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Abstract:

This study aims to evaluate the impact of the hospitality experience on improving visitor
satisfaction, focusing on Umrah pilgrims in the Holy City of Mecca. The study aims to
understand the extent to which the quality of hotel services and the general hospitality experience
affect the level of general satisfaction of visitors and their desire to repeat the visit. A random
sample consisting of 316 pilgrims was selected. The questionnaire was distributed to this sample,
and 176 questionnaires were retrieved, with a response rate of 56.23%, which is an acceptable
rate for scientific research. The results indicated that a good hospitality experience leads to a
strong desire among visitors to repeat their visit to Makkah in the future. People in senior job
positions were more sensitive to the quality of services provided, and provided detailed feedback
on how these services could be improved. Investing in improving the quality of hospitality could
lead to an increase in the number of returning visitors, thus supporting sustainable religious
tourism in the city. The study recommended that work must be done to raise the level of hotel
services to ensure visitor satisfaction and increase their chances of returning, and to provide
specialized training programs to improve the skills of workers in the hospitality sector, especially
in dealing with visitors of different nationalities and cultures, and to pay attention to providing
additional services such as free Internet and frequency transportation, and to provide employees
They speak several languages and have effective communication skills to better meet visitors'
needs and increase their satisfaction. This study provides a comprehensive vision on the
importance of the hospitality experience and its impact on visitor satisfaction, while providing
practical recommendations to improve hotel services and ensure a distinctive experience for

visitors in Makkah.

Keywords: (hospitality experience - visitor satisfaction - pilgrims - Mecca - quality of services -

religious tourism).
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