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Abstract:

This study aims to identify the impact of marketing
ambidexterity in improving the quality of hotel services, based on
two main variables: marketing ambidexterity as an independent
variable, measured by its dimensions which are “opportunity
exploration, opportunity exploitation and marketing flexibility,”
the second variable is the service quality as the dependent one,
measured through the dimensions of “tangibility, reliability,
response, assurance and empathy.”.

To achieve the objectives, a descriptive analytical approach was
adopted in the study, based on a questionnaire that covers all axes
and variables of the study, it was distributed to a sample of 40
managers holding high positions in the Sheraton Annaba Hotel,
using the software (spss.v.25) 34 questionnaire were retrieved
and statistically analysed,

The study reached several conclusions; the most important one
is the existence of a correlation between marketing ambidexterity
and the improvement of service quality at the Sheraton Annaba
Hotel. The study also concluded that even if the hotel has not a
considerable ability to discover opportunities, it could exploit the
ones discovered with marketing flexibility that exceeds the
competitors’ capabilities.

Keywords: Marketing ambidexterity - exploring opportunities
- exploiting opportunities - quality of hotel services - Sheraton
Annaba Hotel.
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