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Abstract : The purpose of this study is to explore the level of service quality performance from the perspectives of hotel
guests. The aim is to examine hotel guests’ perceptions of service quality performance and its relation with their brand loyalty
and gender. The study utilized the instrument of SERVPERF developed by Cronin and Taylor (1992) to measure service quality
performance.  The  study  was  conducted  in  three  upscale  hotels  in  Saudi  Arabia.  The  study  found  that  service  quality
performance is significantly correlated to both brand loyalty and gender of hotel guests. The study also found that loyal and
female hotel guests have perceptions of service quality performance than do non-loyal and male hotel guests. This research is
the first empirical study in the Middle East that links service quality performance with brand loyalty and gender of hotel
guests.
Keywords : service quality, SERVPERF, customer satisfaction, brand loyalty, gender
Conference Title : ICSRD 2020 : International Conference on Scientific Research and Development
Conference Location : Chicago, United States
Conference Dates : December 12-13, 2020

World Academy of Science, Engineering and Technology
International Journal of Mathematical and Computational Sciences

Vol:14, No:12, 2020

O
pe

n 
Sc

ie
nc

e 
In

de
x,

 M
at

he
m

at
ic

al
 a

nd
 C

om
pu

ta
tio

na
l S

ci
en

ce
s 

Vo
l:1

4,
 N

o:
12

, 2
02

0 
pu

bl
ic

at
io

ns
.w

as
et

.o
rg

/a
bs

tr
ac

ts
/4

94
28

.p
df

ISNI:0000000091950263International Scholarly and Scientific Research & Innovation 14(12) 2020 1

https://publications.waset.org/abstracts/49428.pdf

