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Abstract

This study aims to explore the relationship between service quality and
customer loyalty in the hospitality sector by testing hypotheses linking
customer loyalty to several dimensions of service quality, including
reliability, tangibility, responsiveness, competence, courtesy, credibility,
security, and accessibility. It also seeks to identify the dimensions with the
greatest impact on customer loyalty and to examine differences among
several hotels in terms of service quality and customer loyalty.

The study employed analytical methods such as simple and multiple
regression models, analysis of variance (ANOVA), and the Tukey HSD test
to compare hotel performance. Results showed a strong positive relationship
between service quality and customer loyalty, with service quality
explaining about 70% of the variance in customer loyalty. The dimensions
of credibility, responsiveness, competence, security, and understanding had
the most significant impact, while accessibility, tangibility, and reliability
had a lesser but statistically significant effect. The variance analysis also
revealed statistically significant differences in customer loyalty among
hotels, with Hotel "Nzel Lous" clearly outperforming others, followed by
Hotel "Nzel Sof."

The study highlights the need to enhance service quality by focusing on the
most influential dimensions to strengthen customer loyalty and improve
hotel competitiveness. It recommends developing responsiveness and
competence capabilities, increasing security and credibility, and improving
the customer experience at all interaction stages.

The study confirms that service quality is a key factor in sustaining customer
loyalty, which positively affects the growth of the hospitality sector amid
current challenges.

Keywords: Service quality, customer loyalty, service quality dimensions,
customer experience.
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Hall. (2005). (éd. 7)/p 60
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Production Engineering Review, p. 65
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1'1so (2018), ISO 45001 : Santé et sécurité au travail, récupéré 20 mars 2019, de
https://www.iso.org/files/live/sites/isoorg/files/store/fr/PUB100427_fr.pdf

2PECB (2018), Formations ISO 45001 — Santé et sécurité au travail, récupéré 28 mars 2019,
de https://pecb.com/fr/education—and-certification—for-individuals /iso-45001
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Coefficients?®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) A31 .208 .630 .530
Baga el SI das il .963 .053 .825 18.314 .000
FORA|]
a. Dependent Variable: Jxall ¥ SN Jaw sial)

Coefficients?

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 131 .208 .630 .530
Basa el I o il .963 .053 .825 18.314 .000
FUREN|

a. Dependent Variable: Jwall ¥ 8 JSI Jaw gidll

Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

1 (Constant) -.029 .238 =121 .904
Alaie Y o i .068 .075 .076 .903 .368
A salall Jans 5ia .049 .070 .047 .690 491
ety s sie .000 .088 .000 .001 .999
Be LSl Lo i .012 .089 .013 132 .895
At B st 189 .087 .189 2.173 .031
Ll b i .062 .096 .057 .641 .522
¥ Jan gia .270 .093 .261 2.908 .004
Juai¥l Jass 5ia .022 .046 .028 466 .642
PYRUp 272 .095 .244 2.851 .005
Jsa sl s s .056 .044 .068 1.257 211

a. Dependent Variable: dssll ¢¥ 5! S L iall

199

CamScanner



Coefficients?®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 1.501 .184 8.147 .000
3Ll Jau sia .629 .047 727 13.255 .000
a. Dependent Variable: Jxall ¥ ¢ I Jaw giall
ANOVA
Jaeal) £Y b IS o, sl
Sum of Squares Df Mean Square F Sig.
Between Groups 19.462 4 4.866 12.460 .000
Within Groups 60.134 154 .390
Total 79.596 158
Model Summary®
Model R R Adjusted Std. Change Statistics Durbin-
Square R Error of R F dfl df2 Sig. F Watson
Square the Square Change Change
Estimate Change
1 .8382 .703 .699 .33394 .703 184.328 2 156 .000 1.435
a. Predictors: (Constant), Jweall oY o KU Joss gl | gl J iz gaidlland
b. Dependent Variable: 43l 535n el JSH Jas giall
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
1 (Constant) 1.356 160 8.479 .000
Jaasd) ¥ 8 KU Lo giall .645 .042 .752 15.428 .000
o8 J yi=giallan) .293 .087 164 3.358 .001
a. Dependent Variable: el 335 saiad IS o sidll
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