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Study Abstract:

This study aims to identify the marketing determinants of customer
loyalty to hotel services. To achieve this, the descriptive analytical approach was
adopted in the theoretical aspect, while the case study approach was used in the
practical aspect. A questionnaire was used as a tool, whereby the questionnaire
was distributed to a sample of 50 customers at the Golden Gazelle Hotel in el-
oued. The questionnaire was then distributed to study the relationship between
marketing determinants in the field of hotel services (customer experience,
innovation, price, service quality, customer relationship management, and
loyalty program) and customer loyalty to hotel services.

The study reached the following results:

» There is a statistically significant effect at a significance level of 0.05 of
marketing determinants (customer experience, innovation, price, service quality,
customer relationship management, and loyalty program) on customer loyalty to
hotel services.

» There is a statistically significant effect at a significance level of 0.05 of
customer experience on customer loyalty to hotel services.

* There is no statistically significant effect at a significance level of 0.05
of innovation on customer loyalty to hotel services.

» There is no statistically significant effect at a significance level of 0.05
of price on customer loyalty to hotel services.

* There 1s no statistically significant effect at a significance level of 0.05
of service quality on customer loyalty to hotel services.

* There is no statistically significant effect at a significance level of 0.05
of customer relationship management on customer loyalty to hotel services.

* There is no statistically significant effect at a significance level of 0.05
of loyalty programs on customer loyalty to hotel services.

Keywords: Marketing, Customer, Customer Loyalty, Hotel Services,
Golden Gazelle Hotel in el-oued.
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Spss w2 :02 o3 gl

gaiall
Frequency Percent Valid Percent Cumulative Percent
Valid 82 29 58.0 58.0 58.0
s 21 42.0 42.0 100.0
Total 50 100.0 100.0
Cymadl
Frequency Percent Valid Percent Cumulative Percent
Valid =20 30 11 22.0 22.0 22.0
=31 40 4w 28 56.0 56.0 78.0
= 41 S 50 4. 2 4.0 4.0 82.0
81 e 50 4 9 18.0 18.0 100.0
Total 50 100.0 100.0
6 Fhual) (pagdadl)
Frequency Percent Valid Percent Cumulative Percent
Valid el ol da i 7 14.0 14.0 14.0
GBS (e 8 16.0 16.0 30.0
EBELS! 9 18.0 18.0 48.0
ol 11 22.0 22.0 70.0
e 11 22.0 22.0 92.0
il 2 Ule 4 8.0 8.0 100.0
Total 50 100.0 100.0
Jaal) (Al ol)
Freqguency Percent Valid Percent Cumulative Percent
Valid ddle a 11 22.0 22.0 22.0
s 5 12 24.0 24.0 46.0
B 9 18.0 18.0 64.0
el B 4 8.0 8.0 72.0
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sA 14 28.0 28.0

100.0
Total 50 100.0 100.0
Tests of Normality
Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
5 _)laiuaY| .091 50 200" .970 50 .238

*, This is a lower bound of the true significance.

a. Lilliefors Significance Correction

5 _jlaliuay)

Normal Q-Q Plot of iyl

Expected Normal

20 25 30 35

Observed Value

40
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Statistics
N
Valid Missing Mean Std. Deviation
Jalaty o il gaiall ae JSG Calal 50 0 2.66 1.154
BAR FOREH RSN OV TP 50 0 2.78 1.055
5,3 ) b ela ) e ) Jilala s dlle 50 0 3.12 .918
Coniio) LaBYL 8 32l Cilasdl) ; Lasidl) 50 0 3.06 1.018
e cilesd ol g Iyl JISaY 50 0 3.02 915
5 sinne JSEY) 8 et Gl 45 Jlaa 50 0 3.02 869
Cedlially e
s of Sy b clasdl ey (S 50 0 3.30 909
diys
D) ) Ly Baidl) Alale fan 50 0 3.08 .944
leadl) Al Joan lgale o 33l ol ae 50 0 3.24 771
) 3l Leasd Al
A QN ) Llaat! duulia laa pon Gl 50 0 3.32 794
Cilesal) 48l
Oslelall 8 aull el 5 ¢ sla a5 25 50 50 0 3.18 1.044
Leadl) sl Jaaie
Oslelall (3 Bl () gy o ) 0 5alS0 50 0 3.44 1.033
bl seda
Gslelall (& il ¢ sl g pedl Slalial 50 0 3.08 922
Dy slalall (8 5l B jleally Ao a5 A 50 0 3.10 974
55 Lo
0 gatl) Aplal S il el J<iy Gl 50 0 2.96 .989
&Y
50 (3l Aaiie (Al 30 Camadi agtld ) 50 0 2.88 1.043
& 55500 Bl il 3l 3y shal cilarall 50 0 2.82 1.063
Ladiall e g agl,
365 531 3ol Joal 5L e Y e s 50 0 2.92 1.027
pganifi (g gial 33 sa Ciladal) Aadiall
s 503 Gl oY s a0 IS5 5L 50 0 2.84 .955
P 303 Bl iy pe A pean lilSa 50 0 2.86 .948
Cila guad g 2ic &l L 3 5 <)
Jual 55 51 @aidll aa L J s g el 50 0 2.98 1.078
Sl 5 e 4l ga 35 IV Calita 5 il
Jeal 51l e laiay)
Ul zal )y g clerdl) dasiall 3 G3all 50 0 3.20 1.050
el 13 3l s 5Ll JY), 50 0 2.78 .996
g Jalal o il ST 8 ol il dadlal) 50 0 2.92 1.007
Cantl J el e @l 1) gl aie 50 0 3.24 1.117
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d}

Loie allay 03 AY) Al o sf bl g
Gl

il 0 AV Jalaill o il

Ul 0 i (sl ¢gaidl) 815 455 oo
cdy AY

Lails Lo il sl (g 5 5 Gl e i Y
Jilgs Jual gl elainy

Y sl s Gl Y b lala JSa JalS
Led gs il

B

el

53ga daadll

503 i)l aa i3l

el sV

Ny sl olad cilenll Al

Cilarall ddl)

50

50
50

50

50
50
50
50
50
50
50
50
50

o o o o o o o o o

3.12

3.36
3.10

2.94

3.26
2.9050
3.1133
3.2133
3.1520
2.8733
2.8933
3.1022
3.0251

1.081

1.045
1.093

1.150

1.121

.79039
72722
.60893
.70977
.88804
79237
.72976
.46588

Reliability Statistics
Cronbach's Alpha N of ltems

.836 21

Reliability Statistics
Cronbach's Alpha N of Iltems

.854 9

Reliability Statistics
Cronbach's Alpha N of Items

.854 30

Regression
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Variables Entered/Removed?

Model Variables Entered Variables Removed Method

1 Lmi s Enter

a. Dependent Variable: ¢¥5 onil slad cleaddl ddall

b. All requested variables entered.

Model Summary

Std. Error of the

Model R R Square Adjusted R Square Estimate
1 .480°% .230 214 .64679
a. Predictors: (Constant), 43 g3
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 6.015 1 6.015 14.377 .000"

Residual 20.080 48 418

Total 26.095 49
a. Dependent Variable: Y5 053l olad cilerall dgxall
b. Predictors: (Constant), %3 53

Coefficients®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 1.815 .352 5.159 .000

s gs 443 117 .480 3.792 .000

a. Dependent Variable: s¥5 onill slad clexdll ddall

Regression

Variables Entered/Removed?®
Model Variables Entered  Variables Removed Method
1 ey Enter

a. Dependent Variable: ¥ sl _olsd clexdll ddxal)

b. All requested variables entered.
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Model Summary

Std. Error of the

Model R R Square Adjusted R Square Estimate
1 .035° .001 -.020- .73688
a. Predictors: (Constant), J\<iY)
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression .031 1 .031 .058 811"

Residual 26.063 48 .543

Total 26.095 49
a. Dependent Variable: ¢¥5_osnll_slai cileadll Ayl
b. Predictors: (Constant), J\<y)

Coefficients?®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 2.994 463 6.472 .000

B .035 .145 .035 241 .811

a. Dependent Variable: s¥5 onill slad clexddl ddall

Regression

Variables Entered/Removed?®
Model Variables Entered  Variables Removed Method
1 all® . Enter

a. Dependent Variable: ¢¥5_ o5l slai cleadll Ayl

b. All requested variables entered.

Model Summary

Model R R Square Adjusted R Square

Std. Error of the

Estimate

1 .103% .011 -.010-

.73340

a. Predictors: (Constant), =l
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ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 277 1 277 515 A77°

Residual 25.818 48 .538

Total 26.095 49
a. Dependent Variable: s¥ 55l _elad cleadall a8l
b. Predictors: (Constant), =l

Coefficients?®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 2.706 .563 4.810 .000

) 123 172 .103 717 AT7
a. Dependent Variable: ¢¥5_ o5l _slad cileadll Ayl
Regression

Variables Entered/Removed?®
Model Variables Entered  Variables Removed Method
1 8355 Aol . Enter
a. Dependent Variable: Y55l _elad cleaall 2l
b. All requested variables entered.
Model Summary
Std. Error of the
Model R R Square Adjusted R Square Estimate
1 .003? .000 -.021- 73732
a. Predictors: (Constant), 335 4eaall
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression .000 1 .000 .000 .985"

Residual 26.095 48 544

Total 26.095 49

a. Dependent Variable: ¥ sl _olsd clexdll ddxal)

b. Predictors: (Constant), s25 4.l
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta Sig.
1 (Constant) 3.094 479 6.455 .000

Bagn deadll .003 .148 .003 .018 .985
a. Dependent Variable: ¢¥5 onil slad cleaddl ddall
Regression

Variables Entered/Removed®
Model Variables Entered  Variables Removed Method
1 53 Bl ae il P . Enter
a. Dependent Variable: ¢¥5_ oxl slad cleadll ddadl)
b. All requested variables entered.
Model Summary
Std. Error of the
Model R R Square Adjusted R Square Estimate
1 .041° .002 -.019- 73669
a. Predictors: (Constant), 3,13 <cliSall s i3
ANOVA?

Model Sum of Squares df Mean Square Sig.
1 Regression .045 1 .045 .082 775"

Residual 26.050 48 .543

Total 26.095 49

a. Dependent Variable: ¢¥5_ o5l _slai cileadll Ayl

b. Predictors: (Constant), s,lal_ciiall_ae o3l

Coefficients?

Unstandardized Coefficients Standardized Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 3.005 .356 8.437 .000
Byl el e LS .034 119 .041 .287 .775

a. Dependent Variable: s¥5 onil slad cleaddl ddall

Regression
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Variables Entered/Removed?

Model Variables Entered Variables Removed Method

1 el VP . Enter

a. Dependent Variable: £¥5 onil olad clardll Al

b. All requested variables entered.

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

1 .252° .063 .044 .71354

a. Predictors: (Constant), gl s¥ 3l

ANOVA?
Model Sum of Squares df Mean Square Sig.
1 Regression 1.656 1 1.656 3.253 .078°
Residual 24.439 48 .509
Total 26.095 49
a. Dependent Variable: ¢¥5_ ¢l _slai cileadll ddadl)
b. Predictors: (Constant), g ¥l
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2431 .386 6.303 .000
=l oY 232 .129 .252 1.804 .078

a. Dependent Variable: s¥5 onil slad cleaddl ddall
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G

Variables Entered/Removed?

Model Variables Entered Variables Removed Method

1 el eVl Basa dardl) . Enter
DSV, Age8 o),
ol
50 Bl e cilP

a. Dependent Variable: ¥ sl slad cilesdll Zaxl)

b. All requested variables entered.

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

1 .534° .285 .185 .65861

a. Predictors: (Constant), gl e¥ll, 335n daadll SISV 4pa8 Gsa)ll, e,
3 J‘J‘_QGM‘_&A_OS\_J‘}S‘

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 7.443 6 1.240 2.860 .020°
Residual 18.652 43 434
Total 26.095 49

a. Dependent Variable: ¢¥5 onil slad cileadll ddall

b. Predictors: (Constant), =l _: ¥ ll, 835 dexall IS 2 a8 Gl pandl 3l cl@all aa b3l

Coefficients?

Unstandardized Coefficients Standardized Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 2.100 672 3.126 .003
Lad os ) .528 .145 572 3.640 .001
iy .092 .145 .092 .639 .526
el -.150- .185 -.125- -.809- .423
B35 denall -.115- .167 -.111- -.685- .497
5ol i aa LN -.084- 134 -102- -.623- .537
el eVl .091 .136 .099 .669 .507

a. Dependent Variable: ¥ sl _elad clexdll ddxal)
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Correlations

Clerall Al

Spearman's rho Jalaiy 31 a0 asdl) e JS8 il Correlation Coefficient .657
Sig. (2-tailed) .000

N 50

Jalaill e (Baidl) Canmy dad Lelaial  Correlation Coefficient .355
Sig. (2-tailed) .011

N 50

53 aall 8 ela ) St Jalsy  Correlation Coefficient 443
e Sig. (2-tailed) .001
N 50

i) LalBYL A Bail) cleadll Correlation Coefficient .662
Aodiall Sig. (2-tailed) .000
N 50

el ledd ol g oyl il Correlation Coefficient 473
Sig. (2-tailed) .001

N 50

G Y & clead saill 4 5lie Correlation Coefficient 461
Omailially e Sig. (2-tailed) .001
N 50

agief o SV 3 clesal) fay Correlation Coefficient .330
ha3 i Sig. (2-tailed) 019
N 50

D)l Ly Bl Alle faa Correlation Coefficient .533
Sig. (2-tailed) .000

N 50

cleadl) L) Jean Ledle o Gl Correlation Coefficient 341
it pe il ) Lol Al Sig. (2-tailed) .015
N 50

Al ) A Leleadf daulia lan o Correlation Coefficient 408
dale Clandl) ddodl) Sig. (2-tailed) .003
N 50

Oslelall 8 3awll 52l oslases  Correlation Coefficient .379
5 5 daadll gl 5 Jasaia Sig. (2-tailed) .007
N 50

Oslalall & Baill G gray ¢ ) Correlation Coefficient .508
OsalSi s sl o seia Sig. (2-tailed) .000
N 50

Cslalall (8 Basl) 5l aga agdl Correlation Coefficient 429
el Sig. (2-tailed) .002
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N 50
Dl Oshalall (8 Bl 5 leally Correlation Coefficient 521
Aoyl 5 (8 i darall Sig. (2-tailed) .000
N 50
Shendll Ll 8 saull edas JS&y Correlation Coefficient 510
Gl Y Sig. (2-tailed) .000
N 50
Bl Gl Aaidie Al U G5 Correlation Coefficient 547
peile Sig. (2-tailed) .000
N 50
5 5l ol oLl Ay ghal Correlation Coefficient .614
o) dadiall aaiviis agl, Sig. (2-tailed) .000
N 50
gt 3l (giall Jual gl pa L5 Correlation Coefficient .599
A jra g aganli g sl 332 il g, (2-tailed) .000
dasiall N 50
ped 3ol @l Y g W ) SSs  Correlation Coefficient .504
SRS Sig. (2-tailed) .000
N 50
pas 3,00 32l g je 4y jeas Correlation Coefficient 435
S 5 e guad 5 el L3 Sig. (2-tailed) .002
et N 50
Jeal g 3l 3ol e 5L Js= Correlation Coefficient .255
g el KAy e dadsa Sig. (2-tailed) 073
o A s Jilu 5 daal sill N 50
oelaiay)
Cleaall Agxadll Correlation Coefficient 1.000
Sig. (2-tailed)
N 50
Correlations
oYy sl elad
leadl) ddadl)
Spearman'’s rho Ul ol e cleadll Laxidll 3 3adll - Correlation Coefficient .676
Sig. (2-tailed) .000
N 50
el 1 Gl sa g5k Y. Correlation Coefficient .664




Sig. (2-tailed) .000
N 50
g Jaladl e il 6T 8 @l sudl - Correlation Coefficient 709
Lealdl) Sig. (2-tailed) .000
N 50
Ganila g8 el o sl 13) Correlation Coefficient 675
sl e Sig. (2-tailed) .000
N 50
Laxic (bl o a¥) dapaill oasl  Correlation Coefficient .820
Jalaills o Gidl Sig. (2-tailed) .000
N 50
el A Jalaill e (3l Correlation Coefficient 741
Sig. (2-tailed) .000
N 50
Ul (5 plaia gl @aidll Sl Correlation Coefficient 652
405 e iy AY Sig. (2-tailed) .000
N 50
Lils L sl Ll =5 e 5 328l e Correlation Coefficient 542
i) Jilg s deal 5l (e liaY) - Sig. (2-tailed) .000
N 50
Y sl s guall Y b slsls Correlation Coefficient 573
Jsds Jals Sig. (2-tailed) .000
N 50
¥ sl olai cilendll 4dxdll  Correlation Coefficient 1.000
Sig. (2-tailed)
N 50
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