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O ABSTRACT O

The purpose of this study is to determine the role of Information technology (IT) in
improving hotel service quality. To do that a questionnaire was designed according to
Likert scale Quintet.The questionnaire is divided into two sections; first section includes
questions about the availability of IT at the hotels, second section includes questions about
quality of services provided at the hotels. The questionnaires were distributed to computer
users including managers and staff in four of five-star and four-star hotels in Latakia. The
returned and valid questionnaires were 75.

The research concluded that the use of information technology in hotels affects
positively all the five dimensions of service quality which are tangibility, responsiveness,
reliability, assurance, and empathy. Some recommendations have been put forward in
order to enhance service quality through IT use, such as offering new technology based
services and creating a database for resident's preferences.

Key words: Information Technology, Service Quality, Tangibility, Responsiveness,
Reliability, Assurance, Empathy.
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sl e anty Al sae & sl e %65.3 ol im 525 <0.653 wanill Jalaa gy G B
(A) dalse e paty et (& Ll e %34.7 (s claghaa) bingl i€ Jale
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ANOVA:(6) Jsaal

Sum of Mean
Model Squares df Square F Sig.
1 Regressi 13 <
on 28.600 1 28.600 7 606 0.001
Residual 15.172 73 .208
Total 43.772 74
(SPSS el aladialy dlaay) Jaladl) @il o slaieYl dald) i) e jaal)
SV laa ey Ml 0.05 e Jils sen ANOVA i) AV) (s5iee o Gl Jsaad) oy
Adad Al (o dua il S
Sy cdlalea 1(7) Joaad
Standard
Unstandardized ized
Coefficients Coefficients t Sig.
Std. Std.
Model B Error Beta B Error
1 (Constant) 415 .266 1.560 123
X .857 073 .808 11.731 .000

(SPSS ek s plaiiady ilaa) Julaill il o Aie Yy dald) 038 (a jiaall)

(olaslaall Linsl i€0) Jiiaall juiall Gppriall lasiV) Jad Alabea lasiyl cDllae Jilad Jsan o
el dad s 0.000 g5kt daall Aygine HLial dalalisig Aad o) Cum (Rlaial)) ald) uaiall
0.05 oo ST 250.123 ) dygina Hlaaly Lalalisig  ded by g 3 jtuall (o Lisies Calias
Pl LS laad) ad Alalea (45555 (2003 ¢ dall)e sall e Lgine calias Y culill dag Ul
Y =0.415+ 0.857X
AN s A
g el 3l 3 (Al ) aay) Al cileddll sasmy ilaslaal) LS5 alaind o ysine ADle a0 Y

Zualll paile :(8) Jgaall

Std.
Error of the

Model R R Square Adjusted R Square Estimate
1 .685(a) 469 462 .54597

(SPSS by aladiualy lasy) Jaladll il o alaie Yl daldl 0a] (e il
) ially (ilasbaall Ll 55) Jiinnal) il oy Bli¥) o z3sadl (adle Json i

ol Apm ) i Ty a5y 0685 (ipme Bl Jdlne il Cam o) Bl s (RalieY))
el (s Aysina Do s AL ALad) Lumdl U5,
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dde (lalas ) Lo sasm Grent 3 Ciloglaall Liaslsi5 ol 50

oo pal deadll dplae) & el e %46.9 o S oW <0.469 sl Jalee gy o
oal dabse e aaty deadll Aolaie) & sl e %531 oy cchlaglaall Lngl s Jale Al

ANOVA:(9) Jsal

Sum of Mean
Model Squares df Square F Sig.
L Regression 19.226 1 o 64.500 <0.001
Residual 21.760 73 .298
Total 40.987 74

(SPSS ek s pliiiady aa) Julail] il o Sie Yy ald) 038 (a iaall)

Dl bk iey Ul 0.05 e Jils s ANOVA - laa) AN ssie o Golaad) Jsandl G
Adad Al (o dua il D
iyl cdlalaa (10) Jgadl

Standa
Unstandardized rdized
Coefficients Coefficients t Sig.
Std. Std.
Model B Error Beta B Error
1 (Constant) 1.253 319 3.931 .000
X .703 .088 .685 8.031 .000

(SPSS ek 3 plaiiady ilaa) Jalail] il o Aie Yy dald) 038 (a siaall)

(loslral) La sl 9i€3) Jiiusal) juaiall  ppriall Hlaai¥) dad Alabee laadV) cBlalas Jilad Jgan cpay
0.000  (gsboss o) Ayginas Juall dysina Hlialy Lalallsig  ded o) Cum o (Rendd) Lpalaiel) bl uall;
Pl LS aad¥) dad Alea (5855 (2003 ¢ Aal)e jpall (o Lsina culilly Jaall (o S e Calias Il
Y =1.253+0.703 X
rag))l dpa A
g paall Gall) b (Oleall 2a) Adadl) cilaral) 5agms olaslaall Lingl i€ alasl (o Aysine ADle 2agy Y

g salll gadla 1(11) Jaad)

Std.
Error of the

Model R R Square Adjusted R Square Estimate
1 .621(a) .386 377 74572

(SPSS el alaiiady uasy) Joladl) il o dlaie Wl dald) 028) (o jaaall)
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(Olaall) ) il (lasbeal) L gl i) Jiisall iiall G LS o z3sadll padle Jsan o
Al Jols aaall dumpd (b 2y Ml am 525 0,621 Gomn b)) Jdlas dly Cua s L)l 2
COonpriall Gn dgsima ABe 3 ga g AlSE) AL

& osall e dadll Gl 8 sl e %38.6 o x5 <0.386 waaill Jalee iy cpa
(oal dabse oo aal &endll glaa & sl e %614 Gy cclaglaall sl o Jale

ANOVA:(12) Jsal

Mean
Model Sum of Squares df Square F Sig.
1 Regressi 45.8 <
on 25.479 1 25.479 19 0.001
Residual 40.595 73 .556
Total 66.074 74

(SPSS gabin aladialy by Juladll milid o sl caldl lae) e jiaall)

Daadl ke Ul 0.05 e Jils s ANOVA - jlaal AN ssiue o Golaad) Jsandl G
Adad Al (o dua il D
Y] cBlalaa :(13) Jgandl

Standa
Unstandardized rdized
Coefficients Coefficients t Sig.
Std.
Model B Error Beta B Std. Error
1 (Constant) -.001 435 -.002 999
X .809 120 .621 6.769 .000

(SPSS el aladiuly Alasy) Jaladl) milis o daieYl dald) ) ¢ juaall)

(olaslaall Linsl €0) Jiisall juiall  Gppriall lasiV) Jad Alabee lasi¥l cdllae Jilad Jsan o
Jeall dag s 0.000 st Jaal) Lsina Hlialy Lalallsig dad of Cum(iensd) (laz) bl sl
0.05 (s ST 0250.999 il dygina Hlial Aalallsig  dad il s 4 saual) e Lgine Calias
Pl LS laad) dad Alalea (45555 (2003 ¢ dall)esall e Lgine calias ¥ culill dag Ul

Y =-0.001+ 0.809X
sdwaldl) Ao A1)
g el (3l b (Cablaill aeg) Z83a0 Clarad) s3gn s Cilasbeall Lingl iS5 aladiad (o dysine ile 2ap Y
g isalll padle :(14) Jsand

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

1 540(a) 202" 282 64041

(SPSS el alaiiady uasy) Joladl) il o dlaie Wl dald) 028) (o jauaall)

Gy 2.5 (358 Jgita (5% GSIR Squared sl Jalea Ay g8l daaa g giaa o Giald) 38 (e plaa) 22 Y7
.(Robert Nau, 2013)
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Al leadll Baga Gead (B Glaslaall Lngl 635 aladtl e

(calabacll) il ppicially (lasbeall Linshsi€) Jiinsall uiiall oy Bli¥) of z3sail) Gadle Json G

s paall dpiajh (b oy Ml Jside 585 0.540

O Bl Jdlas iy Sus ola) b)) s
i) (s R gine AAe 3pmps AN AL A

& osall e aady Cabalaall 3 ) (e %29.2 of i @il 0.292 apaaill Jales qly o B

al dalse e paaly calaladl) b sl e %70.8 ofs ccilaslral) La gl iS5 Jale

ANOVA:(15) Jgall

Mean
Model Sum of Squares df Square F Sig.
1 Regression 30. <
12.348 1 12.348 109 0.001
Residual 29.939 73 410
Total 42.287 74
(SPSS el aladialy Alaay) Jaladl) @il o slaieYl dald) e e jaal)
D) las ey Ul 0.05 (e Jils e ANOVA sl AV) (g o) Giladl Jsaadl G
Al AL (o Cua il 2D
iyl cdlalaa 1(16) Jgadl
Standa
Unstandardized rdized
Coefficients Coefficients t Sig.
Std.
Model B Std. Error Beta B Error
1 (Constant) 1.251 374 3.344 .001
X .563 103 .540 5.487 .000

(Slastaall Lingl i€ Jiisall yuisial)

(SPSS gl pladiniy ilaay) Jalail) il o alaie Yl Gald) e (a suaall)

Spiall laaiy) lad Alales Jlaady) cllae Jidad Jsia

Calias Jal) A M5 0.000 s5bes dadd) Lysina Hlialy Lalalisig dad o) Cume(Cabalall) il yuials
Lisine il Liad i) dad Jlls 0.001 il 3ysina Hlosly Lalallsig ded cialy LS jiall e sies

pels LS laaiy) s Aliles (5855 (2003 ¢ all) ¢ jiall e
Y = 1.251+ 0.563X

P2 R K) @‘Gﬂ\

Baga e WS Gauat B € alagl 50 A) Clesbead) Lagl iS5 alasiad of ciluzmyall il ekl 1

Ll Lol

Gl ey Lingl i€l alasind o Cuneiilaially dsgaldll (e IS (B el a0 ST ) 2
clelall s g LinglsiSill alatial of LS. g ) adpall e o Gl 813 el W) Lpeae helaa
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Cloglaal) 238 yighcapll Al e 5l agiiliag aglpas delsey Wil Gl e slp dilida Cilashes
sl pally Juainy) clead dpldel e )

Sl Ay e 8 L) S lecally callail) e IS A Ll ) 50 Gilaslaall LSl L4
Gy gl Ay Aoy AB Claslaal agd i Cun Glelall Lingl €l Lati () peall lady) sl 35
Bagasall daig STV dleally 450850 Jilugl ALY L Lgisaliag

1 lua il

Cloaal) iy Aails G jill CilS LS gy HLeay Lpaall L ol oSl Caslagis ila 8 aia) . 1
alatiuly e 50 ) i ) Adsal) VLA Sy Copall i e liil) o gl leagn Al saaal)
LGl aelae 8 4 fSIY) il gl) 4036

gLl ddlzaly aDlA (o bl Gaadl Aally haiuly diaady @adll g SV adsall jedae (a2
Loy pedlanadi o Sludin¥ s Calalall e Jualsilly 3 Siall ALY Gamy e LRYIS 4] Ao i) cilaxdl) G
- IS Dl by ilaxll ST Ganadss g SN adsall selae PUA (o ilalailly 2aasl ssale (1o 3
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el cleadll aldie) (pe Gy Gy La Glldg o) gudliall

Gl Giny Loy Jifisd) 8 Gladl) Ganads e Jeall Jal e o YV3ll dals iy sacli oy .4
W pe calalatl) amy (pe Cpuangs W3 bt g

saaladl

sty

Aaalall (53l Sla L Gasmailly BaY) 3 Cosmlall il L3 gena ¢ Jglaall ¢ palill de claha 1
2009 ¢V caysilly Lyl

1988 (o) Jlee o LA SSIYI cilbalal) (sl L i ¢ ja fena ¢ pmd 2

AaalaY) Jilsall 55)als el L agana ¢ guball ¢ pmn ¢ pe ¢oaf calla t a2 B 3
2007 ¢ ¥ cAelidally aysilly yall gypsall la . Jlin)s

2009 <Y1 casilly Ll iy ol L ool laie AlaY) Cilasheall ol Ll a3 ¢ el 4

daala cile phally CISH Ay pe Apgula Glinkt s elbany) ale fgabia cdena atb) ¢ Jal) 5
2003 ¢l ¢y

2010 ¢V dielidally agysilly puall gymaall la L agulall Cihlea .5 ATy afall de ¢ e .6

2006 ¢lygs &l Ll s lssall 313l Cilaglaal) ol o ¢ ilaias 7

2007 ¢ caysils piall aalad) la L Agyay) legleall alai . xdlis deaa 34l ¢ Ll .8
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