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Abstract:

This paper examines the significance of understanding service quality
(SQ) from a global perspective that includes the service provider's viewpoint in
the hotel industry. While there is extensive literature on service quality from the
customer's perspective, research on how service providers perceive quality is
limited. A qualitative study was conducted with nine hotel managers in Algeria,
based on service quality criteria, to explore their perceptions. The findings
reveal a discrepancy between the criteria used by customers to assess hotel
service quality and those emphasized by managers, who rely more on normative
standards. This study underscores the importance of considering the service
provider's perspective to achieve a comprehensive approach to improving
service quality.

Key words: Service quality, HOLSERV, Hotel directors
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Introduction:

In the field of hospitality, where the value proposition is focused on
customer experience, SQ! is a significant component. More than just a simple
indicator of satisfaction, it plays an essential role in customer loyalty (Ladhari,
2009) and differentiation in a competitive industry. Exceptional service quality can
not only enhance customer loyalty but also generate positive recommendations,
which can lead to favourable outcomes for profitability.

However, most studies focus essentially on the customer's perception,
without taking into account that of the service provider (Dedeoglu & Demerer, 2015).
Yet there can be significant discrepancies between these two approaches:
customer and provider. Addressing these discrepancies is essential for enhancing
hotel service quality by pinpointing and focusing on areas that need improvement.

The Tourism Quality Plan (PQT)2 was introduced in Algeria in 2008 with
the objective of enhancing the tourism sector, with the hotel industry as its central
element. The plan is aimed at tourism businesses: hotels, restaurants and travel
agencies. The aim is to improve the SQ to reach the required international
standards. Between 2000 and 2019, the national hotel sector grew significantly.
It now has 125,676 beds, compared with 67,087 beds in 20003 . In addition,
around 750 hotel projects will be financed by 20224 . Despite these initiatives, the
hotel sector still has several shortcomings, including the quality of services
offered to tourists (Leroux & Ferhane, 2017, p. 40).

Our aim in this work is to examine SQ from the provider’s perspective, by
exploring his perception. We are interested in the following question: do hotel
managers in Algeria have accurate knowledge of the criteria considered by
customers to judge the level of service they receive? In this sense, we conducted
a qualitative study of nine hotels in order to analyze the criteria on which hotel
managers base their offer of quality and to assess the consistency of their
perception of the elements that make up the quality perceived by the guests. The
aim is therefore to check and observe the gap in perception between customers
and providers.

1 SQ means Service Qualité

2 https://www.mta.gov.dz/plan-qualite-tourism

3 https://www.mta.gov.dz/statistique/

4 https://voyagerdz.com/2021/11/06/hotels-en-alg
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First Topic: State of the art

Olivier Furrer conducted a study on the various topics covered in service
sector research over nearly thirty years. The third most studied theme in the field
of services is “service quality”, with 623 articles published since 1993 to 2019.
Customer satisfaction holds the second place with 696 articles, while consumer
behavior is the most studied theme with 991 articles (Furrer, Kerguignas, Delcourt,
& Gremler, 2020). According to researchers, although service quality can be
considered "classic," it continues to initiate new research in the field of scientific
inquiry.

The traditional view of defining service quality primarily refers to the
distinctive characteristics that separate services from tangible goods. Service is a
dynamic process rather than a good or a physical entity. Services refer to activities
performed for and in collaboration with clients, requiring expertise from both the
company and the client. Services are not limited to intangible entities, but rather
all economic exchanges involve services, with physical goods perceived as
supports for creating value ( Vargo & Lusch, 2004).

In the service sector, quality is associated with the customer experience,
encompassing intangible elements, which makes the evaluation of quality more
subjective and focused on customer service. In contrast, in the industrial sector,
guality is often assessed based on objective criteria such as adherence to
specifications, durability, and robustness, making the evaluation more objective.

To analyses SQ from the supplier's viewpoint, we need to review the
concept of service, in order to define quality in a sector marked by immateriality.
In this way, it will be possible to identify the criteria to which customers refer to
assess the SQ of a hotel.

Despite its complexity, many researchers have contributed to explain the
concept of quality in the field of services. There are two main approaches to
defining service quality. The first, and most widespread, refers to the degree to
which service performance meets customer expectations (Parasuraman, Zeithaml
, & Berry, p. 16). The second approach regards quality as the compliance with a
series of conditions and standards required to impart meaning to SQ (Lapert, 2005).
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The first requirement: The customer's vision

Early research into SQ focused on the question of how to assess it. The
main contribution in this field was the development of the SERVQUAL scale.
This measures the quality perceived by the customer (Parasuraman, Zeithaml , &
Berry,1988). However, the authors stressed the need to adapt this scale to each
specific service sector.

With this in mind, SERVQUAL was modified to adapt it to the
"HOLSERV" hotel industry by adding, deleting or adjusting some items (6 new
items, 1 deleted and 2 adjusted) to obtain a measurement scale of 27 items.

The customer uses a set of criteria to judge the SQ. The aim of this paper is
to present the adapted version which is the "HOLSERV" (Mei, Dean, & White,
1999). According to this scale, the quality is explained by three dimensions.

The first dimension concerns the physical elements. These are the easiest
for customers to appreciate. In the hotel industry, this dimension comprises nine
items relating to infrastructure, equipment and facilities. Customers tend to judge
the SQ by the cleanliness, not only of the room and the physical appearance of the
staff, but also of all the places they may visit in the hotel during their stay. Other
elements concern the modernity of the equipment and the ease of use of the
facilities made available to the guest. Catering is an essential element in the
evaluation of the SQ, and has been introduced in the revised version of
HOLSERV, which did not exist in the original version.

The second dimension represents "reliability” in the provision of the
service. It encompasses various aspects relating to the precision with which the
service is provided. It is important that the service provider can keep its promises,
handle difficult situations with great skill, meet deadlines, deliver the service right
first time and, lastly, inspire the confidence of its customers.

The final dimension is the performance of frontline staff. Given the value
of the human element in the production and delivery of the service, this dimension
comprises twelve items. Always available, fast, efficient, courteous, caring,
possessing the necessary skills and knowledge, understanding customer
expectations, inspiring customer confidence - these are all characteristics that
customers assess in front office staff. These characteristics have a direct influence
on the SQ perceived by customers.
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To judge SQ, customers refer to a set of criteria on which they base their
assessment of an intangible product (which they can neither use nor try before

buying).

The second requirement: The service provider's vision

Few studies have looked at how service providers perceive the quality they
offer. In the hotel sector, Salah and Ryan revealed a notable disparity between the
customer and provider perspectives on the SQ offered. They concluded that this

discrepancy could adversely affect customer satisfaction with hotel services (Salah
& Rayan, 2006).

To improve quality in hospitality, as in any other service activity, it is
important to reduce perception lacuna. SQ can be adversely affected by
differences in perception between customers, directors and staff. By accurately
identifying the sources of these discrepancies, managers can pinpoint the areas on
which they need to focus in order to define areas for improvement.

In the research carried out by Dedeoglu and Demerer (2015), almost the
same situation is observed: there is a limited number of studies on the perception
of QS of involved parties including responsible and employees. Staff plays a key
role in customer perception and it is common for staff to consider that they offer
a higher level of SQ than the customer perceives. Consequently, in addition to the
guality of performance perceived by the customer, it would be necessary to
examine the perception of chiefs and employees. According to the authors, it is
essential to measure quality by taking into account the client's and the service
provider's perceptions (Dedeoglu & Demerer, 2015).

The aim of this paper is therefore to capture the views of hotel directors,
focusing specifically on the criteria selected to offer an outstanding quality to
customers in order to verify, in the Algerian context, the existence of any
discrepancy between the perception of customers and that of service providers.

Second Topic: Survey and research results
This section is devoted to the empirical study carried out to answer the
research questions.

The first requirement: Methodology of the study

This contribution is based on an exploratory approach that aims to achieve
three main objectives. The first objective is to examine quality from the supplier's
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viewpoint. In view of the small number of studies devoted to this subject, we feel
that it is important to examine this area in greater depth. Comparing the host's
perception with that of the provider can offer an interesting approach to service
quality. This approach is essential for improving performance. The second
objective is to understand, based on the Algerian context, the factors that lead to
a higher level of quality. The final objective is to assess the degree to which
responsible understand quality as perceived by customers through the criteria
chosen by the latter.

The qualitative approach is chosen because it provides an in-depth
understanding of a phenomenon and allows the subject of the research to be
explored without having to measure or confirm hypotheses. There are three
qualitative methodologies that can be used in research to study marketing
phenomena. Grounded theory is recommended when dealing with an interactional
element. Ethnography involves observation. Phenomenology is based on lived
experience (Goulding, 2004).

Phenomenology was chosen for this study because the objective was to
identify a set of elements constituting the perception of quality on the part of hotel
managers in Algeria, based on their experiences in the hotel industry.

Semi-structured interviews were undertaken with managers and sales
executives. The average time spent on the interview was approximately 1 hour 15
minutes. The interview guide was drawn up in such a way as to guide the research
towards the desired objectives while respecting the flow of a semi-structured
interview. It was based on three main themes. Firstly, to find out what SQ means
to hotel managers. Secondly, to look at the criteria that hotel managers use to offer
customers a superior quality. Finally, to determine the criteria on which customers
focus when assessing the quality of a hotel service from the point of view of
directors.

This survey was carried out on a sample of nine hotels located in Algiers
and Tizi ouzou (6 4-star hotels and 3 3-star hotels). We interviewed 5 hotel
directors and 4 sales directors with professional experience ranging from 2 to 44
years of service. In a qualitative study, it is not necessary for the sample to be
representative, as there is no question of generalizing results or verifying
hypotheses. The clientele of the selected hotels varies between business, leisure
and sports.
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Table 1. Characteristics of interviewees

Function Experience (on Category Region Length of
years) (number of interview
stars)
1 Director 44 4 Algiers 1h50mn
2 Sales director 7 4 Algiers 1h15
3 Director 28 3 Tizi Ouzou 1h45mn
4 Director 19 4 Algiers 1h20
5 Sales and Marketing 5 4 Algiers 1h
Director
6 Director 22 4 Algiers 1h15
7 Director 15 3 Tizi Ouzou 1h45
8 Sales director 4 3 Tizi Ouzou 1h
9 Sales director 2 4 Algiers 1h

Source: Based on survey sample

The verbatim comments were transcribed and a thematic analysis was used
to identify three themes relevant to the analysis: the definition of SQ, the factors
that participate in offering a high level of quality and the criteria used by
customers to assess the quality according to the directors. The thematic analysis
was chosen because it facilitates analysis of the data by summarizing it clearly by

theme, which makes it easier to interpret the results (Paillé & Mucchielli, 2021, p.
271).

The second requirement: Results and discussions

All the interviewees, without distinction, consider that SQ is directly linked
to satisfaction “service quality means satisfying the customer”. Hotel directors
believe that they are attentive to customers' needs thanks to feedback from the
staff in contact with them “We pay close attention to our customers' expectations
and always ask for their feedback at the time of their check-out”. Quality is not
clearly defined and there is a lot of confusion because the hotel directors
interviewed base their opinion on satisfaction and not on the quality of the services
provided.

Hotel directors all agree (whether in 3-star or 4-star hotels) and confidently
state that quality of service in the hotel industry is mainly characterized by
impeccable hygiene and quality catering. Several managers express practically
the same views “For us, service quality is ensured when we maintain impeccable
hygiene and provide dining that matches the tastes of our guests”. This is the
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minimum level of service that should be guaranteed to customers. Directors invest
a great deal of money and manpower in these two criteria. Some hotels rely on a
sufficient number of housekeepers, while others have even opted for software to
better manage the accommodation structure (for monitoring the cleanliness of
rooms and communicating information to reception). As far as catering is
concerned, a great deal of effort is made to ensure customer satisfaction, with a
varied menu and fresh produce. A director emphasizes the importance of dining,
stating “we even hired a doctor to ensure the safety of the dishes served, with
rigorous monitoring of test meals”.

The visual aspect of the equipment, infrastructure and staff is essential.
According to the interviewees, it is the hotel's image and shop window. Anything
that is visually appealing and impeccably clean is the first criterion of quality for
guests “The first thing that catches the attention of our guests is the exterior as
well as the entrance of the hotel”. The human factor comes last. Directors stress
the importance of this element and its significant contribution to offering a
superior quality of service. Highly qualified, stable and competent staffs are a
source of differentiation in terms of service quality “We recruit qualified staff
from hospitality training schools, and each one knows their tasks”.

The hotel directors interviewed in the Algiers and Tizi Ouzou regions have
a prescriptive view of quality criteria. They have difficulty in clearly defining
what quality means in their sector. On the other hand, they all recognize that
quality of service is essential to building loyalty. However, it is possible to
categorize service quality criteria in the hotel industry into two levels. The first
level corresponds to the minimum level required to guarantee a quality service:
cleanliness and comfort of the rooms as well as good catering (back office). The
second level corresponds to a higher quality level and is linked to staff in direct
relation with customer. Qualified staff capable of carrying out the tasks assigned
to them with a high level of professionalism is a guarantee of superior SQ.

Figure 1: Levels of service quality accordina to hotel directors

- Cleanliness of indoor and outdoor spaces,
particularly the room.
——— | -Dining services that cater to the tastes of the
clients.

This level is ensured by the back office

y

A customer-facing staff, highly skilled and
capable of ensuring a superior level of quality

Level 1: Minimum to
guarantee

Level 2: Higher level

Source: Based on the results obtained
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The state of the art made it possible to identify the criteria employed by
customers to judge the SQ in this industry. The qualitative study carried out as
part of this research revealed the criteria chosen by hotel directors to offer quality.
It is interesting to compare the customer's view with that of the service provider.
This makes it possible to evaluate the degree of understanding of the criteria used
by hotel industry managers to ensure quality to their customers.

The 'tangibility’, which is made up of nine elements chosen by customers
to assess the quality of a hotel service, is well understood by hotel managers. They
attach a great deal of importance to facilities, infrastructure, equipment and the
appearance of hotel staff. This suggests that hotel managers have a good
understanding of this dimension. In fact, during the interviews, all the managers
not only mentioned but also developed the importance of all the tangible and
visual elements that guests may encounter throughout their stay in the hotel, from
the car park and the exterior fagade to their departure. To this end, a great deal of
effort is being made to guarantee quality facilities (visually attractive,
comfortable, recent, clean, easy to use), a well-groomed appearance by staff and
quality food (healthy, varied, local).

Managers have a very low level of understanding of the second dimension,
"reliability”. Reliability represents the hotel's ability to meet its commitments to
its customers. Getting it right always at the first contact and being able to meet
deadlines without keeping guests waiting at every stage of their stay in the hotel.
Reliability also means managing problems and finding advantageous and
satisfactory solutions for customers as quickly as possible. For the managers
interviewed, these elements are virtually absent and there is no precise
understanding of these criteria compared with the tangibility, where we found a
very high level of understanding and investment.

The same applies to the last dimension, ‘employees'. Managers stressed the
importance of staff in providing quality. Qualification and training are the two
most recurrent elements when "staff" is mentioned. Two other characteristics
were mentioned less frequently: communication skills and the ability to reassure
customers coming from afar. On the whole, managers felt that staff were well
trained, having graduated from hotel training schools, which gave them a high
level of professionalism when dealing with customers. However, this is still
insufficient compared to the criteria used by customers to assess staff in direct
contact (developed above).
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Table 2. Summary table of service quality criteria used by hotel managers to deliver
quality

Criteria for assessing service quality Observation

- Cleanliness and condition of facilities, equipment and These factors were cited

infrastructure spontaneously in all the
interviews, and in first place

a. Cleanliness

- Outdoor areas, car park, entrance and reception area

- Bedrooms (especially bedding and bathroom facilities)

- The restaurant: cleanliness of the premises and tableware

b. Condition of infrastructure and facilities
- Facilities to ensure customer comfort with all the necessary
amenities

- Space planning and layout (sets)
Check that equipment is in good condition, especially in bedrooms
(plumbing, furniture, television, etc.) ....

- Food quality: catering In all the interviews, these
- Fresh products factors were  mentioned
- Variety of dishes spontaneously in  second
- Presentation place
-Traditional dishes
- The staff
- Impeccable appearance With the exception of
- Qualified staff (all from public or private hotel schools) physical appearance, which
- A warm welcome was mentioned in all the
-Communication skills interviews, factors relating to
- Ability to reassure people coming from afar the staff in contact were

mentioned spontaneously in
40% of the interviews.

Source : Based on the interviews conducted

This study revealed that there is a discrepancy between the way directors
and customers assess the quality of a hotel performance. This misunderstanding
on the part of the service provider can lead to a significant discrepancy which can
result in customer dissatisfaction. This is in line with the work of Dedeoglu &
Demerer, 2015 who found a perception gap between customers and directors.

Conclusion:

This study seeks to investigate the perceptions of hotel directors, focusing
on the criteria they consider to be important in offering a quality, and to compare
these with the criteria that customers actually take into account when judging the
SQ they receive.

From the results of the study carried out in nine hotels in the Algiers and
Tizi Ouzou regions, the results showed how precise hotel directors were in their
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understanding of the factors used by customers to assess the SQ provided. A
comparison of the results shows a gap between the quality criteria used by
managers and those used by customers to assess SQ. With the exception of the
'‘tangibility’ dimension, there is a significant lack of precision in the understanding
of the other dimensions, despite managers' insistence on the vital role played by
staff in delivering a high quality service. This lack of precision may be at the root
of a major discrepancy that could negatively affect the host's perception of the SQ
provided by the hotel, hence the interest in devoting more research to service
quality oriented towards the service provider.

These results make it possible to put forward a series of contributions at
both theoretical and managerial levels. In theoretical terms, this study made it
possible to analyze the vision of hotel managers of the constituent elements of SQ
as perceived by the customer. This revealed that the criteria used are different
from those used by customers when assessing the quality of a service. Measuring
this discrepancy and its impact on the quality perceived by customers could
provide important avenues of research for improving service quality.

In managerial terms, these results can help hotel directors to better
understand and design the quality perceived by customers on the three dimensions
that make it up. In addition to the predominantly normative criteria and tangible
elements, hotel directors need to invest more time in understanding the criteria
relating to reliability and staffing, so that they can incorporate them into their daily
practices in the same way as they do hygiene and catering.

This research made it possible to verify, in the Algerian context, the
existence of potential differences between the guest's perspective and that of the
provider. In this sense, this contribution served to explore an approach oriented
towards hotel directors. In this context, it may present certain limitations in terms
of generalizing the results obtained. However, it opens up research opportunities
on the impact that a perception gap between customers and directors could have
on the quality provided.
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