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Impact of service quality dimensions on tourist satisfaction Case study on
a sample of tourists from the state of Mostaganem

Zaudy 2 Toalall e ylad
abdelkader.naar@univ-mosta.dz . /5=l @ilicwes sl op el due Laal STRATEV pkes’
melahidz@yaho0.fr. 515z @ilizuwe (sl ¢p dsesdl die Zasls STRATEV e’

2025/01/31 : ,.adl & 2025/01/15 : J ¢3! &b 2024/11/11 :‘a))l:.m‘z(l &b

toadle

A ol il s Jobidy cllgad | gl dizgs § Ly Loady (@1 8001 2B ydas
B 935Ll) Bagzell A uasd| sl M5 (o miladl Loy (de 7 3500 A lad | ilousd| 3o g
.SERVQUEL 7 35 Lz s> (I (cabolatll cola¥! cylmiaddl] cdpus galll

L9 dausell Bagr (e JSG dalall ualall (asd S dl it gladl coledl § Lidyhas
e @3 b o)l Colad) Ll clis,all aisgy liady dulhuld gylas 7 3903 L8103 sl
A9 G9 Ay @59 O Olatiael 300 (o AS| 4393 IS (0 uiliiwe 43¥9 7 L dcgazme
SN 3S50 gl celzg Smart PLSA zoliys plasiwly mludl Jul=s clr g 137 glaiul
A il as g mosn Los mbadl Lsy e dacize Laslal JSo dessdl 5392 (b
Sluwge dog los bl Cils s lus (e S 31 Lesd Lol sliay canSy 4S5l (e Ll
dalizell ol LNy ale )l cws (e 42909 4348 Dluliwy lalas ang Jl (> lewd! g lkasll
-z el ALl
Lol (aS5ull sagaetl cdousl 8o slayl (dease)| Baga @ dusLiall ol

Abstract:

Given the great importance that satisfaction plays in guiding consumer
behaviour, this simple research addresses the impact of tourist quality services
model on tourist satisfaction through the five dimensions of quality (reliability,
tangible, responsiveness, safety, empathy) of the SERVQUEL model.
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We touched on the theoretical aspect of this research for some concepts
related to both service quality and tourist satisfaction and then proposed a
theoretical model of the study and we made hypotheses. On the experimental
side, more than 300 questionnaires were distributed between paper and
electronic. After the retrieval of 137 of them, the results were analyzed using
smart pls4 software. The results confirmed the positive impact of the quality of
servicein all its dimensions combined on the tourist's satisfaction, allowing the
development of strategies to positively influence his behaviour and gain his
satisfaction.

As to the impact of each dimension, the results varied from one to another,
directing tourism sector institutions to develop rigorous and meaningful plans
and policies according to the different wishes and needs of tourists.
Keywords: service quality, dimensions of service quality, perceived quality,
satisfaction.
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