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Abstract:

The study aimed to know the impact of the quality of hotel services on customer
satisfaction at Bin Ali Petroleum Hotel, in order to reach a better understanding of
the extent to which the quality of services provided by the hotel affects customer
satisfaction. To achieve this goal, our study relied on two hypotheses, centered on
customers’ evaluation of the quality of hotel services. And the dimensions that they
attach importance to in their evaluation of the quality of these services, which affect
their satisfaction. The study population was represented by the customers of the Bin
Ali Petroleum Hotel, where 51 questionnaires were distributed to the customers of
this hotel, and we concluded that all members of the sample do not feel satisfied with
the level of quality of the services that they provide. Provided by Bin Ali Petroleum
Hotel, and based on the results reached, a set of recommendations were presented.

Keywords: hotel services, quality of hotel services, customer satisfaction.
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1 Regression 1.120 1 1.120 3.417 .071°
Residual 16.057 49 .328
Total 17.176 50
a. Dependent Variable: Gl 8 053l Lad e s of oS ) dalsall o L
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One-Sample Kolmogorov-Smirnov Test

i Bl
N 51 51
Normal Parameters®° Mean 1.4706 2.4902
Std. Deviation .50410 .50488
Most Extreme Differences Absolute .354 344
Positive .354 344
Negative -.324 -.334
Test Statistic .354 344
Asymp. Sig. (2-tailed) .000¢ .000¢
a. Test distribution is Normal.
b. Calculated from data.
c. Lilliefors Significance Correction.
ANOVA
s
Sum of Squares df Mean Square Sig.
Between Groups .061 2 .030 116 .891
Within Groups 12.645 48 .263
Total 12.706 50
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