3 gl ode ( dlangie A59 BVe dsrg ] piS
@ B 0L ks @) Ede B sy x5 A Wl dad 5 (- 0.079) S Loy pase
Loy saze 5 Cablad) day cn jLedl Jalas a3 Wl (Lol e ded (oLl ) (605 BbnzaY) dny ltis
i Ll (Ul op dhes 3550 B sy ) Red)) s 25 o ((0.220) - o) S
39209 J) el ol s Co ((0.123) © s LI Loy pkne g slezeV) dm (n Hled) Jalas
G e Adms 5s BDe

(Coefficient of Determination) Jud>d! folas .3

ft wle o g %;@\ 733 i) 39l i) g Jlre ((raaddl) o) falas Ay
e U PN 1 ot 68 s ) s g U sl kol ) LY o
el 1 e ) i) o QW gkl g culdl il sl ¢ gett e izl
(P ¢ gosall) EURRN R? dpuondl Malas 0B oy 1(42) oy Jgeond!

s | (R-adj) | R® | gt st
o i 0.410 |0.435 ¢.é S Ly
A g0 0.407 | 0.430 £.d

(SMART PLS 4) el wl 2 e slexsVU e Ul slas] a0 ydad!

Upks 5 yne R Ajusted s (R? dlubes s 0f 13 o3 el Jsadt I3 o
sl Bpeded) 5,080 Slprzed] ol SMales ol ox 1 las
(Effect size) Loyt Ol pinadd 2 541 o 4

ATt ol el el e i Jo B pane IS 530 13 o8 ) Y1 e el O
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telall e WY g 08 g QM Jgad

(5o ey T2 591 o Cslas b clss Jtoy 1(43) o3 ol

ol Osl Loy Al Sledsdl 834
JRCIRPN 0.020 A pakall
oSG 0.037 RIS
0 A Y 0.003 e TN
o U 0.022 b )
0 A Y 0.014 Laleas Y

(SMART PLS 4) gl ibx s s 3Lozs¥ly S 3148) o e
Shpaze o S e o8 0T ) (43) Jsd & e 52 LS (F) SV o U5 o el

DOl Sy e Gl G 5 35y e J 1 (0.037) 5(0.03) cobe 7955 2,
o S0 ST sy s s J 1) (0.03) 58 Bl ey 5 Ol Loy e g S o 8

d\.‘l\ ol

JIsd) e (Esloze) 5 Cibladl LY cmsalll) dns o IS5 09 Loy e o Y1 o

L}Ll\ ol o

(P gty T2 9 o ben 3 s s () ) il

Ao O Lo, Addll Clausd 839
PR IEIVRY 0.004 FIPWW]
JRICNEIEY 0.004 ouy
o Sl falas 0.047 oY)
PR 0.019 b )
g Ji Jales 0.166 dy3lezsy)

(SMART PLS 4) b @l 2 o slaxsVU Ul slae] o 0 gzl

POl B o U o 5 ey e J U (0.037) 5(0.03) cobe sl 2l
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o S0 ST sy s e J 1) (0.03) 58 V) ey 5 O3l Loy e gy SV o 8
L}L.U oda
st e Eataze) 5 Cabladl cOLY) i galll) dns o IS5 O3l Loy it 0 Y1 o
e s 8T e 39y e il 03 Js e 0.0145,0.022 <0.037 <0.020 =k
L}L.U oda
(Predictive relevance Q2) : ;1 855> .5
S inold (Q) 8 25 o i) b gl 380 s S350 (Q) ole o
Jod) 5 il Sl 5ol e dlinad) olpiall 252 53l e jaall e xST 0SS &) 1)
2 . ]
(Q) 5 B2 o8 s SN

Tigedd Agnd) 8yl ks 1(45) 103y Jgur

Q’=(1-SSE/SSO) | SSE SSO il peadl 5 Syl
1.000 0.009 0.006 (3ol .
GBudll Sledsdl 83
0.964 0.198 0.153 P!
0.371 0.811 0.617 3ol ;
P Ly
0.369 0.817 0.611 P!

(SMART PLS 4) b, o2 e slazeVU Ul slas] o 2 giazd!

3o el ST dnll ol (QF) el 835 1d mor O o3lel Jgud il Mt 0 Lol
izl ol e slazeV Seal g W Gaall o ST 38 o (Wlas] Blng i o
Gl ol gl 3

Ol I Lidls gyl I Sl

L BloY (VIF) oldl eoiad Jlas plisanly gLl oy (o) ) gl 5 Lo Lidid g
5 (RY) piidl Jolas oo S 03 o0 3ol 5 ((Path Coefficients) L) dlbes 35 s
(Boot strapping) sltsenl ol jlas) 4] Al s PO 0 Glas g () Y1 oo
(P-Value) crbyadl 322 M o o) 2ol L5 o il G Bl ity oy (s )
O o & (T-value) o I o 5 5% Lgins (Syime B8 die Uikl 81> 5SS OF 2 3
Apiall 1ol LB byl asl 55 pis Al 85 ((1.96) e ST 0SS
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(T-Value) ind Slgams :(46) 103y Jgur

- RIEN]
Ls (T-Valuey ,3 055 Hair et al (2013 .~
ot

1.65 Sl %10 wy Csims L= @

Boot alsual jluwd! Jolas o

Strappin
1.96 Sl %5 NIl Eoims s @ ppIng,

2.59 Sl %71 v Cgiuns ks @

Ul slie] et pkezed)

(A L J) Lo )1 L) oY

9 dpgedd) L3l Sluwwiall Uy Loy Je L3udl Olausd) 3350 dflax) AYs 93 ST drg

(0=0.05) a0 (S grms i (Al yl) fors Aol

Sl gl 5L Loy e adiidl) ol Sood aslax] dYs 93 T usg ¥ 1HO dpdall o 4l =
(0=0.05) 3gm0 (Sgtns dis il ) |2 Lol g i gend) L34l

Sl sl 5L Loy Jo adadl lead) s39d wilas) d¥s 93 ST dorgy tH1 Alld) G d) ®

(0=0.05) 35m0 (Sgtns dis cinly ) |2 Lol g i senl) 23104

Byl 25 Bt ) B ) il ag (47) By Jgutond)

imzd) | P-value | T-value | Ecart-type | Echantillon s 1
(STDEV) | original (O)

Jsie | 0.000 | 10.032 0.064 0.640 & Bl Slesd) 839

Jsde | 0.000 | 7.460 0.084 0.625 &8 P Loy <—

(SMART PLS 4) zesbp o2 e slezsVl Em Ul slis] e 2 ybazall

350y orged) plail Bl U Loy e il Sladl S5 ST gledt oSlel Jgudl gl

(T- 28 5 (0.05) oo B (P-Value) e cils’ e (0.05) UYs (ssnme is Lawgze el i

S wjial 1ol ais okl sde Wl Je 5 (10.032) csb & 5 (1.96) - ST value)

B Olaw sl 3 U Loy e wdaad) Slad) ok wiles) Vs 93 ST dog Y 4l Laslis

iflax) N> 93 ST opmy o et ) abad 20,dll Job5 5 (050.05) disine st dis ingosdl
(020.05) Bisine Syme i Bomganl) 250301 Slotll 3 515 Loy o a8 Slatdh] 3364
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SU Loy e asudll olud s ST sladll odlel Joadl glay asold) Bolill sz U
(P-Valug) 2 <slS e (0.05) @V yrmn oo Lamwsze &1 ST 35mmg (ol pladll 2l
e sda Wl Je 4 (7.640) <ib e ((1.96) o »ST (T-value) 2 5 (0.05) oo J8f
S Loy e adadll oleadk sasd alam] AYs 93 T oy ¥ il baslis gl Bdall 0,400 235
9 Aogmy o jas @) a2l iy (050.05) dpee st s 230l olell
Bgias S L8 Aol A3l Clawdll 5l Lo, e aswdl) olad) sk asla>] Vs
(0<0.05)
U Loy g Aduedl) Oleusddl 834 jluny ddlanodl & A Ol A1 Lot 1 LG
SOLY L - [ WO U |
9 dogenll LI Sluwwdall L) Loy 8 dewgekedl dad Lilax] AN 93 gpme T drg
(050.05) dpas (S grmn is dulyl) fore Aol
i)l Olawsl) Sl Loy e twsdl) dad 25la>] Y5 53 ST dsrgy ¥ 1HO ddall o )dl ™
(0=50.05) 3500 (Sgtns dis il ) |2 Lol g dssonll
Al Slewsll Sl Loy e tegelll dad Bglas) N5 53 T ey TH Bl Loy
(0=50.05) 4 pxe Sy s il ) |2 2ol g dagan)
3 Al Sledd Sog slal Bgme Jlaxly ast Oow LV e i o ST T e
Slsb Jodl (3 moge s LS e aduidl) bl

eall) Jo81 s 0 B ) i s (48) oy Uyt

ol P- T- Std Echantillon i
value | value | Error original (O)
EAPW-R 0.018 | 2.105 | 0.104 0.219 ¢.3
: — FuP Loy <— Lwgeladl
dpgd 0.513 | 0.654 | 0.096 0.063- ze

(SMART PLS 4) zesbp o2 e slezsVL Em Ul slis] e 2 ybazall

) ST gmy ogandl pladll 2y U Loy o B galll dmy ST sl o3lel Joud) gl
o ST (T-value) a3 5 (0.05) ;o L (P-Value) aes =ils e (0.05) dYs sswn s
Slamg ¥ al baslin gl &yl aeodl) j2b5 il oda plof Jo 5 (2.105) sk &) 5 ¢(1.96)
sas (Gt e Lossandl B3N Ol sl (3 S Loy e G sl dad a5las] NS 63
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A Loy o e salll s glas) Y5 55 T osmy o a5 @) Abad) 22l L8 5 (0<0.05)

(0=0.05) G gne Syims Az dpogand) d30d) Slowsll (3

Bl U Loy e B gall) dny ST ladd oSlel Sl gl ol Bolidl) o gat L
ST (P-Value) 23 <ilS e (0.05) &Vs Gytmn i T galld dnd T 35505 e ol plail
b5 il oda ol e 5 (0.654) ik e ((1.96) o 5T (T-value) a3 5 (0.05) .
S5l (3 A Loy (s i golld dnd alan] AN 53 T gy oty e ) bl 2l
> 93 oy o jas @l 2ol (255 5 (050.05) dgnn st s Aol 250
(0=0.05) &5 Ssr e 2ol B30 Sloagll 5l Ly o i soll) dnd 25lan|
(W) L 1 B ) Lt 2
doldl g Lngedd) BB Sluwwgodl L) Loy o OLYI dnd Lilar| WY 93 gome ST drg
(0=0.05) Ggne Sgrms dis Lolyld) s
Bl Slawsll 5L Loy Je OLY) dad adlas] AYs 53 ST sy ¥ THO d,keal) dup i)l ®

(0=50.05) 3500 (Sgtns dis il ) |2 Lol g dssonll

G gan)) 3N Slaw Ul Sl Loy Je 0LV dad 2las) N 33 ST dorgy tH1 At G )il ®

(0=<0.05) 3500 (Sgts is il ) |2 2ol

Al 2l ae Al 2o A s g (49) @By Jed)

ol P-value | T-value | Ecart-type | Echantillon o A1
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BBl sl Sl Loy e V1 dnd (g ST agmy ol el Gols f Loy e
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ol P- T- Std Echantillon ]
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— U Loy <— Lslee!
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Fladl s 3l s Lo ) (st jpnd Lesgiy s 3,50 STl o g doiidl (3 B 5 sl
] ress 9 LS ikl CilS ol plhdl) il WU

(P! plladlly Jasu¥) dygins o ST ) ko (5503 Jaeir

SSR SSE DF | R-squared | Adjusted F Valeur P
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Configural invariance (s4sS<d) oty si S bl ot 1 JoY 35kt

JS szl Nl sl ) g 80555 5 Sgmy pde e ) U] Bladl s UV e B
ST wlaze 055 OF (g O3l ULy adlan (U 5 (pesnd) ST OS5 s oS 354
RN A PE AT JWE (JUVE LS Wy P CH P KV R N L P | JO T AT
SMARTPLS jla>Y Jul>d goUn sl Ly lghad)

Compositional invariance (e=S3 Cldl) el cpled) ads 14511 8 glasid|
9 sl gl 0585 Al Sl SN O 03 OF e ST o Buladl ods JY s
U3 iz JIl) Jgidt) 5 905 aadll o ST
(MICOM) Syt ol o) oS St il Jaoy (57 @By Jgiondl

Corrélation Corrélation Valeur p de la

originale permutation moyenne 5.0% permutation
oLy 0.998 0.998 0.994 0.368
Llowa) 0.999 0.999 0.997 0.608
Ll 0.998 0.999 0.997 0.199
abla! 0.999 0.999 0.998 0.400
Ao gl 0.998 0.996 0.991 0.758
DAl Clausd) 8392 0.999 0.999 0.997 0.402
S Ly 0.999 0.996 0.992 0.902

(SMART PLS 4) zesbp o2 e slezsVl S Ul slis] e 2 ybazall

)l ol (Corrélation originale) Jo¥1 LVl o s OF odlel Jgd!
Sl ol 598 2oMo USh Lo (P) o ugims ) BLEYL (905 8 pn ST 5 Aoyl e 23
W) Selesl) Olalll 451 A
Equal mean values and variance <lulad! g dawguol) gl (g9l 12l 8 ghasid]

il 2L Sl ll) Gy Slulally 2w gl il OF o AST o S5l s JM
5 o Lk Jeadt 5 el Lpiam e Gl Gz gaml]

222




S Loy g dddl Cleusd) 834 Jg dlbnd) dwlyld) tEJL Leadll

(MICOM) Syodt (bl Sl dlams ot @l (55Led il 202 (S8) 03y Jgtnd!

Différence

Différence moyenne

Valeur p de la

d'origine de permutation 2.5% | 97.5% permutation

oLy 0.018 -0.001 -0.250 | 0.250 0.885
Ll 0.022 -0.001 -0.260 | 0.249 0.858
Lolezs Y -0.060 0.003 -0.237 | 0.254 0.640
abladl 0.177 0.003 -0.253 | 0.256 0.172

Ao godol! 0.135 0.002 -0.248 | 0.252 0.299
idud) Slausdl 83 0.073 0.002 -0.258 | 0.249 0.578
S Ly -0.040 0.003 -0.247 | 0.252 0.750
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Différence

Différence moyenne

Valeur p de la

d'origine de permutation 2.5% | 97.5% permutation
KR 0.336 -0.001 -0.375 0.362 0.079
Ll 0.554 0.000 -0.443 0.442 0.012
Lslexs ! 0.432 -0.003 -0.465 0.455 0.066
abla! 0.571 -0.002 -0.410 0.415 0.005
A gl -0.163 -0.007 -0.499 0.492 0.555
idaadll olsdi B3 | 0.608 -0.004 -0.461 | 0.477 0.010
S Ly 0.361 -0.001 -0.447 0.459 0.118
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co= (-0.001) azes sl 1 (Permutation) Ll 3 lawsze JMs o Ggims B9 s
s e Galdll gl ane) sy B Aot Flal Ol Bl OF ) ALY e s
ok oapend) B3l oW1 aepamall Ll ol b L) SVlas 13 Gap Dt o0 ot
o ISy JU e ISy (Aol Baldll S5 ane) W ds el pal L) Lalae ded L
S35 5% 5 Dbl g BVl e S Bl LT Loy g2 s desalll 5 Bloze ) sy
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e A Loy Je asidl) wlad) S T (3 aslax] dVs o3 395 dorg tHL i) 0,40 w
(0=0.05) Lgixe Sgtns is aul, | |2 R0l g dsganll 25020 Sl sl
el ol (3 (MGA) ol stadl ol 2ol Jonid Bespdll sda sl of e
t ke S bl o sl Jeadl s SMART PLS LYl
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Différence (G_1- | Valeurt (G_1vs
G 2) G 2)

Al o) B35 —> JU Ly -0.008 0.073 0.942
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Hello, dear sirf/madam. Warm greetings, and after that;
I am pleased to present before you this questionnaire prepared to gather necessary information

for a scientific research titled The Impact of Hotel Service Quality on Customer
Satisfaction'—a case study of a sample of hotel establishments in Algeria. Therefore, | kindly
request you to carefully read the questions and respond to them objectively. Your precise
answers and participation will assist us in reaching objective and scientific results. We assure
you that your personal data and answers provided in this questionnaire will be treated with
utmost confidentiality and will only be used for research purposes".

0664 28 32 75 iy sl 3]
OULAD LAID Boubhafs : 0664 28 32 75
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The first axis: personal data :dwaseid! SUL! 1 Jsd1 ygoeal!

Please put the sign (X) in front of the appropriate answer -y dwliad! 44! gLAT (X) LY ey o7y

o> convenance M ) <ol el
Observation e e Alternatives Variables
Inappropriate | appropriate
Male 53 gt
Feminine 6‘57 Sex
Under 25 years 25 & 25 0 s
From 26 to 35 yearsa.. 35 ) 26 oal]
De 36 245 ans a. 45 1) 36 the age
From 36 to 45 years aw 45 &g
Local J=
Arabic u s ¢
—— Customer type
Foreign g

Less than secondary (ssU s 3l

Secondary 50

L;«:-L'Gj\ 653»«1\

University sl

Educational level

Postgraduate Lks —Lalys

Less than 35 000.00 Da,. jsf

Da 50 000.00 to ) 35 000.00 From -

& el J;'-JJ\

Monthly income

Da 65 000.00 to; 50 000.00 From .

More than Da 70 000.00 o J{\

Twice OUJA cﬂ JAL&:J\ C)!Jﬁ Sl
Thrice <, 3 o)
e 3 » jS\ Number of times

More than three times

you deal with the
hotel
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z52d dagdldt
apparence convenance
TP Ty | PSS S
Not | Clear |inappro |appropr
clear priate | 1late

Syl

X

Tangible i sl

The hotel's location is convenient and easily accessible without 1
hassle.
o 4tls eslhl g (aSey Ol sl Gl e
The hotel's interior design is attractive, air conditioned, and 2
sitting inside is comfortable.
JlaVl Jeud 3 am SN Lol Saml o2 Bail
The hotel is equipped with the latest technological means that 3
facilitate communication.
Jxwly Uyl aels 4
The waiting hall is spacious.
LB el Bl Band) padde aom
The hotel's service providers take care of their exterior 5
appearance.
Assurance (OLY1) LS
EWIIE P PRE R VRTINS P 6
Service providers have high morals.
sl e @Olalar 3 bV p 2L asl|
I feel confident and reassured in my dealings with the hotel.
AV B e el JSaIL lead e s g
I get services right the first time.
Bl sl e g diage Brasitd) (Jlaskes OF dizel
9

I believe that my personal information is secure and protected
by the hotel.

263




GOl A

The second axis: Quality of hotel services :&3.4dll Clausdl 835 1 JWI ygoeal!

Fsliod) Dol Y1 alol (X) 8yLaY! a2y r

z52d)! das D!
ol apparence convenance "
Proposals Bl B el _('jw 5 SR bl Vﬁ)‘
Not | Clear |inappro |appropr
clear priate | 1iate
Tangible .5l
sbe 093 ) Jsog)l Jemmy lin Sl o350
The hotel's location is convenient and easily accessible without 1
hassle.
e s sl g Sy Ol o) Bl e
The hotel's interior design is attractive, air conditioned, and 2
sitting inside is comfortable.
LVl s g oSN Lol Saml 2 Badl
The hotel is equipped with the latest technological means that 3
facilitate communication.
awly LSy Al 4
The waiting hall is spacious.
L gl Bl e padie somy
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I believe that my personal information is secure and protected
by the hotel.
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sitting inside is comfortable.
JLaiVl g &) 2 gle S ol gh o 562 Gl
The hotel is equipped with the latest technological means 3
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awly syl aels 4
The waiting hall is spacious.
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The hotel's service providers take care of their exterior 5
appearance.
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[ believe that my personal information is secure and

protected by the hotel.
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coledd) edde e B8 sde Sl s

The hotel has a sufficient number of service providers. i
3}\@)& LBy & ains Vo & E\.AJ;-\LSL:«Jj,,aJL\ 12
Obtaining the service is quick and does not take long.
.L_@M\ 9 OV Je= dagm 1393, GAJT 13
I receive quick responses to concerns and complaints.
cobed) e 3 bLaiVl duad) jex 14
The hotel is characterized by discipline in providing services.
D) C3l g delell (3 wleds ein Sud) p
The hotel is committed to providing its services on the 15
specified dates and time.
Empathy cablad)
L olel s Ol alaxal Buadll
The hotel places customer intelre}jtj arfl::g ii;)plfiorities. = 16
el e ) bl dn b Sl o
The hotel explains the nature of the services it provides to the 17
customer.
2l g B s e Ol Sl Gl Gl
The hotel meets the customer's needs in a spirit of friendship 18
and friendliness.
Al dbls &l e Gadll wd) gedis
The hotel service providers are very knowledgeable about my 19
needs.
S B sl il 3 Jed)l el 20
The hotel's working hours are suitable for all customers.
Reliability &slzey!
83 Bkl (3 dead) e Sl axh
The hotel is committed to providing the service at the 21
specified times.
;%T oj.x? 5 a2 45\,..5 Sl 3 ”
The hotel performs its services correctly and without errors
b i)l @) ol IS G g ’3
The hotel provides all the services I want.
adill Sl d3sd dli BAll Slaad) el
The hotel's service prices are appropriate for the quality of 24
services provided.
Al saef g dege el Gudl 25

The hotel has various services of high quality.
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The third axis: customer satisfaction Oy Loy :CIE) ysouall

I intend to continue dealing with the hotel.

The reception by the hotel staff is characterized by a high 26
standard and good quality.
3y Bad il Sletdkly (Badl Oledst 52 Baer wlelbsl U
I have positive impressions about the hotel services, and the 27
services provided exceed my expectations.
s U el Boi wedall wend) 0L eal 28
I feel that the service provided exceeds the price I paid.
il Sleddl e ad) Lot 3la>Sag ST Jrl Reddl i o5k
The service providers take my opinions and feedback very 29
seriously regarding the provided services.
Bl 3 el adie 8 e plezaVL e 30
I teel attentiveness from the hotel service providers.
3L g Gl Bme e jlennl dedd) sedde ozg
The service providers are always interested in knowing my needs | 31
and desires.
29 Sy L e Llisl) lsge2 Gglaladl Jdy
The staff make efforts to retain customers and earn their 32
satisfaction.
) St ely e3lisl die Gadll e wilof
I defend the hotel when it is criticized and I feel like I belong to 33
it.
o ety Sl e Bl aediy Lo o Y1 e gl Sud
came foladl vgh o
I speak positively with others about the hotel’s servic;}:and ~ 3
advise those I know to deal with it.
(Bl abgs w Lol Lo e Oltab¥I g 21 JL jas 35
I feel comfortable and reassured when I deal with hotel staftf.
RUNCHIp O RPS e RPN B 36

g e (o 15

Thank you for your cooperation
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Hello, dear sirymadam. Warm greetings, and after that;
I am pleased to present before you this questionnaire prepared to gather necessary information

for scientific research titled «The Impact of Hotel Service Quality on Customer Satisfaction» a
case study of a sample of hotel establishments in Algeria. Therefore, | kindly request you to
carefully read the questions and respond to them objectively. Your precise answers and
participation will assist us in reaching objective and scientific results. We assure you that your
personal data and answers provided in this questionnaire will be treated with utmost
confidentiality and will only be used for research purposes".

OULAD LAID Bouhafs : 0664 28 32 75 : jai>s Sl 3%
Ouladlaid.bouhafs@univ-ghardaia.dz
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The first axis: personal data :dwaseid! SUL! 1 Jsd1 ygoeal!

Please put a cross (X) in front of the appropriate answer : dwsbed! &l Y1 eui (X) §Ld) pog 7y

O Feminine O Mmale 53 Sex izl

More than ;o ;ST O 37-46 [J26-36 Oess than o0 o The age joal!
O 46 Year i Year &w 25

[ Foreign ot | O Arabic o O rtocal J= RN

Customer type

Lle olulys O ol O st O] S5l o 8 (sobad! (S gl

Postgraduate University Secondary Less than high school Educational level

Number of times you deal with the hotel :34d)l as Joladl &0 Sus

O

Several times i » 54 | [ Twice ot | [J Once sasly s

The second axis: Quality of hotel services :&3.dll Sladsdl 834 @ JEI jgoeal!

Please put a cross (X) in front of the appropriate answer ! Lxyt sbf (X)) LY a2y 2 p

By b | Plgo B | Mlw | Bl | Bl Syl o2
kg By N°
Strongly | Not | Neutral |Agree |Strongly
Disagree | agree Agree
Tangible i slod)
slie 09 4] dyosl) Jommy s Sl s
The hotel's location is convenient and easily accessible without 1
hassle.
o s gldly Sy Ol sl Gl e
The hotel's interior design is attractive, air conditioned, and 2
sitting inside is comfortable.
JlasV) Jgwd & oSl filisll il g Gudll
The hotel is equipped Withuthe latest technological means that 3
facilitate communication.
The waiting hall is spacious. eely SNl o8| 4
'gﬁ"’Jt’L‘ V_ﬂsj.g_)a_ﬁ Sl dadd) sadis =
The hotel's service providers take care of their exterior 5

appearance.
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Assurance (OWY1) LS

W) PP PRE S VR V-IRI P

Service providers have high morals. 6
Bl ibse me 3Dlalae 3 OLebYl 5 22l jai .
I feel confident and reassured in my dealings with hotel staff.
AV BN e el ISKEIL lead i
I get services right the fiist time%fﬁ C’HA w db ULD 8
SLl s Bt g dage dunasiid) Glesles 0
My personal information is secured and protected by the hotel.
Responsiveness &bwwt! .6
.oolead g‘,uu o L;;L(:.Lc Baal 10
The hotel has a sufficient number of service providers.
Slush By iy Vg e B2l o Jpadl|
Obtaining the service is quick and does not take long.
NEZICCAPRCHNER N PERy PR N B 1
I receive quick solutions to concerns and complaints.
cobdt e 3 blaiVl Sl jex 13
The hotel is characterized by discipline in providing services.
Suowdl CBl g dslgall (B wleds oy Buadl) ol
The hotel is committed to providing its services on the specified 14
dates and time.
Empathy Gbdl 7
Lolel e Oedl alaxal Bucdll aa
The hotel places customer interest jrfloj;ipts ;:ijor:ties. = 1
A Bty ekl dagb il i
The hotel explains the nature of services and their advantages to 16
customers.
aablas or Ol ol Budll ol 17
The hotel meets the customer's needs in a sympathetic spirit.
3l Add sl e Bl Ledd] gedin 18
The hotel providers were willing to meet my needs.
A Sl S @i 33 Gl 3 o)) lol
The hotel's working hours are sufficient to serve all customers' 19

needs.
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L@J @) Lokie aslads ﬁ-\.&b EReH] ej:.\g

I intend to continue dealing with the hotel.

The hotel is committed to providing its services as advertised. 20
o f Oasy jC?MaJ\Jg,&;. wleds Bl 658 1
The hotel performs its services correctly and without errors.
b ol G oleadl B8 Bad) by 2
The hotel provides all the services I want.
il Slead 3o Al Guaill Slead) el
The hotel's service prices are appropriate for the quality of services | 23
provided.
Adle 362 g degie Olad Bl 24
The hotel has various services of high quality.
The third axis: customer satisfaction O Loy 1) ysouall
Bl Sk Suadl) gibge Db n JlkY) fen |
The reception by the hotel staff is characterized by a high level.
Jeddll Slaadly (Bl ol ¢4 s ool sl
I have positive impressions about the hotel services, and the 26
services provided.
s () ) B edall mead) 0L eal 07
I feel that the service provided exceeds the price I paid.
il Sledd] e ) Lot GlamSlag ST sl deadl sadde psis
The service providers take my opinions and feedback very seriously | 28
regarding the provided services.
Gl 3 el adde |3 e pleza¥l e 29
I feel attentiveness from the hotel service providers.
3LE) g Gl B hezel Bedd) sedis 2
The service providers are always interested in knowing my needs 30
and desires.
2l Sy U e Blisl) wlases Oslalal Jdy
The staff make efforts to retain customers and earn their 31
satisfaction.
) Szl ely oslis] die Gl e wilaf 3
I defend the hotel when it is criticized and I feel like I belong to it.
i) e maly Sl e Bl wndy L oY1 o 2l S
cane Jaladl 33
I speak positively with others about the hotel’s services and advise
those I know to deal with it.
LBadll dbge e Jalail Lo e OltaboVlg 2 e 34
I feel comfortable and reassured when I deal with hotel staff.
Bl e ol 3 eV sl 35

g e (o 15

Thank you for your cooperation
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gl g5 Total
o pals
Effectif 97 100 197
)
sl ¢ 5% compris dans 80,8% 76,9% 78,8%
eindl
) Effectif 23 30 53
&l
sl ¢ 5% compris dans 19,2% 23,1% 21,2%
Effectif 120 130 250
Total
sl & 5% compris dans 100,0% 100,0% 100,0%
Tableau croisé sl *
Sl g4 Total
(5o pals
~ Effectif 12 32 44
4 25 Ge Al
sl ¢ % compris dans 10,0% 24,6% 17,6%
Effectif 50 49 99
(= 26 ! 36
sl ¢ % compris dans 41,7% 37, 7% 39,6%
‘)ij‘
Effectif 36 34 70
e 37 ) 46
sl ¢ % compris dans 30,0% 26,2% 28,0%
) Effectif 22 15 37
460+ S
sl ¢ % compris dans 18,3% 11,5% 14,8%
Effectif 120 130 250
Total
sl ¢ 5% compris dans 100,0% 100,0% 100,0%
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g5 Gl Total
(090 s
Effectif 85 120 205
sudll_¢ 5% compris dans 70,8% 92,3% 82,0%
Effectif 30 9 39
O g5 e
&xdll ¢ 5% compris dans 25,0% 6,9% 15,6%
) Effectif 5 1 6
gial
sudll_¢ 5% compris dans 4,2% 0,8% 2,4%
Effectif 120 130 250
Total
Gsadll & 5% compris dans 100,0% 100,0% 100,0%
M‘ JM‘ RS > Ll @)j}' c\;a (07) M\
*aladll s siwdiTableau croisé
g5 Gl Total
s s
~ Effectif 10 14 24
&5l e
sl ¢ 5% compris dans 8,3% 10,8% 9,6%
. Effectif 45 38 83
s
sl ¢ 5% compris dans 37,5% 29,2% 33,2%
sl (5 siudl)
Effectif 46 62 108
PERIEN
sl ¢ 5% compris dans 38,3% 47,7% 43,2%
Effectif 19 16 35
\T}h‘— QL&\JJ
sl ¢ 4% compris dans 15,8% 12,3% 14,0%
Effectif | 120 130 250
Total
sadll ¢ 5% compris dans | 100,0% 100,0% 100,0%
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* Tableau croisé@ydll as Jalxlll s

g5 g Total
geses s

Effectif 64 50 114

'éh\} 3%
sl g 5% compris dans 53,3% 38,5% 45,6%
Effectif 22 46 68

dﬁﬂ\_@_&bﬂ\_am oL 3%

sudll ¢ 5% compris dans 18,3% 35,4% 27,2%
» Effectif 34 34 68

e (e S
&3l ¢ 5% compris dans 28,3% 26,2% 27,2%
Effectif 120 130 250

Total

sl & 5% compris dans 100,0% 100,0% 100,0%
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(P! pladlly LBl Slausd) 339z yalows Sy JHWI Gl Jrey (09) k)

Corrélations

Lol 33522 Hsaall | A saldll oy Lty alalall galaicY)
Corrélation de Pearson 1 ;703" 689" 799" 742" 773"
Osaall2 sasa sl Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000
N 130 130 130 130 130 130
Corrélation de Pearson ;703" 1 489" 328" 323" 426"
A salall Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000
N 130 130 130 130 130 130
Corrélation de Pearson 689" 489" 1 500" 356" 323"
) Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000
N 130 130 130 130 130 130
Corrélation de Pearson 799" 328" 500" 1 565" 562"
Ay Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000
N 130 130 130 130 130 130
Corrélation de Pearson 742" 323" 356" 565 1 505"
Callal) Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000
N 130 130 130 130 130 130
Corrélation de Pearson 773" 426" 323" 562" 505" 1
LalaeY) Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000
N 130 130 130 130 130 130

** La corrélation est significative au niveau 0.01 (bilatéral).

(P! glladlly U Loy o ABuadl) Slausdl B39 (sygoned 1 BLus ey (10) goekal

Corrélations

w3l 53522 sadl | L3 Lias3 S sadl
el o5

Corrélation de Pearson 1 631"

cilexdll 53 2 sl Sig. (bilatérale) ,000
N 130 130

Corrélation de Pearson 631" 1

oLl La, 3 usdl Sig. (bilatérale) ,000

N 130 130

** | a corrélation est significative au niveau 0.01 (bilatéral).
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(pW! pladll) A3l Slatsd) B34 jgoea sl S GLasY! ey (1) ekl

Corrélations

S el s galall oWy Lty alalaill galaicy) Dl )
Corrélation de Pearson 1 811" 819" 893" 888" 755" 637"
ossdl SN Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000 ,000
N 120 120 120 120 120 120 120
Corrélation de Pearson 811" 1 684" 635" 636 510" 540"
s palal) Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000 ,000
N 120 120 120 120 120 120 120
Corrélation de Pearson 819" 684" 1 698" 716 4117 527"
S Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000 ,000
N 120 120 120 120 120 120 120
Corrélation de Pearson 893" 635" 698" 1 757" 586" 504"
Ay Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000 ,000
N 120 120 120 120 120 120 120
Corrélation de Pearson 888" 636 716" 757" 1 568~ 570"
Callal) Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000 ,000
N 120 120 120 120 120 120 120
Corrélation de Pearson 755" 510" 4117 586" 568" 1 525"
Ll ) Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000 ,000
N 120 120 120 120 120 120 120
Corrélation de Pearson 637" 540" 527" 504" 570" 525" 1
Dssall Gl Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000 ,000
N 120 120 120 120 120 120 120

**_La corrélation est significative au niveau 0.01 (bilatéral).
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(pW gladlly U Loy g A3l Slausdl B39z sygoned (U1 Bl faey (12 kel

Corrélations

Clerdll B3 e | LN Loy )
Corrélation de Pearson 1 637"
Jsse s3; el Sig. (bilatérale) ,000
N 120 120
Corrélation de Pearson 637" 1

o _Lay Ll Sig. (bilatérale) ,000
N 120 120

**_La corrélation est significative au niveau 0.01 (bilatéral).

alall pladl) #Lig ST Sl Jolms mils Jaoy (13) gouked!

Statistigues de fiabilité

Alpha de Cronbach Nombre d'éléments

,938 24

P! gl FLg ST Ol folee mils ooy (14 kel

Statistiques de fiabilité

Alpha de Cronbach Nombre d'éléments

,901 24
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o) pladll A3 Clodsdl B35 e Sl Awlyll e SULr| @il Jeey (15) kel

Statistigues

claadll 33sa Hene| A galdll oWy iy alalaill Aalaie Y
Valide 120 120 120 120 120 120
N Manquante 0 0 0 0 0 0
Moyenne 4,2115 4,3283 4,3521 4,1100 4,2050 4,0900
Ecart-type ,51311 ,50263 ,58383 ,68788 ,64792 ,64030
Variance ,263 ,253 341 473 ,420 410
Somme 505,38 519,40 522,25 493,20 504,60 490,80
(o) g ladll Lo podal iy o )yl A DLl il ey (16) goekad)
Statistigues
o saldl) ulie 32l A g A Bl apeas | oaaly Seae Gall | g SRSV e Laxall gpedia iny
A dsasl dennry | puslalls aSaylin ] doa sl oS3l il i edaay idly
clic ;g e 4lils Jeai) Jesi A el
Valide 120 120 120 120 120 120
N Manquante 0 0 0 0 0 0
Moyenne 4,3283 4,4583 4,3833 4,1000 4,3417 4,3583
Ecart-type ,50263 , 72060 ,58242 ,85406 , 716142 , 71943
Variance ,253 ,519 ,339 729 ,580 ,518
Somme 519,40 535,00 526,00 492,00 521,00 523,00
yondl gl SLY day 1 E Lulyl) s S| S Jrey (17) ookl
Statistigues
A Aaodl) gedie sy ARl el el e Juasl [ dpasall slesles
daale Ak Sl 8 GalYT | e el JLIL | o) danae s diage
Bl Al e e SV el Gl
Valide 120 120 120 120 120
N Manquante 0 0 0 0 0
Moyenne 4,3521 4,3667 4,3667 4,2833 4,3917
Ecart-type ,58383 , 73259 ,75519 ,80108 , 71356
Variance ,341 ,537 ,570 ,642 ,509
Somme 522,25 524,00 524,00 514,00 527,00
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o) pladll Do)y A Ayl e SLlr] s ey (18) ekl

Statistiques

EEEGRY] S e Gl ol | dexdll e Jgasl) [ Jgm dag g Vs A0 | LaluziVU Guill jaaty | s Gl o il
Gl adhe e | U5 G5 i Vs mope | oSl 5 VL) Cilaadll ppas b sl sall 8 adlend
sk sl )
Valide 120 120 120 120 120 120
N Manquante 0 0 0 0 0 0
Moyenne 4,1100 4,0917 3,9750 4,0500 4,2000 4,2333
Ecart-type ,68788 ,85007 1,01636 ,91532 , 77351 ,82740
Variance 473 , 723 1,033 ,838 ,598 ,685
Somme 493,20 491,00 477,00 486,00 504,00 508,00
ool | plladll Cablad) by 1l Ayl s SLlr) il Jeey (19) kol
Statistigues
Calalaill alaial aidl) auay dagls 33l) e gy Cilala gl Gl Aeadl) gesie | Bl 8 Jeall el
alslyl e 0l | W nees leadll | ailalad 5 sl Ll dasiad e JS il 388
U (b Gl ) Clalis)
Valide 120 120 120 120 120 120
N Manquante 0 0 0 0 0 0
Moyenne 4,2050 4,2750 4,1333 4,1583 4,2083 4,2500
Ecart-type ,64792 , 74431 ,82943 ,85990 , 78746 ,81220
Variance ,420 ,554 ,688 , 739 ,620 ,660
Somme 504,60 513,00 496,00 499,00 505,00 510,00
o) pladl) slexs ) by 1A Ayl e SLlr) il Jaer (20) Gled)
Statistigues
dalae Y oy Bl o iy adlexd 3aull a3 A< Gl g Gl cleadll jaad [ cileas il gal
Wz Wheaban | oo mmaall 00 [ el G cleaad) | cleas) sasad duulie | Al 892 54 sk
BNy e Aaaiall
Valide 120 120 120 120 120 120
N Manquante 0 0 0 0 0 0
Moyenne 4,0900 4,1417 4,0917 4,1167 4,0167 4,0833
Ecart-type ,64030 ,81267 , 72176 , 74680 ,84995 ,85586
Variance 410 ,660 ,521 ,558 122 , 732
Somme 490,80 497,00 491,00 494,00 482,00 490,00
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3ot gladll LI Loy jgored Ayl des SLLr) il ey (21) ool

Sl Lay sae

N

Valide

Mangquante

Moyenne
Ecart-type
Variance

Somme

4,1333
,50622

496,00

120
0

,256

P! pladll A3l Sledsdl 8o g e stad Lulyl des Ol o e (22) ot

Statistiques
w3l 33502 jsaall | s saldll ok Aglasy) Calalail) Jalac Y
<
Valide 130 130 130 130 130 130
N Manquante 0 0 0 0 0 0
Moyenne 4,1808 4,2523 4,3423 4,1092 4,1046 4,1277
Ecart-type ,38158 ,54534 ,49331 ,52005 ,48813 ,51640
Variance , 146 ,297 ,243 ,270 ,238 ,267
Somme 543,50 552,80 564,50 534,20 533,60 536,60
P! pladll dowgodol) iy A Awlylll e S| @ Jrer (23) ool
Statistiques
dn salall Colio i) @ge | ARl Ball ppena | Gaaly Geme Gl | maly LAY s [ Aeaad) pedie ey
A dsasll denrs | Guslalls CaSay i ] dan sl Sl il et il
slic (5 e 4dala Juai¥) e I o> )l
Valide 130 130 130 130 130 130
N Manquante 0 0 0 0 0 0
Moyenne 4,2523 4,3077 4,2769 4,2308 4,0846 4,3615
Ecart-type ,54534 ,63302 ,69344 ,74228 ,90678 ,72608
Variance ,297 401 481 ,551 ,822 527
Somme 552,80 560,00 556,00 550,00 531,00 567,00
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P pladll DYty 1) Ayl s SLlr] gl Jaew (24 goeked!

Statistiques

oWy Tl gedia sty S A&y yasl Gl e Juaal [ dpasill Jlalee
Jadbe YAl halae 8 kY [ e mamaall JSEIL | Al Apene s Ak
Gl il e e RN EEW Gl

Valide 130 130 130 130 130

N Manquante 0 0 0 0 0

Moyenne 4,3423 4,3615 4,4000 4,3000 4,3077

Ecart-type ,49331 ,62262 ,59194 ,66647 ,68024

Variance ,243 ,388 ,350 444 ,463

Somme 564,50 567,00 572,00 559,00 560,00

P! gl Do) ey VA Ayl s SLlr] s sy (25) Goeked!
Statistigues
Alaiay) S ae Gl sl | Aeadll e Jseand) [ Jom Gay e Vgla a0 | LaluaiVl Gail jaaty | apiiy il o 3,
Claadll adia e [ Uy 3k Vs e [ (s sSAN 5 YY) cilardl) o 3 5] sall b atlens
S sk aanal gl

Valide 130 130 130 130 130 130
N Manquante 0 0 0 0 0 0
Moyenne 4,1092 4,2231 4,0538 4,0846 4,0538 4,1308
Ecart-type ,52005 ,68500 ,81945 ,69365 ,65072 ,69760
Variance ,270 ,469 671 481 423 ,487
Somme 534,20 549,00 527,00 531,00 527,00 537,00
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P g ladll Cablad) day 1A Ayl e SLlr) il Jiey (26) ool

Statistiques

Cabalatl) alaial 3aidl) gy Lagls 33l) mm sy Cilals gl Gl Laadl) gasie | ull L8 Jeall el
Ayl e G5 L Jaans laaadl | agibalad = 5 50 G530 Al slaeial e JS il IS
il (b Gl Claliial
Valide 130 130 130 130 130 130
N Manquante 0 0 0 0 0 0
Moyenne 4,1046 4,2000 4,0846 4,0231 4,0846 4,1308
Ecart-type ,48813 ,62753 , 72641 ,62834 ,64741 ,63963
Variance ,238 ,394 ,528 ,395 419 ,409
Somme 533,60 546,00 531,00 523,00 531,00 537,00
0P g lladll dsleae ) ay A8 Lyl s DLl s ey (27) gkl
Statistiques
dalaie Y Aty Bl o il alexd Gaill 5o QS Gl g Gl cleadll jadd [ cilesa Gadll gl
W Wheaiban | oo sl I [ el G clesall | clesal) sasad dulie | Ale B3 5ay 54 siia
eUaslf g EURY|
Valide 130 130 130 130 130 130
N Manquante 0 0 0 0 0 0
Moyenne 4,1277 4,1385 4,0846 4,1308 4,1077 4,1769
Ecart-type ,51640 ,60686 ,68239 ,68640 ,69601 , 72031
Variance ,267 ,368 ,466 471 ,484 ,519
Somme 536,60 538,00 531,00 537,00 534,00 543,00

P pladll U1 Loy jgeeed Ayl s SLlr) il ey (28) okl

Syl La,3 sl

Valide
N
Manquante

Moyenne
Ecart-type
Variance

Somme

130

0
4,1713
,42090

177
542,27
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GOl A

(MICOM) Syt bl ol oSl Sl il Joy (29) goukod!

' corrélation originale . £ g5 |

0.998 0.998  0.004 0.368
T[S 0.999 0.999  0.997 0.608
Ay 3laicull 0.998 0.999 0.997 0.199
CalimDl 0.999 0.999  0.998 0.400
Agangalall 0.998 0,996  0.991 Q758
A1BaEaN il A Bag 0.999 0,999  0.997 0402
Al Loy 0.999 0,996  0.992 0.902

(MICOM) Spalt ool ol ozl @l (g9l il Jiay (30 kel

. Différence d'origine  Différence moyenne depermutation  2.5%  97.5%  Valeur p de la permutation

0.018 0001 0250 0250 0.885
0.022 0001 0260 0249 0458
-0.060 0003 0237 02M 0.640
0177 0003 0253 Q2% 0.172
0.135 0002 0246 Q252 0299
0.073 0002 0256 Q249 0.578
-0.040 0003 0247 0252 0.750

(MICOM) Syl ool St bl 03 (Sl il oo 31y Gkt

[ | ) [y [ —
oladll 0.336 0001 0375 0362 0.079

TS| 0.554 Q000 0443 Q442 002
A Iaicyl 0432 -0.003 D465 (2.455 0,066
wakigil 0.571 0002 0410 2415 0.005
Awgalall -0.163 0007 0499 o.452 0.555
Aol Oilo 131 Big > 0.608 -0.004 » D461 Q477 0010
Al Ly 0.361 0001 D447 2455 0118
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GOl A

Slads ot U Loy o LBl Slatsd) B34 jgoa ST B B9 )l il Jey (32) 3okl
PR 5 (el g lladll

U3 LDy <- ABAULN OloddN Bde> | -0.008 0073 0.942

9 ool pladl Slaso o P Loy (o Trgelod) day T B B9, 5 Joow (33) kel
P!

I3 WD) <- Luwgalal 0211 0052 0.104

3 5o pladll Sluwge o JUPI Loy o DL dn ST (B B, s Jaey (34) Goelel)

S Ld) <= Lol 0.163 0.115 0231

up\:‘a“

S0 Ly <- @zt ‘ 0251 0956 0089
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GOl A

9 ‘;A}MJ\ &Uﬂ.ﬁ.‘\ SOl s oy jbj.“ Lo, 615 bl day Jﬁ 3 é)jﬂ\ aj\:} J:’.sg (36) é’aLJ\

Uil Loy <- A laicyl

0,167
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