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Organizational structure and its impact on the level of quality of hotel
services [ exploratory study in a first — class hotel in the city of
Baghdad
Dr. Faten Shaker Ali
Al-Mustansiriya University — College of Tourism Sciences

ABSTRACT:

Tourist establishments often experience two types of operations. one of which is a
service form and the other is a commercial one This requires a sort of balance between
the duality of ams and planning in order to reach a service which might bring a maximum
attraction for customers as well as achieving economic benefits cover the costs of that
service with prompted gains for the personal and developing service activities The
qualitative side in this activity is considered an and for all efficient administrations and it
has become one of the strategic aims which might be connected with all tourist
establishments. Most of the workers in strategic studies have considered it an entrance to
fulfill the competitive advantage and an enlargement in tourist service market In this
context, Scholars efforts have reinforced this field like (Skinner 1992, 220) and (Krajewski
1996 145) emphasizing upon the importance of penetrating the competitive situation
throughout service quality or commodity Improving the level of service goodness is
considered an important issue due to the pressures exposed upon most service
companies as a result of the increase in compitition or customers claims or the desire in
increasing the sales In this field, the present research went through analyzing the reality
of tourist service goodness and its level throughout exploring the nature of organizational
structure and the range of correspondence with the tourist reality in the study position as
well a measuring the tourists acceptance and their own attraction to such positic as the
improvement of service goodness which might lead to an efficien

of units forming the tourist activity and reflecting the state of acceptance for tourists. It is

a formula of interaction between tourists and the physical construction of the tourist
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position as far as suitable housing, security and various services are concerned. This
interaction might reflect for us the nature of tourists position negatively or positively.

Keywords: (organizational structure, services, service quality).
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