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Abstract:

This study aims to collect the dimensions of the quality of hotel services in limited factors, and to achieve
the objectives of the study, the analysis of principal components was used as a statistical method to analyze
the questionnaire data, so that the main factors that lead to customer satisfaction are identified, and to achieve
this, the researchers selected a random sample of 200 guests from four- and five-star hotels in Oran who had
previously received hotel services. The study concluded two main factors that explain 58.27% of the total
variance, which is the place of service provision and the quality of the service provided.
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%15.40 juusty an by 3 cromal) JaIL Aeadll 4 (g "dadial) Fandl) 82 5a’ Aabeiall 5 i@ o)l e
Aol @ilia 8 (Factor Analysais) Lelall Julasll il cilayie of Joil) oSars - SN ol g

el 138 6 3l ciluhall s aa (3850
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LUV dgend i1 Galal)
Matrice de corrélation?

Q4 | o5 | 06 | @7 | @8 | Q9 | Q10 | Q11 | Q12 | Q13 | Q14

La proximité des sites |1 yo0 | 972| 386| 446 40| 391| 578| 232| 381| 428| 270
tOUrISthUeS

La quantité de 272|1,000| ,644| ,228| ,307| ,376| ,059| ,479| ,311| ,341| ,870

nourriture
La qualité de la 386| .644|1,000| 265| 68| .488| .181| 481| 217| ,420| 536
nourriture
La sécurité as6| 228| 2651000 281 412| 431| 231| s07| 52| 248

Les lieux étaient

propres 489 ,307| ,468| ,281)1,000| ,338| ,304( ,325| ,321| ,356| ,355

Corrélation
La qualité de

Lo ,391| ,376| ,488| ,412| ,338]1,000| ,429| ,396| ,309| ,400]| ,359
I'environnement

L'atmosphére de I'hotel | ,578| ,059( ,181( ,431| ,304| ,429|1,000| ,167| ,488| ,488( ,114

La politesse du 232| 479| ,481| 231| ,325| ,396| ,167|1,000| ,422| 499| 447

personnel

Le confort des lieux ,381| ,311| ,217| ,507| ,321| ,309| ,488| ,422|1,000| ,444] ,260
satisfaction 428 ,341| ,420| ,152| ,356| ,400( ,488| ,499| ,444(1,000| ,291
Sport 279 ,870| ,536| ,248| ,355| ,359| ,114| ,447] ,260]| ,291]1,000

a. Déterminant = .004

SPSSzaliyd ilaay) dlaill mili e slaieVl Gaaldl slae] : jtuaal

zaball g slaall .6

sl dadly aalal) =i

Aue o))¥ bl Auly s A8ndl) Aedl sasa 3a3 8 sl mudl 5 (2007) o (s ¢ g
o= ¢ 88 2321l (29 alaall ¢l daah Alas celoan dae & A8adl) Glebaiall (e 22e B Casuall (e
.66—43

—alie— Jsal) Gusand) (338 Alla A A8l Glesdl) Grgnd & s 5 0 ¢(2008) culed) Gpuaal
1955 @5l 20 Rels 530880 1 il ¢ yundll  lam@) aglall 3 (o)) 530 da g yhl)
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