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Effect of physical appearance of hotel services on customer satisfaction

- Case Study of Al Najah Hotel in Ain Al-Dafli-
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ABSTRACT
Today, hotel companies are trying to prove their existence by offering their best services so as to exceed customer expectations.
This can be considered the key to entering the business environment that knows accelerated changes.
Hotel companies are obliged to try to satisty their customers by the different means and strategies. Physical appearance is one of
the most important criteria to determine the company's ability to satisfy the customer.
In this study, we will try to show the importance of the physical appearance of the service and its influence on the choices of the
customer, his expectations and the degree of his satisfaction. Our study also aims to know the level of quality of the services
offered at E] Najah hotel in Ain Defla, and How the physical aspect could participate in satistying the customer.
Key words : Physical appearance, Hotel services, Customer satisfaction, Quality of the service.
Jel classification codes : A20, G20, O55.
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Source : Zeithaml, V. and M. Bitner, , Services Marketing : Integration Customer Focus across the Firm, Third
Edition, McGraw-Hill, Irwin, New York 2003 .
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