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Abstract
This study aimed to know the impact of the quality of tourism services on customer

relationship management in several hotels in Libya. The descriptive analytical

approach was used and data was collected by a questionnaire distributed to a sample
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of 36 administrative workers in Libyan hotels. The study concluded that the level
of quality of tourism services in its dimensions (tangibility, reliability,
responsiveness, emotional empathy) in Libyan hotels was high, as well as the level
of customer relationship management in its dimensions (relationship marketing,
creating value for customers, marketing databases) in Libyan hotels was high, while
the application of customer retention strategies was at an average level. There is a
statistically significant effect of the quality of tourism services in its dimensions
(tangibility, reliability, responsiveness, emotional empathy) on customer
relationship management in its dimensions (relationship marketing, creating value

tor customers, marketing databases, and customer retention strategies) in Libya at a
significance level (0.05 »a)" and this effect 1s positive.
Keywords: Quality of tourism services, customer relationship
management, tourist hotels
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