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O ABSTRACT 0O

The study aims to investigate hotel service quality effect on customer loyalty, by
determining service quality dimensions (responsiveness, tangibility, sympathy) effect on
customer loyalty. The study conducted on convenient sample of hotel customers in
Lattakia.

The study results show that hotel service quality affects customer loyalty. Whereas
there is a positive relationship between hotel service quality and customer loyalty.
Tangibility has the largest effect of service quality dimensions on customer loyalty, then
responsiveness and finally sympathy.
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(g asalll paile) LAY Lpcapdll jlaniy) Julad :(9) ady Jgand)
Model Summary

Model R R Square | Adjusted R | Std. Error of
Square the Estimate

1 .8308 .689 .686 39418
a. Predictors: (Constant), el calalas
20.0 _lsal SPSS gualin alidialy ilasy) Joail) il @ jadl)

(Csb) Jalas Jan) AN Loyl jlasiy) Judas :(10) aby Jsaad)

ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 34.790 1 34.790 223.902 | .000°
1 Residual 15.693 101 .155
Total 50.483 102

a. Dependent Variable: ¢3eall ¢¥
b. Predictors: (Constant), dexll caklas
20.0 J)ua) SPSS galiy alsiialy Slaay) Jolail @ilii @ jaadl)

Ge sraal sag (0.000) sl (Sig.) ANV (s Allaa¥) dadll of cplall Jidad Joan e gy

e deall oY (s Al dexdl) Calaled (pn Aggiee AN G ADle aag gl dpmndll Ja ellly (0.05)

o e da 1 (0.830) oo osmrn dadll L) Jelee dad o add) LLiyY) Jidad Jpas (e ey

O s LS gy Byl Legiyy 4D ofs e Daadl 6Yy Gy Afaidll dasdl) Calalad g L Ualisyl llia

Al 41.3 iy ddadl) Gesdll Calaled (8 ¢(0.689) gslus yanill Jalas G (s z35aY) (adle Jeaa
(AT Jalgal agmy ALy 311 5 e Dkeal) £Yy & il (e

1 llua gilly clalitiuy)

) ) ) Jea il & gyl LAl il ¢ gun 8 5 Ayl duhall DA e

eMasll ¢V (s dudnd) dardl) dlaind G dilay) ADe Jla. ]

eMand) ¥ s dduidl) daodl) A sale (G dunlay) ADe Sl L2

eManll ¢V s Adnd) deaall Calalad (p dulay) iDL a3

el £ (s Auiaidll deadll 335a G dnlay) ADe Sla.4

b sbie S0 (Rusaldl Cilsal) ¢ cabalal ¢ AlainY) )adndl esl) 3 sl Aealis a5
Dy ¢ bl dgya) o Lyl b S 0 V) Agpal) 8 A gl Calgad) a0 G e Daall £ G
Vsl Ay b Ll Cua (e Calalal

Pl L ms il PIA (e

A (ggin (b il cpuailly agilals Jslaiiy oMead) by o Cledd wili 5y5 s dsaal.
A5 pal) Ay guatl) o glaally addas pslalall (sl Aardl) AEE foans i PIA e elldy ccilandl)
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5l agllecly ALl ASY aeall agilae)y culalall ciliadlal) miay Galill i) ol 85 pun.2

alaa¥ls lall agillacls Lo alaia¥ly ¢y JSdn oDlenll cilaliaV udll & oslalal) agiiy of .3
A i g 5080 Apatige (uleny Bua IS bt dubis caelllie da e dealls cJee <0 aadil
OS iy gl s e Dlarll g gslaill Gulelall 5

aranailly Cplelall Gy Cipal) Delaall aa dling ADle Gihally cBlgndl) ()55 ol HLaiaY) 355 a4
s el Jalal) sl

Upaal) Gady asedall alanil Jilia 50 e ols Aaliae cilaxd ol ZdlaY) Clodl) 00 3y ua.5
Jeanll lggle Juan 3 deall 44K0)

:aal el
cwsily il elia b iplee Al clind) 855l L(2002) Gl ¢ Jdud ¢l A
SV Aadall ¢ ayslly Sl clia h rglee 2L 5Y) L(2003) ) de dene ¢ puall
Laalad) W2 yeae L Gysutll 2(2002) 2ne ¢ aal)
Sl Jily b rplee cleadd) Bagess L (2005) S ¢ sanal
o bdnki Ll el ClDle 5)ly) 5 AeLil 539l 50Y il 9l (2008) o s Sl
97 ac 36 2l .5 Liaall a4l agle Aae (6580 s Jara
A dpad Gloil je Loyl e die greill ¢Olend) sl Lgisal ole¥) .(2010)alue ¢ i)
2663-2659 (o ac 9 2l (Anbud] astall) Cla S~ Laill drals dlas . plaali
G oSl al Jalall sale) W e LelaaVly daldl dndl 5 L(2011)0sals tasis ¢l
Ol ¢ bl ¢ Ll daala ¢ )80 £ g e Aidandill Cojliadll
IO dugd) cydll Sye 1 pan e Deall ABle (2007)eny) 2o 5 jae (B
Syl o 10N L ealaall sl 8 el bl L(2004) 200 clane
) Syl Hla = lee L Gaaily Al G Cunall Grgudl) toalie ¢ Yoo A ¢ g5 )aly LS ¢ e
o5l
el
sy sl Gl Slat yae Apyaall Hlsdl 3519.(2000) )k ¢slsES
(G daalae 8ypiia o pfivale Al dienl) Fuulis Zapy e ¥ 5(2006) dax (ssila
sale) Agy head) Ly 3 Aol 5300 Auhad s zisa Ylely (2009)Gnall Lils ¢ ) saic
b QLA jae daala 3)sdin e piiwale dllu ¢Jaladl)
aslall K ¢ Alls Auhy ¢ At Auawsall dsasall il ¢ Yed ¢ gual s o Gl juals
el ¢ 8ypdia e ¢ fieale Al ¢ 48l — umdll el i) daals ¢ gylaally pdlly Lulaidy)
Al Hlat ean b oo sl L (2006)amly) (e
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