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Structural Equation Modeling for the relation between service quality of tourism in Aser Region
and customer satisfaction and intention in the Light of KSA Vision 2030

a

Abdelgalal Osman Idris ,
King Khalid University.

Anowr Elzain Babiker °

Abstract

This study aims to build a model to measuring the service quality of tourism in Aser region and its relationship with
customer satisfaction and the customer's intention, considering customer satisfaction as a mediator variable. The
study tool design was based on the theories and previous studies with five factors for service quality, five variables
for customer satisfaction, and three variables of customer's intention. Data were collected from Asir region in the
Kingdom of Saudi Arabia, and the sample size was 420 individuals. Structural equation modeling was used to build
the model using AMOS 23 software. The study has concluded to various results, the most important is that the service
quality of tourism in Asir region consists of five factors. Secondly, there are a statistically significant relationship
between the service qualities and customer satisfaction. Thirdly, there is no significant relationship between service
quality and customer's intension. Fourthly, customer satisfaction does not mediate the relationship between the
service quality of tourism and the customer's intention. In addition, the results has indicated that independence of the
respondents’ opinions on age and gender, except for the relationship of gender and customer's intentions. The study
recommendations could be summarized as: reliance on the service quality model of tourism in Asir region on factors
(tangibility, reliability, safety, responsiveness and sympathy) to develop the tourism sector and benefit from the
tourism resources enjoyed by the region. Moreover, proposing additional mechanisms for the service quality of
tourism in order to attract customers to return to tourism in Asir region.
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a8 sl 2l e 3 sl el gl Jidas I
CroAlaall (e A g1 Ll aas a8 dga S Gla )
o Al s Aalal) Jal gall pandli o3 Gl )3V Culaall
oA s el gl e i S B )
e A adil) g dpaad il 5 LEE 5 e laiaV) Jal gall Jilas
Gl il 3V 2Ll U8 e H1AN MASH e i
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Al dga ) laal

&8 93 2aa3" 1 (2014) « J. Mensah-Ansah 4wl )
g "Ule 5 el daliud) A8y Jlee | sl
Lalall LLEY) Jlae | ol @l 50 apaas Al )
8w daliw A8 50 i i / DY Lile 45 paall
o) ) ad s Al dugall 330 23 (Ll sean) 5y Al Cilaall
sl g adl gall ol joaie CailS 13 Lo ypaadl Jlale il
Ll )Y Jalas aladin) a3 dege Jul se Ao e dnana
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a4l da yiie 4l i) (case 013 ¢(2018)
o) a5l e M sl Ay el ALl 8 s
oAbl BLULd) A peit) AL Ll i) aia s A slae
2351 ae el A6 3 a3 Al SLL LS A SLd)
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839 Jlae el aall gl 220 ae ¢ a3 el L) 535 danalll
e L € i) a3 55 a3 lain Vs Gl L deadl)
At W) GilSy Ale ganall e dgaaa yue 2l il gl
23) At gal el aladiul o A 1aiSa 53 140 420
(a5l alall Jdatl) alasituly il Jdasl (AMOS
e Lo 5 Aaadll 83 5a 23 il a5 Aaddll 53 53 23 5l Y )
Ll sl JalStia 35S (500 618 Ll s 050 L
Ayl sl a5 LeS SOAN ) dlaalls 3l 58 55 bl
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() i) e (pad gail) oLy 3 N
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e ULl (e dran o3 Loy Aial) il ol e 2Ly
e bl IS8 i YU dalind) Clanall 53 5 23 goa
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F3) ¢(Amplaie V) F2) ¢(Rams sl F1) 1 YLS sl
((Aeaill 52 5 FB) o(ablxil) F5) ¢(O) F4) ¢(ilainy)
(sl L) 53 FB) (e Lay F7)
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it el deliva DA (e dleil) daadl) 53 4 Aty
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?2999¢9¢%

64 ql1 q12 q13 ql4 q15 ql6
7 N p 1.10 §.551-Ud 1 27
D (a2 e\ 062D (2 %
S 0 1 -02 1.00
1 D @
DA T ¥ e 103 351.516=CMIN
Oz 50 : 294= DF
N , 29 88 .012= P-VALUE
— 2 1.196= CMIN/DF
D Yoo Ao ) =~ "958= CFI
=.-‘ 943 "7 oo 1 953= TLI
1 .00 1.06 -
610 @ .025=RMR
e a1 P11 @ ; .022=RMSEA
D[54 45
£ .99 1.0 1.00
., ; -
?EEE?
sl @ity e Jaladl) &3 jaal)
dalnd) Clarall 33 5 23 5ad Jiiag (2) ad ) o3l Jl)
o LSz aill Aiilne ) 3 fi5e Capla 285 e Al
(1) & dsaadl
e Azhie daluad) cileadld) bJPCa}quEABJ};QL}uJA(I) Jsaa
RMSEA TLI CFI RMR sl 518w ye S e ial
0.022 0.931 0.958 0.025 1.196 0.012 daudl)

L g daled) claddl) 3393 G A8Dall JalSial) 73 galll -
s sl Ll s

Claaall 83 s dlagl 480 L) Aabadl) 23 s avanal o
Dbiel A g s il el L si g ¢ pame Allaiay dalyud)
zasadll i (gaa bl ayr g puatiel (g9 3 Lia ) paaia
gasall POA G b pdlaall s 55 pdlaall ol LA g
Lt ) slaall e i atiady JalSiall ISl 5 bl
L) asie Jiai F7) 5 ¢(%a2all 3352 dladd Jiai FB) VS
R i o(Osl gl el L s JAias F8) Lt ¢(s=
Festus ) zdswi e muibod JS8) Slaie V) a5 agi jLLY)
1(3) <l el 5 (2006
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Z s Aiilae 52 g <l ydige oSled (1) Jsaal) i sy
S8 Jlial A sime dad urly Coa dpalpad) Glenall 33 4
Gualy Lad 1,196 by s )baall 51S mo je da 08150.012
5 (TLI=0.953) 5 (CFI=0.958) 5 (RMR=0.025) i
g5 Ol e Gl ) ey L 45 (RMSEA=0.022)
A e 00K pue Ashie o8 abodd) Glaadll saga
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Drcdihia 3 Lalid) cileadl) 33 pa 3 5ai 1(3) a3, JSa
60 52 45 49 a7 a7

| 1] A| A| | |

a1l ql12 | [ g13 ] [g14 | [q15 L4 q16 |

.64 '
& 11 ; 0G po M 871.050 1 24. 02
e2Bs = G726 N\ 58 ! 42
1 o A galall 1
@25 g25 |8 1.00 g G771 | o7 D
2B+ {77 N g 602.929=CMIN
T S il T s M0 e G 519= DF
€22 00 o .006= P-VALUE
€2)—»{ a1 ® =T 1% . __4 1.162= CMIN/DF
_491 1 91 Aeasll 1.00 m. 1 @’ .95?= CFI
3’ ] -1-16 98 1.01 $: ‘_.1 z AR
64D [q42 < : . ; - = .026=RMR
€aD— PN i S _
01 1 .020=RMSEA
.01 18 @ 965 |-=—E65
L s 1 IE:. - ) 1 _00
€5= | 953 | @ @
1 " 1
€520 952 | 02 104 461 /4 o1 10\ %8 1.00

q36 qg35 g34 q33 | [ g32 g31
g‘l 44 21. 60 21.39 21.5‘1 %1 38 21.42

sl zmeldy aladiuly JilaaW) Jaladll il jaal)

(Model Fit Summary) Jelsiall 3 gaill d8Uaa < pdiga -

(CMIN) solkmall (1S a5 (618 o e (2) o) Jso

Model NPAR CMIN DF P CMIN/DF

Default model 76 602.929 519 .006 1.162
Saturated model 595 .000 0

Independence model 34 2513.414 561 .000 4.480

(RMR, GFI) 2kl 5 5 <l 5850 (3) i Js2a

Model RMR GFlI AGFI PGFI

Default model .026 .924 913 .806
Saturated model .000 1.000

Independence model 110 479 448 452
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(CFI) ¢l dglaall ) yi5a (4) &8 J s>

Mocel el ol et me2 O

Default model .760 741 .958 954 957

Saturated model 1.000 1.000 1.000

Independence model .000 .000 .000 .000 .000
(RMSEA) 4 il (&) sl Sy po Jaws sy yh5e (5) a8 s

Model RMSEA LO 90 HI 90 PCLOSE

Default model .020 011 .026 1.000

Independence model .091 .088 .095 .000

La €0.90 < slhaall 5Y) aall e ,S) & (TLI=0.958)
5 (RMSEA=0.02) slba¥) cilay jo Jas sie daf Cialy
OF Ol Kad ¢ Sliaall (albaall o plaall 5o 2l e JA
el a8 ) jaiall

Lia s i) 5 ga 48Nl 5 piluall i g 5 puileal) <l il -
105 sl Ll sl

Gl ) e amy (I (504 63 2) dglaall e

LS e O e p I (e Al o UL pe 23 sl
28 g ) (6LS @ e Al () Y1 0.006 il Ay 4, ginae
g asall Bl oY) aall (e 5K JB) 851,162 sy
e I S
5 ¢l asal Y1 sl e 0B a5 «(RMR=0.026)
G- >S5 (CF1=0.957) ¢oulial) Asidanll 53 i ad

(Regression Weights) & a5 dalall Jlasi¥) o) 35l (6) o I

Estimate Standardized Estimate S.E. C.R. P
F7 <-—-- F6 1.120 967 .183 6.122 Fhx
F1 <--- F6 1.000 905
F2 <-- F6 1.053 1.010 180 5.842 Fhx
F3 <-—-- F6 913 972 162 5.648 faleie
F4 <--- F6 979 897 167 5.863 faleie
F5 <--- F6 1.012 .986 172 5.890 Fhx
F8 <--—- F6 -1.211 -1.096 2.605 -.465 .642
F8 <-- F7 1.981 2.077 2.310 .857 391

e OOl Liay Hlasd) Julas A 5 (P-value=0.642)
(P-value=0.391) 4 sixe causd cladl L 53
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s A el JlasiV) )5l (A (6) ad) Jsaall ey

83 g laas) COllan () Jasdl Cugs sl 8 4 jlnall
ey A sine deadll 3352 dalse o (FB) danlaud) ileadl)
835 aladl Jlaasl Jdlae o 2 LS (P-value=0.000)
P-) ity (5 5—na (F7) 05—l Lmn ) (oo Al
Dsaa e Lardll s jlasil Julaa Ll (value=0.000
A sinall dal Cialy 3 A gine ol (FB) 523l el Ll 3
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(Standardized Total Effects) 4kl 200 <l 5350 (7) &8 Jsaa

F1 F2 F3 F4 F5 F8 F7
F6 0.905 1.01 0.972 0.897 0.986 0.912 0.967
F7 0 0 0 0 0 2.077 0

Dsaad AN A Gl a8 5 (F8) sl el Wil 535 (FB) e w3 goaill Ay jlanal) 40080 ol 531 (7)) Jsaadl Jiay
0.912 £l U 5 e daabiall Gleadli s sn Bl b G yosiall lae laasVl EOkladd 45 gluia 2
dalia) Slardll 3o ga ) gae G A8l 8 93 bl e

(Standardized Direct Effects) 2 luaall 3 58l &l il (8) ad ) Jsaa

F1 F2 F3 F4 F5 F8 F7
F6 0.905 1.01 0.972 0.897 0.986 -1.096 0.967
F7 0 0 0 0 0 2.077 0

Ol sl ¢1.096- sl Ll i (Ao o il cali liin 0,967 0 5 m3lall A L) < i 0 (8) o) Jpaal
D L o g dad giall ABal) e GEL Y sa s Al dad i)l Lisi jeaas Ol Liay Hsmasdendll Baga dladl saa
il o) V1 (S Gt (5L 3 alaia) aae I sl Lia ) (e dandll Basa ) saa il cardy a8 g (o Lay)

(Standardized Indirect Effects) 4 lall 3 pilaall e <l 531 (9) a8, J s

F1 F2 F3 F4 F5 F8 F7
F6 000 000 000 000 000 2.008 000
F7 000 000 000 .000 000 000 000

DL O LS g st pe g5l Ly e dedllBasa Ll e daliadl cileadl) 3y sad 5 il e il L3l
gsima e il Ll gi e gs 3l Laa sl bl (S15¢2.008 Ll gl 285 ¢(9) ad Jsanll (& (e slad)
ALY g e W 128 (Baron-Kenny)d L s

Chi-Square Value df Sig. (2-sided) ZERPA
Pearson Chi-Square 53.795a 45 173 daaal) 33 sa*g gill
Pearson Chi-Square 17.527a 13 176 O3l L *e sill
Pearson Chi-Square 17.183a 9 .046 i) L) gie gl
Pearson Chi-Square 146.859a 135 229 daadl) B2 sa* yaal)
Pearson Chi-Square 48.915a 39 133 O 20 Lia j* sanll
Pearson Chi-Square 38.296a 27 .073 elad) L) 5% yaall

small s anlls g sl G AMAL (SIS e UERY Hpsimall LAY (LS pe Jla) il I (10) B sad) e
w)ﬁium;m‘b\y}uy)nhajjh.\ﬂ\ EJPGM\ Hﬁu\h.;vu} ‘).A:J\J&}.\S\ oe U...\'.\'};J.AX\ @@\UM‘»\
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Aadll o34 5 (P-value=0.642) sl & s 3l Ll 55 e
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(8) U522 0.967 052
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Ll 35 053l Ly s dpalidl laaddl 83 5 s 0 sl
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aliwd) Gleaall 83 ga o d gaill ) yogie AIE L) HLAAY
LS Ol 5 g sl Dl e e 2B Ll 535 a3 Ly
Lol 5 A8l A gimall (5 gise il Cas (10) 2B Jsaal)
Ll €0.046 ily G ¢0.05 (5 i die (5 sina g il 5 eli)
965 AV (5 e 2ie A giza pae Ciela 288 CLEMR]) 4,
Aaind Y Cpaaiasall el 1 Gl geaadl (il Ji o) (S 43le
oAl Jd Bl L 55 g sill (g e lae « panll 5 ill o
e i oLl Ll ) sl sl o)) O 5 5 Joall
sl
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sl S e LS Jiiud janll L) 5030 L
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el Sl 8 LA (i yi g kil LY s L)
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40 sraall Ay ol ASLaal) cialall 3 10Y1 dgma G gadl Ky
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okl M sl Ay jall dSLedl)
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