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Abstract

This study aimed to identify how the high quality of hotels’
services in Khartoum affected the customer satisfaction and how to
raise the standard of these services. For the time being, hotels sector is
an important national income source. As the competition gets hot in
this field, and in the future hotels extend network of vision and mission
through quality service to fulfill the customer's needs, in addition to
their loyalty.

Customer’s satisfaction absolutely required as a powerful of the
benefits of hotels to gain market size competition. Therefore, when the
customer had been satisfied, definitely will be back again to the hotel
with others, because he appreciated the hotel quality service, this will
spread out the hotel function among the competitors, but if the
services not attracted the customer's needs, the result will be negative
towards the hotel and gradually loss its expected future customers.

Data is collected through four types of questionnaires, including:
customers, staff, head departments and managers of hotels in
Khartoum in the period from October to November 2008.

The study found out that the high quality of services in hotels is
behind customers’ preference of a hotel. Serving customers properly
attains satisfaction. In spite of those facts, the sample of the study
highlighting lacks of quality control. The cause behind that is the lack of
specialized staff in the field of hotels and tourism.

The study recommended that a training program is to be designed
for raising staff skills and improving the standard of hotels’ services.



Also, recommended that hotels’ management must focus on all sides of

service (tangibility, reliance, response, safety, guarantee and
sympathy).

A written manifesto system about the style of the quality standard
method is essential to make the staff aware of and easy implemented.
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Questionnaire specially for

Hotel Customers

We are doing a research in “The impact ( influence) quality in
hotels on customers satisfaction” in Khartoum’s hotels, and your
opinion is very important in our research so please write the
following data to investigate the objectives of these research.

* The name of the hotel which you visit................



10sex O Male Female
2- Age

@) Less thaO30 3009 40- More than 50

3- Natitnality SudaneseD others............
4- Level of Education

O Read and write O secondary Ontermediate deplume
O O University higher education
5- Employment

Cree work BGsiness man eQployee otQers....

6- Marital status
O O Marriage O single others...........
7- Income per month $
O Less than 5@ 500-1050 more than 1000
8- Are you usual to visit and stay in the hotel?

O O
Yes No

9- If the answer by yes, How many days are you stay (spent)in the
hotel?

Less than weel® Week O Two week
More than two week



10- What is the purpose of visit or stay in the hotel ?

OBuisness O Plausure Qloneymoon

11- What is effective element in your hotel choice?

O kind of services provided > tge prices of these services
O quality of services provided location of the hotel
O Others.....cceeeeeveveecerennns
12- What is the level of the hotel, that you prefer to stay in it?
O Five starO four starsO three starso or less

13- Is there any relationship between the services provided and the
level of the hotel?

O OYes No

L -WRY 2. e et ee et et eee e ee et e et et eee et e et et e eeanen e
15-Are the prices of the hotel suitable for you?

O Yes O No

16- Do you think, the number and the kind of different hotels, in
Khartoum are sufficient to make activation of tourism?

O YeO No
17- Do you think that the hotel meet all your needs?

O YeO No

18- If the answer by No, What are the things that you expect and

YOU AON Tt FINA 2t e e e e e e



19- What are your suggestions for developing the services
provided in the hotel? ...

20- Please arrange the services provided in the hotel listed billow
according to their importance, number (1)the most important, and
number (12) the less important:

Reception employees attidutes

The quality of foods tangibility characteristics
Immediately, highly of compliants and problems solution
Entertainment Services and swimming services

Services level of restaurant in the hotel

Sport and gymnastic services

Pleasant welcome

General appearance of the hotel

Level of furniture in rooms

The easiness and rapidiness of reservation procedures

O o0 o o O O oo o o o o

Room and other area of the hotel cleaning state
Appearance of the staff of the hotel

22- What is the degree of satisfaction about the quality of services
provided in the hotel?

O MeQum  AcOQpted BOd ExcelleOt good

23- please arrange these factors according to their importance,



O o o o o o o o ©

@)

number (1) is the most satisfied, and number (11) is the least
satisfied:

The easiness and rapidiness of reservation procedures
Appearance the team worked

Services of various restaurant in the hotel

Price for services provided

Help of healthy club team

Quality of food, taste and appearance

Quality services in swimming pool

Services level of restaurant in the hotel

Reception employees attidutes

Room and other area of the hotel cleaning state

Pleasant welcome

24- Will you prefer staying in the same hotel (your Loyality) next

@)

time?

O Yes No



25-select the appropriate answer from these option according to
your satisfaction of quality services provided:

Don't accept | Don’t Mediu | Accept Accept
strongly accept m strongly

1- Theinterned design of the hotel which you are
visit it is harmonic

2- The hotel uses moder n techniques of present
timein the service

3- The appear ance of the staff in the hotel is
excellent

4- The building, decoration and furnitureare
attractive

5- The service are offered for me presented in
punctually

6- Thehotel help in solving my problems

7- The servicesprovided are done perfectly and
immediately

8- Thehotel providesthe information needed

9- Time of serviceisaccur ate

10- The employees of the hotel provide service on
time

11- All workersare keen to help

12- Workersrespond to demand quickly

13- Worker behavior istrusted

14- | feel safe when dealing with the hotel

15-The staff ischaracterized with the hotel

16- Theworkersin the hotel areready to answer
any questions

17- The hotel gives each customer the appropriate
care

18- Customer arein priority of the hotel
management and the staff

19- Theworker of the hotel care of customers
per sonal needs

20- Friendship, pleasure and faith are the base of
behavior to words customers

ash Al disa & ddlad) (ol (1-) @ale

e M e Ne | caalll| m )l | gl ol | a8

Caoall | sl | G skl £ L)
270 540 9 H 5 1970 O giligl) 1

140 280 2 H 5 1970 saudga il 2




134 268 11 H 5 1972 il

236 580 4 H 5 | 2007 L, Sl 4
110 220 9 H 4 | 1976 | ashall ha

58 116 9 H 4 | 2006 Ol 63
56 112 9 H 4 | 2006 sl

40 75 6 H 3 | 2004 RIE ] -
65 111 7 H 3 | 1990 ) el 9
58 94 8 H 3 | 1997 U askyall| 10
90 174 1 H 3 1980 zuld ol 11
40 80 7 H 3 | 1993 il 12
49 73 3 H 3 | 1983 S)laua 13
40 80 7 H 3 | 1999 0 14
31 62 5 H 3 | 2005 | ashaliiss| 15
35 60 6 H 3 | 2006 48,La) 16
27 45 11 H 3 2006 Ol 17
40 80 2 H 3 | 2006 oeila 18
54 108 2 H 3 | 2006 Qb 19
42 79 3 H 3 | 2007 oasla L) 20
32 48 5 H 2 2007 Al 21
32 64 3 H 2 2004 i) 22
38 63 2 H 2 | 1978 JsSl| 23
18 24 3 H 2 | 1978 ossla) 24
e M e Ne | caialll| m )l | gl ol | a8

cayall | sl | (3l ghall Lyl

45 75 3 H 2 | 199 Jyw ) 25
40 69 3 H 2 | 1995 bl 5| 26
20 28 3 | H1 | 1977 Laldl| 27
17 28 4 | H 1 | 1978 S| 28




16 26 2 H 1 2004 B 29
7 13 2 H 1 1996 Ly 3l 30
42 82 ) H 1 2005 el A 31
12 24 4 H 1 | 2004 | 32
20 40 4 H 1 | 2000 sl 33
30 60 3 H 1 | 1980 oraalll 34
49 98 3 H 1 1981 i) 35
42 48 4 H 1 | 2004 ehwall] 36
23 38 5 H 1 | 1980 Jdaaall| 37
12 24 3 H 1 | 2006 ol | 38
12 24 3 H 1 | 2006 oSy 39
Aadl aas | ) aae ISy =l
2090 4058 ps—aill (3alsal
39

ash Al disa A bl J3U (32U sae(2-0) Gala




37 74 1 | B 1] 1999 | 1
24 48 1 [B 1[2001] | 2
25 50 1 | B 12004 | 3
24 44 2 | B 11998 | 4
24 20 3 | B 12001 ds;m\ 5
17 31 3 | B 11997 S| 6
40 77 2 | B 11997 Zal)| 7
26 49 3 | B 12004 | 8
24 40 4 [ B 12005 olall| 9
16 44 1 | B 1] 1981 wd_éu\ 10
36 58 4 [ B 2[1990 | 5. ame| 11
22 47 2 | B 22000 Koy 12
67 29 2 | B 21987 s o, 13
16 32 2 | B 22000 Lb 14
13 33 2 | B 21981 | 15
16 55 1 | B 2| 2001 | 16
10 20 1 | B 22007 soet| 17
17 59 2 | B 32004 | 18
8 40 1 | B 3] 1997 L] 19
8 32 1 | B 3| 1997 Ls | 20
8 18 1 | B 32002 S0 e | 21
14 54 1 [B 3[1981 g . 22
13 44 3 | B 32000 23

sl syl




15 43 1 | B 3| 2000 5y5all 24
10 35 1 | B 3| 2003 al] 25
27 51 2 | B 3]1980 Geasll| 26
7 35 2 | B 3]1998 sl 27
7 35 1 | B 3] 1999 sl 28
5 20 1 | B 3| 2003 A<uell 2| 29
14 50 2 | B 3| 2005 ese 5| 30
17 42 3 | B 3] 1997 Slia g 31
14 48 2 | B 3| 2000 ALl 32
12 28 2 | B 3| 2005 L] 33
9 26 2 | B 3|1997 daga| 34
9 30 1 | B 31993 5l 35
10 25 2 | B 3] 2006 N 36
4 15 1 | B 3| 2006 Leall| 37
44 2 | B 3| 2006 Du| 38
16 40 2 | B 3] 2007 Ll | 39
Aadl e | e Sl 22 Al
679 1070 39 Jyll

5128 5y goanally 2769 il £aray 78 (Ll LI £ ganall

.(2008) ;5 il : jseaal)







