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Abstract

This study aims to identify the "impact of the application of quality hotel
services in the international hotel companies on customer satisfaction"
through the study of the quality of hotel services dimensions (tangibility
and responsiveness, empathy and communication, reliability and safety).
To achieve this goal the researcher used the descriptive and analytical
approach suits the nature of the study, and based on a review and analysis
of the research literature Previous- design a questionnaire as a tool for
data collection; distributed on a sample study of customer international
hotel companies operating in Syria which a hotel Alvorsizon and
Sheraton customers . Number of distributed questionnaires was reached
(100) questionnaire (70) questionnaire was valid only for statistical
analysis. The researcher used statistical tools through the SPSS statistical
program, selected a sample search on the basis of the ease and
convenience of access to customers.

The study found the following results: (having the effect of a statistically
significant for the dimensions of empathy and reliability on customer
satisfaction in the international hotel companies operating in Syria) and
(lack of effect with a statistically significant dimensions of tangibility and
responsiveness, communication and security of customer satisfaction in
the international hotel companies operating in Syria) As a result of this
study, the researcher made some recommendations in order to increase
interest in the quality of hotel services in the international hotel
companies operating in Syria in order to reach excellence and increase
customer satisfaction for these hotels.

Key words: quality of hotel services, the dimensions of quality of hotel
service, customer satisfaction, and international hotel companies, Syria
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