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Abstract

This study aimed to analyze the impact of the dimensions of electronic word of
mouth (e-WOM) on improving hotel services the quality, focusing on customers of the
" THE GOLDEN GAZELLE " resort in ElI Oued, Algeria. The study population
consisted of the resort's customers, and a random sample of 88 guests was selected.
The study was based on a conceptual model integrating seven e-WOM dimensions: e-
WOM Quality, e-WOM Quantity, Sender Credibility, Content Credibility, e-WOM
Adoption, Management Response, and Behavioral Intention. By Using a descriptive-
analytical approach, the study found a statistically significant effect at the level of a <
0.05 for the combined e-WOM dimensions on improving hotel service quality. It was
observed that the most influential dimension was e-WOM Quantity (63.6%), followed
by e-WOM Quiality (52.4%), Sender Credibility (44.8%), e-WOM Adoption (34.7%),
Management Response (32.2%), Behavioral Intention (20.8%), and finally, Content
Credibility (18.5%).The results indicate that customers heavily rely on the abundance,
diversity, accuracy, quality, and source credibility of online reviews when making
booking decisions and evaluating service quality. Therefore, effective e-WOM
management stands as a strategic tool to enhance hotel performance.

Key words: electronic word of mouth ,hotel services the quality, hotel
establishment.
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Seall

SPSS V254.c sy aghall duibiasy) dajall alin cila A faialhy 3(3) 28, (3alall

Case ProcessingSummary

N %
Valid 88 100,0
Cases Excluded? 0 0
Total 88 100,0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's N of Items
Alpha

,881 35

Reliability Statistics

Cronbach's N of Items
Alpha

,933 11

Reliability Statistics

Cronbach's N of Items
Alpha

,946 47

Descriptive Statistics

Std.
N Mean o
Deviation

Gl Jga Laaal ll 455 1Y) A8 ghaiall LS
ey, dagy | OB 4,40 960

daaall u&::\.ALA dgmﬁﬁ\)@.kﬁ'&)ﬁdd‘ c«\‘);}“
Ll 88 3,03 420

b5 agh o ool (g I (5 il
il 88 3,07 700

Taa claidl ey s s<IY) 8 i) 2
Ataz, | B8 4,44 1,00

LSl oy (A o laill 48 6 5e llin
Gy <) 88 4,04 1950

Aasy 4y yiSIY) claaleil) e alS dae aa g
ombia Jan ) 88 3,13 ,700
AaBY) Gl s s iy Lo st (5 sine a 88 2 42 420
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B )5 (1S3 (B agasd i 5 IV 48 shaidll 4K

Al 88 4,66 ,930
3 i) duie 5N B sl e e |
33 gealall el 5 il aih Aas Cilayi an 88 3,61 ,720
= 88 4,42 880
s ol laal LS oy Juadf
s lat Claal L€ Sl Juad 88 4,44 550
e pdhall Galai ) cilail Lial I
il e 88 4,37 ,900
| a4 P o8 2 | Coleal
bl (B e s se el s jall Claa 5 88 3,05 620
il g 7 gam sl i Cilayis Juadl
Jhaiall 5 = g olly i ey Juad 88 4,54 ,890
L5 Cpaads il Colagil) e
AL Jpeali o Al eyl e 88 4,92 ,990
ade eI S g i) Gl e iy L
Ade s Sy Lip i) ol e sy 88 3,20 420
I 5346 pSIV) 46 atall 4K
151 (Sat A 5 Y 48 shaial 88 4,02 ,640
PR Gad o B A ¢ Cilaaledl)
Aglad 4y a e daiaip b jaie e il 88 2,32 ,300
Gl ff cilallu fad Y Glaal jall
) s 2 Sle (5 5ind 2l 88 3,07 ,440
el L.f""L““i CA)AS QLA)L».A\ XYY edi:u‘ 88 3,11 ,470
3 ie clbaal yall o3 ) 3 el
Jaa S die Glaal pall oda ) 35e 88 2.30 ,220
of s A g ) lidas e ol T e
i 88 4,52 ,870
sl g jlaal 55 48 ghaiall AaS)
LGl s lal e i 48 ghial 88 4,41 ,850
|8 8 A Cilass il
S A A 4 88 3,04 430
A A A pSIY) A8 shaial) AWl o
S T 88 3,00 325
4 yialy claedl] 5 Gl 6 )]
Al il cligledl) e 3 5 il 5 ) 88 418 752
SN o S Wil ki 5 ,)1aY)
LA o glS JG-L‘ SRS 88 4,06 ,850
Al lasSlll daal 5 ¥ gl 22855 ,51Y) 88 4,00 623
e Danll 5TV 8 51aY) o yial (€ 350 ) 88 4,18 641
sudll b & e a4
el & e ol Ae 88 4,53 911
Slapdl) o 2l Gl (3 a5 59
Ay | %0 | 455 897
ol S 1Y Sl AT am s
i 88 4,61 ,822
&o lelad LIS e 355 4 shaial) ALK 88
il 4,78 ,890
o) e 2l Guidl) 4y 2l 45 8 4 gl
clagil) e 2y Gal) 4y pail 4y 8 4 5 88 4,44 ,753
Jaall |8 Al Chlayil) cilS 1)
Jeall ge JaeT a8 iyl oy ~| 88 4,71 895
aolad il 8 55 Cilart oy Gl 88 4,62 823
o2 3 oAy Lebm LS gl dalial
Jan Bas gAY Lgdia 5 LS Gaudlly 44 88 4,25 ,825
ERTIEPE LaS | glaiia Adldall
L el (8 a5 LSy slatia o8 88 3,87 ,693
L g i<l ill a3 LS Cleasl)
L Y el s 3l o3 88 4,35 ,952
25 LS ABY) DA (e Ll <o yed
s daal 88 3,41 , 794
3 S llae 8 jaall 28 g4l
et Y o sll Billaa () rall a5l 88 3,37 762
5 Hliea AleSall Chlaadll g alakall 3
5 5 25> 88 3,02 ,501
Zpmd) ) Aenall g op 3l Cilards o 380 55
A8 gl) daadll g cpl L G (@A P A 88 4,00 ,706
Cilenill €t ALa\Sia 2 g2 b gy (3al)
Slapdill Sl sl He G 88 4,30 ,836
5,03 IS Aadie AaEY) &y a0
Bk 1Sl daaii ALY 4 jas 88 3,45 ,836
Valid N (listwise) 88 4,66 158




Descriptive Statistics

Mean Std. Deviation N

A, S B phaidll Al 822 | 4 4465 82751 88

A Y A8 shiall Ll S | 3 9048 79952 88

Jujll 4flaas | 4 5033 84552 88

Ay ) A haiall Aall) Aflaas | 4 0703 70852 88

iy S A8kl A 5 | 4,0026 76512 88

syl dsiul | 40016 73213 88

LS LAl | 4,4182 84621 88

iy Y1 38kl S | 45019 95234 88

ANOVA?2
Model Sum of df Mean F
Squares Square
1 Regression 1,265 7 2,166 19,312 ,000b
Residual 3,830 43 ,204
Total 4,942 50
4l cledd 3a5a (a3 3. Dependent Variable:
4 glaidl 45 y<IY) Adp, Predictors: (Constant),
Model Summary
—— R R Saugre Adjusted R Std.Error of
Square the Estimate
1 ,6992 470 ,526 2,25631
Al cleasll 33 5a (puad, @.Predictors: (Constant),
Model Unstandardized Coefficients Standardized
Coefficients

B Std. Error Beta, t Sig
(Constant) | 456 16550 7,082 000
A5 Y 48 phaiall AL 53 0 ,0155 ,02583 ,0230 6,037 ,001
45 ST A8 slaial) A} A8 ,0330 ,03579 ,0666 5,363 1000
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Suapall Adlaan ,0624 ,01596 ,0187 2,356 002
I 5 yiKIY) 48 glaial) 4Kl Adlaas ,0207 ,04563 ,0321 5,666 ,000
A5 yiSTY) 48 shaial) ALISY) i ,0512 ,03492 ,0881 4,440 000
Bl Al ,0812 ,01574 ,0963 3,992 ,003
A slal) 4 ,0345 ,04712 ,0514 6,401 ,001
Coefficients?
Model Unstandardized Coefficients Standardized T Sig. Correlations
Coefficients
B Std. Error Beta Zero-order Parti Part
al
1 (Constant) 2,611 ,346 7,660 ,000
(APEQINE] ,456 122 417 4,642 ,000 ,628 ,628 ,628
adaul) lead
a5yl 43 hidl A g, Dependent Variable
Correlations
PPN Basa EEVAS i) uaa Ad)ana AT alatial (e
48 i) ALK 2K Syl ALK PN 5 lay) AP
31y 48 i) Shidl 3 shidl) 43 shial) il claad
4 35 S a8 S5 A 3y EECPINT R S
N RSV 4 i
Ay,
T Pearson Correlation 1 ,524 ,636 ,448 ,185 ,347 ,322 ,208 425
5 1Y)
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 88 88 88 88 88 88 88 88 88
PSS
u}k:j; Pearson Correlation 524 1 ,203 453 ,321 ,061™ ,566 ,632 524,
EEPPSHY Sig. (2-tailed) ,000 ,000 000, 000, 000, 000, 000, ,000
N 88 88 88 88 88 88 88 88 88
8l Pearson Correlation ,636 ,203 1 ,759* 441 332 ,212 ,220 | ,636
EEPPSHY Sig. (2-tailed) ,002 ,002 ,002 ,002 ,002 ,002 ,002 ,002
N 88 88 88 88 88 88 88 88 88
S el Alans . . " i .
Pearson Correlation ,448 ,453 ,759* 1 ,274** 331 ,200 552 | ,448
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 88 88 88 88 88 88 88 88 38
P ] . j
i ki) Pearson Correlation ,185 321 441 274%* 1 ,385 ,218 ,310 ,185
EEPPSY] Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 88 88 88 88 88 88 88 88 88
46 sl Pearson Correlation ,347 ,061 ,332 ,331 ,385 1 ,824 ,332 ,347
RPN Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000

102




N 88 88 88 88 88 88 88 88 88
By Al . i " o o "
Pearson Correlation ,332 ,566 ,212 ,200 ,218 ,824 1 ,332 ,332
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 88 88 88 88 88 88 88 88 88
Pearson Correlation ,208 ,326 ,220 ,552 ,310 ,332 1 ,208
Sig. (2-tailed) ,001 ,001 ,001 ,001 ,001 ,001 ,001 ,001
N 88 88 88 88 88 88 88 88 88
&l i . o " "
A3 e rend Pearson Correlation 425 ,924 ,636 ,448 ,185 ,347 ,322 ,208 1
Aol clead Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 88 88 88 88 88 88 88 88 88
**_Correlation is significant at the 0.01 level (1-tailed). (2-tailed).
*, Correlation is significant at the 0.05 level (1-tailed). (2-tailed).
Group Statistics
N t f Sig
Valid BN 70 0,878 5,441 241
] 18 1,312 0,602 ,604
Total 88 100,0 100,0
ANOVA
Sum of df Mean F Sig.
Squares Square
43 ghaial) 4alS
i 5 Sy Between Groups ,443 5 , 182 ,736 ,980
48 ghaial) 441S Within Groups | 16,221 37 414
Ay yslyl
Total 16,663 42
:iﬁ;“\ P Between Groups 72 5 476 2,741 ,708
Within Groups 5,442 37 ,312
Total 5,996 42
ANOVA
Sum of df Mean F Sig.
Squares Square
4 ghial) 4alS
i g <Y Between Groups , 125 5 ,044 ,124 ,740
4 slaidl) AulS Within Groups | 14,441 37 ,632
4y yslyl
Total 14,566 42
isuiiea | Between Groups | 107 5 077 452 512
Within Groups 5,860 37 ,185
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Total 5,966 42 ‘
ANOVA
Sum of Df Mean F Sig.
Squares Square
FERRRTEIS
iy Y Between Groups ,224 5 317 1,152 , 729
4 ghaid) AulS Within Groups | 17,771 37 425
45 S
Total 17,996 42
o ias | Between Groups | ,307 5 070 1,318 153
Within Groups 5,222 37 ,248
Total 5,526 42
ANOVA
Sum of Df Mean F Sig.
Squares Square
FERRRTEINS
i g Y Between Groups ,224 5 ,317 ,225 ,326
48 shaidl) AalS Within Groups | 17,771 37 425
A5 S
Total 17,996 42
o, | Between Groups | ,307 5 070 218 098
Within Groups 5,222 37 ,248
Total 5,526 42
ANOVA
Sum of df Mean F Sig.
Squares Square
FERNEIS
i g Y Between Groups ,882 5 ,294 ,730 ,541
48 shaiall 4l Within Groups | 13,684 37 ,402
45 S
Total | 14,566 42
:;}:Jm; Between Groups ,212 5 ,071 ,418 ,002
Within Groups 5,754 37 , 169
Total 5,966 42
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