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Abstract:

The current study aims to determine the effect of the dimensions of hotel
service quality on the customer's commitment in premium class hotels in
Baghdad. The dimensions of service quality were dealt with as consisting
of (dependency, responsiveness, tangibility, safety, empathy) in that the
customer's commitment was one-dimensional. The study attempted to
determine the effect of the dimensions of hotel service quality (combined
and individually) on the customer's commitment. The study population
consisted of premium-class hotels in the city of Baghdad, while the study
sample consisted of the customers of these hotels. (500) questionnaires
were distributed to them randomly. The study used simple and multiple
regression analysis to test the model and hypothesis of the study, and the
study concluded that there is a statistically significant effect of the
dimensions of hotel service quality (combined and individually) on the
commitment of the customer, accordingly the study recommended that
hotels should be concerned with the study community in a way of
continuous improvement in providing service to the customer.

Keywords: hotel service quality, customer commitment, continuous
improvement.
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