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Abstract:

The present study aims to spot on the impact of developing the
air hospitality services quality on customer satisfaction, By
identifying customer opinions, their views on developing the air
hospitality services and (and the dimensions of the quality of
service (reliability, security, empathy, Responsiveness, Tangible,
and the study relied on the descriptive approach of this study on
the development of air hospitality services and the impact of this
development on customer satisfaction. The researcher was also
exposed a range of problems which are blocked in the field of air
hospitality, and methods of solving them, and the questionnaire
has been distributed on a Sample exploratory at first which is
formed of (20) customer who is divided to (10) customers from
inside Egypt and (10) customers from outside Egypt, those are
outside the basic research sample, In order to verify the validity
of the questionnaire. Then the study tool (questionnaire) was
applied to the society of the original sample who their numbers
are (500) customers, which are divided into (250 from inside
Egypt) and (250 from outside Egypt).

The results of the field study found that the quality of the air
services offered by Egypt Air came in a medium way. There are
three dimensions of quality that are well implemented (Tangible,
security, Responsiveness) , While there are two dimensions of
quality there are shortcomings from the point of view of
customers (reliability, empathy). Overall, customer satisfaction
with the quality of air hospitality services was high from the
point of view of the sample.

Keywords: service quality, Air Hospitality, customer
satisfaction
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