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Hotels Using the SERVQUAL Model( A Field Study of Hotels in Port
Sudan)

Dr. Raga Yousif Abdel Rahman
A.Abdalaziz Mohamed Yousif
Abstract:

This study aimed to assess the quality of food and beverage
services in Sudanese hotels using the SERVQUAL model through a
field study conducted in hotels in the city of Port Sudan. The study
sought to evaluate the level of service quality as perceived by hotel
guests, identify the factors influencing guest satisfaction and loyalty,
examine strengths and weaknesses in service delivery, and propose
practical recommendations for quality improvement. A descriptive—
analytical research design was adopted due to its suitability for the
nature and objectives of the study. A quantitative approach was
employed using a structured questionnaire distributed to a sample of
hotel guests. The questionnaire was developed based on a five-point
Likert scale to measure the SERVQUAL dimensions—tangibles,
reliability, responsiveness, assurance, and empathy—alongside guest
satisfaction and loyalty. The findings indicated that the overall quality
of food and beverage services was perceived as high. In particular,
responsiveness, quality of staff interaction, and tangibles demonstrated
strong positive evaluations and showed statistically significant effects
on guest satisfaction and intention to revisit. Moreover, the results
revealed a positive and significant relationship between the SERVQUAL
dimensions and guest satisfaction, underscoring the importance of both
tangible and behavioral service attributes in enhancing the overall
hotel experience. Nonetheless, the study identified certain service gaps,
notably variations in the quahty of equipment and facilities among
some hotels, highlighting the need for greater consistency in service
Standards. The study recommends sustained investment in staff training
and development within food and beverage departments, continuous
improvement of cleanliness standards and the quality of equipment and
facilities, and the establishment of effective mechanisms for handling
guest feedback and complaints. Additionally, the adoption of the
SERVQUAL model as a regular evaluation tool is recommended to
enhance service quality, strengthen guest satisfaction and loyalty, and
improve the competitive position of Sudanese hotels.

Keywords: Service Quality, SERVQUAL Model, Guest Satisfaction,
Sudanese Hotels.
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