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Abstract :

This study aims to identify the effect of service encounter, service value and
satisfaction on word of mouth. The study was conducted using the descriptive and
analytical method. To achieve the aim of the study, a questionnaire was used as a
tool to collect data from the study sample represented by hotel guests. By using
appropriate statistical methods to analyze the data and a structural equation model
to test hypotheses, the study reached a number of results: service personel and
facilities significantly affected service value, facilities and service value
significantly affected satisfaction, satisfaction significantly affected word of
mouth, There is no direct effect of service personnel on satisfaction, There is no

direct effect of service value on word of mouth.

Keywords : service encounter, service value, satisfaction, word of mouth, hotel
facilities.
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Al yall ASigl) 73 gall) 1(04) a2 (alal)

SV 2 SV 3

'\'\f/'

07sg 0908 0876 ggq 5p1

FAC1

-~ FAC2
0.285
0612 FAC3
0003~ -
e
—0545—p  FACA
0,589
‘U.mﬂ FAC S
L Bl 0707 A
0831 pazs 0 g2 0902 ~.] FACS
)
/ v[ Xv \n FAC_T

SAT 2 SAT 3

(Constract Reliability and Validity) stdl 4adtay 48 ¢i5a :1(05) )y salal)

Average

Cronbach’s rho a Composit Variance

Alpha - Reliability Extracted
(AVE)
Ll 0.924 0.926 0.946 0.815
d3ghial) dalsl) 0.789 0.916 0.870 0.653
(88)yal) 0.758 0.821 0.830 0.430
dardl) daid 0.874 0.889 0.914 0.728
dadil) 4l ga 0.771 0.848 0.842 0.527




(Path Coefficients) Jjwwall clalaa :(06) a2y Galal

Original | Sample | Standard T statistics p
sample | mean | deviation
0) ™M | (STDEV) ( O/STDEM) | values
dBghial) dalgl) <—— Layll | 0.4045 | 0.6783 | 0.1306 3.0965 0.0020
Lall <—— @@Lall| 0.1588 | 0.3497 | 0.1088 1.4588 0.1449
daddl) dad <—— @8l [ 0.4568 | 0.4572 | 0.1118 4.0863 0.0000
Lyl <—— dasdd) dad| 0.3498 | 0.4964 | 0.0911 3.8398 0.0001
<—— dail dad
. . 0.5016 | 0.2425 | 0.1139 4.4035 0.0000
48 ghial) dall)
Layll <—— dasdl) aliga| 0.2357 | 0.1616 | 0.1470 1.6031 0.1092
<—— daail) 8k
. u‘hy 0.6848 | 0.4104 [ 0.1408 4.8622 0.0000
Aaddl) dasd

(Confidence Intervals Bias Corrected) bwall cBlalaal 4851 claa 1(07) a2y G3alall

Original Sample

: 0 R
sample (O) | mean (M) Bias 2.5% [ 97.5%

ddghia) dalsl) <—— Layll|  0.4045 0.6783 | —0.0064 | 0.3698 | 0.9306

Loyl <—— G@éadl|  0.1588 0.3497 | -0.0001 [ 0.1833 | 0.5574

daddl) dad <—— g@hall|  0.4568 0.4572 0.0001 | 0.2795 | 0.7340

Lall <—— daadl) dad|  0.3498 0.4964 | -0.0052 | 0.3036 | 0.7603

dalSl) <—— daadl) doid

. 0.5016 0.2425 0.0069 | —0.0340 | 0.5365
48 ghial)

Layll <—— daxdl) aliga|  0.2357 0.1616 0.0028 | -0.0383 | 0.3786

2\.433 <—— daail) ‘_,aby

daaill

0.6848 0.4104 0.0058 [ 0.0616 | 0.6052




(Total Effects) 4l <l x5l :(08) o, (galall

Original | Sample | Standard T statistics p
sample | mean | deviation
0) ™M | (STDEV) ( O/STDEM ) | values
dighiall Sl <—— La)ll| 0.6848 | 0.6783 | 0.1408 4.8622 0.0000
Leayll <=— &ahall | 0.5790 | 0.5765 | 0.1035 5.5963 0.0000
dighaial) dalSl) <—— &l | 0.5041 | 0.5083 | 0.0928 5.4318 0.0000
daadll dad <—— &8l 0.4568 | 0.4572 | 0.1118 4.0863 0.0000
Loyl <—— daaall dad| 0.5016 | 0.4964 | 0.1139 4.4035 0.0000
3K <—— Aanal) da
“1 0.5792 ] 0.5782 | 0.1113 5.2054 0.0000
48 ghaiall
Lajll <= daaall gilaga| 0.3617 [ 0.3680 [ 0.1252 2.8898 0.0039
) <—— daral) ik
#5 03430 | 03459 | 0.1146 | 29933 | 0.0028
48 ghaial)
dad <—— daaall b
) G‘j:j 0.4045 | 0.4104 [ 0.1306 3.0965 0.0020
s

(Confidence Intervals Bias Corrected) 4! e il 488 claa 1(09) a8y sl

Original | Sample

sample mean Bias 25% | 97.5%
©) (M)
A8kl dalll <—— Lyl [ 0.6848 | 0.6783 | —0.0064 | 0.3698 | 0.9306
Loyl <= @bl | 0.5790 | 0.5765 | -0.0025 | 0.4056 | 0.8201
Aghiall Al <—— &l | 0.5041 | 0.5083 0.0041 | 0.3469 | 0.7079
daaall 4o <— Gahall | 0.4568 | 0.4572 | 0.0004 | 0.2795 | 0.7340
Loyl <—— dadll ded| 0.5016 | 0.4964 | -0.0052 | 0.3036 | 0.7603
d8ghiall 4all) <—— daaall dad| 0.5792 | 0.5782 | -0.0010 | 0.3554  0.7743
La)ll <== daxall ibage| 0.3617 | 0.3680 | 0.0063 | 0.0609 [ 0.5564
A <—— daaall &b
e 0.3430 | 0.3459 | 0.0029 | 0.0578 | 0.5241
48 ghaial)

Loodl) dad <= Laadll ahge| 0.4045 | 0.4104 | 0.0058 | 0.0616 | 0.6052




(Specific Indirect Effects) 5_sdluall & < 15 :(10) a2, @alall

Original | Sample | Standard T statistics p
sample | mean | deviation
0) ™M | (STDEV) ( O/STDEM) | values
dad <—— daaal) Ak
) ‘:"hy 0.2029 | 0.2064 [ 0.0859 2.3619 0.0184
Lyl <—— daadl)
Z\.A:Ié<—— Z\.a.hi\‘fehy
<-— Layll <-- daaall| 0.1389 | 0.1412 | 0.0695 1.9979 0.0460
43 ghaial) dalsl)
Loyl <—— daadl) dad
f . "] 0.3435 | 0.3356 | 0.1043 3.2941 0.0010
48 ghiall dalsl) <——

(Confidence Intervals Bias 3 dluall & <l il 4880 claw 1(11) by Galall

Corrected)
Original | Sample
sample mean Bias 25% | 97.5%
©) (M)
Aa0dl) dad <—— de0Al) 4k
" Bl 02020 | 0.2064 | 0.0035 | 0.0465 | 0.3890
Ll <——
daddl) dad <—— daadl) 2k
o B 01389 | 0.1412 | 0.0022 | 0.0342 | 0.3208
A8 ghial) daldl) <—— Layll <—-—
<—— Layl <—— daadll dod
e . 0.3435 | 0.3356 | -0.0079 | 0.1885 ] 0.6171
43 ghial) dalgy)







