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The role of the hotel services quality in achieving
competitive advantage (A survey study of 4- star hotels
In tartous city)
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o ABSTRACTO

The research aimed to study the relationship between the quality of hotel services
and their role in achieving competitive advantage, in order to analyze the data and test the
hypotheses, the researcher designed and distributed a questionnaire to the research sample
consisting of a group of four-star hotels customers in the city of tartous, 180 questionnaires
were distributed, and the returned questionnaires which were suitable for analysis were 150
questionnaires. and The statistical program spss was relied upon to analyze the data and
test the research hypotheses.

One of the most important findings of the research is that there is a statistically
significant relationship between the quality of hotel services (tangibility, reliability,
responsiveness, empathy, safety) and achieving competitive advantage in 4-star hotels in
the city of tartous.

One of the most important recommendations of the research was seeking by hotel
administrations to form a special department for hotel service quality that includes a
human cadre specialized in the field of quality, and seeking to develop the skills of human
cadres working in hotels.

Keywords: Hotel Service, Quality of Hotel Service, Tangibility, Reliability, Security,
Responsiveness, Empathy, competitive advantage, Four-Star Hotels in Tartous.

* Assistant professor in the Department of Hotel Management, College of Tourism, University of Tartous,
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**. Correlation is significant at the 0.01 level (2—tailed).
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