RUNNING HEAD: SERVICE QUALITY IN HOTEL INDUSTRY

Abstract

The basic purpose of this study is to identify and study quality attributes of the lodging
sector in Kingdom of Saudi Arabia (KSA). The focus of this research is on preferences of the
houristsL and their service experiences by conducting a study on the difference between
expectations of the customers and their perception about the hotel services. There are different
models of measuring service quality in the services sector and SERVQUAL is the most
frequently used model. This model reports the difference between the expectations of the
customers from the service quality and the actually perceived quality of service. This model
provides detailed analysis of the service quality offered by the lodging sector in Saudi Arabia
including aspects related to hotel, hotel facilities and hotel service offerings of the hotels. The
participants of the study include the yisitors of the hotels inside Saudi Arabia and the Saudi
travelers who travel within the Middle East region. The 24 participants of the study have been
asked about their level of satisfaction and perceived quality of service during their visit in the
hotels. The participants were asked questions regarding the different dimensions of service
quality. The results of the study indicated the [gaps in the service quality in the lodging sector of
KSA. Approximately one-third of the participants of the study regarded the service quality in the
lodging sector to be unsatisfactory. Results of the study also indicated that about 50% of Msitod
preferred staying in upscale hotels in KSA while 33% preferred staying in budget hotels. Two

third the guests stayed in luxury hotels were there for \business purposesl; however, one third
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stayed there for leisure. Results also revealed that about 60% of travelers who traveled outside

Saudi Arabia preferred luxury hotels for leisure and they stayed 25-30 nights on average. Comment [RL7]: Does this page reflect what
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1.0 Introduction

Background of Lodging Sector in Kingdom of Saudi Arabia

Historically, the economy of Saudi Arabia has been dependent upon oil; however, the focus
seems to have shifted towards the hospitality industry. This is the case with Kingdom of Saudi
Arabia (KSA) as well as the other Gulf Cooperative Council (GCC) countries, Kuwait, the
United Arab Emirates, Qatar, Bahrain, and Oman. The economic sectors of the Saudi Arabia
have observed significant changes as the government in the country has shifted its focus to the
growth and development of the non-oil sectors. An important role is played by the development
of the lodging sector in the country. The lodging sector of Saudi Arabia is the largest of the
entire GCC region. In 2013, the total accommodation capacity of the GCC region was 458,045
rooms and the Saudi share of the lodging sector of the region was about 63%. A large number of
hotel rooms were added by the government in the KSA during the period of 2006 to 2013.

During this period, the growth rate of 9.5% was observed, and a total of 95,627 rooms were

added into the lodging sector then (pwc, [2014).
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Hotels

Approximately 850 establishments in Saudi Arabia can be regarded as the hotels, with a total of

95,000 rooms. These establishments include 165 lunclassified hotels established in the KSA. The ( comment [RL12]: Whatis a classified hotel? |
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owners of these hotels couldn’t complete the criteria and qualifications of the Saudi Commission
for Tourism and National Heritage to get their hotels classified. The Ministry of Hajj in Saudi
Avrabia has been making efforts to register the unregistered establishments in order to meet the
requirements of travelers of Hajj and Umrah. Approximately 44,395 rooms are available only in
Makkah City, and there are a total of 383 registered hotels in Makkah. The ministry of Hajj is
continuously consulting with the Saudi Commission for Tourism and National Heritage in order
to carry out the process of registration of hotels in the Makkah region. When the process of
registration of hotels will be completed in Makkah, 548 hotels will have been registered in
Makkah with the accommodation capacity of 70,000 rooms. These important facts are related to
Makkah because Makkah is the major city with respect to the tourism as millions of people come

to this city annually for Hajj and Umrah throughout the year (Aljazira Capital, |2015[).
International Hotel Brands

A large number of international hotel brands have also been operating in the KSA and they

comprise of 88% of the rooms in the excellent class iin Saudi Arabia. The international hotel

o ]

brands have been existing and operating in the Saudi lodging sector for 15 years or more.—Fhe

qualityhas—been—set—bythe—internationalhotel-lorands. The service quality offered by the

international hotel brands serves as the benchmark for the rest of establishments operating in the

accommodation sector of the country. The growth and development of the international brands
and emergence of domestic brands in the market indicate that the KSA hotel industry is passing

through the phase of growth and moving towards the phase of maturity.
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Residential Compounds

Several residential compounds in the KSA claim to be the Western residential compounds. Some
of them offer the facilities of short-term accommodation while the others offer hostel-like
facilities. These make a very significant contribution in the lodging sector by boosting the
capacity of commercial accommodation in the country. The number of these residential

compounds is still not known because of the lack of a regulatory net for them.
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Table 1: The SCT Tourism Growth Scenario (2001) PWC (2001)

Type of Accommodation Base year (2000) | 2005 2010 2015 2020
Hotel 45.7 52.1 62.4 77.1 97.7
Furnished Apartments 57.4 66.1 80.5 122.8 131.6
Rented Accommodation 9.7 111 133 20.1 20.9
Private Home 61.6 72.5 90.8 139.1 155.8
Hostel/Camping 24 2.6 3.1 4.6 4.9
Others 13.9 16.4 20.6 26.8 35.7
Total 190.7 22.8 270.7 | 3905 |446.6

Evolution of the “Economy” Hotels

The lodging industry in KSA is fragmented and misaligned with the international standards.
Lack of authentically recorded data causes the misrepresentation of the real facts regarding the
hotel industry in the k:ountry{. Most of the internationally branded hotels are located in Riyadh,
Jeddah and Eastern Province. Some locations have no such international brands. These locations
include Al-Ahsa, Buraydah, Jubail, Hail, Jazan, and Abha. Several local brands of hotels occupy

these markets with their established full-service hotels.

Best Western Hotels and Tulip Inn were the major international brands that were earliest to enter
the Saudi hotel market. Tulip Inn has nine hotels established throughout the country, and it is
considered to be the most established brand in the KSA. The presence of Tulip Inn in the Saudi
market is just the marketing consortium (Le, 2010).
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Table 2: Country wise hotels in GCC bndAverage Daily Rates (ADR)
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Until 2011, there were 157,430 hotel rooms available throughout KSA which were registered

under the Ministry of Commerce. Only 22% of these hotels were those which were registered

under “three star” Category. Most of these rooms are located around the City of Makkah.

Approximately 70% of these rooms are present in the Makkah region while the remaining 30%
are present in Riyadh and associated regions of Al Baha, Jazan, Tabuk, Asir, Madinah and

Eastern Province.

According to the research conducted by Colliers International (2012), about 19% of the total
hotel brands in the country are internationally branded hotels. Maximum numbers of

international brands are present in Taif where 52% of the population of these hotels exists. About

336 rooms of internationally branded hotels were expected to be added in the inventory by 2013,
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The major hotel chains that were to fnter the Saudi market until 2015 included Holiday Inn

[Comment [RL30]: Did they? ]

Express, Premier Inn, Centro and Ibis. The majority of these hotels were to be established in

Khobar, Dammam, Jeddah and Riyadh.

According to the research conducted by Colliers International in the 15 major cities of the
Kingdom for the purpose of indicating the performance of the hotels in these cities indicated that

rate of occupancy in hotels in the major cities ranged between 61% and 80%. On the other hand,

this range was between 51% and 68% in the secondary cities. Seme-efthe-hotel-brands-which-are
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Table 3: Hotel Vital Parameters
2014 (Riyadh) Compound  Annual | 2014 (Jeddah) Compound  Annual
Grouth Rate Grouth Rate
(2008-14) (2008-14)
ADR (SAR) 939 0.6% 903 6.9%
RevPar (SAR) | 543 2.7% 703 8.5%
Occupancy 58% -3.3% 78% 1.5%
—— PWC (2014)

1.1 Problem Statement

The focus of this research is on |preferences of the tourists bnd their service experiences by
conducting a study on the difference between expectations of the customers and their perception
about the hotel services. Service quality model SERVQUAL has been used in this research to
study the difference between the actual service quality experience and perceived service quality

of the Visitors.

1.2 Limitations of the study

The Jimited reliable sources jabout service quality in hotels in Saudi Arabia were the first

constraint for this study. Moreover, trying to gather primary and secondary data was challenge’s
because of the limited available resources and the reluctance of a few respondents to reply. The
results of this study have implications for the lodging sector of Saudi Arabia and the other

countries in the Middle East.
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2.0 Literature Review

This chapter provides a comprehensive preview of service quality in the lodging sector of
Saudi Arabia. The lodging sector and hotel industry of the Saudi Arabia have gained significant
importance in last two decades. This sector has faced a number of issues as well and the
performance of this sector has not been up to the expectations (Le, 2010). This chapter is based

on the qualitative studies and empirical findings that have reported the service quality experience

of the customers of the lodging sector of Saudi Arabia. |Some\ of the research studies were Comment [RL39]: This reads as if you have a lot
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designed to measure the service quality using different models of service quality. The three
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models that are more popular as compared to the others are ISERVQUAL

LODGING QUALITY INDEX. Each of these models has associated strengths and weaknesses

which will be discussed in this chapter of this research.

2.1 Literature review
Service Quality and Customer Satisfaction in Lodging Sector

This chapter provides a comprehensive outline of service quality and customer

satisfaction. The lodging sector has become very important from an economic point of view in Comment [RL41]: Are you focusing on a

financial perspective or a service perspective?

the past two decades. Major challenges faced by the service providers in this industry include
meeting customer expectations and elimination of steps that result in poor service quality (Le,
2010). This chapter outlines the importance of service quality in satisfying customers in the

service sector, especially in lodging sector. Several research studies have attempted to measure

service quality and customer satisfaction in lodging bectod. Many researchers have improved the [Comment [RL42]: This should be your focus ]

model of measuring service quality in this sector. Three models of service quality have become
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very popular in measuring service quality and customer satisfaction. They are SERVQUAL,

HOLSERYV and LODGING QUALITY INDEX. Each model has its own strengths and

weaknesses and they have been widely used in lodging sector. Comment [RLA43]: If you are going to have to
make a case in chapter one why you chose to focus
only on the SERVQUAL model.

2.1 Defining Service Quality and Customer Satisfaction

Both, service quality and customer satisfaction are necessary for the survival of the
service. Both of these concepts are intangible so it is very difficult to provide a specific
definition of both of these concepts. Term ‘customer satisfaction’ is a psychological concept.
Satisfaction is achieved when the performance of the product or service exceeds the expectations
of the customer (Oliver, 1997). The definition of customer satisfaction provided by Oliver is
from the perspective or point of view of expectation disconfirmation. Before purchasing any
product and/or service, the customer has some expectations about its performance. Expectation
becomes positive confirmation if the experience of the customer after using the product or
service is equal to or better than his or her expectation. If the performance of the product or
service is below the expectation, it results in negative confirmation by the customer. Customers
are said to be satisfied if they report positive confirmation of the expectations. The level of
satisfaction is different for every customer because of difference in personal experiences, needs
and wants of different customers (Oliver, 1997).

Customers of products and services are emphasizing quality more than ever. ‘Quality’ is
a very frequently used term in buying and selling of products and services, but not too many
people have the actual idea about this term. It is mistakenly replaced by durability or luxury most
of the time; however, it is defined as “general excellence of standard or level” or “a level of
superiority that is usually high”. David Garvin (1988) has identified different approaches to
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explain different dimensions of ‘quality’. According to one of the approaches used by Garvin,
the transcendent approach, “quality is synonymous with innate excellence, absolute and
universally recognizable: you will know when you see it”. According to this point of view, this
term can be used for products and services which are meeting the standards. In light of this
approach, quality can be taken as a global value which can be taken as measure of value
judgment at universal scale (Garvin, 1988).

Parasuraman, Seithmal, Berry (2002) conducted research in which they studied four
different kinds of services, i.e. product repair and maintenance, securities brokerage, credit cards,
and retail banking. Regardless of the fact that all of these services can be classified differently, it
was identified that the customer evaluated service quality on the same general criterion. Another
approach presented by Garvin (1988) is the user-based approach. It is based on the claim,
“beauty lies in eyes of beholder”. According to this approach, perception of service quality is
based on satisfaction of customers after using the products and services. After using the same
product, some customers may report it to be of high quality while the others may perceive it to
be below the standards. There is yet another approach to define quality presented by Garvin
(1988) which regards quality to be the efficient management of business processes. This
approach ensures that customers are satisfied at all levels (internal and external). This approach
has been found most effective because it provides flexibility overall as well as specific
operations of the company, and increases effectiveness as well as competitiveness of the

company (Garvin, 1988).
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2.2 Significance of Measuring Service Quality and Customer Satisfaction

Service quality and customer satisfaction play a significant role in services industry. One
of the cheapest modes of promotion identified by several researches is customer satisfaction (e.qg.
Knutson, Stevens, Wullaert, Patton, & Yokoyama, 1990; Naumann, 1995). Organizations spend
billions of dollars to improve service quality. In the case of services organizations, it is usually
said that “doing things wrong” accounts for an increase of about 30-40% of the operating cost. In
the services sector, the cost of gaining a new customer is 6-7 times higher than the cost of
retaining a customer; however, a 5% retention rate may cause a 25-95% increase of revenue of
the services organizations (Reichheld & Schefter, 2000). These statistics indicate the importance
of service quality and customer satisfaction in the services sector. Evaluating customer
satisfaction allows the companies to view the quality of products and services of company from
the point of view of customers, on one hand; and it has impact on word of mouth
recommendations and purchase repetition on the other hand (Berkman & Gilson, 1986; Pizam &
Ellis, 1999). Measuring customer satisfaction also helps organizations in analyzing the standard
of service quality before and after the application of changes. It also allows organizations to
locate gaps in service quality. Therefore, measurement of service quality as well as the customer
satisfaction is beneficial for company qualitatively as well as quantitatively. Companies have a
better chance to gain market share, customer loyalty, cost reduction, high returns on investments
and a guaranteed competitive advantage (Render, Haksever, Russell, & Murdick, 2000; Knutson,
Stevens, Wullaert, Patton, & Yokoyama, 1990; Naumann, 1995). In the lodging sector,
especially in the case of three star hotels, service quality is one of the measures through which
hotels prove the quality of services they deliver to their customers. Management of these hotels
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has developed a hotel rating system which they carefully analyze on regular basis. There are
several forums in the form of websites which is in-charge of this rating system, and thousands of
hotels compete to get into top ten positions through providing the best services to their
customers. Tourists and other business travelers who have concerns about the service quality of
hotels keep visiting such websites. They prefer to stay in the hotels which have been rated high
by the website. Hotels have become able to attract more customers on the basis of such ratings
and these website sources have become their competitive advantage. Such hotel rating systems

have resulted in high service quality in hotels, and they also have positive impact on the

performance of the hotels (Le, 2010).
2.3 Models of measuring Service Quality in Lodging Sector

There is a lack of consensus of procedure of measuring service quality because of the
multi-dimensional nature of the service quality. Multi-dimensional factors are associated with the
provider as well as the receiver of the services. Another important dimension which needs to be
considered is inability of individuals to store services. Therefore, several specific models of
measuring service quality have been developed which are discussed in upcoming Lsectionﬂ.
2.3.1 SERVQUAL Model

One of the most popular and widely used models of service quality is the SERVQUAL
[Model]. This model is based on the evaluation of service quality by the clients. Clients rate
service quality on the basis of comparison between expected service quality and actual perceived

service quality while considering the gaps in service quality. The Gap model is the foundation of

service quality scale, and is presented in Fig.1 as “Model of Service Quality Gaps’. This model is
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one of the extensions of the model presented by Parasuraman and his colleagues 01985D. Within
the concept of service quality, seven major gaps can be located, including:

Gap 1: It is the gap between the expectations of the customer and the perception of the
management. This gap is one of three most significant gaps in the case of external customers. If
there are several layers of management in an organization, this gap will be large. Other reasons
for this gap include lack of upward communication or a wrong orientation of market research.
Gap 2: It is the gap between the perception of the management and specifications of services. If
the management board or employees of organizations are involved in inadequate commitment to
service quality, this gap may result. This gap may also be the result of inappropriate or lack of
goals, lack of standardization of tasks or perception of infeasibility of services.

Gap 3: It is the gap which exists between the specifications of services and the delivery of
service. This gap is result of misperception or lack of knowledge of employees about their duties.
However, there can be other causes of this gap including, for example, lack of knowledge in
employees about how to perform their duties, inappropriate supervisory control system and lack
of teamwork in employees.

Gap 4: It is the gap between the delivery of the services and external communications. This gap
is result of over-promising by top management to the employees who are internal customers, as
well as to the external customers of the employees. Another major reason which may cause this

gap is low level of horizontal communication among lemployeesl.
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Gap 5: It is the gap between the expectations of the customers and their perception about the
actual services delivered to them. This is the second most significant gap and it is taken as true
measure of service quality. This gap addresses the expectations and the perceptions of the
external customers. This is the gap upon which SERVQUAL model has its implications. The
expectations of different customers about service delivery are very diverse. Every service
provider strives for identifying the needs and wants of the external customers and tries to fill the
gaps of these needs and wants. However, there are some factors other than their needs,
expectations and the service itself, including external factors like the breakthrough by
competitors, and word of mouth which impact the perception of customer about the service
delivered.

Gap 6: It is the gap between the expectations of the customers and perception of the employees
of the organization. It is the third most significant gap because it is also closely associated with
the external customers. If the perception of employees about the expectations of customers about
service quality is wrong, there will be a negative impact on the customer satisfactions because
service delivery will not match or exceed their expectations.

Gap 7: It is the gap between the perception of the employees and the perception of the board
managers. It is caused by the lack of effective communication channels among employees and
the top level managers. The issue of this gap can be resolved by establishing effective means of
communication between the employees and the top manager of the organization.

According to the concept of service quality, a high level of service quality can be achieved if
these gaps are smaller, or negligible. Even in the case of emergence of one of the gaps, the
customers will be dissatisfied because their expectations are not met.
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Parasuraman and his colleagues were able to develop SERVQUAL on the basis of this

model in 1985. The model developed by them in 1985 consisted of ten different desirable

dimensions of measuring service lqualit)d. Later, in 1988, the number of dimensions was reduced Comment [RL52]: Where they trying to
measure the service of any particular type of
business?

from 10 to 5 (Parasuraman, Zeithaml, & Berry, 1988). In 1988, these dimensions consisted of
tangibility, reliability, responsiveness, assurance and empathy. This is a very flexible scale which
can be customized by adding some more dimensions and/or removing some while modifying the
scale for the different industries in order to accommaodate for the differences. (Van Dyke,
Kappelman, & Prybutok, 1997). In order to measure the service quality in the case of the lodging

sector, the original instrument was recommended by different researchers to measure service

quality on different dimensions. The dimensions of service quality can be defined as follows: ( comment [RL53]: According to who?

i Responsiveness: Willingness to provide customers promptly with help whenever needed

ii. Competence: The employee possesses the necessary knowledge and skills that are
required to perform and deliver particular service adequately. It is the measure of how much
accurately the employees can perform their duties. This is the test of the abilities to respond to
the needs of the customers.

iii. Courtesy: It is the measure of how friendly, respectful, polite and considerate the contact
personnel of the hotel are with the guests.

iv. Credibility: Credibility can be defined in terms of the trust of the customers placed in the
statements of the employees. It can be taken to be the honesty and believability of the service
provider in the perception of the employee.

V. Security: Security means providing the guests freedom from any kind of risk, doubt or

danger may happen.
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Vi. Access: It is the measure of the extent to which employees can be easily found and
accessed in case of any help or situation.

Vii. Communication: It is the ability of the employees of the company to keep the customers
informed about the services of the company. It is necessary to have good listening and
communication skills. It also depends upon the terms and languages that can used in order to
deal with different kinds of the customers.

Viii. Understanding: It is the measure of the extent of efforts that employees are giving to

address the needs of particular customers.

ix. Reliability: It is defined as the ability to perform the desired services accurately and
dependably.
X. Tangibles: It is about the physical appearance of facilities, communication material,

personnel and equipment.
A pool of 97 instruments was generated from these ten dimensions of service quality in

SERVQUAL. Approximately ten dimensions were generated from each item. After reviewing

the instrument, it was reduced to about 22 items. There are two statements regarding each item
on the instrument. One of the statements measures the customer’s expectation of the organization
in the particular service area while the other one measured the general perception of the
organization in the mind of the customer for which service quality was being measured. A seven
point rating scale was proposed for the original instrument from “strongly agree” (7) to “strongly
disagree” (1). Suitable to the development of the scale, 50% of the statements were worded

positively while the other 50% were worded negatively (Churchill, |1979D.

25

Comment [RL54]: Again you are writing
summaries of material which is not literature
review.

[ Formatted: Highlight

Comment [RL55]: You will need to explain what
you used to document/measure each of the 7 in the
methods section

[ Formatted: Highlight




SERVICE QUALITY IN HOTEL INDUSTRY

Two different kinds of scores are offered by the SERVQUAL on each dimension; one

for customer expectation whiles the other one for the customer jperception of the services Comment [RL56]: Did you do that for your
questions — if so explain in the methods section
provided by the service provider. Miller (1977) defined ‘expectations’ as ‘the needs and wants’ ( Formatted: Highiight )

of the customers. It is the level of services which they want their service provider to offer the
services in current service experience or in case of some future event. The customer perceptions
about the service which is provided to them by the service providers can be measured directly
during the provision of services or after the service has been consumed by the customer. It is the
evaluation of the services on the basis of their experience which they gained from providing the
services. According to Parasunaman and his colleagues, service quality is the measure of
difference between customer expectation and customer perception.

In order to maximize the service experience, it is necessary to increase gap of positive
scores and negative score. Negative values in the instrument are the representation of the
dissatisfaction of the customer. These values are calculated on the basis of the feedback provided
by the customers on this scale (Le, 2010).

Each item has its corresponding weight with respect to its importance in the scale. It is
because each dimension has a different impact on the service quality. In order to calculate overall
score of service quality, the aggregate of all scores is calculated. The scores can vary for
different hotels in the same countries or for all the hotels within same country. It also depends
upon the culture and policies of the particular hotel or country. Sometimes, a hotel management
scale is used by the management of the hotels to decide upon the relative scale that should be

provided to each item in the scale (Parasuraman, Zeithaml, & Berry, A conceptual model of

service quality and its implications for future research, 1985). ( comment [RL57]: Use correct referencing |
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Apparently, the SERVQUAL model has been designed to measure service quality in 5
dimensions only; however, the fact is that it can be extended to include several other dimensions
of service quality. It has been used in several different lodging sectors, and it has been used for
the sake of several different measurements. With some modifications in the original instrument,
it can be used to measure the quality of internal services in addition to the external services for
which it is very popular. It is used to assess the performance of the employees of one department
of the company by other departments of the company. It is upon the discretion of the
management which dimensions they perceive to be important and how much weight are to be
given to each particular dimension. This model is also very effective in designing the service

provision and allocating the resources to each of the different dimensions of the service| (Le,

2010)‘ {Comment [RL58]: Too much reliance on one }

source ...

Regardless of the wide implications and popularity in various industries, SERVIQUAL

has been criticized by many for operational as well as conceptual aspects. The criticism includes: {Comment [RL59]: Who's criticism one author }

many expain?

. Direction of service: SERVQUAL emphasizes the process of service delivery and its
improvement rather than results of service experience.

° Expectations: This term has a lot of meanings and dimensions and it is almost
impossible to cover all the dimensions of expectations of the customers.

. Moment of truth: Satisfaction level of customers may vary in different dimensions.

. Polarity: Sometimes, the wrong responses are recorded due to the reverse polarity of the
scale elements.

. Data Collection: It is not always possible to ask customer to fill out the long

questionnaire on service experience. It is difficult to do this all the time.
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2.3.2 lHOLSERVE‘ Comment [RL60]: So why didn’t you use this

model?

It is a new format for SERVQUAL. It is specifically designed for lodging sector and
hotel industry. It is a reliable instrument designed in one-column format questionnaire. In this
instrument, eight different dimensions of the SERVQUAL instruments have been added after
modification. Three items were removed and there were about 27 items on the scale. It is
considered as more user friendly as compared to SERVQUAL because it is a short and stiff
instrument (Wong Ooi Mei, Dean, & White, 1999)

It is also a seven point rating scale questionnaire but it is easier for the customer to fill out
and respond. It is also considered to be best predictor of overall service quality. Its
characteristics, a seven point rating scale with one column questionnaire, are the success of
HOLSERVE over SERVQUAL. It has more applications in reality (Wong Ooi Mei, Dean, &
White, 1999).

Managers of the hotels should pay attention to the questionnaire when it is being filled by

the lcustomer.. Based on the range of facilities, managers can develop different kinds of ( comment [RL61]: Ok?

questionnaires for different hotels. For example, in case of 5-star and 7-star hotels, service
quality dimensions like sauna services and interior designs can also be included in the scale.
However, for 2-star or 3-star hotels, management can ask about the performance of basic
facilities like telephone, television and access of internet. Managers can opt to add some more
dimensions or remove some of the existing items in the scale on the basis of services provided by
the hotel. HOLSERVE also provides facilities of in-depth study through conducting qualitative

interviews or focus group discussions with the willing customers of the company. It can be taken
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as a good starting point towards the assessment and improvement of services provided by the
hotel (Le, 2010).
2.3.3 LODGING QUALITY INDEX

This instrument was built on the basis of SERVQUAL instrument designed by
Parasunaman and his colleagues (Parasuraman, Zeithaml, & Berry, Servqual, 1988). The basic
structure of SERVQUAL was utilized and the eight-step procedure was developed from
Churchill (1979) in the development of lodging quality scale. Basic research for development of
this scale started with the interviews of travelers who stayed in economy class as well as luxury
hotels. The interviews were based on the ten dimensions identified by the SERVQUAL. A pool
of 63 items was developed from analysis of results of interviews. The internal consistency and
reliability of this instrument were calculated later. The items with higher values of Cronbach
were given higher weight in the scale.

After rating different dimensions of the scale, the unimportant items were removed from
the scale. Only 43 items were left after the short-listing of unimportant items. The SERVQUAL
scale was very popular during the period of 1990s, so researchers decided to collect the data on
newly developed scale of SERVQUAL and compute all the items once again. Finally, the
LODGING QUALITY INDEX was born that consisted of five dimensions and about 26 items on
the final scale. These five dimensions included tangibility, reliability, responsiveness, confidence
and communication. These dimensions are different from the dimensions of SERVQAUL and
they provide a more comprehensive account of service quality in lodging sector due to its unique

feature related to the hotel industry (Getty & Getty, 2003).
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Quantitative data is collected on this scale. If one-third of total answers are negative, it is
considered to be low. If two-third or more answers are positive, it is considered to be high. In
terms of validity and reliability of this scale, it was found to have good correspondence between
the LODGING QUALITY INDEX and satisfaction of the customers. According to Getty and
Thompson (1994), customers feel satisfied when they do not experience any problem as
compared to the situation in which they face one or more problems. However, they also argued
that if the guests of a restaurant in a hotel do not report any problem in the services but they still
do not recommend the hotel to their friends, it means that they are not fully satisfied. Statistical
data has indicated that the guests who scored high on LODGING QUALITY INDEX also
recommended the restaurant to their friends and vice versa (Getty & Thompson, 1994).

This model is also very important for the top management because it helps management
to redesign the strategy and make administrative changes successfully. Research indicates that
the hotel managers not only want solutions to particular problems; rather, they want solutions in
most superior dimensions. This instrument is also very useful in assessing the performance of the

hotels. It helps the managers to get an idea of their standing in the lodging industry of a

particular region (Le, 2010). ( Formatted: Highlight

Before implementing any of three models in the lodging sector, it is necessary to
understand that their compliance to corporate culture of that particular region is necessary. It is
necessary to discover the weak points in service quality proactively before it is experienced by
the customers. Customers can get an idea about their weaknesses by gaining continuous feedback
from their customers. It is achieved through customer survey, employee survey, complete vision
of hotel managers and hotel as a whole is very important to be considered.
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2.4 How service delivery in tourism industry affects tourism sustainability

The tourism and hospitality industries have been facing cut-throat competition in Saudi
Lb\rabid. The demand for higher service quality in the hospitality and tourism industry in Saudi
Avrabia is rising (Parayanie et al. 2010). Tourist operators and mangers associated with tourism
industry in Saudi Arabia need to know their customers and to know what are the demands and
expectations of tourists with respect to service quality.l It is very difficult to identify and cater to
all the dimensions of what is needed and expected by the customers because of existence of a lot
of diversity among customers based on their personalities, hobbies, preferences, experiences and
age. |However, researchers in the field of hospitality and tourism have focused their efforts to
identify the dimensions that are necessary to be worked out in order to satisfy the customers
associated with this industry. Researchers have been faced with major challenges in achieving
their goals because customers’ needs and wants are continuously k:hanging‘.

A term, “new tourists” have been coined by Poon (1993) for the tourists who are
comparatively more conscious about the service quality. Old breed of tourists believed in mass-
production experiences but these new tourists have different and special interests. Such diversity
has been translated in terms of different perceptions of service quality and deliver of service by
these tourists (Lehtinen and Lehtinen, 1991). This new breed of customers in the tourism
industry has a different perception of problems in tourism industry and initiatives taken to
resolve these problems. Their response to these particular problems also varies from person-to-
person. Liden and Skalen (2003) indicated that response of customers to perception of service
quality and service failure depended upon their prior experience. Customers who frequently
visited hotels showed high level of tolerance to critical incidences of service failures as
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compared to customers who visited for the first time. Hotels and tourist operators need to take
care of the perceptions of these new customers.

However, it is very difficult to achieve service quality because it is not a static
objective to be [achievedl. Service quality is a very dynamic goal which keeps changing over time.
Service organizations associated with the hospitality and tourism industry are continuously
trying to achieve customer satisfaction, but it is a very difficult goal to be achieved. As Tores et
al. have mentioned, most of the service organizations are not able to achieve these objectives and
they are increasingly focusing on other dimensions of service quality to satisfy them such as
delighting them, in order to attract and retain ftheml. Van Hoofe (2002) has suggested that the
terms of quality and service are abstract, thus difficult to be achieved. However, service
organizations have emphasized achieving different dimensions of service quality. According to
Lewis (2004), achieving the different goals of service quality can help service organizations to
create an advantage over its competitions.

Contemporary concepts of service quality management have their roots in two
multidimensional models:

1. SERVQUAL.: an instrument devised by North American School of Thourght

2. The Nordic European Model (Gronroos, 1984)

SERVQUAL model is based on the perception of the customers and it identifies the gap between
the expectation of the service quality and quality of service which is perceived by the customers
through actual service delivered by the service provider (Ekinci, 2002). In order to achieve the
customer satisfaction, it is suggested that this gap should be minimized. Looking at the
significance of quality of service delivered in the hospitality and tourism industry for
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sustainability of tourism, the researchers have developed more different kinds of tools including
DINESERV, LODGQUAL, and LODGSERYV which can be used for this purpose.
|2.5 Impact of Saudi Culture on Development of Lodging Sector

The basic foundation of public and private life in most of the Islamic nations is Islam.
Islam has an extended influence on the politics in these countries especially in case of
theocracies where it is almost impossible to separate religion and the state. In Saudi Arabia,
order in society is in complete conformance with the principles of Islamic law. This law has
direct and indirect impact on traveling and lodging sector in the country. The religion of Islam
has an impact on the experiences and relationships of host and guests. It influences the
operations of the lodging industry, and the policy-making and development of this sector in the
Kingdom of Saudi Arabia (KSA) (Zamani-Farahani & Henderson, 2010).

The population of Muslims in the world is more than 1.5 billion which makes Islam is
one of the most followed religions on this planet. Most of the Muslim countries are the members
of the Organization of the Islamic Conference (OIC). Currently, OIC has 57 member countries.
Most of these countries are in the Middle Eastern region. This is the region from where Islam
started to expand. Saudi Arabia is the place of origin of Islam. It consists of South Asia, South
East Asia and some part of Africa (Esposito, 1999). Most of the states which separated from the
Soviet Republic are Islamic states. There are sizable Muslim nations across the world. The life of
Muslims is directed by the Holy Book of the Quran and the Sunnah or Hadith, containing the
deeds and sayings of the Prophet Muhammad (PBUH), or recalled by his family and

companions.
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2.5.1 Muslims as Hosts and Guests

Islam is pervasive in most of the societies where culture and religion are interwoven and
laws and Shariah decide what acceptable (Halal) is with respect to leisure. The display of
affection in public, shaking hands or physical contact of any other kind between opposite sexes,
inappropriate dressing, selling and consuming liquor, consuming pork and other prohibited
(Haram) foods, breaking fast in daylight during the holy month of Ramadan, gambling, and
sharing rooms by unmarried couple are all prohibited by Islam. It is necessary for both the sexes
to cover their torsos and upper portion of their legs all the time (Deng et al. 1994).

Frequenting bars or discotheques and other miscellaneous sources of entertainment like
that form or situation are prohibited by Islam as well as state law in Saudi Arabia and other
Muslim countries. On most of the occasions and public sites, such as museums and shopping
malls, there are segregated sections for men and women. The amount of time for recreation is
also circumscribed for the people by their religion. Adherence to these regulations at local levels
across different countries of the world may vary depending upon their native cultures. Religious
principles may be strictly enforced in some of the states while they may be relaxed in other
depending upon the cultural factors of that state.

2.5.2. The State, Religion and Lodging Sector

Government has a significant role in the operations and development of the lodging
sector in Saudi Arabia. Government is responsible for providing basic infrastructure, amenities
and services for the development of lodging sector (Page, 2003). There are several
responsibilities of the state in this regard including liaison and coordination with diverse
stakeholders, planning, regulation, promotion and industry stimulation. An effective policy by
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the state in the lodging sector is the one which sets realistic goals and objectives for the
particular lodging sector (Fennel, 1999). Contemporary policies and plans provide the basic
framework for developing suitable strategies which are not only effective in the short term, but

they can yield very good results in long term. However, the major emphasis of such strategies is

maximizing economic benefits (Zamani-Farahani & Henderson, 2010). Comment [RL72]: Connect these last two
paragraphs to your study

Process of making policies is headed by the government, and it is based on the socio-
cultural values and ideologies of the ruling elites (Hall, 2000) and others who have some
influence due to their power. Such dynamics which make the policies different from nation to
nation represent the cultural factors that influence the policy making in lodging sector. There
may be several forms of intervention, ranging from laissez-faire policies to strict regulations and
control. Some rulers may favor some policies while the others may reject them because of their
perception of negative socio-cultural impact of that particular policy on the nation or the state.

Policies in the lodging sector are determined by power distribution, institutional machinery,

political structures and value system in the state (Elliot, 1997). Comment [RL73]: So what? Explain connection
to SERQUAL and the problem of your study?
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-Taif has hwo “Fantastic" classy lodgings, the 148- room Intercontinental Taif and the

[ Comment [RL75]: What does this mean? ]

111-room Al Hada Sheraton. Notwithstanding this lodging capacity, Taif has more than 3,416
rooms accessible for rent. Taif has been the center of significant advancement in the recent past,
with accentuation on family attractions and amusements, specifically through the improvement

of parks, play areas, cookout territories and relaxation parks.
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than some other town or city in Saudi Arabia. In addition, it has 2,300 restaurants and 301 travel

executors.
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Comment [RL76]: Don’t see the connection to
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2.7 KSA (Middle East) Tourist Preferences and Service Experiences
The government’s sudden efforts on its domestic tourism sector is because it has
realized that Saudi is one of the largest exporters of outgoing tourists, who go for holidays to

other destinations because the country does not provide the destinations and services that the

sophisticated tourist needs (SCTA, 2009c). Fhe-average-working-hoursforal-civil-servantsis
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factor which causes the Saudi government to lose a lot of revenue, Most of these outgoing Saudis {Comment [RL78]: Says who s this your }

have been travelling to the United Arab Emirates, where they learn a lot and find excellent
services and treatment, which means that the Saudi government must provide equal or better

services to attract these tourists Says who — is this your opinion — please support with evidence!.

As a result, the Saudi government is doing its best to tempt domestic tourists to holiday within
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the Kingdom by building higher quality hotels and new resorts to counter the unhealthy decline
in domestic tourism in the country. After all, the government must study the push and pull
factors of domestic tourism in the country, whereby the push factors are the internal forces of
Saudis and the pull factors are the external forces of the attributes of the tourism destinations
(Robinson, 2009).

Some factors or motivations for locals to travel include safety, esteem, self-fulfillment,
belonging, and aesthetic needs. The behavior of all tourists is motivated by two variables: the
personality of the tourist and the attributes of the tourism product. The first variable may include
differences such as habits, cognitive attributes, and the motives influencing the tourists’ choices
of tourism products or services. The other variable is comprised of the aspects creating a demand
for the tourism product, which triggers the ego of the tourists and causes them to become drawn
to the product more than another (SCTA, 2009¢). Therefore, while developing the tourism
industry sector, the government must have these two imperative variables in mind, because they
influence tourist behavior strongly. |

Without a qualitative improvement of the tourism sector’s product portfolio and a
wider range of tourism products and services, the government’s efforts will be futilel Qualitative
improvement does not mean that the tourism sector should have more expensive and impressive
facilities; the hotel market in Saudi has undergone different maturation stages, with most of the
tourist hotels being in the five-star and four-star |c|asse§. However, there is an emerging demand
for alternatives in hotel facilities, with most domestic tourists yearning for quality three-star
hotels. The three-star hotels that are currently available are not high-quality, because they remain
local and junbranded. With the introduction of recognized and branded three-star hotels, domestic
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tourists will feel accommodated in the country’s affordable yet first-rate domestic tourism sector

(SCTA, 2009h).

The marketers of tourism in the country must fully understand the needs of Saudi Comment [RL84]: Says who — is this your
opinion — please support with evidence!
domestic tourists in the current tourism market, which is becoming increasingly competitive. The ( Formatted: Highiight )

marketers must understand the key motivations for the domestic tourists in the country that will

make them choose Saudi as their travel destination. To know the preferences of the tourist in

Saudi, one must understand their possible motives and values. For instance, every Saudi person {Comment [RL85]: Did you do this with your }
sample of employees?

is governed by Islamic law and the Quran, which influences every aspect of life and shapes

personal values. Islam is not only a religion to them — it is a complete way of life, even for those

who live in non-Muslim governments (Robert, 1995).-Ameong-the-values-of thereligion,family-is
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3.0 Methodology

into-several-phasesincluding; Comment [RL88]: Explain what this chapter wil

include and why

3.1 Research Design

A Mixed Method (Sequential |Exp|anatoryb research design was used in this research study. Comment [RL89]: Are you sure? Did you collect
data from your sample at one point in time and then
a second point in time ... collecting two different

Mixed method research designs have become very popular in recent years especially in studies of types of data— this is not what you are explaining

later on in this chapter?

health and social sciences. A mixed method design can be defined as, ““...a procedure for
collecting, analyzing, and “mixing” or integrating both quantitative and qualitative data at some
stage of the research process within a single study for the purpose of gaining a better
understanding of research problem” (Teddlie & Tashakkori, 2003; Creswell, 2005). A rational of
integrating both kinds of data is grounded in the fact that neither qualitative nor quantitative
methods are sufficient. A mixture of both the methods can be used capture in-depth details and

trends of the situation. Strengths of both the methods can be combined to achieve more robust

analysis (Tashakkori & Teddlie, [1998). Comment [RL90]: You did not do mixed
methods study you may have had mixed questions,
R . R R R but your study appears from what you have written
Approximately 40 different mixed methods research designs have been reported in the to be a qualitative study — if you interviewed or
conducted focus groups in a hotel conference room
still not clear

literature (Teddlie & Tashakkori, 2003). Among these, there are six mixed methods designs,

including three sequential and three concurrent designs are most frequently used. One of the
most popular designs among these six research designs is sequential explanatory design. It

involves collecting and analyzing data using quantitative method initially and then collecting and

analyzing qualitative data. IThere are two consecutive phases in this research design land most of Comment [RL91]: You did two phases — if so

explain when each was conducted?

its characteristics are well described in the literature (Tashakkori & Teddlie, 1998; Creswell,
2005). This kind of mixed methods research design has been found to be effective, and has
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implications in social as well as behavioral research (Klassen & Burnaby, 1993; Janz et al.,
1996).

\Despite the straightforwardness and popularity of mixed-methods research designs, most
of them are not easy to implement. There are some methodological issues that are associated
with implementing mixed-methods designs. Some of the issues associated with sequential
explanatory mixed-methods design include: the priority given to qualitative and quantitative
collection of data and analysis in the study, their sequence, and the stage(s) at which the results
of both of the studies are to be combined (Morgan, 1998; Creswell et al. 2003) (Morgan, 1998;
Creswell et al., 2003). A detailed discussion on priority, implementation issues and combining

the results of both of the studies is in the next section, “Sequential Explanatory Mixed-methods

Design”. {Comment [RL92]: So how did you overcome }

these challenges?

3.1.1 Sequential Explanatory Mixed Methods Design

This research design is comprised of two distinct phases: a quantitative phase followed

by a qualitative phase. In this kind of research design, the researcher collects quantitative data at ( comment [RL93]: Really? )

the first phase and analyzes it. The qualitative phase is built on the basis of the results of the

quantitative [data. Qualitative data is collected and analyzed (Creswell et al., 2003). According to Comment [RL94]: You did that ... that means
you conducted a quantitative study and used those

findings to conduct interviews - ???

Creswell (2003), “The rationale for this approach is that the quantitative data and their
subsequent analysis provide a general understanding of the research problem. The qualitative

data and their analysis refine and explain those statistical results by exploring participants’ views

in more depth. Straightforwardness and opportunities for the exploration of the quantitative Comment [RL95]: You need to explain how you
did this not just define what this method is

results in more detail are among the key strengths of this research design. This design is very
useful especially when unexpected results arise from the quantitative study (Creswell, 2003;
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Creswell, 2005; Moghaddam et al., 2003). Feasibility of resources to collect and analyze both
types of data lengthy time, are the two major limitations of this research design (Ivankova et al.,
2006).
3.1.2 Procedural Issues in using Explanatory Sequential Mixed Methods Design

lMajor procedural issues faced by the researcher in using the mixed-methods sequential
explanatory design include priority, implementation and integration of qualitative and
quantitative approaches. This section is comprised of determination of approach, qualitative or
quantitative, which has more emphasis in the design used in study, then determining the
sequence and finally determination of phase(s) at which the results of both of the studies will be
combined. Our decision on these procedural issues is guided by the research question and

purpose of the study as well as methodological discussions in the literature (Tashakkori &

Teddlie, 1998; Creswell et al., 2003; Ivankova et al., 2006).\ [Comment [RL961: How did you do this?

3.1.2.1 Priority

“Priority refers to which approach, quantitative or qualitative (or both), a researcher
gives more weight or attention throughout the data collection and analysis process in the study”
(Ivankova et al., 2006). This decision can be very difficult but it can be based on the interest of
the researcher, what researcher seeks to emphasize in the study, and/or the audience of the study
(Creswell, 2003). In this particular research design (sequential explanatory design) priority is
typically given to the quantitative approach because quantitative data collection is carried out at

first phase and it is the major aspect of the study. The qualitative data collection follows the

quantitative phase but in a minor capacity (lvankova et al., 2006).] Comment [RL97]: Which method did you give
priority to and why?
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However, the researcher may decide on the issue of priority based on the goals and/or
scope of the study (Morgan, 1998; Ivankova et al., 2006). This design provides the facility of
making this decision either at the design stage of the study or later, during the process of
collection and analysis of data (Ivankova et al., 2006). In case of this study, the decision of
priority is based on interest of researcher, goals and scope of the study. |On the basis of interest of
researcher, priority has been given to the quantitative phase. Quantitative data collection and
analysis was the major emphasis of the study.l

Data were collected through the SERVEQUAL questionnaire at the first stage of the
&tudy]. See appendix 1. After the completion of the data collection, the results of the study were
used to design the research at the second phasel. Qualitative interviews were conducted at the
second stage to ask people (employees of Cigalah) about the perception of service quality in the
lodging sector.
3.1.2.2 Implementation

Implementation refers to the sequence of the qualitative and quantitative phases in the
study. There are two phases in sequential explanatory design. In the first stage, quantitative data
were collected and analyzed. The second phase was build to gathering qualitative data upon the
first stage, and data that were collected at qualitative phase were related to the quantitative study
and collected through purpose sampling (Morgan, 1998; Creswell et al., 2003; Ivankova et al.,
2006). The quantitative-qualitative sequence for this study was decided according to the purpose
of the |study]. Research question of this study sought for the contextual field-based explanation of
the statistical results. Hence, it was necessary to have statistical results in order to carry out their
contextual field-based study at later stage.

51

Comment [RL98]: Really — how so — look at your
questions all of your main SERVQUAL questions are
qualitative?

[Comment [RL99]: There was a stage two? ]

Comment [RL100]: Ok who did you administer
the first phase survey to?

[Comment [RL101]: From who? ]

Comment [RL102]: You didn’t do this as far as |
can tell — this would mean you administered a
quantitative study then analyzed these result to
create your qualitative interview questions? There is
no evidence of this in later chapters?

( comment [RL103]: What are these? )




SERVICE QUALITY IN HOTEL INDUSTRY

3.1.2.3 Integration

Implementation refers to the decision regarding the determination of phase(s) at which
the results of both of the studies were combined (Green et al., 1989; Tashakkori & Teddlie,
1998; Creswell, 2003; lvankova et al., 2006). The integration can be carried out either at the
introduction of quantitative and qualitative phase while formulating the purpose of the study.
(Teddlie & Tashakkori, 2003), at interpretation stage (Onwuegbuzie & Teddlie, 2003) or at an
intermediate stage (Hanson et al., 2005) depending upon the nature and purpose of the study.

In this study, integration was carried out as an intermediate stage ho\ connect the
quantitative and qualitative studies based on the purpose and scope of the study, which was to
carry out contextual field-based study of statistical results. The qualitative study was based on
the results from quantitative btud)ﬁ; qualitative data were collected from the purposefully selected
samples to carry out contextual field-based study. Outcomes of both of the studies were
integrated during discussions of outcomes of entire study.

3.2 Research Philosophy
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3.2.1 Cigalah

The study was centered on domestic tourism in the Kingdom of Saudi Arabia,
specifically in the light of the service experiences and the tourist preferences therein. It was also
more specific by surveying on Cigalah Group in Jeddah, SA.

Cigalah is a well known and reputable company which is less than thirty minutes from
the King Abdul-Aziz International Airport and is easily accessible to the central business district
(CBD) and to popular shopping malls. Cigalah is a member of the Yousuf M.A.Naghi & Sons
Group which has its origins back in 1911 and nowadays Cigalah is managed by Yasser Naghi,
the son of the founder Yousuf. The organization, whose head quarter in Jeddah is made up
several companies and divisions covering a diversified range of activities.

These include:

. Consumer products division

. Pharma & healthcare division

. Watch, textile & retail division

. Gulf medical

. Zawaq Foods Company (Fully fledged manufacturing and packing operation)
. Al Mamoon — Insurance brokers

[Cigalah is one of the biggest successful companies in Saudi Arabia. The researcher
found it an important and valid area to study not solely for the unparalleled numbers of its huge

profits and limitless goals that have been achieved but also the noticeable diversity of its

employees.‘ Comment [RL108]: You need to make it clear
that this was really just a convenience and that you
somehow got permission because nothing above
really support s that they are a good place to do a
study about hotel quality and the SERVQUAL model!
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This study was more specific and centered on Cigalah Group Jeddah using one of the

most widely used service quality models, which is known as the SERVQUAL model. As

mentioned in the literature review, this model uses-utilizes five aspects: tangibles, reliability,

responsiveness, assurance, and empathy. Fangiblesrefer-to-the-equipmentand-physical-facilities

de%mm—éR@mn—Sgn,—pgggD— Comment [RL109]: No need for more literature

review since its already said in chapter 2 instead
justify how you asked about the 5 aspects
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3.4 Research strategy

This is the preparation used by the scholar to respond to research questions. The research
involves comprehensible objectives. In this study, the researcher used a questionnaire tool to
survey the sample group to gather quantitative data. As such, it is important for the scholar to
understand it is about the approach rather than meeting the objectives of the study (Nachmias &
Nachmias, 2000).

One of the important strengths of quantitative approaches is the ability to produce causality

, through the use of controlled experiments. Nevertheless, they are not totally Comment [RL111]: You are not producing
causality statements are you —you would likely
need more than 24 participants ....

statements

objective because the researcher is subjectively involved in the very choice of a problem as

worthy of investigation and in the interpretation of the results (Hughes, 1997).
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3.5 Methods

3.5.1 Primary data

The study was carried out via a lpragmatistj approach. Quantitative data were recorded
while interviewing the [participantsl. This was done by conducting interviews with the
participants; the interviews contained 10 main questions kovering[ the five parameters of the
SERVQUAL model. The approach was used to get sufficient data Tfroml the answers to each
question. The interviews were performed with the all male and female respondents of all
different position groups: employees, assistants, managers and executive |head§. However,
qualitative information was collected using a questionnaire survey sample. This was done using
self-administered questionnaires which were distributed to the respondents who did complete

them without intervention of the researcher.
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mean?
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All respondents were sellected by the researcher with the much appreciated support and

nice courtesy of the general manager from the company’s lobbyl, which was found to be the most
convenient and central place from which to find male and female respondents of all different
position groups. However, the questionnaires were distributed evenly between males and females
to avoid biased results. Though the people at the lobby were not all employees, the
questionnaires were only given to those who identified themselves as employees. This collection
of selected employees was recommended by their leaders ho\ be ideal candidates for such a

study as their tasks require traveling inside and outside Saudi Arabia regularly. The selected
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respondents were willing to take the time to respond. Some of the respondents were chosen while

waiting for their turn to be getting in other offices, waiting for someone or so on.

3.5.2 Secondary data

3.5.3 Interviews

Interviews were conducted with the entire 24 respondents individually. The interviews
were held privately at the company’s conference chamber. Furthermore, interviews were chosen
after discussing the nature and the purpose of the research with their [managers[. The managers
recommended the participants according to their suitability, availability and willingness to
respond, cooperate and share their preferences and service experiences as tourists with the

researcher,
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3.6 Research Ethics

In any given study, research ethic is an important element. Therefore, it is vital to make
sure that data is kept [confidential. Moreover, the scholar has to ensure that the respondents are
over 18 years pld. This is because the 1998 data protection act provides that individual
information should kept confidential or failure to do so could lead to legal problems such being
charged in a court of law. Conducting some research can negatively harm respondents. As such,

it requires that a detailed analysis is conducted to establish the chances of any harm to

respondents, possibility to harm must be reduced (Bryman & Bell, 2007).
3.7 Reliability of data

Reliability of data represents the degree to which information is utilized to present
consistent findings (Hussey & Hussey, 1997). To ensure that views provided by respondents are
reliable, different secondary scholarly sources were used.
3.8 Validity

Validity of data involves demonstrating similarity between findings as well as the actual
observations (Gratton & Jones, 2004). This was done by ensuring that the rich data of the written

survey and the recorded 20 minutes interview Mithl each participant led to valid outcomes. This
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covered the SERVQUAL dimensions clearly. Additionally, they explained some circumstances
and situations they faced and some stories were narrated when needed for a well-founded

conclusion that matches reality.
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4.0 Analysis

In a bid to determine tourists’ preferences and service experiences in Saudi Arabia by
carrying out a study on the clientele anticipations and their view of hotel services, the study was

applied on Cigalah lGroup\ which is based in Jeddah, Saudi Arabia.

Out of all respondents evaluated, 18 out of 24 respondents about 76% were from Saudi Arabia,

while five out of 24 about 24% percent were fforeigners,
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related to your methods

General characteristics of the participants of the study indicated that 67% of the respondents had
stayed at? upscale type of lodging properties when traveling within Kingdom of Saudi Arabia
while this percentage was 50% for the people who traveled outside the Saudi Arabia. Most of the
participants (67%) indicated that their primary purpose of staying in hotel was business-related
while 33% stayed for luxury. Participants who traveled outside the Saudi Arabia stayed in hotel
for luxury about 50% of times. Participants spent about 50 nights per year on average who

traveled within the country, but participants who traveled outside the country spent more nights

in hotels i.e. 80 nights per year. Me ( Formatted: Strikethrough ]
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relates to why SA has not been a tourist destination per se. A minority of the Saudi respondents
were not sure of their views about the aesthetic appearance of equipments.
While nine out of 24 (about 38%) of respondents posited that hotels in Saudi Arabia and Middle

East have some of the finest equipments and furnishings Support with quotes or data ... what

kind of equipment and furnishings did they identify? that represent modernityl and such hotels

have been on the forefront to embrace quality services, much more should be done to attain
international standards. One of the participants of the study said:

“In general, yes. Equipment and Furnishing are modern, particularly in hotels that carry good
reputation among people or famous hotels such as Marriott, Helton, Inter-Continental etc.
Actually, in my opinion, hotels need more services and modern stuffs ‘furnishing and
equipment” to attract more houristsL v

However, a minority of the respondents simply gave vague responses that lack |exp|anation§. For
example one of the Non- Saudi participants criticized saying:

“No. Not sufficient. The market is available for new propositions in the luxury market.”

It is difficult to interpret what they said Lsometime\. A reason of such vague response may be due
to the impact of Saudi culture and the extreme privacy that most of Saudi families ask for during
their stays. The prevalent “Partition Walls” in the restaurants and cafes for example may explain
the point partially at least.

Most of the hotels in Saudi Arabia are designed on Western {themes. |t is quite possible

that the people have not been exposed to these themes and they may find those themes alien. The

themes are attractive but they are not actually representative of the native culture. There can be
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another reason which can result in the mixed answer and this reason is that only a few people
have ever been out of the country. As one of the participant indicated:
“Honestly, I haven’t been out of Saudi Arabia, but nowadays, there is the internet. We live today

in globalization era where we can see a lot of places easily so that | would say that | will give the

”»

décor appearance and atmosphere over here 3.5 out of \10
People who have never been out of the country responded bccording\ to what they perceived

about service quality of the hotels and restaurants in the West or over the internet. They did not
have any idea about the actual service quality of hotels in other countries, thus some of them
maybe are unable to compare the service quality of Saudi Arabia with other kountries.

Twenty five percent (how many respondents?) of the respondents asserted that hotels in

Saudi Arabia and Middle East have modern sophisticated facilities that are equal in
specifications compared to others loutside\. The remaining 13% of respondents ameong-these
guorums-contended that standards are far much lower than expected. Two of the leading
respondents (executives) lbelievel that the previous factor is a considerable reason explains why
the foreign tourists come in low numbers.

4.2 Reliability of hotel services

2Qs. for Reliability

1. How fast and reliable do you find the hotel’s services at the hotel you stay at in Saudi
Arabia/the Middle East?
2. Do the hotel staffs show interest in solving any of your problems with any of their

services? How do you compare that to other hotels you have visited outside the Middle [Easlj?
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When it comes to the question of reliability in terms of services rendered, 10 of 24

(almost 44%) of respondents appreciate the| fact that services rendered by hotels are updated.

Most of the participants of the study who visited hotels found them kooperativeL and said that the

Comment [RL158]: How do you know they
appreciate?

- J

[ Formatted: Highlight

staff was interested and very keen to solve the problems }thad they faced in the hotels. The
reliability scores of such hotels were very good.

JHowever certain issues emerged with 7 out of 24 (about 31%) of respondents such as not
meeting the client needs, although the general feeling was that various hotels have been trying

their best to offer services that are rather appealing to the |c|iemi. One of the participants reported

on the reliability as:

“Often Hoteliers are cooperated and show interest and present service for hotel guests. ”
Another positive indicator pointed out is the pegged on the cooperation of workers who work
strategically to meet the demands of a diverse clientele lbasel. Subsequently, 25% of respondents
alleged that services rendered are below the required standards. Some of them describe their
dissatisfactions about services saying, “I dislike services in SA’s hotels... KINDA| not
competitive and below expectations!” They nevertheless, the researcher tried, failed to illuminate
on the actual reasons.

4.3 Responsiveness of the staff to issues

2Qs. for Responsiveness

1. How do the hotel staffs offer a service and or take action upon any of your complaint
during your stay at in SA/ME?

2. Are the hotel staffs ever too busy or willing to assist and respond to your requests? How

do you compare that to other hotels you have visited outside the Middle |Easti?
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On the issue of responsiveness, respondents gave divergent views about the services
rendered with respect to how complaints are taken. Four_respondents (about 19%) of
respondents indicated that Saudi Arabia and Middle East hotels have one of the poorest

responsive |mechanisms]. Most of the respondents in this category cited a case where different

workers are delegated with responsibilities to follow up issues that come with miscommunication
to the end. It is indicated by one of the participants of the study as:

[BBIEESIERE They try to satisfy the customer as fast as they can, but if they are busy, they assign
other staff to fulfill their tasks. Then, they follow-up to make sure that everything is under control

»

which delays the service. Another reason is that there is not enough staff in the hotel

Similar kinds of comments were received from other participants who contributed to such a low
percentage of the people who scored the responsiveness of the hotels in Saudi Arabia and the

Middle East as satisfactory. For instance, one respondent recounted that:

“There is a very little response or it is 100 late. Customer service in Saudi hotels needs a lot to
B8ldesiredl

In any case, organizations that lack effective response mechanisms tend to lose on what
clients real want. By and large, complaints from the clients help organizations to realign their
strategies for the better, with a view to meeting client needs. Any organization that takes the
client complains for granted is destined to lcollapsel. Nonetheless, 9 participants (about 38%) of
respondents noted that responsiveness is a critical component of corporate structures in this

industry.
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On a more positive note, some participants asserted that assistance is offered to clients

well, although the corporate culture in Saudi Arabia and Middle East is far different when Comment [RL173]: How are you able to draw a
connection to corporate culture? Is this just an
opinion it’s not supported by your data presented

compared with the way it is applied in other countries. One of the respondent’s viewpoint is: e

“All in all, they are good in offering the assistance to the customer. In addition, I see some hotels

>

in SA are better than the hotels outside the Middle East, but mostly they are the same.’
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respondents assured that hoteliers in SA are almost same like those in the developed countries.
Twenty percent of the respondents reported that they trusted front desk staff and do not notice
any different experience between hotels in Saudi Arabia and those outside the region. According
to some of the respondents of the study:

“They are welcoming the customers with a nice way and offering their assistances and the
customer needs, and comparing with the other hotels outside the Middle East. They are almost
the same.”

“They welcome the guests and offer their assistances nicely. They are also aware and strict when
it comes to the customers’ needs.”

“I always trust them and can't blame them for any spontaneous mistakes. Additionally, they
usually don't mention any negatives only positives. | never notice any different experience
between hotels here in KSA and other hotels outside the Middle East.”

On the other hand, approximately 32% reported that hotel staff were not interested to
satisfy their jguests. Some of the staff were neglectful or disregarded guests’ complaints.
Additionally, one of the respondents also indicated that, according to her experience, one of the
hotel maids was not responsive. The other respondents went on to allege that the behavior of
reception staff in any hotels around the world is very vital as it gives the visitors an impression of
their services. But in this case, hotel experiences in SA, the services are not standard; where as
the majority of Egyptian staff, who are widespread in this industry, are not responsive at all.
Another respondent of the study said:

“The behavior of the front desk staff is very important. It leaves the guest with the first and last
impression of the hotel services, but unfortunately the services here in SA are not very good.
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Most Egyptian staff here are not responsive. They harm the country’s image badly by their
ineffective repellent performances. ”

Anyhow, the marketers of tourism in the country must fully understand the needs of
Saudi domestic tourists in the current tourism market, which is becoming increasingly
competitive. The marketers must understand the key motivations for the domestic tourists in the
country that will make them choose Saudi as their travel destination. This requires understanding
their possible motives and values.
4.5 Empathy
I(Attentiveness of employees to clients)

2Qs. for Empathy

1. How do the hotel staffs pay attention and listen to your needs while staying at hotels in
SA/ME?
2. How would you compare the hotel staffs’ ability to understand your personal and specific

needs with that of other hotels you have visited outside the Middle East?

With respect to how hotel staff meet the needs and ability to understand individual
tourist specific needs, it was evident that on average they are trying. The responses indicated that
|38P/o of participants reported that hotel staff are good at satisfying the needs of customers.
However, some of them alleged that not much is done; in fact the staffs do not respond or delay
in service delivery. Here is a participant’s opinion:

“Not very much, many times I ask for urgent needs, but unfortunately they are either late or

»

careless.’
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Comparing the ability of hotel staff in understanding the personal as well as specific needs with
other hotels outside the Middle East, 25% respondents indicated that most of the staff are experts
and know how to meet the needs of customers. In addition, these hoteliers are proactive and
attempt to resolve issues in a timely way. Some participants think that:

“Employees in hotels in SA listen with lovely smiles on their faces. I'm quite confident that most
of them are experts and know how to satisfy customers.”

LAS such, it is important for the tourism sector in Saudi Arabia to offer equal or better services to
attract millions of Saudis traveling to other regions. However, when local or residents in Saudi
Avrabia travel to other regions, they look forward to be heard and welcomed when they travel in
big groups or exactly the same when they travel individually or as a couple. For more
interpretation, Saudis are governed by Islamic laws that influence their way of life. Religion is
highly valued because it is regarded as the basis of the society. Likewise, marriage is upheld and
seen as a platform that unites two extended families together. Therefore, family and marriage are
very important. It is also common in Saudi Arabia for families to unite and travel to different
places to visit their relatives and also to maintain the esteemed bond of kinship. Thus, tourist
destination points must be designed in such a way that they can accommodate large families and
still be cost-effective. Furthermore, when local or residents in Saudi Arabia travel to other
regions, they look forward to more self-esteem, self-fulfillment, belonging, and aesthetic needs.
These needs are discussed constantly in many of the hotels, travel and tourism gatherings,
advertised sarcastically in most of the Middle East media, and reported unanimously by the

participants of the research in this thesis. Therefore, it is important that tourism stake-holders,
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including the government, the investors and the hotels’ operators in Saudi Arabia should

consider these needs since they largely impact on tourists’ behavior, satisfaction and pleasure. | {Comment [RL182]: What is this section meant
to be?
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hotels-destinations-and-services that-are-of-high-lgualityl. Of those who travel outside Saudi ( Comment [RL184]: What is this meant to be? |

Avrabia, around 12 out of 24 stay in upscale hotels, 17% and 33% stay in middle scale and budget

hotels, respectively. Of the total people interviewed, 8 out of 24 (about 34%) reported that they

travel for leisure purposes and 16 out of 24 (about 67%) to do pusiness. Comment [RL185]: Are you studying tourist or
travelers or hotel customers please revise
throughout this study

5.0 Discussion

5.1 Saudi Domestic Travel

In this paper, various family business segments lare demonstrated in this secondary data Comment [RL186]: What is a family business

segment
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and-these-are-likely-to-be-incorporated-as-corner-open-doors: Comment [RL187]: | have no idea what you are
talking about relative to SERVQUAL here?
Others Haijj &
1.4% Umrah
Vacation 30.5%
449%
Business VFR
4_80}!’0 19_301".0
Figure .5.1 - Domestic Market Mix (Trips)
Table 5.1: Estimate of the Travel & Expenditure Flows During 1421Hijri (2000G) Comment [RL188]: Why is this included in the

discussion section — you need to discuss your
results!

Trips (millions) Expenditure (SR
billions)
Saudi Domestic Travel 14.54 22.4
Saudi Travel Abroad * 4.57 19.7
Inbound International 6.29 12.8
Travel into Saudi Arabia,

5.2 Saudi Travel Lb\broad‘ Comment [RL189]: You need to discuss your
findings from the data you collected with secondary
data and literature — not sure what this section does

The idea of Saudis touring overseas is pertinent to the level where few focus group for your research?

discussions were accomplished, after the individual private interviews, to acknowledge the facets
included. Such focus groups discourses involved male and female. However, on accounts of

male groups, there were gatherings that draw back and singles that comprised of all Saudis.
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5.3 Economical Aspect

The impression among the locals of citizens and foreigners, during the focus group
discussion, is that touring in Saudi Arabia, would be rather costly compared to visiting any
neighboring GCC nations. Moreover, the acknowledgement is that the Saudi product is anchored
largely on high h/vaged. By and large, touring abroad among Saudi nationals is viewed as an
economical venture worth attempting, and as a result one can even stretch their stays abroad.
5.4 Safety and Security

Saudi Arabia has one of the most stable political and social climates as informed by
Islamic ethos of a culturally friendly and tolerant society. Apparently, these circumstances as
well as low crime rates support the preconceived environment of safety and security. The
assurance of safety and security is therefore the number one precondition of tourism progression,
5.5 miscellaneous discussions connected to secondary [datal
- Enhance Effective Cross-Cultural Communication

The issue of effective Cross-Cultural Communication is equally significant if domestic
tourism is to be realized. While conducting any business does not require an identical style from
one culture to another, business associations are strengthened when all organizational employees
(particularly technical, sales and executive teams) are competent as well as fully understanding
of some of the areas which are likely to cause communication problems as well as conflict
among lcultureﬁ. Equally, communication is enhanced when employees are given opportunity to
take part in common areas (Simeon and Fuiju, 2000). As such, it should start with managing

ethnocentrism, to preclude business communication difficulties that often start when the involved
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parties in a given culture are not in position to comprehend cultural differences related to
traditions, perception and so forth.

Basically, business is strengthened when individuals from various cultures find new
techniques to existing difficulties; get solutions through integrating cultural perception and
learning to perceive issues from other individuals’ standpoint. The aspect of cultural awareness
becomes critical if domestic tourism has to thrive in Saudi Arabia. While practical knowledge is
a branch of cultural awareness and information exchange techniques, awareness of different

cultural practices should therefore involve information exchange as well as opportunities to

comprehend various cultures. During this process, discussions are commonly employed. In this Comment [RL194]: You need to discuss your
findings from the data you collected with secondary
data and literature — not sure what this section does

case, the objective is to strengthen personal awareness of their cultural practices and other S T—

cultures. This is basically a platform for inspiring individuals’ views of different cultures.
In business communication difficulties often start when the involved parties in a given
culture are not in position to comprehend cultural differences related to traditions, perception and

so forth. Fundamentally, difficulties may arise when involved parties stick to ethnocentric

standpoint of conducting business. [Ethnocentrism involves the principle that an individual’s Comment [RL195]: You need to discuss your
findings from the data you collected with secondary
data and literature — not sure what this section does

culture is to in some way naturally better than other cultures (Seymen, Aytemiz and Oya, 2006). for your research?

One can allege that ethnocentrism greatly affects those unaware of various cultures, thus it’s a
main aspect in organizational communication. Nonetheless, difficulties as a result of
misinterpretation of aspects in communication may influence even the informed group of the
society. Ethnocentrism is illusory since individuals of a given culture see their practices as valid,
because those practices are perfect for them. Individuals seem to acknowledge the values of
other cultures as absolute standards. Owing to the fact that every culture has a set of principles,
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often somewhat contradictory compared to those of other cultures, the element of correct and
wrong, imprudent and wise become vague. In business, issues arise concerning the right cultural
practices, and are fixed by a wise approach to those cultural perceptions of the society.
Considering that no person has the ability to accept subtle types of ethnocentrism which shapes
them. Businessmen should be particularly cautious in carrying out business in different cultures.
It is of great importance to attempt to surpass culturally instilled ways of seeing the society. As
such, all individuals require understanding the manner in which discernment of a message varies
based on culturally accepted opinions (Nankervis and Baird, 2002).

Business communication particularly in international business is filtered by various
components that can affect views of the involved participant. By examining on time the
functions of these components in business, an organization can enhance its capacity to express

messages as well as carry out business in different cultures. Some of these components include;

- Break Language Barrier Hindrances Comment [RL196]: You need to discuss your
findings from the data you collected with secondary
. . . . . . . data and literature — not sure what this section does
Language is one of the major barriers in conducting business across cultures. Moreover, it’s for your research?

hard to undervalue the importance of an understanding of language differences in global business
communication. Actually, business experts’ advise organizations to put in place necessary
measures such as enlisting a translator. In general, language difficulties across cultures can be
categorized as gross conversion issues, understated differences from one language to another;

and cultural differences among speakers of a similar language (Moon and Peter Wooliams,

2000).
Errors to do with gross [conversion], although regular are less likely to lead to conflict Comment [RL197]: You need to discuss your
findings from the data you collected with secondary
. .. . . data and literature — not sure what this section does
among individuals compared to language problems for different reasons. Without a doubt, i TEsCEr
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nonsensical aspects of various gross conversion errors frequently highlight issues which are
difficult to overlook. An organization can back down and re-examine the communication area

which provoked the error. Even though they are identified without difficulty, nonetheless, gross

conversion errors are time consuming. In addition, these errors entail lack of respect particularly Comment [RL198]: You need to discuss your
findings from the data you collected with secondary
data and literature — not sure what this section does

for the culture whose Ianguage is converted. for your research? Connect your findings to this

Understated shadings which are important in business negotiations are as well
undermined if involved participants do not have equal control over the language. Certainly,
misinterpretations are likely to arise due to dialectical variations. However, when other
participants with control with non-natives assume that understanding of this difference is present,
conflict originating from misinterpretation is possible.

Views regarding dialects as well as accents create difficulties in business communication.
The belief that certain an accent indicates loyalty or awareness to a country or region is prevalent

in different languages. Additionally, national unfairness and class differences are frequently

strengthened by social outlining of language. As a result, regional discrimination and fracism Comment [RL199]: You need to discuss your
findings from the data you collected with secondary

data and literature — not sure what this section does

particular accents in USA allied with minority groups, rural and urban regions may strengthen for your research?

pessimistic typecast in business or education. On the contrary, certain cultures use social
outlining to distinguish different economic classes. Therefore, England’s different accents are
related to upper, middle and lower classes. However, these differences are often unfamiliar by
aliens.

- Use Technological Advances Prudently

During the ffocus group phasel, participants also discussed that the organization should Comment [RL200]: You also conducted focus
groups? Do you understand that this is not the
case?

also endeavor to use technological tools in a smart way
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The manners in which individuals use available resources differ significantly from one culture to
another. Culturally-embedded favoritism concerning innate and technological settings can lead to
communication difficulties (Moon and Wooliams, 2000). A number of environmental aspects
can greatly affect the development as well as behavior of a given culture. In fact, landscape,
climate, population density and available natural resources all lead to history and current
conditions of a country or region. In any case, transport and logistical aspects and territorial
arrangement are influenced by climate and landscape. For instance, mountainous nation with
loads of natural water bodies will indeed develop diverse main forms of transport compared to
dry and land-locked nations with flat topography. While mountainous regions would certainly
develop shipping-based transport modes, dry and land-locked ones would give attention to on
roads and rail networks. Population density and available natural resources affect every country’s
perception on export or local lmarketsl. Regions with large local markets and loads of resources
for instance are most likely to see some sectors quite differently compared to those with one of
those features.

Several organizations fail to change their communication channels so as to accommodate
environmental differences and cultures due to inflexibility towards culturally adopted perception
of technology (Loden, 2006). Undeniably, many cultures have widely divergent perceptions of
technology and its purpose in larger bocietw. For instance, in controlled cultures like in Europe,
technology is usually seen as a natural way of influencing the environment positively. In
subjugated cultures like in Asia and central Africa, environment is naturally seen as positive
while technology is perceived with uncertainty. On the other hand, in harmonized cultures
particularly in native America, there is a balance between environment and hechnologw. In
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essence, in all the above cultures technology or environment are naturally superior and people
from these culture consider themselves as an ingredient of the environment. Evidently it is risky
to assume the guiding philosophies of cultures too (Mavin and Girling, 2000). For instance,
whereas Europe is considered a controlled culture which believes that technology positively

strengthens a society, there are some people in that society who don’t support that notion.

- Outlive Nepotism at Workplaces Comment [RL205]: You need to discuss your
findings from the data you collected with secondary
data and literature — not sure what this section does

In workplaces, social association is always a cultural orientation. As such, organizations for your research?

should not overlook that views held in one’s culture are universal on issues such as kinship ties,
discrimination, class stratification, political groupings, gender disparities or work structures.
These aspects have influential effects on business. Recruiting workers based on their resumes,
for instance, is regarded as the main employee staffing model in UK, Europe and Canada- all
countries with somewhat weak concepts of familial associations as well as ties (Lewis, 1999).
Furthermore, in these cultures, nepotism is considered biased and is expected to safeguard those
who are less competent by way of familial involvement. On the contrary, it would appear highly
improper to advise individuals from GCC nations, Central Africa or southern Europe to hire a
stranger rather than a relative. For members of these cultures, nepotism fulfils personal
responsibilities as well as ensuring that there is a predictable degree of reliance and
answerability. The idea that a stranger seems to be competent based on a superior resume and
comparatively short interview does not influence the principle.

- Communicate the Issue of Power Convincingly

Various cultures believe that the distribution of power in society fis totally different. Comment [RL206]: You need to discuss your
findings from the data you collected with secondary
data and literature — not sure what this section does

Understanding of the power in a culture influences communication in a given organization for your research?
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considerably, because they form the views of how a message will be interpreted based on the
type of the message. This implies that the conception of power affect the messages that
executives as well as others use in organizational communication. In cultures with decentralized
power like Sweden, an individual might expect more engaging communication management
approaches, depending on power-based models.
- Beware of Nonverbal (Communication|

The most noticeably changeable aspect of cultural communication is nonverbal conduct.
Understanding of a culture communicated via what an individual perceives depicts only a
particular percentage of what they communicated. In fact, body language, dress code, and other
nonverbal signals all convey information regardless of the type of culture. The hospitality
industry in Saudi that hires employees from various cultural backgrounds should expand
considerable effort to understand the attitudes in those cultures prior to the employees carrying
out any business activities.
- Training

Wtribution training is based on the idea that misconception emerges from diverse
perceptions of a similar event. In addition, attribution training compels individuals’ efforts to
comprehend a situation by considering other cultures, hence minimizing the incidents of
misconceptions. Therefore, attribution training aims at ensuring that different cultures provide
acceptable communication to those from other cultures. As a result, training in social skill tries to
recognize the essential skills required in perfecting service, establishing events and presenting
views. This strategy involves role-modeling as well as video recording. Training in social skills
is flexible; as such it has the capacity to satisfy personal needs. Moreover, it is done regularly
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making sure that useful incidents are includes as examples and it concentrates on promoting

individual skills rather than the personal insufficiency that may result from other strategies. Comment [RL208]: You need to discuss your
findings from the data you collected with secondary
data and literature — not sure what this section does

|Basically personal learning approaches are divided differently. To start with, cultures for your research?

may choose to be separated or remain in the expatriate camps and hence decrease the contact
with host culture. In the same time, individuals from different cultures can be as well as natives.
This means that they completely interact with the host culture. Finally, individuals can possibly
adapt and adjust their behaviors (such as opinions of host cultural practices) during an
intercultural episode. In this case various indicators may without doubt interact to determine the
appropriate coping approach for everyone, however an understandable adjustment and adaptation

approach offers opportunities for real cultural adaptation to take place and minimizes the likely

consequences of reverse cultural shock. Comment [RL209]: You need to discuss your
findings from the data you collected with secondary
data and literature — not sure what this section does
for your research?

6.0 Recommendations

6.1 Recommendations [Based on Primary and Secondary Data | ( Comment [RL210]: stick to these! )

The Saudi Arabian government should expand its tourism sector; this is to ensure that it

accommodates more Visitors. The expansion plan could include a huge investment in real estate, {Comment [RL211]: This comes from your }

primary data?

whereby more hotels will be constructed. Fris-would-attract-mere-visitors-and-create-RUmerods
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Millions of Saudis have been traveling abroad in search of tourist destinations, an aspect
which causes the Saudi government to lose a lot of revenue. Most of these outgoing Saudis have
been traveling to the Emirates, where they learn a lot and find excellent services and treatment,
which means that the Saudi government should provide equal or better services to attract these
tourists. As a result, the Saudi government should aim at attracting domestic tourists to holiday

within the Kingdom by building better infrastructure, higher quality hotels and new resorts to

counter the unhealthy decline in domestic tourism in the country. Comment [RL212]: You need to make
recommendation related to your study methods
and the findings from your study!

""""""""""""""""" [ Comment [RL213]: LIKE SERVICE QUALITY! J

government should highlight on these imperative variables, because they influence tourist
behavior largely. For instance, factors or motivations for locals to travel include safety, esteem,
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self-fulfillment, belonging, and aesthetic needs. The behavior of all tourists is motivated by two
variables: the personality of the tourist and the attributes of the tourism product. The first
variable may include differences such as habits, cognitive attributes, and the motives influencing
the tourists’ choices of tourism products or services. The other variable is comprised of the

aspects of creating a demand of the tourism product, which triggers the kego of the tourists \and

causes them to become drawn to the product more than another.

7.0 Conclusion
The research was planned to investigate the service experience and expectations of Saudi

Arabia domestic tourists in the lodging sector. The purpose of this research was to work out on

the dimensions of service quality of the Saudi Arabian lodging sector. One of the most widely
used models of service quality measurement SERVQUAL was used in this study and centered on
Cigalah Group in Jeddah, SA. Service quality of hotels was studied on the basis of the
experiences of the travelers was recorded using SERVQUAL |individua| interviews, focus group

and questionnaires for a survey with 24 respondents giving divergent views.
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An explanatory sequential mixed method research design was used for this purpose. It is
a mixed methods design which involves SERVQUAL interviews and questionnaires to record
qualitative and quantitative responses to record the opinions of participants on the quality of
service provided by the Saudi hotels.

Results of quantitative study indicated that travelers-within Saudi Arabia \preferred high
quality hotelsl. Most of the times they preferred to stay because of a business purpose rather than
luxury. Results of the study also indicated that people who traveled abroad for pleasure preferred
luxury hotels for the sake of leisure.

Results of the quantitative study were used as the basis for the qualitative study.. Interviews were
conducted with participants about their service experiences on different dimensions of service
quality. Different gaps in service quality were identified during the interviews especially on the
dimensions of empathy and responsiveness. ﬁixty seven percent of the participants indicated
satisfaction on service quality in Saudi hotels. Thirty three percent found service quality to be
dissatisfying. Saudi travelers who travelled abroad rated the service quality offered in the Saudi
hotels inferior to hotels [abroad|

While it is true that quality of service is important in these parts of the world, the
standard of quality is far below average in comparison to that in developed economies.

The research also revealed that response mechanisms should be reviewed for purposes of
lefficacw. The issue of furniture and equipments should be evaluated in a way that affirms
international standards. |By and large, the hospitality corporations in the region should embrace a

multiplicity of cultures if the boomerang of domestic tourism is anything to go by\.
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Conversely, best practices should triumph over anything kelsel. If the region meets the Comment [RL227]: Any sign that KSA hotels are
not meeting best practices -- Sixty seven percent of
the participants indicated satisfaction on service

required standards, domestic tourism in this region will materialize into a serious economic tool. quality in Saudi hotels is that a good number

compared to other regions?

According to the mixed research primary data and in addition to some secondary data, it is
incumbent upon the Saudi Arabian government in partnership with the business community to
expand its tourism sector; this is to ensure that it accommodates and satisfies more visitors from

diverse cultures. The expansion should be followed by a huge investment portfolio in real estate,

support building more hotels?

whereby more hotels will be [constructed. This will not only attract more visitors but also create {Comment [RL228]: How does your study }

numerous jobs within the country, thus boosting the economy therein to a large extent.

out strongly?

Another factor that |comes out strongly Iis that the political unrest issues in the Middle East {Comment [RL229]: From where does this come }

region is highly likely to create a significant increase in hotel room occupancy in Saudi Arabia as
people seek more peaceful environments where they are welcomed, by and large, this has not
been a reason for the Saudi government to be proud of its domestic tourism sector. On one hand,

millions of Saudis have been traveling abroad in search of tourist destinations, an aspect which

causes the Saudi government to lose a lot of revenue. At this point, the private sector in Comment [RL230]: Is there any reason to
believe this is due to hotel service quality? You
can’t say from 24 employees of a company in KSA

conjunction with the government, should stress quality of service if domestic tourism can remain

sustainablel. This is necessary because most of Saudis nationals travel to other Emirates, where ( comment [RL231]: Unsupported opinion )

they learn a lot and find excellent services and treatment implicitly. The Saudi government in
tandem with the private sector should provide equal or better services to attract these tourists.

On the other hand, there is a need to consider certain factors when developing the
tourism sector, the government should highlight these imperative variables because they
influence tourist behavior largely. |F0r instance, factors or motivations for large group locals to
travel include self-esteem, self-fulfillment, belonging, and aesthetic needs as large families everyl
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now and then complain that they get less attention than individuals in the hospitality and tourism

field in general. Hospitality firms in Saudi Arabia should adequately center their preferences on

domestic tourists in the current tourism market, which is becoming increasingly competitive, ( comment [RL233]: Unrelated to yourstudy |

l Comment [RL234]: Your work is still unclear,
and unfocused.
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9.0 Appendix 1: Official survey
SECTION A

SERVICE-QUALITY DIMENSIONS
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(In this section, please answer according to your opinion)

2Qs. for Tangibles
1. Inyour opinion, do you feel that the equipment and furnishing is modern looking at the
hotels you stay at in Saudi Arabia and or the Middle East?
2. How is the décor appearance and atmosphere compared to other hotels you have visited

outside the Middle East?

2Qs. for Reliability
2. How fast and reliable do you find the hotel’s services at the hotel you stay at in Saudi
Arabia/the Middle East?
2. Do the hotel staffs show interest in solving any of your problems with any of their

services? How do you compare that to other hotels you have visited outside the Middle East?

2Qs. for Responsiveness
2. How do the hotel staffs offer a service and or take action upon any of your complaint
during your stay at in SA/ME?
2. Are the hotel staffs ever too busy or willing to assist and respond to your requests? How

do you compare that to other hotels you have visited outside the Middle East?

2Qs. for Assurance
3.1.How do you find the hotel staffs’ awareness about the hotel’s products and services at the

hotels you stay at in SA/ME?
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4-2.Concerning the reception staffs’ courteous treatment towards you and their way of
welcoming you upon your entry, how does the behavior of the hotel staffs instill
confidence in you and how would you compare that to your former experiences in hotels

you have visited outside the Middle East?

2Qs. for Empathy
3. How do the hotel staffs pay attention and listen to your needs while staying at hotels in
SA/ME?
4. How would you compare the hotel staffs’ ability to understand your personal and specific

needs with that of other hotels you have visited outside the Middle East?
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SECTION B

GENERAL INFO

(Tick where appropriate)

. What is your primary type of lodging properties/hotels you stay at when traveling in
KSA/the Middle East:

- Upscale

- Mid-scale

- Budget

. What is your primary type of lodging properties/hotels you stay at when traveling outside
KSA/the Middle East:

- Upscale

- Mid-scale

- Budget

. What is your primary purpose for hotel stay in KSA/the Middle East?

- Leisure

- Business

- Other

. What is your primary purpose for hotel stay outside KSA/the Middle East?

- Leisure

- Business

- Other

. Approximately, how many nights do you stay in hotels in KSA every year?
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6. Approximately, how many nights do you stay in hotels outside the Middle East every
year?
7. Gender Male [ ]
Female [ ]
8. What year were you born?
9. How long have you been living in KSA?
10. Please identify your status of residency.  Local [ ]
Resident [ ]
11. Please identify your position in the company.

12. Please include your email or cell phone number for follow up interview if needed.
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