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Abstract  

The purpose of this study is to identify dimensions quality for improvement 

employee's performance and their corresponding measurement variables in the 

tourism industry by focusing on four and five star hotels in Alexandria, due to 

customers focus on the level of services provided to him and increasing the 

competitiveness of hotel, for that this study focused to quality dimensions and it is 

buzzwords in hotels industry to improving the employee's performance, and included 

five main dimensions to achieve the goal of this research (Empathy, Reliability, 

Responsiveness, Assurance and Tangibles) their application in hotels not only 

represents a competitive target but that many organizations seeking to obtain 

certifications in quality to themselves and their employees that they have an integrated 

system of staff, a sound infrastructure and applied quality principles in all its divisions 

generally, In particular food and beverage department which is based on this study. 

To achieve this objective, the researcher surveyed 520 employees in upscale hotels in 

Alexandria. Data were analyzed using (SPSS 22). 

Key words: Dimensions of Quality, Hotel Industry, Employee's Performance, Quality 

Management.  

Introduction 

Subject of quality and importance of their application in the hotels of the topics that 

received wide attention in the world of hospitality of different kinds and sizes (Crick 

& Spencer, 2011). Quality  issues  in  business  have  been  responsible for the 

development your organizations and even industries,  for  instance,  the  American  

Society  for  Quality ,Six Sigma consulting and International Organization for 

Standardization (Kosar & Raseta, 2005, Ladhari, 2009). Quality  is  given  product  to  

defined    its  ability  to  satisfy  customer’s  needs,  then  the measure of a becomes  a  

synonymous  with  quality  assessment, customer's  satisfaction Business success may 

simply be the extent to which you organization can produce a higher quality product 

or service than you competitors are able to do at a competitive price (Ivana et al, 

2011). When quality is the key to a hotel  success,  quality  allow  organizations to 

keep up with and meet current quality levels, meet the consumer’s requirement  for  

quality,  retain  employees  through  competitive  compensation programs, and keep 

up with the latest technology (walker , 2016). If the organization has succeeded in 

designing and total quality management program, this will be a strong base to build its 

quality systems, which in turn will equip the organization to comply with 

international standards for quality, environment and occupational health and safety, 

which will lead to increased customers both in the domestic market and international 

market to deal with those organizations that apply quality standards (Vivienne & 

Nerilee, 2010) Given that these organizations have succeeded in designing and 

developing quality systems can trust them (Evans and Lindsay, 2008). 

Karapetrovic & Willborn (2009) affirmed that the perception of employees and their 

awareness of the importance of the application of quality systems are essential for the 

success of any service organization, where they contribute to solving problems faced 

by the various departments of the hotel, as it sheds light on the shortcomings and bugs 
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and find solutions to them, they also contribute in guiding and hotel services provided 

for guests to achieve its goals in the fastest time and at the of service quality, which is 

important for creating financial benefit leading to a long-term competitive advantage 

for the hotel (Zhang et al, 2011).  

According to (Grzinic, 2007) the quality of conformity with the design completes the 

first aspect because it represents the level to which the product/service meets the 

demands of the market. The quality represents the satisfaction of the client’s needs 

and in order to achieve it and keep it in time, we not only need a continuous research 

into the demands of the clients but also of our own capabilities. Such an approach 

would ensure the pursuing of constant improvements according to the demands of the 

clients. (Sila, 2007) mentioned that the main aim of quality management is to identify 

those elements of a system which significantly influence the guest's perception quality 

of service and product that they receive.  

Literature Review 
Over the years the attention of practitioners and the academic literature on quality has 

significantly concentrated on measuring the quality in the manufacturing and service 

sector. However, the demand for better customer service has considerably increased 

the need for managing service quality (Wu et al, 2012). In the context of the hotel 

industry, quality in terms of both customer's expectation and customer's perception 

could lead to customer loyalty, enhanced image, reduced costs and increased business 

performance (Ramanathan, 2011). For this reason, one of the most important factors 

affecting hotel business performance is the improvement typically claim "I know it 

when I see it" (feel, taste, instinct and/or smell). These simple statement and the 

interpretations of quality made by lay people mask the need to define quality and its 

attributes in an operational manner. In fact, quality as a concept is quite difficult for 

many people to grasp and understand, and much confusion and myth surround it 

(Naseem et al, 2011). 

According to Zhang (2016) the concept of the quality is topic which holds the central 

place in the services marketing. However, the attempt to define quality in scientific 

circles causes a number of dilemmas, the main reason for that lies in the fact that 

quality does not represent a purely “clear” scientific concept. Although the term 

“quality” is widely used in everyday speech, it is not often clear what that quality 

actually stands for, i.e. defining a quality can be a rather subjective concept. 

According to Dale (2007) in the western world the best known quality management 

systems experts are all Americans (Crosby, 1979) stresses increasing provability 

through quality improvement. and reduces costs and raises profits, (Deming, 1982) He 

define quality in terms, and quality of the sales and service function, (Feigenbaum, 

1983) an effective system for integrating the quality maintenance in company, and 

quality-improvement and enable marketing, engineering, production, (Juran, 1988) He 

the first to broaden the thinking in quality control by emphasizing the importance of. 

(Waller, 1996) added an interesting definition stating that quality is not necessarily 

the best or the most expensive product, (Gryna, 2001) how well a product does what it 

is intended to do. Basic parameters of quality were grouped into three areas: quality of 

design; quality of conformance; and quality of performance (Wildrick et al, 2002). 

Quality is multi-dimensional concept and different definitions are appropriate under 

different circumstances (Viswanadhan, 2006). 
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Service Quality in Hospitality Industry 

Zhang (2016) define service quality from the service provider’s perspective as the 

degree to which the service’s features comply with the organization's specifications 

and requirements; from the customer’s perspective this implies whether the service 

meets or exceeds his or her expectations,. However, different provider-based and 

customer-based perspectives of service quality can be generated by subsequent 

encounters with the profit-oriented organization. Thus, this leads to an important 

concept in assessing quality from perceived service quality. Perceived service quality 

refers to the customer’s evaluation of an organization's service based on his or her 

overall experience of the continuous service encounter (Ivana et al, 2011).   

 

Employee's Performance and Quality Management 

William (2008) observes that when employees begin a relationship with a business, he 

or she already has a specific set of expectations in the quality of the service to be 

provided. These expectations are based on their perceptions of the service provider, 

the hotel and the industry which are formed through past personal experience, the 

experience of others with whom the customer interacts, and the company’s 

advertisements. Several studies in the hospitality industry such as studies carried out 

by (Mensah, 2009) and (Grzinic, 2007) look at service quality with respect to 

performance and/or customer satisfaction.  

Measuring customer expectations is linked with measuring customer satisfaction and 

service quality (Natuhwera, 2011) suggests two approaches to the measuring of 

service quality; the “product based” approach and the “consumer oriented approach”. 

The “product based” approach to the process of measuring the quality of service 

delivery such as the “Internal Service Quality” (INSQ), emphasized the need of 

product positioning, specification, communication, rating and staff training, 

motivation and reward systems. The second approach (Zhang, 2016) suggested is 

consumer oriented. Expectations are the basis for satisfaction. After consuming the 

service, consumers compare their earlier expectations with the present experience; 

results can range from satisfaction to dissatisfaction. The consumer anticipates the 

service standards in his expectations.   

Alin (2010) proposed that employee's expectation is formed by many uncontrollable 

factors which include previous experience with other companies. 

 

Employees Performance in Hospitality Industry 
According to Michael (2006) Employees Performance is a systematic process for 

improving organizational performance by developing the performance of individuals 

and teams. The overall aim of Employees performance in hospitality industry is to 

establish a high performance culture in which individuals and team take responsibility 

for the continuous improvement of business processes and for their own skills and 

contributions within a framework provided by effective leadership (Barbara, 2009) So 

the objectives of both employees performance (Pareek & Ra, 2006). 

 

Dimension of Service Quality 

institutions have different missions, and comparing them using product dimensions of 

service quality that are the goals of only a subset of the institutions in hotels industry 

leads to conclusions of doubtful value. Process dimensions give a fairer comparative 

picture of quality than do presage or product dimensions. However, different 

pedagogic phenomena, and hence different process variables, are likely to be salient 
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in different institutions. Yarimoglu (2014) proposed the following dimensions of 

service quality, these are; see table (1). 

Table 1: Dimension of Service Quality 

No Dimension Meaning and example 

1 

2 

3 

 

4 

5 

6 

 

7 

8 

9 

 

10 

Reliability 

Responsiveness 

Competence 

 

Access 

Courtesy 

Communication 

 

Credibility 

Security 

Understanding 

the customer 

Tangibles 

 Service is carried out in the way it is promised. 

 Services are carried out promptly according to the 

customers. 

 The staff of the service provider has the knowledge and 

skills required for delivering the service. 

 Concerns, e.g. opening hours, physical location, etc. 

 The staffs are polite, friendly, respectful, etc. 

 Keeping the customers in formed in a language that they 

can understand and listening to them. 

 Service provider is trustworthy, believable and honest. 

 Free off danger, risk or doubt. 

 Service provider makes an effort to understand the needs 

and requests of the individual customers. 

 physical objects that are needed for carrying out the 

service such as facilities, equipment, etc. 

Source: Yarimoglu (2014) 

According to (Bezerra & Gomes, 2015) Market dimension of quality is seen as an 

outcome, or cue, of to employee's performance rather than an element of product 

quality. A high price may inform about high quality, and a higher price may be 

accepted when high quality is valued when applied quality systems. Accordingly, the 

connection between objective (measurable) quality and dimension of service quality 

has been noted to be normally positive, even though often at best modest. 

To measure perceived service, (Biljana, 2011) identifies ten key determinants of 

service quality, which impact both expected and perceived services, and through 

those, perceived service quality (Figure 1) Expected service is also influenced by 

word of mouth, personal needs as well as past experience. 

Figure 1: Determinants of Service Quality. 

  

 

 

 

 

 

 

 

 

 

 

 

 

Source: (Biljana, 2011). 

 

Measurement of Service Quality: 
According to Sheetal and Harsh (2004) There are two perspectives of quality 

measurement: internal and external. According to internal perspective, it is defined as 

zero effect doing it right the first time, or conformance to requirements. The external 

Dimension of SQ: 

1. Reliability. 

2. Responsiveness. 

3. Competence. 

4. Access. 

5. Courtesy. 

6. Communication. 

7. Credibility. 

8. Assurance. 

9. Tangibles. 

10. Understanding      

     the Customer 

Word of 

mouth 

Past 

experience 

Personal 

needs 

Expected service 

Perceived service 

quality 

 

Implementation 

employee's 

performance 
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perspective understands this aspect it in terms of customer perception, customer 

expectation, customers satisfaction, and customer delight.Comparing customer's 

expectations and their perceptions of actual performance can be done by making use 

of the service quality scale (SERVQUAL) created by (Biljana, 2011) which 

specifically designed for use in the service sector. This relationship survey comprises 

of twenty two multidimensional questions about all facets of the relationship of the 

customer with the service, (Zeithaml and Bitner, 2009). 

Melisidou and Theocharis, (2010) refer that SERVQUAL tool has received some 

criticism, but has been used to measure service quality in a variety of industries with 

much success. One criticism about the SERVQUAL dimensions was related to more 

fundamental methodological and conceptual issues, for example, the presence of 

conceptual inconsistency in the dimensions. 

Measurement of service quality in the service sector should take into account 

customer expectations of service as well as perceptions of service, "It is apparent that 

there is little consensus of opinion and much disagreement about how to measure 

service quality" The SERVQUAL instrument has been the predominant method used 

to measure consumers’ perceptions of service quality.  It has five generic dimensions 

or factors and is stated as follows (Yarimoglu, 2014): 

(1)Tangibles: Physical facilities, equipment and appearance of personnel.  

(2) Reliability: Ability to perform the promised service dependably and accurately.  

(3) Responsiveness: Willingness help customers provide prompt service.  

(4) Assurance (including competence, courtesy, credibility and security), Knowledge 

and courtesy of employees and their ability to inspire trust and confidence.  

(5)Empathy (including access, communication, understanding the customer), 

individualized attention that the firm provides to its customers.  

 

Important of Employees Performance 
Generally EP was incorporated for a number of potential agendas (Swart et al., 2005) 

noted that some of the agendas that lead to E.P procedures being conducted within an 

organization include:- 

1. Improvement in the communication between boss and subordinate through the use 

of feedback between them. 

2. Identification of the scope for performance improvement and the    

Mean to achieve this. 

3. Identification of individual training and development needs. 

4. Identification of the potential of individuals for future promotion, succession 

planning, or for retention or termination purposes. 

5. As the basis for remuneration and reward, on the basis of performance. 

6. As a powerful means of managerial control, through the setting of objectives in a 

hierarchical fashion and a review of success or failure in achieving these. 

The purpose of job evaluation techniques is to measure the relative worth of jobs cab 

be expressed in salary and wage scales , based on a logical , ordered system ."Job 

evaluation "is a term used in a general way for a number of techniques that are in 

different forms. These techniques entail analyzing and assessing the content of jobs so 

that they may be classified in an order relating to one another and to the market place 

(Shaun and Alfred, 2012).  
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Research Methodology 

This chapter gives the aims of the primary research, outlines the principle research 

techniques available, the justification for the choice of techniques used, and details, 

and finally shows the specific questionnaire form answer the study hypotheses. 

This study aim to assess and identify the dimensions of quality for improvement 

employee's performance, to objective of the study it was necessary to determine the 

extent to which the hotel adopted the concepts of quality and highlight the role of 

quality management as a key element in the administrative mix in order to achieve the 

objectives of the hotel, The study was identified by the hotel's food and beverage 

department, Because it is considered one of the most important sections within the 

hotel , Originally the questionnaire was designed in English. The decision was made 

to translate the research questionnaire into Arabic and to distribute the questionnaire 

because of the official language in Egypt, to make it very clear for the respondents. 

 

Population and Sample 

The target population for this study is employees in Food and Beverage department in 

four and five star hotels in Alexandria, which consists of fifteen hotels and the total 

number of employees representing about (1300) employees according to (Human 

Resource Department in Hotels) while a sample of this study consists of (520) 

employees; which was selected randomly. Questionnaire design was divided into two 

main sections, the first one is consists of question about demographic factors of 

employees in food and beverage department in four and five star hotels in Alexandria. 

The total number of hotels is 18 hotels according to (Egyptian Hotels Associations, 

2017) but this study is adopted 15 hotels four and five star hotels in Alexandria , The 

second construct: is determining the employee's performance according to service 

quality dimensions, is consists of (20) question, the uses scale is (Likert Scale) is a 

five point. Reliability Analysis is 0.7841 was used to measure reliability using 

Cronbach alpha.  

 

Study Hypotheses 

H1: There is significant relationship between demographic factors of employees and 

dimensions of service quality. 

H2: There is significant relationship between dimensions of service quality and 

employees performance. 

 

Results and Discussions:  

Demographic Factors:  

Table 2: Employees of Responds in Surveyed Hotels 

N = 520 Attribute N = 520 Attribute 

%  N  % N  

 

 

64 

36 

 

 

333 

187 

Educational 

Qualification about 

work :  

Yes 

No  

 

72 

28 

 

375 

145 

Gender : 

Male 

Female 

 

64 

26 

8 

2 

 

333 

135 

42 

10 

Age : 

18>30 

31>40 

41>50 

More than 50 

 

30 

61 

5 

4 

 

156 

317 

26 

21 

Experience :  

Less than 2 year 

2>5 

5>10 

More Than 10 
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32 

68 

 

165 

355 

Classification :  

4 Stars 

5 Stars 

 

6 

10 

84 

 

31 

52 

437 

Position : 

Management 

Supervisor 

Employee 

 

72 

20 

8 

 

374 

104 

42 

Ownership : 

International Chain  

Local Chain 

Private Sector 

 

6 

18 

68 

8 

 

31 

94 

354 

41 

Education : 

High School 

Diploma 

University  

Postgraduate 

The previous table (2) shows that the population study of employees in the four and 

five star hotels in Alexandria represents 520 employees in the food and beverage 

department of the population study hotels .The table above shows the demographic 

factors of the workers and tests the Hypotheses four (H2) "There is Statistically 

Significant Relationship Between Demographic Factors of Employees and dimensions 

of service quality, it is as follows: 

Gender of Employees: The table shows that male workers accounted for 72% of the 

total number of 375 of Males; Compared with the number of females is 145 with 

percentage 28%, in population study hotels in Food and Beverage Department. The 

reason for this the most hotels rely on workers from Males are more likely than 

females because the conditions and nature of work in the food and beverage 

department to work hard and serious, 

 

Testing Hypotheses 

Table 3: Correlation of Gender with Dimensions of Service Quality  

 

 

 

 

 

 

Using correlations to test the study hypotheses about gender, Table (3) revealed that 

there is positive and medium relationship between gender and dimensions of service 

quality (R= 0.529). 

 

Age of Employees 

The majority of the study population is (18-30) years with percentage 64% employees 

in the food and beverage department. And second choice is (31-40) years with 

percentage 26%, finally, show results (41-50) and (more than 50) years are a less age 

group and their all percentage is 10%. Commenting on the results shows that, the food 

and beverage department in hotels is depends on the youth to accomplish their work, 

and the researcher explains that this is because the first category the age group has the 

ability to bear the burdens and conditions of hard work and secondly many of hotels 

they look at to this category as a cheap labor, this is confirmed by (Quilliam, et al. 

,2014) he said the truth is that there are some jobs on board for which applicants over 

the age of 35 would not be considered. The main concern for the employer is that the 

job-seeker is fit, both physically and medically. The other concern is would the 

applicant fit into a team of mostly younger crew members. 

 

 

Table 4: Correlate Age with Dimensions of Service Quality 

Constructs 
Dimensions of 

Service Quality 

 

Gender 

Persons Correlation .529
*
 

Sig. (2-tailed) .002 

N 520 
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According correlations to test the study hypotheses about age group, Table (4) 

revealed that there is positive and strong relationship between age and Application 

Dimensions of Service Quality (R= 0.711, P > .000 and H1 supported. 

- Function: The data in previous table (4) indicate when the workers were asked about 

their job. The results of the study population showed that the majority of the members 

are employees with percentage84%, and supervisors is percentage 10%, while came 

in last place are the management, where it came at 6%. 

Table 5: Correlate Function with Dimensions of Service Quality 

 

 

 

 

 

 

 

Correlations test the study hypotheses about position, the pervious Table (5) showed 

that there is Reverse relationship between Function and Dimensions of Service 

Quality (R= -.225
*
). 

Level of Education : where it was found that the majority of the study population  

have a university education with percentage 68%, and the second  choice is education 

diploma with percentage 18 %, finally was found high school and postgraduate Less 

selection was percentage 12% ,from the point of view of the researcher is the reason 

that the national trend of many people, In Alexandria, many parents are forced to 

teach their children a university education so that they have the opportunity to find a 

suitable job for them in the future (regardless of living conditions and the state of the 

country now), While the majority of hotels aren't requiring managers to become 

certified, some larger hotel chains are starting to, especially for general manager 

positions. 

Table 6: Correlattion Level of Education with Dimensions of Service Quality 

 

 

 

 

 

 

 

Using correlations to test the study hypotheses about level of education, Table (6) 

revealed that there is reverse relationship between education and with dimensions of 

service quality (R= 0.529), according to results the standard of work efficiency is not 

the educational level, but experience and ability to perform tasks required and 

efficiency Is the true criterion to evaluation employees. 

Experience: The results presented in the question indicate the years of experience. 

The majority of the results of the study sample indicate that the years of experience 

Constructs Dimensions of 

Service Quality 

 

Age Group 

Persons 

Correlation 

.711
**

 

Sig. (2-tailed) .000 

N 520 

Constructs 
Dimensions of 

Service Quality 

 

Function 

Persons 

Correlation 
-.225

*
 

Sig. (2-tailed) .024 

N 520 

Constructs Dimensions of 

Service Quality 

 

Level of 

Education 

Persons 

Correlation 

-.535
*
 

Sig. (2-tailed) .601 

N 520 
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ranging from 2:5 is the largest choice, representing 61%. And the second choice is 

(less than 2 years) with percentage 30%, and finally choice (5:10 and more than 10 

years) with percentage 9%. Commenting on the data received, the majority of 

employees in the food and beverage department are young, as we mentioned earlier. It 

is known that the hotel sector has a high turnover rate due to the fact that many, this 

results agree with (Chapmann and Loveall, 2006) he said you’ll receive training along 

with your hands-on experience, but most management-training programs are reserved 

for those with college degrees who show leadership potential.  

Table 7: Correlation of Experience with Dimensions of Service Quality 

 

 

According correlations to test the study hypotheses about experience, Table (7) 

revealed that there is positive and strong relationship between experience and 

Dimensions of Service Quality (R= .506
**

) and H1 supported. 

Classification of Hotels: Through the data received when employees asked about 

classification of hotels in which they work, in population study shows that the total 

number of worked is 281 with percentage 54% and the total number of worked in four 

stars hotels come percentage  (46%) of the study population. 

Table 8: Correlation of  Classification of Hotels with Dimensions of Service Quality 

 

 

 

 

 

 

Using correlations to test the study hypotheses about classification of hotels, Table 

(20) revealed that there is strong relationship between classification of hotels and 

dimensions of service quality (R=.866
**

). 

Ownership of Hotels: the ownership of the hotels population study. The results of the 

questionnaire indicate that the total number of international chain hotels is percentage 

72% , and second choice is local chain hotels it come was percentage 20%, and finally 

choice is private sectors was percentage 8%. 

Table 9: Correlation of Ownership of Hotels with Dimensions of Service Quality 

According to the data in the previous table (9), using correlations to test the study 

hypotheses about ownership of Hotels, revealed that there show that the strong 

relationship between ownership of hotels and dimensions of service quality 

(R=.912
**

). 

 

Hotel Adopt Standard of Quality Management 

Constructs 
Dimensions of 

Service Quality 

 

Experience 

Persons Correlation .506
**

 

Sig. (2-tailed) .004 

N 520 

Constructs 
Dimensions of 

Service Quality 

 

Classification 

of Hotels 

Persons Correlation .866
**

 

Sig. (2-tailed) .000 

N 520 

Constructs 
Dimensions of 

Service Quality 

 

Ownership of 

Hotels 

Persons Correlation .912
**

 

Sig. (2-tailed) .002 

N 520 
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From the data in the previous question, which explains the opinions of the hotel staff, 

the following can be explained in the following table:- 

Table 10: Adopt Standard of Quality Management  

  Frequency Valid Percent Mean 
Std. 

Deviation 

Valid 
Yes 372 72.0   

No 148 28.0 1.28 0.45 

Total 520 100.0   

The previous table (10) shows that the majority of the study population is oriented 

towards selection (Yes) was percentage 72 %, and selection (No) was percentage 

28%, and the mean is 1.28, and standard deviation is 0.45, and comments of the data 

Interpretation of the results shows that the majority of the study population which 

operate in hotels that are implementation the concepts quality management. 
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Dimension of Service Quality  

Table 11: Frequency, Mean and standard devotion of Dimension of Quality 

 

Sig** 

A 

 

Z 

 

C.V 

 

Std.D M
ea

n
 S Not 

Agree 
Not Agree Neutral Agree S Agree 

 NO 

% Freq % Freq % Freq % 
Fre

q 
% Freq 

 Tangibles 1 

.000 2 43.50 .67 1.54 _ _ 2 8 4 22 40 214 54 276 
Satisfied with the level of service provided 

to customers. 
 

.000 6 53.06 .91 1.96 _ _ 14 73 10 52 33 175 43 220 
Tools and materials are available to 

perform work as required. 
 

.000 8 53.33 1.02 2.25 5 26 13 68 18 93 30 157 34 176 
The tools used to perform the work are 

good condition. 
 

.000 5 49.47 .84 1.90 3 14 4 18 8 42 50 264 35 182 

Satisfied with the service quality provided 

to customers in terms of (taste, smell, color 

and required). 

 

 Reliability 2 

.000 12 53.52 1.29 2.41 8 42 17 88 13 73 32 163 30 155 
The working hours specified to me is very 

appropriate to work. 
 

.000 15 42.46 1.38 3.25 19 98 22 115 10 54 24 132 23 121 

There is a benefit from customer 

complaints about the Employees 

performance and improve them. 

 

.000 1 44.21 .65 1.47 _ _ 14 73 10 52 33 175 43 220 
I aware service offered to customers must 

be of high quality and highest level. 
 

.000 3 44.19 .80 1.81 _ _ 3 18 15 77 43 220 39 205 
The time taken to prepare food is timely 

(20 minutes). 
 

 Responsiveness 3 

.000 18 44.30 1.44 3.25 26 134 25 129 13 69 20 104 16 84 
There is collaboration between F&B 

departments to provide service perfectly. 
 

.000 16 43.20 1.40 3.24 22 114 30 154 14 74 18 94 16 84 
I am satisfied with the work and I do it 

perfectly. 
 

.000 19 44.95 1.47 3.27 25 129 29 149 9 49 18 94 19 99 
There is a quick response to customer 

requests and response to complaints. 
 

.000 17 46.38 1.41 2.62 17 88 20 104 8 42 33 172 22 114 
The employees are complete the work and 

timely manner. 
 

 Assurance 4 
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.000 14 40.17 1.37 3.41 27 139 29 149 15 79 16 84 13 69 
I always Security and stability about work 

in hotel. 
 

.000 11 55.42 1.18 2.49 10 54 21 109 9 49 28 144 32 164 
I work with my colleagues spiritually like 

one team. 
 

.000 10 55.13 1.09 2.46 12 61 20 104 4 24 30 154 34 174 
I feel comfortable when I go to the 

supervisor to tell him any problem. 
 

.000 20 52.89 1.50 3.17 29 149 23 119 12 64 8 44 28 144 
I satisfied with the service provided to me 

by HR. 
 

 Empathy 5 

.000 9 42.41 1.08 2.21 21 109 15 79 10 54 24 119 30 159 
Comments provided to guests are 

sufficient about work. 
 

.000 3 44.19 .80 1.81 _ _ 5 23 11 57 43 227 41 213 
I respect the customer's needs to get to 

their satisfaction. 
 

.000 7 55.13 .98 2.16 12 61 21 107 6 30 30 160 31 162 
The High desire of hotel Access is 

customer's needs. 
 

.000 12 53.52 1.29 2.41 8 44 29 153 14 73 18 90 31 160 
I receive training on a regular basis to meet 

the customer's needs. 
 

.000  959.3 22.57 49.09 Total 

   1.12 2.45 Total Mean 
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from the results in the previous table (11)  regarding the employees' responses about 

dimension of quality requirements of improvement the employees performance , that 

the total mean is (2.53) and the standard deviation is (1.14), less than half the mean, 

Therefore The data are distributed in a normal distribution and the dispersion rate is 

acceptable, There is a strong moral significance this also indicates results toward is 

acceptable hypotheses (H2) as "there is statistically significant relationship between 

dimension of quality requirements to develop the employees performance in hotels". 

According to the data in the previous table (11) the first axis  (Tangibles ) indicated 

that in first question : the opinion of employees in the study population heading to 

(Agree and Strongly Agree) about question satisfied with level of service provided to 

customers , with percentage 94%, and the arithmetic mean was 1.54 and the standard 

deviation is 0.67 , which is confirmed by (Mostafa, 2007) customer focused and get 

satisfy about the customers need in hotels is a clear set of  customer service 

performance standards that is systematically reinforced employees'. the second 

question about tools and basic materials are available to perform the work as required 

the percentage is 76%, and the arithmetic mean was 1.96 and the standard deviation is 

1.04, therefore If the tools and equipment available in hotels this helps employees to 

get works perfectly, this is consistent with (Quilliam et all, 2014) tools and equipment 

and basic materials are integral to a hotel’s growth and success. Question three about 

the tools and equipment used to perform the work are in good condition. The 

employees' response was (Agree and Strongly Agree) with percentage 64% approval, 

with mean of 2.25 and the standard deviation is 1.20 this confirmed by (Naseem et all, 

2010) where they stressed that the staff needs to take the help of various cleaning 

equipment while trying to keep the hotel premises to the highest standard of 

appearance to get a good performance and make customers' needs. Fourth question 

satisfied about level of food provided to customers in terms of (Taste, Smell, Color 

and Required Settlement) with percentage 85% approval, with mean of 1.90 and the 

standard deviation is 0.94, so that the strong morale level. This result is consistent 

with (Natuhwera, 2011) because (color, taste smell, and required settlement) is 

everywhere it affects people at some level of consciousness, many early cultures 

consumed foods exclusively based level of food and beverage provided because 

emotional and physical properties associated with a good quality, they believed would 

be passed to the individual after consumption. 

The second axis (Reliability) indicated that in first question about working hours 

specified to me is very appropriate to the amount of work, with percentage 62%. The 

mean was 2.41 and the standard deviation is 1.29 was less than half of the mean, the 

results comment shows that the majority of the population study is acceptable about 

working times specified to the amount work, this data is agree with (Nicula and Posa, 

2014) The primary technique towards achieving this goal of work, mandating of 

limits on the hours that can be worked in each day is availability work time to get all 

of time work perfectly to do his jobs. The second question about the customer 

complaints is benefit from work about the employee's performance and make to 

improve them is (Agree and Strongly Agree) with percentage 48%, and the mean is 

3.25 and standard deviation is 1.38, that the strong morale level, that the most of 

results employees is accept about the customers complain to employees performance 

to improve the work, this result is agree with (Constantinescu, 2011) complaints  

should  be  considered  an  indicator  of  organizational  performance  assessment,  

signaling  problems  or  failures  in internal processes that need quick recovery in 

order to avoid migration of profitable customers, hotels establishments must learn that 

the consequences of losing customers are both profit decrease. According to the third 
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question about the service is offered to customers must be of high quality and at the 

highest level is (Agree and Strongly Agree) with percentage 76 %, and the mean is 

1.47 and standard deviation is 0.65, that the strong morale level, that the most of 

results employees is accept about that the service is provided to guest must be good 

quality and high performance, this is confirmed by (Kim and Jogaratnam ,2010) 

because most of the processes in the hospitality sectors are relatively related with the 

service for external customers, quality in the process, timing, interruption in 

cooperation will affect all the goods and service being offered to external customers, 

Internal customer satisfaction has been recognized as a component of organizational 

commitment. Fourth question about the time taken to prepare food is timely with 

percentage 82 %, and the mean is 1.81 and standard deviation is 0.80, less than half 

the center, the data distributed natural and dispersion rate is acceptable and there was 

a strong moral significance, the comment of the results refers the majority of the 

population study is accept about preparing food in timely to customers' needs and they 

are keen on timely manner.     

The third axis (Responsiveness) indicated that in first question about collaboration 

between F&B departments to satisfy the customers the results was percentage 51% 

disagree about this, with the mean is 3.25, and standard division is 1.44, This is an 

indication the results is oriented toward disagree, that the difference between the 

positive differences is significant where the value of the difference coefficient was 

44.30, this results is reverse about was said (Wu et all ,2010) he is confirmed to  F&B 

department is a part of a hotel that manages foods and beverages, while in specific, 

F&B Department is a part of a hotel department that manage and responsible to the 

service of F&B necessary, and must be cooperation between the hotel sections to get 

the service quality. the second question about satisfied with the work and  do it 

perfectly, the mean is 3.24, and the standard deviation is 1.40 the difference between 

the positive differences is significant where the value of the difference coefficient was 

43.20 at a significant level of <0.001, this is confirmed by (Crick and Spencer ,2011) 

that five basic steps in handling performance problems , Identify and agree through 

analyzing feedback and getting agreement from the employee what the shortfall has 

been, establish the reasons for the shortfall and avoid crudely attaching blame for 

problems in the job, decide and agree on the action required. Third question quick 

response to customer requests and response their complaints, with percentage is 54% 

and the arithmetic mean was 3.27 and the standard deviation is 1.47. (Gajanan, 2014) 

refers to the staff should have a pleasant manner, showing courtesy and tact, an even 

temper and good humor, and never displeasure even though at times things may be 

difficult. They should never argue with a customer and if they cannot deal with the 

situation. Remember loss of time in dealing with complaints only makes the situation 

worse. Fourth question about question employees are complete the work entrusted to 

them and in a timely manner, with percentage is 51%, and the arithmetic mean was 

2.62 and the standard deviation is 1.41. Shi and Su (2007) confirmed to the hotel 

employees generally perceive that only two things are important in service quality, 

one is get the customer's needs and other is courtesy of employees but other aspects 

that make a standard of hospitality and important for service quality improvement are 

get this service in timely manner in hotel along with previous two aspects. 

The fourth axis about (Assurance) indicated that in first question about question 

always security and stability about work in hotel, with percentage 61%, and the 

arithmetic mean was 3.41 and the standard deviation is 1.37, which is confirmed by 

(Kipsegerwo et al., 2016) this  is  one  of  the  most  important  factors  which  are  

needed  to  be  taken  care  of  well  by  the employers. Besides, providing safe cab 
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facility they have to ensure that employees many of reasons make the note secure 

about work we mention them, do not work late hours. Second question work with my 

colleagues like one Team, they were percentage 60% with arithmetic mean average of 

2.49 and a standard deviation is 1.38 , This was confirmed by (Derven, 2010) It helps 

to develop your working practices to understand the points of view of your colleagues 

and to understand why they do things a certain way. And it spreads good practice 

throughout an organization. Third question about the question feels comfortable when 

go to the supervisor and tell him about any problem, where the approval percentage 

64%, where the mean was 2.46 and the standard deviation is 1.43, less than half of the 

mean, this concurrent with (Huseyin and Rukiya, 2015) he added the modern systems 

for performance appraisal depersonalize issues. Supervisors focus on behaviors and 

results, rather than on personalities. Such systems support ongoing communication, 

feedback and dialogue about organizational goals. Also they support communication 

between an employee and a supervisor. The last question about axis assurance is of 

question satisfied with the service provided by HR and training department, where the 

mean was 3.17 and the standard deviation was 1.60, as was observed when analyzing 

the same data difference between the sub-items is significant differences and this the 

results reversing what he stressed by (Djabatey, 2012) human resource function refers 

to the individuals within an organization whose activities contribute to the 

organization ́s success and that is that the control of performance is an important part 

of the work performance and that effective evaluation leads to increase the sense of 

belonging and loyalty to the hotel and significantly affect the level the individual 

performance. 

The last axis about (Empthy) indicated that in first question about comments provided 

by guests are sufficient about work, was percentage 54% acceptable about this, with 

the mean is 2.21, and standard division is 1.08, this results is agree with (Al-otaibi, 

2015) one of the most popular is a guest comment card (GCC), which has the 

advantages of small size, easy distribution, and simplicity. Second question about the 

question Respect the customer's needs to get to their satisfaction, with percentage 

84%, and the mean is 1.80, and the standard deviation is 0.80, and the value of the 

difference coefficient was 44.19, the comment in the results show that the most of 

population study is acceptable about customers need respect to get the customers 

satisfaction, this consist with (Alin, 2010) satisfaction is a person's feelings of 

pleasure or disappointment resulting from comparing a product's perceived 

performance (or outcome) in relation to his or her expectation, customer's evaluation 

to the consumption experience with the services. Questions three the percentage 61% 

agreement and the mean of 2.16 and the standard deviation is  0.98,  and the value of 

the difference coefficient was 55.13 this concurrent with (Natuhwera, 2011) confirms 

that Expectations are the basis for satisfaction. After consuming the service, 

consumers compare their earlier expectations with the present experience. Finally 

questions about receive training to meet the customer's Needs, with percentage 49%, 

arithmetic mean average of 2.14 and a standard deviation of 1.29. There is a strong 

moral significance. the value of the different  coefficient was 53.52 the results are 

consisted with (Nischithaa and Narasimha, 2014) where they stressed the importance 

of employees, training programs for the employees are working to improve the 

performance and develop according to the objectives of the hotel, which makes 

employees feel satisfaction and enhance their moral spirit. 
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Conclusion 

This study examined the aspects of dimensions of service quality for improvement 

employee's performance in hotels that influence the satisfaction of customers. The 

findings of this study suggested that impact of service quality effects of improvement 

employee's performance that results in success of hotel and it is an irrefutable fact. 

Furthermore, sustaining the customer satisfaction level is an ongoing process that 

requires continuous improvement in service quality at hotels. 

Based on study findings, it can be concluded that employees performance’ 

perceptions regarding hotel brand service quality dimensions such as "Tangibles, 

Reliability and Empathy" contributed to build their satisfaction rather than 

"Responsiveness and Assurance". It is therefore essential for managers in hotel 

industry to apply the SERVQUAL model for the measurement of service quality to 

improvement employee's performance, in order to satisfy the guest’s expectations. 

Dimensions of service quality are a systematic quality approach, use of which leads 

and improving employee's performance. Maximizing the role of quality management 

in hotels through the interest of distributing simple internal leaflets at the hotel 

departments, specifically the F&B department to inform employees of the importance 

of quality management to improving employee's performance, hotel management 

should continuously encourage employees who work hard to apply quality 

management in a good and effective manner through the elements of motivation and 

promotion to obtain their satisfaction of employees. 

Recommendations 

Maximizing the role of the quality management in hotels through the interest of 

distributing simple internal leaflets in the hotel departments, especially the F&B 

department to inform employees of the importance of quality management to 

improving employee's performance. Organizing continuous training courses for the 

employees and being implemented periodically at the food and beverage department 

especially in the field of quality and to know the latest methods and modern 

techniques used in hotels. It must be one of the most important interests of hotel 

management to obtain a certificate in the field of quality to keep pace with the 

development and increase the intensity of competition between hotels by maximizing 

its role hotel. Hotel management should continuously encourage staff working hard to 

implement the overall quality well and effectively through the elements of motivation 

and promotion to obtain their satisfaction and thus improve their work performance. 

The training department of the hotel must provide training courses to develop the 

performance of the staff through the following skills: 

"How to deal with guests, good dealing with subordinates to achieve the best 

performance, always reach customer satisfaction because it is a guarantee to keep you 

working , Reduce the cost of the department during the recession without affecting the 

performance of employees , How to achieve a quality management system in the 

department , Focus on the elements of Quality dimensions , Establish a stable and 

advanced quality control system for hotels and impose sanctions on those who do not 

apply this system". 
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