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Abstract:

This study aimed to highlight the role of Human Resource Management (HRM) practices in
enhancing the quality of tourism services through a field study conducted at the "Symbol" Travel
and Tourism Agency. The research was divided into two parts: the theoretical framework, which
addressed the fundamental concepts of HRM practices (recruitment, training, incentives, and
performance appraisal) alongside the dimensions of tourism service quality; and the applied
framework, which focused on analyzing the reality of these practices and their impact within the
agency under study.

To achieve the research objectives, a descriptive-analytical approach was adopted, utilizing a
questionnaire as the primary data collection tool. Seventy (70) questionnaires were distributed to a
sample of customers of the "Symbol" Travel and Tourism Agency. After statistical data processing,
the study reached several conclusions, most notably the existence of a statistically significant
impact of HRM practices on improving and enhancing the quality of tourism services provided.
This indicates that investing in the human element and developing their skills directly reflects on
the level of customer satisfaction and the fulfillment of their expectations.

Keywords: Human Resource Management, Human Resource Management Practices,
Tourism Service Quality, Symbol Travel and Tourism Agency, Customer Satisfaction.
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83y (88 5a 6 10.0 10.0 100.0
Total 60 100.0 100.0

GO d

i L) Sledd) 33sx I sl Aol Byl iy o)) S

~Aaddl) Baga Cppead B aalod Apaa cilyili g 3 jgal aadid Al gl

Cumulative
Frequency Percent Valid Percent Percent
Valid = sk 63l se 2 5 8.3 8.3 8.3
G 5e e 9 15.0 15.0 233
e 7 11.7 11.7 35.0
G 5 32 53.3 53.3 88.3
52 (3l ya 7 11.7 11.7 100.0
Total 60 100.0 100.0
G gy G (plgal) sgdia,
Cumulative
Frequency Percent Valid Percent Percent
Valid = sady 63l se s 5 8.3 8.3 8.3
Gilse e 9 15.0 15.0 23.3
e 5 8.3 8.3 31.7
Gilse 35 58.3 58.3 90.0
Ay (38 5e 6 10.0 10.0 100.0
Total 60 100.0 100.0
Lol o oy I8 daliia g Adudas DSl 381 1
Cumulative
Frequency Percent Valid Percent Percent
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Valid Bady (38l 0y 4 6.7 6.7 6.7
G 5e e 10 16.7 16.7 233
s 7 11.7 11.7 35.0
G 5 33 55.0 55.0 90.0
a5y (39l 5 6 10.0 10.0 100.0
Total 60 100.0 100.0
Y B sal) (e plad] gy g Ay ans daadl),
Cumulative
Frequency Percent Valid Percent Percent
Valid = sad 3él 50 e 4 6.7 6.7 6.7
G se 13 21.7 21.7 28.3
e 7 11.7 11.7 40.0
3 e 30 50.0 50.0 90.0
B2y (39 5 6 10.0 10.0 100.0
Total 60 100.0 100.0
A8y JG A Bage g9 e gay ANS gl 30
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (38 5e 4 6.7 6.7 6.7
Gilse e 7 11.7 11.7 18.3
e 7 11.7 11.7 30.0
Gilse 36 60.0 60.0 90.0
8y (38 5e 6 10.0 10.0 100.0
Total 60 100.0 100.0
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Cumulative
Frequency Percent Valid Percent Percent
Valid 52k 385 e 2 3.3 3.3 33
G 5e e 9 15.0 15.0 18.3
e 8 13.3 13.3 31.7
G 5 35 58.3 58.3 90.0
8y (3 50 6 10.0 10.0 100.0
Total 60 100.0 100.0
~Jand) bikda o ) (e lua (A Libia £ (g (gl gall,
Cumulative
Frequency Percent Valid Percent Percent
Valid = sady 38l e 5 8.3 8.3 8.3
B e 4 6.7 6.7 15.0
S 7 11.7 11.7 26.7
38 e 38 63.3 63.3 90.0
iy (39 5 6 10.0 10.0 100.0
Total 60 100.0 100.0
-3 _yS Aoy Sl g Al b o a0 oy,
Cumulative
Frequency Percent Valid Percent Percent
Valid 3% G8lse e 3 5.0 5.0 5.0
Gilse e 7 11.7 11.7 16.7
Ul 7 11.7 11.7 28.3
Gilse 37 61.7 61.7 90.0
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825y (39 5 6 10.0 10.0 100.0

Total 60 100.0 100.0

-daail) 4B priudu éﬂi dﬂgc‘y&ﬁg‘gﬁo\gﬁﬂ\

Cumulative
Frequency Percent Valid Percent Percent
Valid = sad 38l 50 e 2 3.3 3.3 3.3
G e 9 15.0 15.0 18.3
Yo 6 10.0 10.0 28.3
3 e 35 58.3 58.3 86.7
a8 (38 g 8 13.3 13.3 100.0
Total 60 100.0 100.0
ARy Al gan 1o dladl A 48 jaal) agual ¢y sl gal),
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (38 5e 4 6.7 6.7 6.7
Gilse e 7 11.7 11.7 18.3
e 7 11.7 11.7 30.0
Gilse 36 60.0 60.0 90.0
8y (3 50 6 10.0 10.0 100.0
Total 60 100.0 100.0
-Aa) g Ll il adi (B Gy Gl gal) Jala gl
Cumulative
Frequency Percent Valid Percent Percent
Valid Bady (38l g e 3 5.0 5.0 5.0
G se 9 15.0 15.0 20.0
e 6 10.0 10.0 30.0
G385 36 60.0 60.0 90.0
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825y (39 5 6 10.0 10.0 100.0

Total 60 100.0 100.0

Aol aa Jalaill B B )5 0an Al ageal g ¢l gal) ALY

Cumulative
Frequency Percent Valid Percent Percent
Valid = sad 38l 50 e 3 5.0 5.0 5.0
G e 9 15.0 15.0 20.0
e 7 11.7 11.7 31.7
3 e 38 63.3 63.3 95.0
83k (3 5a 3 5.0 5.0 100.0
Total 60 100.0 100.0
i (S (4 (34T s el laliin) agh S () geasay (il gall
Cumulative
Frequency Percent Valid Percent Percent
Valid = sk 63l se 2 3 5.0 5.0 5.0
Gilse e 8 13.3 13.3 18.3
e 6 10.0 10.0 28.3
Gilse 37 61.7 61.7 90.0
8y (3 50 6 10.0 10.0 100.0
Total 60 100.0 100.0
-ha alaid) g i ey (o) g8y (AUEEADe aa Jaladl) oy
Cumulative
Frequency Percent Valid Percent Percent
Valid Bady (38l g e 3 5.0 5.0 5.0
B8 e e 7 11.7 11.7 16.7
e 7 11.7 11.7 28.3
G 5 37 61.7 61.7 90.0
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825y (39 5 6 10.0 10.0 100.0
Total 60 100.0 100.0
Alard e A A glls ialiaag ialy aud A gl
Cumulative
Frequency Percent Valid Percent Percent
Valid = sad 38l 50 e 3 5.0 5.0 5.0
Gilse e 7 11.7 11.7 16.7
Yo 6 10.0 10.0 26.7
G 5 38 63.3 63.3 90.0
a5 (39 5 6 10.0 10.0 100.0
Total 60 100.0 100.0
Statistics
- Ol gall O Hlea - deaall Gl ghad
-Gl bl dae - sartiee () sals gall Ub@}id\aj\ Loa cdalaia g daial g
e ged]l gl aedaball Ll apa b B S Jseanll e Jes
B REHE P (ealic Jae laii, iy o yyshats aaliaf L e
N Valid 60 60 60 60
Missing 0 0 0 0
Std. Deviation 1.081 1.139 1.139 1.066
Statistics
-elle ) 5ih gall - lge deal 55
Aadla S Sy -Gl O Gl sall sl gall (58 pay Ol sall o sedaa g
A R G Glbes JS 28 Cam aellsgaee Tum sl Glaali e (5 s
Sk, 25 Ay g0 bl Hlaliial g0 yualli,  Aexdd) Aabyudl 381,
N Valid 60 60 60 60
Missing 0 0 0 0
Std. Deviation 1.154 1.112 1.125 1.151
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Statistics
- ek o sib sall
ehrsan IS bl sl lee Jual 555 len  -aen (il sal) (L
il ge Jamy A SN Alle a5 Gy 5 Adle e e 20all) agual
i) cimatililes aasbidl Jeall 2l Jaladll g jsgendl i sleall A0 ayail
(g 8353 Aeadll, Sle 2t 3e sluly e 35355, dadd 32 g A3,
N Valid 60 60 60 60
Missing 0 0 0 0
Std. Deviation 1.112 1.125 1.094 1.079
Statistics
-0 5B sall (5
SOsabsall e yiny Aeadll A e day aladial La ol il AN s
& sl ¢ AED Lao G sUadY) Juaiy paal) Jagestl ORR s
e sl dal el el Slel aY) i Ol sall Laily o]
Y il all - < Jiadl dand das
N Valid 60 60 60 60
Missing 0 0 0 0
Std. Deviation 1.065 1.096 1.081 1.049
Statistics
-3 sy Ll T & siaall
osibsall Geamaay Adeally Qe gsilsd el i Guilasall e
ol bd gal s copils sall Laa uSay L) il Aadd aglie 5 8 Bacludl)
Ao pun A jinbiy,  agel il e 53 5adl B Slad g, Ay fas -
N Valid 60 60 60 60
Missing 0 0 0 0
Std. Deviation 1.097 1.065 1.112 1.066
Statistics
AL PRECIEE YN
Sl il gall Ly Aas b Gl e AUS ) daidsy
Al uSa’ Aoy Jae EEFETER RN Dehe cpalhsall Y Aalaie s S8 Cuay
Al Ay e deadll, ey S, e Ll
N Valid 60 60 60 60
Missing 0 0 0 0
Std. Deviation 1.112 1.141 1.127 1.096
Statistics
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Aaadll o085 Ady -p Al ANS i da gl S sl g de
Oty slbaal Gad el laelsalaase 5 Leeal s Allaiy el Al B el
Sl JS, 4, pae L) SS, ol daia Jeadl,
N Valid 60 60 60 60
Missing 0 0 0 0
Std. Deviation 1.132 1.048 .981 1.045
Statistics
~Gsbad Jalas
a0 e -0sab sall (55 508 -0 55 sall agnl il sall Canyy
il by g Bl A A el ASH D i ) GLYL
e yus b S, Ajpicieded) e wses il A8, sl
N Valid 60 60 60 60
Missing 0 0 0 0
Std. Deviation .995 1.008 1.048 1.032
Statistics
-0 gall G gem my -k Jaladll xa
AL Gl sall agaal s e agd lalial O-EG PRPIF PR L\ PV N
Sl Oom (B A RalAl iy 2 b s aldialy Jalasg LS
Jalill o A0S ) ISy mdd s e Lgilars,
N Valid 60 60 60 60
Missing 0 0 0 0
Std. Deviation .983 1.013 .995 .993

Aol Sloddk B35 st g T jlasb 20l SPSS mat ), 3s 108 43, goell

One-Sample Test

Test Value =0
95% Confidence Interval of the
Difference
t df Sig. (2-tailed)  Mean Difference Lower Upper
2 A salall 26.544 59 .000 3.45556 3.1951 3.7160
Aalaie Vlany 31.101 59 .000 3.48889 3.2644 3.7134
2y Aaiuy) 35.042 59 .000 3.61111 3.4049 3.8173
Gl AE) 31.076 59 .000 3.52778 3.3006 3.7549
Any Calalatll 34.172 59 .000 3.60000 3.3892 3.8108

~109 ™



GO d

Bpad) )l glsl Sl et cosge T olasb 20l SPSS mab )y zts 109 o3y 3oull

One-Sample Test

Test Value =0

95% Confidence Interval of the

Difference
t df Sig. (2-tailed)  Mean Difference Lower Upper
il lan 53} 3l sall &yl 28.933 .000 3.45635 3.2173 3.6954
535 Sleadl) dalaud) 35.323 .000 3.53667 3.3363 3.7370

Ogeops LY Joles JLis b 20l SPSS i 515 :10 03, ol

Correlations

s jlae 33 9a
3,503 5 ) sall el slieYiay a2 ol n
Lydd Aalad) n s galall 3 Llatayl A&, bl
Sl jlaa B la) 2 sall 4y ) Pearson Correlation 1 .927" 927" .812"  .809™ .764" 781"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 60 60 60 60 60 60 60
82 5 Cleaad) Lalyud) Pearson Correlation 927" 1 .905™ 867"  .844™ 903" 911"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 60 60 60 60 60 60 60
a fes salall Pearson Correlation 927" 905" 1 737" 736" 737" .765"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 60 60 60 60 60 60 60
AalaieVlany Pearson Correlation .812"  .867" 737" 1 613" 761" 727"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 60 60 60 60 60 60 60
SERRES L Pearson Correlation .809™  .844" 736" .613" 1 .e81" 737"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 60 60 60 60 60 60 60
Gl AE Pearson Correlation 764" 903" 737" 761" 681" 1 .827"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 60 60 60 60 60 60 60
Any Calalatll Pearson Correlation 781" 911" .765" Jg27" 7377 827" 1
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
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N 60 60 60 60 60 60 60

Lol 2 Y el 2ol SPSS by s 11 43y gl

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 9272 .859 .856 .38212

a. Predictors: (Constant), <t slee 313} 3,0 sall 45 21

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 51.524 1 51.524 352.863 .00QP
Residual 8.469 58 .146
Total 59.993 59

a. Dependent Variable: 2= & saldll
b. Predictors: (Constant), <l jlas 303} 3,0 gall & )

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -.035 192 -.182 .856
il jlaa B 18] 3 ) gall 4y Hl) 1.010 .054 .927 18.785 .000

a. Dependent Variable: s & saldll

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .8122 .659 .653 .51198

a. Predictors: (Constant), <lu e 3l 2,0 gall 45 a0l

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 29.345 1 29.345 111.950 .000P
Residual 15.203 58 .262
Total 44.548 59
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a. Dependent Variable: alic Yz
b. Predictors: (Constant), <be jlea 310 20 sall &5 5500

Coefficients®
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .855 .258 3.318 .002
il jlae 53] 31 sall 4y ) 762 072 812 10.581 .000

a. Dependent Variable: 4nlic Y,

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .8092 .654 .648 47333

a. Predictors: (Constant), <be jlea 3 )3l 3 sall 43 501

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 24.598 1 24.598 109.792 .000"
Residual 12.994 58 224
Total 37.593 59

a. Dependent Variable: 2 aiuy)
b. Predictors: (Constant), <t e 313} 3,0 sall 43 21

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.199 .238 5.036 .000
Sl jlae B la) 3 ) sall 4y Sl .698 .067 .809 10.478 .000

a. Dependent Variable: - alaiuy)

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .7642 .584 577 57191

a. Predictors: (Constant), <lu e 3l 2,1 gall 45 a0l
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ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 26.649 1 26.649 81.476 .000P
Residual 18.971 58 327
Total 45.620 59

a. Dependent Variable: 2= gl &l 5
b. Predictors: (Constant), <ulu e 503} 2,0 gall 43 50l

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.017 .288 3.536 .001
Sl jlan 313 3 ) sall &yl 726 .080 764 9.026 .000

a. Dependent Variable: x: gle¥! 4l 5

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .7812 .610 .604 .51367

a. Predictors: (Constant), <l jlas 303} 3,0 gall & )

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 23.985 1 23.985 90.904 .000P
Residual 15.303 58 .264
Total 39.289 59

a. Dependent Variable: 1 callaill
b. Predictors: (Constant), <lu e 3l 2,0 sall 45 a0l

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.218 .258 4.714 .000
Sl jlae 8 la) 3 ) sall 4y S0l .689 .072 781 9.534 .000

a. Dependent Variable: s calalaill
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Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 9272 .860 .857 .29319

a. Predictors: (Constant), <bu jlea 503 3,1 gall &y dall

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 30.503 1 30.503 354.844 .000P
Residual 4.986 58 .086
Total 35.488 59

a. Dependent Variable: 35 cladall sl
b. Predictors: (Constant), <l jlas 303} 2,0 gall & )

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .851 .148 5.769 .000
il jlan 5130 ) sall 2 0 777 041 927 18.837 .000

a. Dependent Variable: 325 <lexdll alund)
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Abstract:

This study aimed to highlight the role of Human Resource Management (HRM) practices in
enhancing the quality of tourism services through a field study conducted at the "Symbol™ Travel
and Tourism Agency. The research was divided into two parts: the theoretical framework, which
addressed the fundamental concepts of HRM practices (recruitment, training, incentives, and
performance appraisal) alongside the dimensions of tourism service quality; and the applied
framework, which focused on analyzing the reality of these practices and their impact within the
agency under study.

To achieve the research objectives, a descriptive-analytical approach was adopted, utilizing a
questionnaire as the primary data collection tool. Seventy (70) questionnaires were distributed to a
sample of customers of the "Symbol" Travel and Tourism Agency. After statistical data processing,
the study reached several conclusions, most notably the existence of a statistically significant
impact of HRM practices on improving and enhancing the quality of tourism services provided.
This indicates that investing in the human element and developing their skills directly reflects on
the level of customer satisfaction and the fulfillment of their expectations.

Keywords: Human Resource Management, Tourism Service Quality, Symbol Travel and
Tourism Agency, Customer Satisfaction.



