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Abstract

The Impact of Some Human Resource Management (HRM)

Functions on Service Quality in the Hotel Sector in Kuwait

(An Applied Study for the Employee Views Working at Five
Star Hotel)

Prepared By
Fahad Kahlawy
Supervised By
Prof. Musa Al-Lozi
The present study aimed at investigating the impact of

Human Resource Management on service quality in the hotel
sector in Kuwait. The population of the study consisted of all
workers in human resource management in five star hotels in
Kuwait. The sample of the study consisted of 47 respondents out
of the whole population. The researcher depended on two main
sources to collect the data of the present study; primary data and
secondary data. The researcher used the means of standard of
deviation, frequencies, and percentages. The hypotheses were
tested by using Multiple Regression and Simple Regression.
ANOVA was used to examine if there were statistically significant
differences due to the demographic characteristics of workers in

human resource management in five star hotels in Kuwait.
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The findings of the study indicated that there was a positive
effect of the human resources management, was represented by
human resources planning, job analysis, attraction and choice, job
training and improvement, performance evaluation, fares and
compensations, and work relations on service quality in five star
hotels from the point of view of the workers in human resources
management in Kuwait which was represented by tangible
matters, credibility, response, guarantees, and attention.

In light of the findings of the present study, it is
recommended that:

1) The hotel managements should give the human resource
management jobs their deserved importance due to their
effective role in improving service quality.

2) The hotel managements should keep on motivating
awareness, and relations which support the demands of the
job analysis process. Moreover, they should be described
and classified on the hotel organizational framework.

3) Giving the outer hotel client high concern and reinforcing the
importance of continuous improvement for hotel service to
meet the client's expectations and even exceeds them.

4) The hotels managements should provide the workers in
human resource planning in their hotels with specialized
training courses. Moreover, they should create specialized
managerial units which adopt the process of human resource
planning.

5) The necessity for conducting periodical studies by the human
resource managements to identify the weak points of its

internal environment; and also to identify the strong points,
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the opportunities and the threats of the external environment.
6) The researcher recommends other researchers to choose
one dimension from hotel service quality, in addition to
choosing one job from those of the human resource
management and conduct studies on them since it is

considered a rich field for such in depth studies.
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