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The Impact of Service Quality on Customer
Satisfaction: An Empirical Study on Libyan
Airlines
Abstract:

The quality of tourism services is a critical determinant of customer
satisfaction, particularly in the airline industry. This study investigates
the impact of tourism service quality on customer satisfaction in Libyan
airlines, identifying key service dimensions that influence passenger
experiences and perceptions.

A descriptive analytical approach was adopted to examine the
relationship between various dimensions of service quality—reliability,
responsiveness, assurance, tangibles, and empathy—and customer
satisfaction. The study sample size was determined using Krejcie and

Morgan’s (Y4V+) table, resulting in Y'A¢ respondents. Data were analyzed

using SPSS to test the hypotheses and assess the strength of correlations
between service quality dimensions and customer satisfaction levels.
The findings revealed a statistically significant positive relationship
between tourism service quality and customer satisfaction, with strong
correlations across all service dimensions. However, the study highlights
a pressing need for Libyan airlines to enhance service quality to improve
customer trust and satisfaction.
To address these challenges, the study recommends strengthening service
reliability and safety, improving responsiveness to customer needs, and
adopting a more customer-focused approach. Additionally, adherence to
international quality standards, the implementation of effective marketing
strategies, and investment in advanced technologies are essential for
enhancing service quality. The study also emphasizes the importance of
continuous staff training and regular customer satisfaction assessments to
ensure sustainable service improvements.
By implementing these recommendations, Libyan airlines can enhance
their competitive position, boost customer loyalty, and contribute to the
overall growth of the tourism and aviation sectors in Libya.

Keywords: Customer Satisfaction, Tourism Services,
Quality of Air Services, Perceived Value, Customer Loyalty,

Libyan Airlines.
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