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Abstract

The study aims to examine the role of hotel staff in returning customers in the five and four star hotels in the
Dead Sea reserve. This research adopts, expediency sampling method to carry on a questionnaire andtakes an
employee of the hotel a research sample, and send 180 questionnaires and receive 120 questionnaires, The study
adopts the SPSS software package carrying on by statistical analysis,we found a role of hotel staff in returning
customers in terms of skills and appearance and a better service to satisfy the customers
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1. Introduction

Today, businesses are seeking to prove their existence by providing the best services they can, so that these
services outweigh the customers' expectations and requirements. Providing the best is the key to these
organizations to achieve progress and excellence over their competitors. An environment that is rapidly changing
and the usual way or way of doing business is not suitable for this environment. Hence, business organizations
are obliged to search for all that can achieve their strategies in different ways and methods, which helps them
achieve the highest levels of performance and excellence to reach the highest salaries of customer satisfaction.
The customer has become a focus of attention and focus of many organizations that try to attract him possible
ways and mean (Jorge et al,2012)

This study aims to achieve the following objectives: Know the role of employees in the return of the
customer to buy the tourism product through the skills and the overall appearance and provide the best service to
satisfy the wishes of customers. And to know the role of tourism institutions to pay attention to staff in
increasing quality and production.

The theme of TQM is one of the topics that is of great interest in the world of business organizations of all
types and sizes, specifically in the tourism and hotel sector because TQM philosophy focuses on the customer
and how to meet his growing needs and desires. And the sharing of all levels of management, in order to master
the work from start to finish with minimal errors and possible costs. TQM also focuses on continuous
improvement in all aspects of the organization, Organization as a basis for excellence.

The hotel sector is one of the most dynamic and vibrant service sectors, and is considered one of the most
important destinations for the people of the region. The sector has recently grown rapidly due to the conditions in
the region and the sector always strives to preserve the reputation that has permeated the mind. To provide
services to the hotel's customers from within Jordan and abroad, by maintaining the quality of the services
provided by the hotel.

Implementing TQM principles can enhance the quality of hotel tourism services that must meet the needs
and expectations of customers, whether at the local or regional level. This study comes to examine the reality
and level of awareness of employees in hotels 4and Sstars for the importance of applying the principles of
TQM.Workenvironment has a positive influence on customer retention in guesthouses.(Kalulu et al, 2015)

The tourism establishments rely on reputation to provide products and services to reach the satisfaction of
tourists. It is the source of real profitability and guaranteeing the continuation of their operations, and the lack of
interest in the customer leads to the exit of the tourist market from the marketing point of view, not only in its
productive buildings. The most valuable assets of the organization are in their markets, they are the customers
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you deal with. The deterioration of fixed assets from an accounting point of view is a problem that can be solved
by bringing in other assets. However, it is difficult for an enterprise to manage its operations when the customer
abandons them. Customer satisfaction is therefore the focus of the entity's operations. Retention is based on
conciliation (or harmonization) between the type of value the customer is looking for and the mix offered by the
organization ( Chatura,2003). The value mix is determined by what customers want. It is a final outcome
component for the following variables: (price, quality, and the amount of innovation in the product that it draws
closer to satisfy customers from their available alternatives in the market; these variables are not financial but
rather how they are, which is among the most important measures of organizational strategies. The client may be
loyal to the organization because of the deregulation or the loss of the real alternative. He may also be loyal
because he is satisfied with the products and services of the organization and wants to continue the relationship
with them. Enterprises tend to take into account customer satisfaction as a vital strategy.

The main attraction at the Dead Sea is the warm, palliative, super salty water itself — some ten times saltier
than seawater, and fertile in chloride salts of magnesium, sodium, potassium, bromine and various, others. The
unusually warm, incredibly buoyant and mineral-rich waters have attracted visitors since ancient times

The Dead Sea is known in Hebrew (the Sea of Salt) is the lowest point on earth, enclosed by the stunning
landscape of the Negev Desert. The shores of the Dead Sea are the lowest point on the surface of the earth, and
the saline water of the lake gives the lead to the name ‘Dead Sea’ because no fish can survive in the salty waters.
The other result of the salty water of the Dead Sea is their renowned health and healing properties and the unique
feature that one can float naturally in them

.The Dead Sea area is considered one of the most important tourist areas for environmental healing in the
world. It is characterized by a combination of natural factors, which makes it a competitive position in the region
in the field of medical tourism and healing due to its unique climatic characteristics, whether it is free from
moisture, qualified to treat many diseases especially the skin (Mohammad et al, 2011).

2. Objectives of the study:

1. Know the role of hotel staff in returning customers in terms of skills and overall appearance and provide the
best service to satisfy the wishes of customers.

2. Measure the factors that make the employee efficient to meet the needs and desires of the customers.

3. Role of management in increasing quality.

4. The role of the human element in the promotion and marketing process.

3. The importance of study

That Jordan has reached a high salary and prestige in the field of tourism, but suffers from the problem of lack of
duration of meetings and the repetition of the visit, and hence generated this study to address and identify the
reasons behind the problem, and this study is the first of the studies that dealt with this aspect of tourism.

4. Study Hypotheses:

1- There is a statistically significant relationship between the role of hotel employees in returning customers in
terms of skills and general appearance and providing a better service to satisfy the desires of customers.

2 - There is a relationship of statistical significance between the concern of the institution staff and the increase
in quality and production.

5. Previous studies:

The administrative thought of the last century has witnessed the transformation of what is known as the
"philosophy of the marketing orientation of the organization", that is, the focus of all its activities in the service
of tourism. It is also important to clarify that the customer is the organization of the whole business, in the large
and giant enterprises that adopt the concept of contemporary marketing, and it is not possible to distinguish
between those who work in the marketing department, and those who work in the rest of the sections; because in
such organizations works for everyone to serve the tourist, Hirschman The departure or leaving of some
customers to the organization implies that customers have stopped buying the services of the organization, and
the customers' statement of their complaint expresses their dissatisfaction with the organization. The departure of
customers (or change) of their preference for the organization will have an impact on the organization's income
in the long run (or long-term) perspective. The effect of this change is the change in the retention rate of
customers taking an (not linear) form of long-term revenue impact. Even a slight increase or decrease in the
retention rate has a significant effect on future revenue(Billy et al., 2010; Don,2012)

Study (Jay,207) clearly illustrates the importance of a long-term focus on superior service delivery on a
firm's image. Service quality and customer satisfaction should, therefore, aim to enhance a long-term image of
the firm in the customer's mind.

(Nha,1998) suggesting that the banking institution should have a strong image when customers believe
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they are getting high value. Similarly, customer satisfaction and image perceptions are found to impact on
service loyalty with satisfaction having a greater influence on loyalty than image.( Lesley,2017) found five major
factors deter customers from switching to an alternative service provider: switching costs; interpersonal
relationships; the attractiveness of alternatives; service recovery; and inertia. These factors are mediated by
dependence and calculative commitment. (Dian,2018) show that there is significant influence between the
variables of service quality, commitment, customer satisfaction, and customer retention. It was also found that
the results of the variables commitment and customer satisfaction mediate the effect of service quality on
customer’s retention.

(Ka —shing. Henry, 2004) the study attempts to operationalize the concept of customer "rightness” and
“wrongness” in terms of different configurations of attribute satisfaction and overall satisfaction. Based on the
result of a discriminate analysis of satisfaction survey data, customers with different configurations of attribute
satisfaction and overall satisfaction are re-examined in terms of switching intention, (Jay et al 200) identify the
factors of image and customer satisfaction that are positively related to customer loyalty in the hotel industry.

(Bernd, et al,201) there still is also no sufficient foundation for an estimation whether investments in
customer clubs can be justified in comparison to several alternatives to gaining new customers or customer
retention. To fill this gap in information, this paper focuses on the question of which kind of retention effects of
customer clubs might exist and whether there is a scientific evidence of these effects. In the first step, a
theoretical model and propositions of different retention effects of customer clubs are developed.

In a 1988 study of service companies, Hart pointed out that a 1% increase in customer satisfaction led to a
5% increase in return on equity (ROE). After that, Reichheld studied credit card sales in the US and found that
increased customer retention efforts 5% in five years has led to a 60% increase in profits. The same is true in the
Reichheld Sasser & 1990 study that the cost of retaining existing customers is five times lower than the cost of
attracting new customers.

The study (Bushashi and Munir, 2017) examined the level of quality of tourist services provided by the
tourist authorities of Chlef State, and consequently the loyalty of the tourist who receives these services, and the
extent to which the quality of tourism services affect the loyalty of tourists to Chlef. This study focused on the
impact of the quality of tourism services on the loyalty of tourists to the state of Chlef, and studies the
relationship between the dimensions of the quality of tourism service in its five dimensions and the loyalty of
tourists. That quality is one of the most important pillars of the success of any institution, including tourism
institutions, and found that there is a significant impact of the quality of tourism services provided in Chlef on
the loyalty of tourists. The level and quality of services in the region was average, which reflected the loyalty of
visitors to the place, which was also average.

The study examined the effect of quality of service on the loyalty of customers to hotels in the city of Aden,
Yemen. The most important results of the study were the relationship of the effect of statistical significance
between the dimensions of hotel quality (response speed, Empathy, tangible aspects) and customer loyalty to the
hotel. The study recommended that hotel management grant the workers the authority and give them sufficient
support to carry out their work efficiently. The hotel staff should understand the needs of the customers carefully
and pay attention to them. To them and fulfill their desires with sincerity and enthusiasm.

This study aims at identifying the nature of hotel services, evaluation the quality of hotel services and its
relation to customer satisfaction, and highlighting the reality of the quality of hotel services and customer
satisfaction through a case study of an Algerian hotel, Salim in Batna. The study found a number of results, the
most important of which is that the sample of the study evaluates the hotel services provided to them in a healthy
hotel in terms of each criterion of quality of service, a positive evaluation, and there are no differences between
the views and impressions of the sample of the study sample are the hotel services provided by gender,
Educational level, monthly income, place of residence, reason of stay in hotel, length of stay.

This study aims at diagnosing the extent to which five-star hotel employees understand the importance of
implementing the principles of TQM in terms of customer satisfaction, commitment and support of senior
management, continuous improvement and the involvement and empowerment of employees. To indicate the
extent of significant differences in the employees' awareness of the importance of applying the principles, in
addition to the relationship between some of the personal variables (experience, educational level, job level, size).

The study found that five-star hotel workers are aware of the importance of applying the principles of TQM.
The results showed high levels of awareness of all TQM principles. And the absence of differences of statistical
significance in the recognition of employees in five-star hotels to the importance of applying the principles of
TQM due to some demographic variables.

Study (Buzazu, Amayra, 2010)This study aims at identifying the impact of quality of hotel services on the
satisfaction of guests through the five pillars of the study (reliability , safety , empathy , response and physical
requirements). The study reached some important results, Quality hotel services and all independent study
variables on guest satisfaction. The study concluded that the management of five-star hotels should train hotel
staff to improve response to guests because the response was the last to influence guest satisfaction.
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JasminaGrzini¢ (2007) this study aims to identify the impact of quality of hotel service, which is an
important factor for success in business. The purpose of this paper is to show the importance of quality of service
in the hotel industry from the theoretical point of view and quality of service measurement. The paper describes
the most common standards for measuring QOS, the internal quality of service model and the SERVQUAL
model.

The study found that all service quality determinants received negative differences between customer and
service expectations, hotels were unable to meet what guests expected, and recommended that hotel managers
focus on knowing the gap between what customers expect and what they actually get to make Modifications and
improvements in order to deliver services as expected by customers.

The aim of this study is to measure the performance of the hotel's service "Quality from the point of view of
guests and their relationship to their satisfaction" for five star, four star and three star hotels in the cities of Agaba
and Petra (Suleiman Al (Khattab, Jehad S. Aldehayyat, 2011). The results show that SERVPERF is a reliable and
valid service quality measurement tool in the hotel sector. The study found that guests have a perception of
quality of service in terms of empathy and minimal satisfaction of warranty, reliability and responsiveness. The
alpha gronbac coefficient was 0.70 for all subjects;this indicates the internal adherence to the dimensions of the
study with satisfaction. The researchers recommend that hotel managers should pay attention to both intimacy
and empathy and work to improve them to suit what guests expect.

( Al Gilani, 2014)This study highlights the extent to which this culture or philosophy is applied in the
service sector, specifically in the hotel service in some of the excellent service hotels in Riyadh and thus the
extent to which they achieved the satisfaction of the guests. The scope of knowledge and application of TQM in
the tourism service organizations (hotels) and their contribution to the satisfaction of guests. The research
concluded with the most important results was the impact of TQM in achieving guest satisfaction. The most
important recommendations are that hotel management should take into consideration environmental changes
because this will enable it to keep abreast of developments in the external environment and thus reflect the
internal procedures and procedures that make this factor one of the reasons contributing to the satisfaction of
guests.

(Hassan, Rehab Ibrahim, 2004) This study aimed to know the extent of the application of the
comprehensive quality methods to provide services of a distinct level seeking to satisfy the client. To what extent
can TQM concepts be used to improve the quality of services provided in Sudanese hotels? The study reached a
number of results, including lack of knowledge and knowledge of the concept of total quality of the most
important factors that affected the non-application in the Sudanese hotels, the study showed that there is a lack of
attention to the needs of customers. The recommendations of this study concern the concept of TQM and its
application in the Sudanese hotels and the need for hotel management to innovate the management methods and
concepts that lead to the provision of advanced and distinct services that lead to winning customer satisfaction.

6. Methodology:

Through the study and the process of distribution of questionnaires to measure the level of management and
satisfaction and other questions from the questionnaire was prepared in the questionnaire that was addressed to
the category of employees in hotels (four and five stars), which are the basic sample in the study, and we went to
a group of hotels that apply Subject of the study for the distribution of questionnaires, and when reviewing the
management of multiple hotels for the questionnaires and take the approval and explain the purpose of the study
and the responsibility of the responsibility that the subject is purely scientific and does not mean any purpose but
to conduct a general research is not related to the management of these hotels specifically and does not mean the
Stung it

6.1. Society Study:

Managers and staff of 4 & 5 star hotels in Dead Sea

Stability of the study instrument:

To ensure the stability of the tool, the Kronbach Alpha equation was used on the original sample to determine the
consistency coefficient of the instrument as a whole. The coefficient of stability was 0.85, which is high and
sufficient for the study.

7. Discussion

This section includes the presentation of the results of the study, which aims to know the role of the employee in
the process of frequent visits to customers in four and five stars, as follows:

Distribution of the sample according to the classification of the hotel.
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Table 1.Distribution of sample members according to the classification of the hotel
Hotel frequency percentage
Five Stars 80 66.7%
Four Stars 40 33.3%
Total 120 100
Table 2. The distribution of the study sample according to the department
Section Frequency percentage
House keeping 14 11.7%
Food and Beverage 48 403%
front offices 32 26.7%
Security 2 1.7%
Finance 14 11.7%
HR 4 3.3%
Maintenance and purchases 6 5.0%

Table 3.Distribution of the sample according to the job title

Job title Frequency percentage
housekeeping 8 6.7%
Housekeeping Supervisor 3 2.55%
Waiter 22 18.3%
Assistant Restaurant Manager 2 1.7%
Porter 6 5.0%
Supervisor 10 8.3%
Captain 12 10.0%
Staff Reservation 8 8.3%
Security 2 %1.7
Chef 2 1.7%
Front desk 4 3.3%
Reception 9 15.0%
Accounting Supervisor 4 3.3%
Human Resources Supervisor 4 %3.3
Restaurant Manager 2 1.7%
Data entry 4 3.3%
Accounts 2 1.7%
Staff purchasing 2 1.7%
Accountant 10 %8.3
Supervisor of Food and Beverage 2 1.7%

The first hypothesis: There is a role for hotel staff in returning customers in terms of skills and overall
appearance and provide a better service to satisfy the wishes of customers.

To verify the validity of this hypothesis, the arithmetical averages and standard deviations were calculated
for all the first and total strata. One-Sample t-Test was also applied to the field, Table 4,
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Table 4.Averages, standard deviations, and the degree of approval of items expressing the first field of study

Item Arithmetic S.D | Degree  of
average approval

Your current basic salary compared to the size of your duties and | 2.70 1.38 | Medium

responsibilities at work is satisfactory to you.

The annual stimulus represents a significant incentive to increase | 2.68 1.38 | Medium

your productivity at work

The annual incentive you receive this year is fair and satisfying to | 3.28 1.24 | Medium

you

Your manager will discuss your performance during the evaluation | 2.70 1.24 | Medium

process (explanation, of weaknesses and development potential)

The result of your performance assessment effectively reflects your | 2.43 1.20 | Low

performance

Your monthly salary is an obstacle to your service to customers 2.48 1.28 | Low

In your opinion giving the powers in the work increases the | 1.90 1.00 | Low

productivity

Your direct manager treats you fairly and transparently 2.53 1.27 | Medium

Your direct manager develops your performance and increases your | 2.45 1.17 | Low

practical experience

You will find an appreciation for your manager if you have a special | 2.78 1.28 | Medium

or additional job

Intuitive stimulation by your manager increases your productivity at | 1.93 1.01 | Low

work

Do you feel that you are qualified enough to deal with customers so | 1.87 0.89 | Low

that they give a special impression of where you work

Do you think that you have adequate training to work in this | 2.13 1.05 | Low

profession and that the program you have been

Trained in is commensurate with what you are doing? 1.77 0.96 | Low
2.23 1.05 | low

Table (4) shows that the averages for all the paragraphs ranged between (1.77 - 3.28), where the highest of
paragraph (3) is "the annual incentive to be paid this year is fair and satisfactory to you" "You will find an
appreciation by your manager if you do a special or additional work" with an average of 2.78 and an average
rating, while the minimum mean of paragraph 14 is "Do you wish to have continuous training and qualification
programs and a well-studied scientific curriculum for developing Performance "with a low rating, and the overall
mean of the total as a whole (2.39) with a low rating.

Table 5. Results of a test application (One Sample T-test) on the first hypothesis

Item Arithmetic t- Test | Degrees of | Sig.
average freedom
Role for hotel staff in returning customers in terms of skills | 2.39 7.314- | 59 0.00

and overall appearance and provide a better service to satisfy
the wishes of customers

Table (5) shows that the value of (T) for the field as a whole (the role of hotel employees in returning
customers in terms of skills and overall appearance and providing better service to satisfy customers' desires)
was (7.314) This shows acceptance of the premise that "there is a role for hotel staff in restoring customers in
terms of skills and overall appearance and providing better service to satisfy customer desires", but not
effectively.

The second hypothesis: There is a role for the institution's interest in increasing quality and production.

To verify the validity of this hypothesis, the arithmetical averages and standard deviations of all the fields of
the second and the total were calculated. One-Sample t-Test was also applied to the field.
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Table 6.Averages, standard deviations, and the degree of approval of items expressing the first field of study

Item Arithmetic S.D | Degree
average of
approval
Does your organization care about your empowerment? 2.87 1.14 | Medium
The organization you work with is only qualified and does not seek to | 3.03 1.13 | Medium
develop them
There is a feeling that your organization is working to balance the interests | 2.50 1.33 | Medium

of the business and your interest as an employee so that you are encouraged
to do your best

Do you discuss with your responsibility to work around the problems and | 2.30 0.94 | Low
difficulties encountered in working to reach the best levels

This allows you to discuss business matters and develop performance, but | 2.63 1.29 | Medium
only receive the order

There is a sense of belonging to the institution in which you work 2.67 1.28 | Medium
There is a feeling that your organization deserves you if you always say | 2.67 1.14 | Medium
develop your abilities to increase productivity

Total 2.67 0.66 | Medium

Table (6) shows that the mathematical averages for all the paragraphs ranged between (2.30 - 3.03), where
the top of paragraph (2), "the institution in which you work is limited to your qualifications and does not seek to
develop them" 1) Does your institution care for your care and rehabilitation at an average of 2.87 and an average
rating, while the minimum mean for paragraph 4 is "Do you discuss with yourself your responsibility for
working around the problems and difficulties you face in working for Link to the best levels "with a low rating,
and the total arithmetic average of the total as a whole (2.67) with an average rating.

Table 7. Results of a test application (One Sample T-test) on the first hypothesis

Item Arithmetic t- Test | Degrees of | Sig.
average freedom

The role of the organization with attention in the staff to | 2.67 3.909- | 59 0.00

increase quality and production

Table (7) shows that the value of (T) for the field as a whole (the role of the institution in the interest of
employees to increase quality and production) reached (3.909), which is a statistically significant value at o =
0.05, There is an interesting role of the organization in staff to increase quality and production, "but moderately.

8. Result
After conducting the statistical analysis on the study tool, the following was reached:

Accepting the premise that "there is a role for hotel staff in restoring customers in terms of skills and overall
appearance and providing better service to satisfy customer desires," but not effectively. The value of (T) for the
entire field (the role of hotel staff in returning customers in terms of skills and appearance and a better service to
satisfy the customers' desires) (7,314), which is a statistically significant value at the level of significance (a0 =
0.05).

Acceptance of the hypothesis that "there is a role of interest in the staff to increase quality and production”,
but moderately, where the value of (T) of the field as a whole (the role of the institution in the interest of staff to
increase quality and production) (3.909), which is a statistical value at the level of significance (a = 0.05).

The number of employees who were morally active in this work was normal (35) percentage points (58.3%),
while the number of employees who were morally active at work was low (11) percentage points (18.3%).

The highest percentage of respondents' responses to the employee's plan to continue working (16) for the
period (1 to 2 years) was 26.7%, while the lowest percentage (10.0%) for the period (more than five years).

The importance of developing the skills of the employees and giving the public appearance a great deal of
interest, as it emerged that they are important factors in satisfying the wishes of customers and encourage them
to repeat the return to these hotels as they have taken an excellent impression of them, which motivates them to
continue and hesitant.

For the success of the productive process in these hotels, it turns out that their departments should pay more
attention and focus on the important role played by the employee as the main lever and the main element in
production.

And that this concern stems from the need to recognize that the more attention departments to their staff in
terms of increasing training and raise the level of efficiency to them the greater the proportion of qualification
and awareness of the right to deal with customers, which increases the positive and reduces the negatives and
this is a great success in reaching the results expected from the sample production , And otherwise, it will judge
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these institutions failure and inability to continue to maintain the level of performance and this in itself leads to
the failure of the worst unless more effort and attention to raise the level of quality and production in the
category of employees.

There is a significant decrease in the morale of employees, and cannot ignore the importance of this element
in the impact on the level of performance, as it is directly proportional to the process of production.

The higher the morale, the higher the level of performance and vice versa, and the analysis of the results
shows that the departments should give this aspect a high percentage of interest to work to raise the level of
morale and this requires searching for methods and means that lead to achieve this result, An important subject
for study.

Through the extraction of the results of statistical analysis has emerged an important aspect in the sense of
staff, which is on two sides of moral and material, both of the importance of the highest so that they are linked
organically, and the sense of the correctness of all manifestations in terms of location and status and privileges
and so on in addition to the sense of disproportion of the workload And the responsibility given to them with the
salaries and privileges of Mali, this sense comes into their hands and make them fail to work not only in the
development of the level of performance and therefore this will lead to failure to achieve the desired results, and
this requires the departments of the balance between the effort and the return in addition to create a system of
motivation so that less between the staff spirit of competition and that the competition is honorable and positive
and not negative, which leads to hostility and conflict, and the more successful departments to achieve this
whenever reflected success on their work and desired results.

Not to mention the need to get out of the cycle of routine bureaucratic work, but there must be opportunities
and readiness for creativity and development and stay away from routine work.

It is also a result of the statistical analysis that there is a high percentage of employees who do not wish to
continue working in these hotels for more than a year to two years, which makes us warn the departments that
they must move immediately to know the reasons and imbalances in the administrative process.

This is a high percentage of those who think of leaving the work of these institutions that make us say the
sound of the alarm because that indicates the lack of belonging and lack of interest and unwillingness to work in
them, and that the employee certainly is experimenting with other alternatives better, even if found that the site
in which it deserves the stability and sacrifice of what Think of renewal and the search for another job, that
feeling says that it must move quickly to search for these reasons and work to find the appropriate solutions so as
not to reach these hotels to a time where the lack of qualification and the trainer to work in them, which leads to
confusion and work on the continuation of EGA alternatives and this is reflected Negatively on the level
Performance.

The need to promote the principle of focus on the permanent customer, because they form the core of TQM,
and can be by continuing to listen to learn more about their requirements, expectations and fulfillment.
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