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Table | Gap between management perception of consumer expectation and consumer expectation

Management perception of Consumers’
Dimension consumers’ expectations expectations t-test Difference
Tangibles 6.97 5.71 0.05 1.25
Reliability 6.50 6.71 ns -0.29
Responsiveness 5.33 6.56 0.05 -1.32
Assurance 6.00 6.93 0.05 -0.89
Empathy 6.33 6.44 ns -0.21
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Table Il Gap between staff perception of consumer expectation and consumer expectation

Staff perception of Consumers’
Dimension consumers’ expectations expectations t-test Difference
Tangibles 5.66 5.71 ns -0.05
Reliability 6.38 6.71 ns -0.33
Responsiveness 6.00 6.56 0.05 -0.54
Assurance 6.50 6.93 0.05 -0.40
Empathy 6.00 6.4 ns -0.40
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Tryp Gran Sol Hotel NH Cristal Hotel

Customer requirements 5 3
Improving the firm’'s control and efficiency 6 5
Improving the quality image projected to the market 7 6
Good start toward total quality 7 6
Improving the quality of services delivered 7 6
Reducing the number of faulty products 5 5
Consolidating and increasing market share 4 5
Desire to create quality awareness in the firm 7 5
Belief that certification would give an advantage

over competitors 6 5
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Tryp Gran Sol Hotel NH Cristal Hotel

Customer satisfaction 6
Emplovee morale
Productivity

Defect reduction

Cost of quality

Service quality

Cost of waste and rework
Sales

Sales growth

Market share

Market share growth
Financial performance
Competitive position
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Frequency (F) Percentage
Gender
Female 117 411
Male 168 589
Total 285 100.0
Age
8-27 31 109
28-37 44 154
3847 101 354
48-57 85 298
58-above 24 84
Total 285 100.0
Level of education
Primary school 2 0.7
Secondary or high school 35 112
Vocational school 88 309
Undergraduate degree 129 45.3
Masters/doctorate degree 34 119
Total 285 100.0
Nationality
British 137 481
Scottish 115 40.3
German 10 35
Others 23 8.1
Total 285 100.0
Occupation
Self-employed 22 77
Professionals (e.g. lawyers, doctors, engineers) 63 22.1
Students 15 5.3
Executive of a corporation 9 3.2
Governmental employees (e.g. officers, policemen) 8 28
Personnel of educational organization 17 59
Others (e.g. retired, housewives, laborers, etc.) 151 53.0
Total 285 100.0
Hotel stay
S-star 128 49
4-star 144 50.5
Others (resort hotels) 13 46
Total 285 100.0

P s

)o).«.:ksbli}).fugj.&ij‘ ol o)L';....J 05‘; ‘_gl.e,l...b ‘53))4..\..514 7......‘...’ w‘ ,aM J&MA)QdS)’bJLo.Q ,...ADLQ.Q
o..\....ad..ﬁ)f).la.:



9|Page

Cans e 0Lt byl ol iie lys |, SERVPERF ( ppolie ) slo (35, qujsi V UK . ablos - 47

Perceptions

Mean SD
Tangibles
The hotel has modern looking equipment 3.82 0.86
The hotel’s physical facilities are visually appealing 3.80 0.90
The hotel's emplovees are neat-appearing 394 1.00
Materials associated with the service are visually appealing at the hotel 3.80 1.01
Intangibles
When the hotel promises to do something by a certain time, it does so 391 0.96
When you have a problem, the hotel shows a sincere nterest in solving it 3.90 1.03
The hotel performs the service right the first time 3.99 1.07
The hotel provides its services at the time it promises to do so 391 1.00
The hotel insists on error-free records 3.92 1.05
Employees of the hotel tell you exactly when services will be performed 3.86 1.04
Employees of the hotel give you prompt service 392 1.05
Employees of the hotel are always willing to help you 3.80 1.02
Employees of the hotel are never too busy to respond to vour requests 3.89 1.01
The behavior of employees of the hotel instills confidence in customers 3.89 0.96
You feel safe in your transaction with the hotel 4.08 0.92
Employees of the hotel are consistently courteous with you 3.99 0.93
Employees of the hotel have the knowledge to answer your questions 3.96 0.95
The hotel gives vou individual attention 3.89 1.03
The hotel has operating hours convenient to all its customers 411 0.98
The hotel has employees who give you personal attention 3.79 0.91
The hotel has your best interest at heart 3.89 0.95
Employees of the hotel understand your specific needs 3.85 1.03
Customer satisfaction
Overall, [ am satisfied with the hotel services 4.00 1.02

Note: SD: standard deviation
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