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Abstract:

This study aims to measure hotel service quality in Saudi Arabia using
SERVPERF and SERVQUAL scales in order to determine the dimensions
that make up the hotel services quality dimensions, and what the most
important dimensions are from the customer's point of view. Also, to
determine which of the two scales has the highest measuring ability and
which scale is more efficient on reliability, validity, the predictive ability,

and the ability of variation interpretation.

To achieve the study objectives, 391 questionnaires responded by five
and four-star hotel customers of the Eastern Province of Saudi Arabia were
analysed. The study found that the hotel services quality dimensions are:
tangibility, reliability, responsiveness, empathy, and safety. The results
indicate that the safety and intangible dimensions in SERVPERF and
SERVQUAL scales are the most important dimensions for hotel service
quality. The results also lead us to assert that the measuring of the hotel
services quality using SERVPERF scale provided the highest confidence
level, and a higher level of validity. The level was also higher in the
interpretation of criterion validity. It demonstrates the importance of
adopting such a scale to measure the service quality provided by the Saudi

hotels.
Keywords:

Hotel services quality dimensions, Hotel services quality, SERVPERF,
SERVQUAL, Saudi hotels.
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