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Abstract:
This study was conducted between January (2015) and January (2016). The study

aimed at investigating the reality and expectations of the hotel marketing services in
the West Bank hotels that are classified according to the classification standards of the
Palestinian Ministry of tourism.

The study aimed at investigating the concept of hotels marketing services through
studying the level of service quality provided by the hotels, level of the service
marketing mix, hotel service marketing strategies, challenges of the marketing process,
hotels problems, and the expectations in order to develop the hotel marketing services

in Palestine.

Therefore, and for the purpose of achieving the above, the researcher used the
descriptive method; he developed a questionnaire, then confirmed the validity and
reliability of the tool, distributed (72) copies of the questionnaire to the study sample,
which comprises (36) hotels; retrieved (70) copies (97.2%), then analyzed the

questionnaire results by using the statistical package of Social Science (SPSS).

There were several results, most notably the quality of services offered by hotels in
Palestine was high, hotels pay significant attention to the quality of provided services,
and there is a high level of interest in the elements of the services marketing mix.
With regard to the level of application of marketing strategies, study results indicated
that hotels operating in Palestine are highly interested in marketing strategies and they
apply them.

However, with regard to the marketing process challenges and expectations for hotels
operating in Palestine, results show that there are myriad challenges and problems
facing hotels, which prevent them from investing their maximum resources in the
marketing process, such as lack of competent and skillful employees, problems related
to service development, high level of operating expenses, and competition of
unclassified hotels with the classified ones. Besides, there are external challenges and
problems, such as the Israeli occupation and its practices, lack of governmental support,

poor infrastructure, and failure to develop the tourist attraction sites.

The study has produced several recommendations, including the need to establish a

marketing department in hotels, train employees and build their capacities, increase

XVI



interest in service quality, contract with marketing companies, market Palestinian
tourism globally, end the Israeli occupation, develop tourist attraction sites, and the

need to enter into international agreements to encourage tourism in Palestine.
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