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Abstract
This study is concerned with relationship marketing within hotel services located in

Aden City in the Republic of The Yemen. The study aims to investigate the impact of
relationship marketing (commitment, communication, satisfaction and trust) and
service quality dimensions (tangible factors, reliability, empathy, security and
responsiveness,) on customer loyalty. Based on exchange theory and extensive
literature review the study model and hypothesis had been developed. In order to
collect the data a questionnaire had been developed and the measurement of the items
was adapted from previous studies. The study population had been derived from the
Statistic Annual Report published by Tourism Ministry. According to the Annual
Report random sampling method was chosen based on the nature of the study. 600
survey questionnaires had been distributed, 352 usable questionnaires had returned
back which constituted 59 percent response rate. Crombash elphaa and factor analysis
had been conducted to figure out the validity and reliability of the questionnaire. The
results of the factor analysis consultation shows only three dimensions instate of five
namely (responsiveness, empathy and tangibility) For data analysis different statistical
technique hads been used such as simple statistic,s person correlation and regression
analysis. The results show that a significant relationship exist between relationship
marketing dimensions (commitment, communication, satisfaction and trust) and
service quality dimensions (responsiveness, empathy and tangibility) and customer
loyalty. The result also highlighted that from the moderator variables which had been
used (age, gender and education level) only education level had a significant impact
on the relationship between relationship and service quality dimensions. The results of
the study highlighted the importance of incorporating the relationship dimensions and

service quality in building strong customer loyalty. Based on the results of the study



discussion, recommendations, limitations were presented has future study directions

and been highlighted.
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