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Abstract:

This study aims to investigate the role of the quality of tourism services in enhancing
customer satisfaction, through a field study conducted at "Symbol Travel and Tourism
Agency". The study adopted a descriptive-analytical approach and used a questionnaire as
the main tool for data collection. The responses were analyzed and interpreted using
appropriate statistical tools to test the hypotheses.

The study reached the following key findings: There is a statistically significant
relationship between the dimensions of service quality (tangibility, reliability,
responsiveness, safety, and empathy) and customer satisfaction. The most influential
dimensions were tangibility, reliability, and safety. The results confirmed that improving
service quality contributes to enhancing customer satisfaction and loyalty.

Keywords: tourism service quality, customer satisfaction, travel agency, service
dimensions.
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