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0 ABSTRACT O

The Objective of This Research is to Study the Impact of Training on Improving and
Developing the Quality of the Provided ServicesWhich Have a Great Importance in
Raising The Efficiency of Human Resources Working In The Business Organizations,
Through A Field Study on Hotels Operating in Tartous Governorate Which Includes (Porto
Tartous, Shahien Hotel, Royal IN, Holiday Beach Hotel), The Researcher Distributed
Questionnaires on a Simple Random Sample of Employeesand Heads of Departments
Involved in the Training. The Response rate of the Questionnaire Was (92%), then the
researcher analyzed the data Using the Statistical Analysis Program (SPSS V25). and
reached Several Conclusions, The Most Important of which are: There Is a Significant
Effect of Training on All Dimensions of Service Quality (Responsiveness, Empathy,
Reliability, Tangibility, Assurance) In The Hotels Under Study, Where the Training
Explains the Service Quality in Percentages Ranging Between (45%-69%).

The researcher Presenteda set of recommendations, the most important of which
were: The necessity of coordination between department managers in the hotels under
study and experts and consultants Specialized in the Field of training to develop training
programs specific to the nature of the work of these hotels and capable of Directing the
capabilities and efforts of the hotel staff to focus on the special requirements of their
clients and enhance the level of quality of Provided Services, the hotels under study should
also move towards continuous training procedures away from seasonal procedures, which
makes them proactive in developing the skills of its staff to achieve a fundamental
difference in the quality of the Presented services.

Key words: Training, Service Quality, Responsiveness, Empathy, Reliability,
Tangibility, Assurance.

* Master of Business Administration. Faculty of Economics. Tartous University. Tartous. Syria.
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