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The Impact of Tourism Service Quality in Tourist Behavior- Case Study of
Set Hotelsin Jijel
L emhazzem somia
L aoubi fatiha
Jijel University, 2015

Abstract:

The aim of this study is to test the impact of tourism service quality in tourist
behavior. The researches selected five dimensions for tourism service quality.
These dimensions are: tangibles, reliability, responsiveness, assurance, and
empathy.

The questionnaire has been used as a tool to collect data base for the study’s
variables, It was distributed on a convenience sample consisting of 90
employees in set hotels. The researchers used Statistical Package for the Social
Sciences SPSS to analyze and test study hypothesis.

This study found that tourism service quality has a positive impact on tourist
behavior. It is the effect of the impact of tangibles, reliability, assurance, and
empathy in tourist behavior. According to the study’s results, the researchers
have suggested many recommendations to the hotels.

Keywords: Tourism Service Quality, Tourist Behavior, Tangibles,
Reliability, Responsiveness, Assurance, and Empathy.
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Al Lol A3)E gasall Jailadl) :(2) aby galall

gender
Cumulative
Frequency Percent Valid Percent Percent

Valid  mel 39 47,0 47,0 47,0

femal 44 53,0 53,0 100,0

Total 83 100,0 100,0

age
Cumulative
Frequency Percent Valid Percent Percent

Valid -30 29 34,9 34,9 34,9

30-40 34 41,0 41,0 75,9

40-50 15 18,1 18,1 94,0

more than 50 5 6,0 6,0 100,0I

Total 83 100,0 100,0

income
Cumulative
Frequency Percent Valid Percent Percent

Valid  -20000 35 42,2 42,2 42,2

20000-40000 41 49,4 49,4 91,6

40000-60000 4 4,8 4,8 96,4

60000- 3 3,6 3,6 100,0}

Total 83 100,0 100,0
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Al Lol A3)E gasall Jailadl) :(2) aby galall

education
Cumulative
Frequency Percent Valid Percent Percent
Valid bac 51 61,4 61,4 61,4
licenece 26 31,3 31,3 92,8
ingenuer 3 3,6 3,6 96,4
magister 3 3,6 3,6 100,0
Total 83 100,0 100,0
experience
Cumulative
Frequency Percent Valid Percent Percent
Valid -5 40 48,2 48,2 48,2
5-10 34 41,0 41,0 89,2
10-15 6 7,2 7,2 96,4
15- 3 3,6 3,6 100,0
Total 83 100,0 100,0
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Case Processing Summary

N

%

Cases Valid

Excluded?

Total

83

0

83

100,0

100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

778

Case Processing Summary

N

%

Cases Valid
Excluded?

Total

83

0

83

100,0

100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Alpha

Cronbach's

N of Items

, 790

Case Processing Summary

N

%

Cases

Valid
Excluded?

Total

83

83

100,0

100,0
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Case Processing Summary

N

%

Cases Valid

Excluded®

Total

83

0

83

100,0

100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

, 764

Case Processing Summary

N

%

Cases Valid

Excluded?

Total

83

0

83

100,0

100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

N of Items

Alpha

, 726

Case Processing Summary

N

%

Cases Valid

Excluded®

Total

83

0

83

100,0

100,0

a. Listwise deletion based on all variables in the

procedure.
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Reliability Statistics

Cronbach's

Alpha N of Items

127

Case Processing Summary

N

%

Cases

Valid

Excluded?

Total

83

0

83

100,0

100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

,863
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Correlations

1) 3a :(5) ady Galal

tangiblel | tangible2 | tangible3 tangible

tangiblel ~ Pearson Correlation 1{,608" 567" 841"

Sig. (2-tailed) 000 000 000

N 83 83 83 83)
tangible2  Pearson Correlation  |,608" 1|,487" 837"

Sig. (2-tailed) 000 000 000

N 83 83 83 83)
tangible3  Pearson Correlation  |,567 487" 1/,834"

Sig. (2-tailed) 000 000 000

N 83 83 83 83)
tangible Pearson Correlation  |,841" 837" 834" 1

Sig. (2-tailed) 000 000 000

N 83 83 83 83]
**_Correlation is significant at the 0.01 level (2-tailed).

Correlations
reliabiltyl | reliabilty2 | reliabity3 | reliabilty

reliabiltyl ~ Pearson Correlation 1],727" 501" ,894"

Sig. (2-tailed) 000 000 000

N 83 83 83 83
reliabilty2 ~ Pearson Correlation  |,717" 1|,436" 865"

Sig. (2-tailed) 000 1000 000

N 83 83 83 83
reliabity3 ~ Pearson Correlation  |,501" 436" 1],751"

Sig. (2-tailed) 000 000 000

N 83 83 83 83
reliabilty Pearson Correlation  |,894" 865" 751" 1

Sig. (2-tailed) 000 000 1000

N 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).

108



B3I gaa

(5) # galal

Correlations

responsl | respons2 | respons3 | respons
responsl  Pearson Correlation 510" 568" ,805"
Sig. (2-tailed) ,000 ,000 000
N 83 83 83 83
respons2  Pearson Correlation  |,510 1{,521" 847"
Sig. (2-tailed) 000 ,000 000
N 83 83 83 83
respons3  Pearson Correlation  |,568" 521" 1{,834"
Sig. (2-tailed) 000 ,000 000
N 83 83 83 83
respons Pearson Correlation  |,805" 847" 834" 1
Sig. (2-tailed) 000 ,000 ,000
N 83 83 83 83
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
trustl trust2 trust3 trust
trustl  Pearson Correlation 1|,488" 471" 797"
Sig. (2-tailed) ,000 ,000 000
N 83 83 83 83
trust2  Pearson Correlation  |,488” 1(,459” 826"
Sig. (2-tailed) ,000 ,000 000
N 83 83 83 83
trust3  Pearson Correlation  |,471” 459" 1[,791”
Sig. (2-tailed) ,000 ,000 000
N 83 83 83 83
trust  Pearson Correlation  |,797" 826" 7917 1
Sig. (2-tailed) ,000 ,000 ,000
N 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).
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1) 3a :(5) ady Galal

Correlations

emptyl empty2 empty3 empty

emptyl  Pearson Correlation 1/,565" 440" 775"

Sig. (2-tailed) 1000 1000 000

N 83 83 83 83
empty2  Pearson Correlation  |,565" 1|,492" 819"

Sig. (2-tailed) 1000 000 000

N 83 83 83 83
empty3  Pearson Correlation  |,440” 492" 1/,843"

Sig. (2-tailed) 1000 1000 000

N 83 83 83 83
empty Pearson Correlation  |,775" 819" 843" 1

Sig. (2-tailed) 1000 1000 1000

N 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

1) 3a :(5) ady Galal

touristl tourist2 tourist3 tourist4 tourist5 tourist

touristl  Pearson Correlation 1|,7317 529" 4107 499" 801"

Sig. (2-tailed) 000 000 000 ,000 000

N 83 83 83 83 83 83
tourist2  Pearson Correlation  |,731" 1[,7157 379" 47T 832"

Sig. (2-tailed) ,000 000 000 ,000 000

N 83 83 83 83 83 83
tourist3  Pearson Correlation  |,529” 715" 1/,556" 573" 836"

Sig. (2-tailed) ,000 000 000 ,000 000

N 83 83 83 83 83 83
tourist4  Pearson Correlation  |,410” 379" 556" 1(,7117 747"

Sig. (2-tailed) ,000 000 000 ,000 000

N 83 83 83 83 83 83
tourists ~ Pearson Correlation ~ |,499” 47T 573" 7117 1/,803"

Sig. (2-tailed) ,000 000 000 000 000

N 83 83 83 83 83 83
tourist ~ Pearson Correlation  |,801" 832" 836" 747" 803" 1

Sig. (2-tailed) ,000 000 000 000 ,000

N 83 83 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).

111




.(6)

Descriptive Statistics

Std.
N Minimum | Maximum Mean Deviation Skewness Kurtosis
Statistic | Statistic | Statistic | Statistic Statistic Statistic [Std. Error| Statistic |Std. Error

tangible 83 1,00 4,67 2,0000(,68669 1,681|,264 3,645(,523
reliabilty 83 1,00 5,00 1,9719|,78122 1,589,264 3,217(,523
respons 83 1,00 4,00 2,0080|,51528 1,095(,264 3,275],523
trust 83 1,00 4,67 2,4659(,79963 ,564 ,264 441 ,523
empty 83 1,00 4,33 2,2329|,75212 1,306,264 1,601|,523
tourist 83 1,00 4,00 2,2867|,63183 ,833 ,264 1,461(,523
Valid N (listwise) 83
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a3iall aady) Julai 1(7) Ay Galal)

Model Summary

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

1 ,660° ,435 ,399 ,49000

a. Predictors: (Constant), empty, tangible, reliabilty, respons, trust

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 14,248 5 2,850 11,868(,000%
Residual 18,488 771,240
Total 32,735 82

a. Predictors: (Constant), empty, tangible, reliabilty, respons, trust

b. Dependent Variable: tourist

Coefficients?®

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

1 (Constant) -,220|,381 -,579|,564
tangible ,207 ,079 ,225 2,615(,011
reliabilty 311 ,072 ,384 4,319,000
respons ,188 ,107 ,153 1,754|,083
trust , 196 ,071 ,248 2,754(,007
empty 277 ,073 ,330 3,800,000

a. Dependent Variable: tourist
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