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Qualityofservicesinthetourism sector

Introduction

Interesthasincreasedinrecentyearsinthetourism sectorandtourism
developmentduetoitsintertwiningwithmanyeconomicsectorsanditsrole
in creating new job opportunities,supporting the balance ofpayments
balanceandthencontributingtoeconomicdevelopment,asrecentstudies
confirm thatthetourism industryisoneofthefastestindustriesintermsof
achievinggrowthrates.Wefindmanydevelopingcountriesareseekingto
harnessallmeanstoprovidefacilitiesthataresupportedbythenecessary
legislationtoensuretheachievementofthedesiredgoalsofdevelopingtheir
tourism sector,andtotrackdataonglobaltourism ofbothinternaland
externaltypes.Itisnoticedthatthetourism industryhasbecomeoneofthe
largestindustriesintheworldbutitneedscarefulapplicationofoperations
Providingtourism servicestotouristsandvisitors.

Definingthequalityoftourism services

Itisadynamicstateassociatedwithphysicalproductsandservices,people,
processes,and the surrounding environmentso thatthisstate matches
expectations.Itisalsothecaseofaserviceorcommoditydirectedtomeet
theneedsofconsumers.Inthesensethatqualityisasetofadvantagesand
characteristicsofaproductorservicethatisabletomeettheneedsof
consumers,includingtouristsandvisitors.

Theimportanceofqualityofservicesinthetourism sector

Thesuccessofthetourism marketingplandependsontheextenttowhich
thequalityoftourism serviceshasattainedthedegreeofvisitorsatisfaction,
withtheprimaryemphasisonthedifferenttourism context.Therefore,the
visitor'sloyaltyfactortothedestinationwasthecentralconceptandoneof
themaingainsinthesuccessofthequalityofservicesprovidedinhotelsand
touristfacilitiesinthedestination.Numerousstudieshaveshownthatthe
phenomenonoftouristloyaltytothetouristdestinationandthequalityof
tourism servicescannotbedealtwithwithoutafullunderstandingofthe
conceptoftourism marketingatthelocalandinternationallevelsforvarious
tourism contextsandthroughtheimageofthetouristdestinationandthe
satisfactionofthetourist.Asaresult,therelationshipbetweenthequalityof
tourism servicesandtheloyaltyofthedestinationdependsontheimageof
thedestinationinthemindsoftravelers.

Therelationshipbetweencompetitivenessandservicequality

characteristicsinthetourism sector

Attentiontothequalityofservicesinserviceandproductionfacilitieshas
become a common and extremelyimportantmatterto reach customer
satisfaction,loyaltyandtrust,andtoachieveprofitabilityandcompetitiveness
fororganizationsandcompaniesdespitethedifferenceinperceivedqualityin
tangiblegoodsfrom theperceivedqualityinservicesthatenjoy
Withdifferentcharacteristicssuchashotelservicesandothertouristfacilities.
Althoughtourism serviceshaveadifferentnatureandcharacteristicsfrom
theproductsector,whichmakesthem characterizedbycomplexityandgreat



II

importanceinglobalandlocaleconomies,andwiththeintensificationof
competitioninthetourism sector,thedesignofsuccessfulservicesincludes
engineeringasetofprocesses,resourcesandoutputsthatleadtoresponding
to customers'expectations and this is considered a challenge And an
importantinputtoachievingthequalitycommensuratewiththesatisfaction
of consumers,corresponding to improving profitability and enhancing
competitiveposition.

Servicequalityassessment

Toidentifydeficienciesandimprovethequalityofservicesprovidedinorder
to achieve competitive advantage and profitability,increase return on
investment,efficiencyinoperations,reducecosts,aswellasachievethe
satisfactionofbeneficiarytouristsandensuretheirloyaltytotheservices
provided.Itcanbesaid thattherapid developmentandtheincreasein
competitionbetweencompaniesintheinternalandexternaltourism markets
hasraisedthestatusofthequalityofservicesandhasbecomeageneral
featurethattourism destinationsinvariouspartsoftheworldarekeenon.

Thequalityoftheserviceprovidedislinkedtoseveraldimensionsunited

witheachother,whichare:tangibleaspects,trustandreliability,

responsiveness,safety,assurance,empathy,andefficiency.

ConcreteAspects
Whilethetangibleaspectdimensionreferstotheappearanceofthephysical
facilitiesavailabletotheserviceorganization,theappearanceoftheworking
personnel,toolsandmeansofcommunication,andeverythingrelatedtothe
physicalequipmentnecessarytoperform theservice.

 ReliabilityandTrustworthy

Thedimensionofreliabilityindicatestheserviceprovider’sabilitytoperform
thepromisedserviceinareliablemannerandalsowithahighdegreeof
healthandaccuracy.Thecustomerstopsprovidinghim withaccurateservice
in terms ofcommitmentto time and performance completely and as
promisedanddependsontheserviceproviderfrom Thisparticularaspect.

 Response

Aftertheresponse,itconfirmstheability,desireandwillingnessofservice
providerstobealwaysreadytoservecustomersandtheirabilitytoperform
theserviceforthem whentheyneedit.

 Safety,andWarranty

Whereasthedimensionofsecurityandguaranteeindicatesthedegreeof
feelingofsecurityandconfidenceintheserviceprovidedandwhoprovidesit,
aswellastheextentofrisksfortheresultsofreceivingtheserviceinthe
hotelorfrom itsproviderorfrom both.

 EmpathyandCompetence
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Whilethesympathydimension confirmsthattheserviceproviderhasa
degreeofrespectandpolitenessandischaracterizedbyfriendlyandgood
treatmentwithcustomers,andthenthisaspectshowstheextenttowhichthe
degreeofinterestandcareofthetouristandthecareofhisprivacyand
attentiontohisproblemshasreached.

-TheEnd-


