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Abstract

A study entitled "The Role of Hotel Service Quality in Achieving Customer Satisfaction
and Loyalty" aims to determine the extent of tourist satisfaction with the quality of hotel
services, clarify the importance of quality, its characteristics and levels, and highlight the
importance of customer loyalty and satisfaction. It also seeks to identify methods for
achieving both quality and satisfaction in hotel services. The study's significance stems
from the competition among hotel establishments, which necessitates the development
of competitive strategies, including achieving customer loyalty and satisfaction. It aims
to understand the relationship between customer loyalty and satisfaction and the quality
of hotel services, highlighting the importance of achieving customer satisfaction and its
benefits for hotel establishments. The study also aims to assess the current state of
service quality in Libyan hotels. The descriptive method was employed through a desk
survey, relying on references, books, research papers, journals, conference proceedings,
and master's and doctoral theses. The study concluded with several key findings, most
notably that hotel service quality plays a crucial role in achieving customer satisfaction
and loyalty. This is achieved by targeting various factors such as providing security within
the hotel, delivering timely service, and addressing customer concerns. The hotel must
provide high—quality services that meet customer expectations. Both hotels and hotels
must continuously strive to offer various amenities and utilize modern technology in
service delivery to achieve customer satisfaction and loyalty. The hotel should maintain
guest rooms to gather feedback on the services provided. The hotel should also provide
promotional brochures to attract new guests and encourage repeat business. The hotel
must prioritize high—quality service, especially in customer interaction. There is a strong
correlation between the quality of hotel services and customer satisfaction and loyalty,
as this fosters repeat business and positive word—of-mouth. The researcher reviewed a
number of points... Among the most important recommendations are:

—-Relying on leading expertise and competence in this field, and drawing on the
experiences of successful countries, especially in how to provide excellent service, as
this plays a significant role in influencing satisfaction and loyalty.

—Conducting regular training courses for hotel staff, particularly those at the reception
desk who frequently interact with customers, to develop their skills and knowledge in

various areas, such as the use of modern technology.
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—Enacting and strictly enforcing laws and regulations in this field, especially regarding
security, as it directly impacts the hotel's reputation.

—Establishing an information system and digital database to help the hotel streamline
various service delivery processes, such as initial registrations and handling customer
requests.

Keywords: Quality — Services — Tourism — Hotel — Satisfaction and Loyalty — Customers

— Tourists
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