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Abstract .

The study aims to know the impact of the quality of tourism
services on the trend towards domestic tourism in Algeria. To address
the problem of the study, the descriptive approach was relied upon by
presenting the literature related to the study variables, represented by
the quality of tourism services and domestic tourism in Algeria. The
dimensions of the Christian Gronroos model were also relied upon in
measuring the level of quality of tourism services, represented by
technical quality, functional quality and the quality of the
organization's image. In an attempt to apply the study in the field, a
questionnaire was distributed to a sample consisting of customers of
hotels in the state of Ghardaia and the state of EI Oued, numbering
152 customers. The data were also analyzed using the statistical
package program used in social sciences SPSS and the SmartPls4
program. The study reached the following results:

* There is a statistically significant effect of the quality of tourism
services in all its dimensions (functional quality, technical quality and
quality of the organization's image) on the trend towards domestic
tourism at a significance level of 0.05.

» There i1s a statistically significant effect of the dimension of
technical quality on the trend towards domestic tourism at a
significance level of 0.05.

* There i1s a statistically significant effect of the dimension of
functional quality on the orientation towards domestic tourism in
Algeria at a significance level of 0.05.

* There is a statistically significant effect of the dimension of the
quality of the organization’s image on the orientation towards
domestic tourism in Algeria at a significance level of 0.05.

Keywords: Quality of tourism services, functional quality,
technical quality, quality of the organization's image, tourism,
domestic tourism, tourist
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iy Hia) Je Jelall Ggaall ading (137 daba 2019 cqlagll 2o e
Jraldll aies g Cargiaall Hogeall Laaia Jiluy dlae b Ogiguall aghy Cus ¢Dlaall
( Mathur & Arora, (jdguwell clalfl axdy o) cladad (SLH1 ey eDlaall Lgallay Al
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ciide ye lgileadd zg il dussgall DA e asi Al dapkll g8 <2020, p. 156)
(bt (gides cpaildl e oleldl) it pa dealsil) i A Ao Ll il
(g AN apll e )Ashgeal) LYl A55a Al asii 9 Govoni, 2004, p. 102)
(Edward & el ga delially Dleall Zlaied Saiaal (&, gelan) Jaalsill Jiles
.Richard, 1996, p. 208)
) ainds o lgie ol ) Batl Aescsgall U8 0n Gusedll 1 AN (3 guadl
Gl zay deally 2aaal) el Aucgal) 3 Galalall gaes 1S5 ol ge duk ZaBU
(47 dsta 2020 ¢ AUall) duosall QJ\TD e Gledd aalh Cangag sl
Lgdlaaly duscsgall dagal midly agdl ducsgall cliac) g5l dongall 35a dangd S Cas
(William & Dennis, 2012, p. ssaydl laa¥) gaaasl aniilly sl cupnill
ola) danlio Ainplas ADIA (e Ighpem o ciny (el Lo dunnagall silaga zlinsg <04)
sl G gy I ) agadyge U (e calio JSE abigad & o i (L3l
(Richard J & Barbara , 2000, p. 142) (pilagall a3 angall Jslall Gagaall o)
iy & palld¥) e S 2o ) deay sulE s aga () (o AR Gupudl)
(Mike, 2018, p. ... 4wyl Jiluslly sl ¢¢ypuiiil) cCinaall (ha gsill 138 Jadis anls
Anladls dug Bsea (3l dsngal)l Glarin Caupail) () lglana 8 AladiVl o2 Caagh <03)
(79 dnia 2013 ¢ Mag) oyt o i Goudl b ]
Llaadl) Gagead dan : B g ,al)

(40-39 claiall 2020 ¢ egy) 2aallll Laliil) & cladal) Gagadt daea) i
Sl 8 Al 5 ey iady @) b clatiall Basedll (mgje (ailadi ¢ el
Laxdll 5353 DA e pandl i o adll Al o e S S )
ST aae Qg Ll i) e Jgaanll Zaadll 5ag08 DA e dalaiall (Karg cdadiall
(L e
dole e Lol i)l Canags landd) Gaguii] dagall Jalsall (o dBDall 23 tcilBe oLy
sy Olacaly sl pey piB 20 o agihd SR B CAL ey Gl dussala
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e olisy agl Aaulial) Lardll aniiy lginliy (ALY Clalia) djea e &Y il
cgaall dligh dnla
Aaabud) cilesdd) 3aga dala el Casal)
iy Cdn b aaled Al Apunll AL a8l (e Ll Ciloddll s2gn el

i hS Ly e bl Glds ge G5 L) Gledl) culS WS L)
doay Gladdl)l 8aga (Sgia et ) Aeodll Glisdall o daell 2dn Lo a9 cdeaal)
S ALl Ll el sags Aol Ay U Gansdl 3 b (Bl ddles (Byainse
gl 3yl g La bl cileadd) aga alanlg chlaasa
Aabiad) cleddl) 3a5a aggda oY) Gllaall

Foaliod) Clesdl) B3ga asgies Aileial) il Gabeicd clladl 3 Pl Jlain
Aginasls Llsinas
Agabd) claddl) Basa aggda :JgY) g A

Ciyh (e Aediall Basall 4l 5 3 (ggienall Geliie Aualidl cilendl) 33sa ax3
laS) (8 agud Biiae 835 O Gledd a8 (AL Glalln ) dsliall Ao gall
LAY Glawiall (e iy e e diaddl) dwgall

Oacatt Gllead dam gl Jde dnbiad) claaddl 5aea daliall doallell dadaiall Cajan
oo Gleaally Glaiiall (e degydall ladgiy ldliag dllgiaa) Glalial apes 4l
e ALla) Bagall Gladaa g lgple () dnadlanl) Jagydll e dilae (9S00 Cusy ¢(Jgika
eo bad) blaall pailasg AllaYly udledl) Jgaagl Aggun cdillailly dasally oaYly L)
(235 daia 2019 «alal 5 Glad) daldally 40y 454

Cladgiy Glblkia ga Lald) dacdll s3gn dilha et Gl &Y dolead) 8

Gladgiy af (e penae 8 Lo Jlae¥) o 336 diladll sday Jedall Seudl L3
(417 dxea 2022 cBpg) <llladg

Do (W) e Gladsl Jaills Ledid) Dabodl ciledll Addle gae
(Oat ) A pedliall 5,8 Gof Bigeany paiae Sy Dlle duo g w85 (daxdl)
(184 daia 2021

15



A G Al d-ludly Lo ld! Oledd-! 8393 (5,020 byl Jo¥! fuadll

s Loy Llad Lasiall Laxdl) o A5ladl DA (e @it A cliall (o desans
Aabaidl il g 4l a2 Al Aesll L cileig Gl Aags o) (2 (s) ade Jseanl
(231 dnba 2022 bue g daill) Ladall adll o1aY) aa

Ji o T daal iy AasaV) o dlde o) Lalis Wl e 1990 i swie Wijes
.(Mwongoso, Kazungu, & Kiwia, 2015, p. 300)

Gl 3ypally cilerally clatidl Aatije L€l Ala gl o dasdl) saga Capes
(Sukmadi, Heru, Ananta, & Anwari, cldgll jglam o) b Sl clinlly Glleall
2014, p. 03)

il 3 (8 deadll Bagay aaly (5) (L Gl e Gaill gl e o WS
oladl (ol lbeny ) CilaBgil (g5inn Ao Lllad lgaas Al giedd & (36 danssall Ol
(16 Anea 2022 ¢ g 5 Aliac) daxdl) oda

S dpleal) Lleal) Ll e Lalud) cleaal) B3gn Gyt (S s Lo o olisg
Olai e Jemny Al Clarally Loall Jon Sladsil) G Gl DA e S s asis
Aty Baga ) Glat Y LS cdarall el ¢aY) pe (ALl e (ol Bagal) uSan Mlallsg
(lad gl glaty Limd (3 (S5 L) lalgal
Agabuad) clasdl) Baga ciligia 1S gAY

A0 gl ) Laball claad) Bags Chiiesd (Ko
g cpeal] dadiall daxdll s3ga (o lebens A AN iladgs ) jadng rdaBgiall agal)
LY Jalgad) DA e adind) e
Nginads ddjaa d5)39 B (e Aexdll sl dujad 3 S rdpbead) qulaal)
A3l Lasl aie J8 (e g el 250 5lly DY) Jadi ag tdaaAd) c¥LaY)
lality Ciger Al Aaddl) 535a e & leladail 05<e sl dany Las gy il sl (e 2paal
aall o gall Glly &
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b sl Sy ) (5 OIS b JHiag (il dpeadtlly Ao Lin¥ly Apusil) Jalsall (3050
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o il ddgas Dpas ol Gall L i D) Bagall L daliy tdyaall Bagal)
dnia 2009 o (HS) Audagl) sagally Ludll sasall lea plale lgw jhgg cAaral
(207
an ) iy desdll sl aidl Gad o) Gl o dllgiad) oSa ag Sl Sagad)
aald vie Jueall Ly U 53gal) L gl caladg Aub o Jend 3 Leadll Jueal
Bagall) Laadly e dafgiall Sagall Cul 13U Baiall sasally Aadgiall Bagall o 43 laall
daitiye A0l s39a]) (5SE Lay dimiiia AS)aal Bagall (S (Anaall (e el dadgial
2019 ¢ ) IS A miage s LS dadgiall 3sall aa Al Bagall (seiue il
(130 dxen

ASyaal) Bagal) zisai (06-01) a8, JSil)

o GP] 35 el sl o — 3 0 Laii
T

4
Y

PNy FN N
caltsy

a3 plaiad A

Aald o

Pt I L

)
Ayl e gl gl Mg

(207 daia 2009 .p (H1sS) sl
Aaluad) clarid) Baga daad] 1l g

Ll sall st WA e oSe 0 Gl aal sl cleddl sy oa
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53 ) ALYl cagd dpsdll cileadll yigg (AN Baclue 3 4l Jia rdaladu) .
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& Ol el Al Clogledll S 580 e dasdll adke 58 45 2l 1Jlal¥) .
AL bladly Jla¥l Ao 50l iy LgaalSig dag yeall dendl) dank e il
(271 dsiia 2021 «gree) Osoill Lills asgiag Aaials

(Fishma) Dad alghs Lasg o350 ss aFilig ABIL poas Aaddll adkie 6 ) a9 tABlaaal)
(16 dsia 2019 ¢ s 5 o Alaa

o 355 A lenia) pe dolaill G58)Si5 B Alabee Gsg LI O 05 agd
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(58 daka 2023 ¢ (55 5 Sl 1) Lalall clalaal) (g
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Bagn el dla) EDE aaay Cus leadd) Bass bl )Y Zasaill Ciymy ciladl
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Sleally Lalaall JaY) 53 Jeall Glase b Aibadl D)) Clehay sl dask
Aasdl Cashad Al (pag cogles sl ladll adhe Aaadle cagllael 353y ddandlag
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:Gronroos g igai .1
Ob x @ 1984 4w christian gronroos bl Gl (e ziseill 3 5l
AS)aal) deadlly el ik (e dxdgial) daxdll G Lo dale dam Jici AS)a) deaall Basa
(W Ly ) Jseas dal e Y] 8 Bsn ddlall o3a o Galially Dlad
5ags bl sl & -5y «Ghotbabadi, Feiz, & Baharun, 2015, p. 271)
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Aaddl) Baga (bl Gronroos g igai (07-01)ad, Jil

m® Perceived \ ’crccng,d\
\ser\‘icc :ﬁ::lﬁ: / \ ervice /

:

Traditional Marketing activities
(advertising, field selling, PR,
Pricing) and external influence

by traditions, ideology and word
v S Image
of mouth ‘/v\i_ i \

Technical Functional
Quality Quality
What? How?

( Ghotbabadi, Feiz, & Baharun, 2015, p. 271) juaal)
Dga g Jeldll Lami€ Jedlh O3l ade deasy L Bags Jid a9 :4aidl) 3agadl
Aadll LSl cailgadl () 50l a5 dexd e LY Gages aa L IS0 Glat cdandl)
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Word of mowth
Commmnications

Providsr

Comsumer

Personal needs

Past experisnce

Gapl } i
¥

—_—— — —

===#a Expactzad servica
»

[y

Pl

Gaps '
L J

Parceived sarvice

3

Service delivery
(inclhuding pre-and
post contacts)

External
communications to
Customers

]
Gap3 |
¥

Emploves

perceptions of

Translation of
percepiions intg

Consumear service quality
BXpectation specifications
[ ) [
| ] 1
: Gapl |
Gap7 t
Manazement
EEEL perceptions of
------------------ RS COMSUMET
enpectations

(Shahin, 2006, p. 120) juaall
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Blas s | s
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Gy W Grall (e Mo jah anawn 83Y) o) e Ju 13 %60 e 1S 2 (0.922 5

bl 2ol JLadl AU & Rl
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staall gl bl aoysi li ellig 0.05 AVl (g (e J8) Adalall dalud) g angil
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bl Lasls
ol 7 3gail) a1 SEY Gullaal

skl Gacally SN L) Shdige o adind a7 3saill Al
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i goda 0,734 1005
A goia 0,804 TOUOL
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P 0,561 TOUO4
Ugodo 0,739 TOU 05
0,523 0867 =¥ 0313 Tou 06
A goe 0,717 TOU 07
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P 0,426 TOU 09
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%70 30 HS) 05 ) ang sMlg FL sl Jabee e aaind JA1A) Gacall oyl
aidy aadl) COllaall ad il 1Y 0.7 5 0.4 G Bpmasall clydgall ad Jod Sa g
L e sl ((Hair & Alamer, 2022, p. 06) dslhaall Sbigioa)l 8 4S5l 484554l
o el 5 %70 Jsll Sgise 0 BB WgDlalas ad culS Al Ghlall Gl S G

(FQ12:FQ13¢ FQl4...FQ19TOU 04TOU06:TOU09:TOUL0:TOU11)
(TQO1TQO2 «TQO3FQO1 FQO2:<FQ03:FQO4« FQO9:FQ11

Al Cpxiad CR Ayl ddgisal) dalan a o ey gladl Jsaall IS (s
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Gy Wl e gily Aayall 3la s e Ja 1385 %70 e S) 25 (0,902-0,802)
sy

ail) ) ey oSle) Joaall b daamgall AVE zyateal oplall baugie JAS Gag
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Glpaie Laliyl dise «Cross loading @lsll jdse b QU (§aa anll julas
b daagall mitull I Jeagill 5 dalleall g Variable correlation bl = 3saill
;3060 Jglaal)
:Cross loading (alsil) s&3a
Cross loading 33l j&je ilii :(20-04) ad; Jgand

hﬁ‘ Bas> 3agad) 8 gadl

N A P I I T e e
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0249 0308 0442 0766  TQO5
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) & 2l sl 2o (FQO5¢ FQOB<FQO7:FQO8:FQL0) stulagll 5asall aany dalerial
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:(Ratio Heterotrait-Monotrait) jlua
Shae o adinn Gmad) lgians e cbarial) Gn @ulall Gaall agag e SE
oo Hle sy (175 daka 2024 ¢ s 5 ol s) HTMT Lla U Lala¥l daud)
¢ Olakes asgd 5 ¢ llae cdaae) Gaeal) el Gl ae z3salll aled) g b)) assic
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4581 3 gal)

0,744 il ol) 83 g

0,766 0,630 4daal) dalpud)
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Smart Pls4 cla ia Ao alaicYh callal) das) o4 : juaal)
Aie e J8 il duhall sl HTMT jdige 2 o) 2aad 29 &85 Joaall DA (e

A il Gn Sl Ladia o il (e s 0,80
A gz gall

140



dilasal) dapl) il jLidly Julas &L Juadl

.kl acally ol Gaall A Cadag a Al z3sail) Mgall JS&D gy
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Tao4 \ \ T /' /
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TQ05 #0,765— \\ // TOU 01
& 0730 0048 /
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Smart Pls4 cla e Ao aldie¥l Qllhl) dlae) G jdaal)
Sl Fasall) Julad o AU cullaal)
lad) s3sa hdse DA o el zisal) ani ) il 38 b 3k
t WS a5 VIFCGOF« F2c Q% R? 8 cilydgall oda Jiamig
VI Gabiill adail] Jalas aladoaly (Sbaall G i) Jada)
Jalae dad 0585 0 i Auhall Chaiia o hal) Jalall ssag axe e S
(Hair, M. Hult, M. Ringle, Sarstedt, Danks, & Ray, 2021, 3 (x J& sl
bl glaad VIF (elas a8 Ul Jganll agss op. 123)
pdacall) Jara LS il :(22-04) ad) Jgaal)
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Smart Pls4 cla i Ao alaicWl Qlldall dlae) (e @ jdaal)
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R Gl Jalza
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(Pearson’s -1 s 0 N 1 (e ade Jaaiall Jdabaall ataid #gliig cdulalal)
dalhall dasll aiar 1988 (1S auay correlation coefficient, 2012, p. 02)
14l )l en (Asuero, Sayago, & Gonz' alez, 2006, p. 47) Llay¥l Jabeal
a8 blay 1.00 ) 0.90
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0,044) o 5yseane Tabuddl Glardl) 535n MaYF2 ol CDlalae i il cdulalal

dabadl Jlooan U9 e il aag 6l (0155 0.02)dae e (25 (0,132
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zisall el lae¥) e il bl zisar e dlae¥) e g
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