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Abstract: 
      This research investigates the type and the significant relationship between 

roaming management and self-efficacy and its impact on excellence in providing 

hotel service. To achieve this, the applied approach was adopted through  A 

questionnaire was designed and developed for the collected data. It has consisted 

of three parts. The firsts section included nine questions to measure the 

dimensions of management by roaming. The second section includes nine 

questions to measure the effectiveness of the two employees. The last section 

includes   12   questions to measure the excellence of the hotel service. The 

research sample included  43  employees' responding to this survey to measure 

the two independent variables—also, 45  of the guests responding to this survey to 

measure the adopted variable. The final results indicated there is a significant 

direct correlation between management, roaming, and self-efficacy, which has an 

impact on the excellence of hotel service. The most important recommendations 

of this study were: achieving excellence in providing hotel service requires a work 

environment that supports senior management in the field of work.  In addition 

to its ideal investment of workforce potentials and enabling them to provide the 

best performance, Through that, the research provides what qualifies them 

towards the excellence in their services to the customer. 

Paper type: application Study 

Keywords: ((Market, service,  roaming management, self-efficacy, hotel service 

excellence)) 
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Introduction: 
    The tendency of hotel organizations to excel in their services has become 

not only to obtain the largest market share and gain profits. However, to the 

extent that it is to stay in the market and own the customer for a lifetime, that 

approach and that philosophy need management that believes in its leadership 

and strategic role in going to the field of work and identifying opportunities that 

can be seized in developing performance and addressing the threats that prevent 

the development of that performance, and this may depend on its role in 

motivating the same workforce, spreading team spirit and moving positive energy 

within them. These practices, behaviors, and their results will review their 

concepts through theoretical research axes that relate to three concepts related to 

practices, behaviors, and results, of which the practices related to management 

with roaming, which is a practice related to modern administrative methods 

based on being close and coexistence with the work environment by the managers 

without barriers and beliefs that make the organization manager away from the 

field of work, as for what is related to behaviors, individual behavior in the 

services sector through self-efficacy is based on the relationship of the individual 

As subordinates with their superiors and its role for that relationship on their job 

performance and their seriousness to do their utmost. Moreover, pursuit strives 

to get the best results. The results that we seek to achieve with these practices and 

behaviors related to service excellence, especially in the hotel sector, which is 

characterized by the multiplicity of its services related to the needs and desires of 

the customer and his expectations about the hotel organization  In the market 

and lifetime customer ownership. As for the applied aspect of the research, the 

level of those theoretical concepts was tested, and the answers to their questions 

as well as their hypotheses were tested in order to reach several applied 

conclusions and recommendations that could serve the work environment and 

harmonize with the tourism market trends. 

 

Methodology 

1- The research problem: the functional behavior usually plays a fundamental 

role in distinguishing the service provided in these organizations, and one of the 

most important drivers of this behavior is the will and ability of the 

organization’s manager to interact with the workforce without any barriers so 

that this approach is a philosophy that is connected with practical reality through 

Going down to the theater of work and interacting positively in a way that moves 

the same workforce towards producing or providing the best they have. The 

problem of research is launched through the humanity of this positive 

interaction, which is related to the essence of the objectives of each organization, 

especially the hotel organizations. Through that, we can include the research 

problem through the following questions: 

1. What is the level of realization of the administration by roaming on the 

ground? 

2. What is the percentage of achieving the effectiveness of the same workers in 

the field of work? 

3. What is the extent distinguished is the hotel service provided in the market? 
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4. Is there a positive correlation between management with roaming and self-

efficacy and their relationship to providing a distinguished service? 

5. What is the extent of the impact of management by roaming on the excellence 

of hotel service? 

6. How does the effectiveness of the two employees affect the excellence of hotel 

service? 

7. What is the extent of the management’s contribution to roaming and self-

efficacy to excellence in providing hotel service? 

2-  Research objective: The research seeks to achieve the following objectives: 

1- Determine the type and strength of the relationship between the management 

practice of roaming by hotel managers with self-efficacy. 

2- Knowing the strength of the excellence response by providing hotel service if it 

is based on the administration’s practice of roaming in the field of work. 

3- Diagnosis of the impact of the effectiveness of the two employees on the 

excellence of the hotel service provided by them. 

3-The importance of research: The importance of research falls through the 

following points: 

1- Presenting an administrative prescription that can be used by the hotel 

administration in detecting many word problems and solving them through their 

roaming in the field. 

2- Getting acquainted with the reality of the workforce in hotel organizations and 

its relationship to the methods of developing hotel service provision. 

3- Show the reality of excellence in hotel service in front of hotel administrations 

that think they are the first in the labor market. 

4- The research model:  designed according to the questions in the research 

problem as well as the importance and purpose of the research, and this was 

presented through what was mentioned in Figure  1, which illustrates the 

correlation and influence relationships between the two independent variables of 

the research with their branches (management by roaming: listening, education 

and facilitation) (self-efficacy: self-monitoring, Autonomy, and Autonomy) and 

the dependent variable (Excellence in Hotel Service: the customer, service 

providers, and hotel environment). 
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management by roaming self-efficacy 

                                                        H1    

Self-reaction 

           H4     H5    

H2                                                H3 

                                                     

 
         

The distinction of hotel service 
Customer/ Service Providers 

The environment of the hotel 

Organization 

 

 

Source: It is prepared by the researcher.      

Figure (1)The research model 

 

5-The research hypothesis: based on the research questions, its main hypotheses 

can be included as follows: 

1- There is a significant correlation relationship between management with 

roaming and self-efficacy. 

2- There is a significant correlation between the administration of roaming and 

the provision of distinguished service. 

3- There is a significant correlation between self-efficacy and the provision of 

distinguished service. 

4- There is a significant impact relationship between the management and 

roaming on service excellence. 

5- There is an impact relationship of moral significance to the effectiveness of the 

two employees on service excellence. 

6- There is an impact relationship of moral significance for the management to 

roaming and the effectiveness of the two employees on service excellence. 

6- Research Society and Sample: The research Society is classified into two 

Groups: staff in premium class hotels in Baghdad and guests of those hotels. A 

random sample of staff and guests in  2  of those hotels was taken, with a total of  

5  The hotel, which includes staff of all types and job addresses, as all staff in the 

private sector, including a manager and below, are covered by the Iraqi labor law 

and social security, As for the guest sample, it was calculated based on the 

number of rooms in the hotel. Table  1  shows the proportions and numbers of the 

Facilitation        / Education   /   Listening  
              

   Self-observation/ Self-judgment 
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sample for which the questionnaire form was distributed to them, as the 

questionnaires were assigned to each hotel based on a percentage  10%  of the 

total number of employees and hotel rooms, and that the forms that were 

subjected to analysis ranged from representing the sample  7% -12 %  Which are 

acceptable percentages in this type of studies as more than (5%) (Mahjoub, 1988 

36 :). 

 

Table (1) The size of the research sample 
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Staff 523 - 55 27 2 27 7%  

Guests - 275 58 27 - 27 7%  

 Baghdad Staff 878 - 87 87 2 81 88%  

Guests - 873 87 81 - 81 82%  

Total  

  

Staff 383  38 77 7 75 7%  

Guests   77 73 - 

 

73 88%  

       Source: It is prepared by the researcher.      

 

7- Research methodology: The research followed by studying the method or 

method of field research through attendance and field presence in the hotel 

business theater and interaction with employees and customers during the 

questionnaire distribution period that took place during July and August 2019, 

by responding to their inquiries that may be raised during the response to The 

questionnaire, as well as observing the realization of field research variables 

through the practices of roaming management or the behaviors of workers in the 

production and provision of the service as well as the customer's reaction and 

noting their convictions about the level of service and its suitability with the place 

they visit. 

8- Sources of data collection: The research relied on collecting its data for its 

theoretical and field frameworks on multiple sources, including: 

1- Literature and theoretical propositions concerned with research variables and 

their dimensions (books, research papers, articles, dissertations, and theses). 

2- The questionnaire, which is the primary tool in collecting field data, has been 

designed in two types; the first relates to the questionnaire of workers to answer 

the paragraphs related to the research variables (management by roaming, self-

efficacy). (Al-Hawamdeh and Al-Obaidi: 2012), (Al-Rawashda: 2012), (Hegazy: 

2013), and its paragraphs were used to suit the research environment. As for the 

other type, it is related to the customer questionnaire related to the dependent 

variable (service excellence). Its paragraphs were designed based on the 
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researcher's opinion and on several studies and research, including (Al-Saadi: 

2015), (Al-Shorouqi: 2018), and were designed by the research environment. 

 

Previous experiences 
     According to what has been presented of concepts related to practices 

(management by roaming) and what matters to behaviors (self-efficacy), and 

what is related to results (excellence in hotel service), these terms have been 

addressed by several researchers, who are they (ALrawashdeh,2012) Whose 

study aimed to know the impact of management by roaming on achieving 

organizational excellence in Arabic companies through a sample of  183  

individuals. After analyzing the collected data, the study concluded that 

management by roaming explains  56.9%  of the variance in organizational 

excellence. As for what he offered (Single&Tucker,2013) With his study on the 

effectiveness of management by roaming, which was based on a random sample 

collected from  19 hospitals, the study took  18  months, and they reached through 

their study that the positions headed by the elderly are more responsible and 

exercise their role better in solving problems and their achievements are 

distinguished. The study (Nassima, 2017) entitled the Impact of wandering 

management on the Effectiveness of Strategic Decisions came as a field study for 

a group of public economic institutions in Biskra; the study found the impact of 

management lies through shifting the effectiveness of the strategic decision. As 

for what the study (Goulao, 2014) was interested in, it examined the relationship 

between self-efficacy and academic achievement among adult learners, as it was 

adopted by collecting data from  63  students and both sexes. The study found 

that self-efficacy among students is high, and there is a relationship between self-

efficacy and academic achievement. A past study (Gangloff & Mazilescu, 2017) 

was entitled (Standard characteristics of perceiving self-efficacy). The study 

tested its methods of achieving self-efficacy on a sample that included three 

categories: managers, employees, and students. Realization in the field of work as 

for the third category, students, they are aware of the efforts of the employees. 

The study of (Hegazy 2013) aimed to identify the level of self-efficacy, 

professional compatibility, and the quality of performance of resource room 

teachers in government schools in the West Bank. The sample included  45 female 

teachers, and the research reached several results, the most important of which is 

that the level of self-efficacy exceeds  80%  As a hypothetical level. As for the 

study (Grayson&Lacobucci&Ostrom, 1995) entitled (Excellence in Quality and 

Satisfaction from the customer's Point of View), as it aims through its study to 

test quality and satisfaction according to the point of view of a sample of 

customers who were classified into two categories, the first for quality testing and 

the other for satisfaction testing, and through the test it found no differences. The 

morale between quality and satisfaction from the customer's point of view,  The 

study (Hassan, 2010) aimed to identify the impact of human resource 

management practices on achieving institutional excellence in Zain Telecom. The 

study included a sample consisting of  253  individuals working in the company, 

and the results demonstrated a significant impact of human resource 

management practices on leadership excellence and excellence in presenting the 

service. The study (Haniyeh, 2016) aimed at determining the extent of the 

exercise of strategic agility and its relationship to the excellence of institutional 
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performance in the food industries sector in the Gaza Strip. Highly efficient, 

which enables companies to reach performance excellence. 

After reviewing these studies, we find that every researcher is interested in 

one of the dimensions of the current research, except a study (ALrawashdeh, 

2012), which dealt with two dimensions, namely, management by roaming and 

excellence. If the right conditions are fulfilled, they can be achieved. 

As for what distinguishes the current study from those previous studies, it 

was distinguished by the type of its society, its goal, and its assumptions, which 

dealt with three variables that play a vital role in the march of organizations 

during their life cycle and their future in the labor market. In the community of 

hotel organizations. 

 

Literature review  

1-  Management by roaming: 
This practice is related to modern administrative methods based on 

rapprochement and coexistence of managers with the workplace environment. 

Far away barriers and beliefs that make the organization manager away from the 

field of work. In the context of behaviors terms, individual behavior in the service 

sector through self-efficacy is based on the individual's relationship as 

subordinates with their superiors and their money from a role for that 

relationship on their job performance and their eagerness to do their utmost.  

This study seeks to achieve these practices and behaviors related to service 

excellence, especially in the hotel sector, characterized by the multiplicity of its 

services related to the needs,  desires of the customer, and expectations about the 

hotel organization. Several practical conclusions and recommendations can serve 

the work environment and harmonize with the tourism market trends. 

Recently, most hotel organizations are aiming to provide excellent services 

more than get the largest market share and gain profits. However, to the extent 

that it is staying in the market and owning the customer for a lifetime. In 

developing performance and confronting the threats that prevent the 

development of that performance. This may depend on motivating the same 

workforce, spreading team spirit, and raising their positive energy. This study 

will focus on those practices and behaviors and their results based on its 

theoretical literature review and practices. 

Administrative practices have become numerous due to the multiplicity of 

behaviors and motives that achieve their purposes, regardless of their 

specializations and tasks in community service.  In hotel and tourism 

organizations, administrative style is a work philosophy that cannot be replaced 

by an alternative philosophy.  Management by roaming within the hotel 

organization is an integral part of the rituals of managing the internal 

environment of the tourism or hotel organization dealings with workers of 

various levels and professional skills. 
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The professional hotel management, as part of its beliefs, does not believe 

in the existence of a throne for the manager and a system of commanders that 

direct the workforce and control their movements despite the importance of their 

presence for follow-up purposes, but the main feature of hotel organization 

managers remains to go into the field of work of all kinds, not to catch mistakes 

and hold accountable as much as searching for obstacles to development Noticing 

and listening to everything that is happening in the daily work environment, and 

that the time of his sitting in his office does not exceed only the times of meeting 

important guests or completing the daily administrative mail, the administrative 

work through the administration by roaming aspires to use the manager of all 

five of his senses without being limited to one sense and being confined to it, The 

daily position in the management of the hotel organization is the guarantor of its 

success related to the success of roaming in the corridors and departments of that 

organization, for this philosophy has received the attention of various sectors of 

social life, starting with the military, health and educational institutions, through 

the hotel and research organization, etc. Therefore, This term is common, namely 

by (walking through, walking around, walking about, and wandering around as 

well as the multiplicity of practical fields that resulted in several concepts.  For 

example, a manager's ability to know everything that is going on around him, 

direct contact with workers, see the fundamental and primary needs, and 

multiple points of view. that support the work environment, achieve goals and 

break the barrier of communication between the manager and the workers  

(ALrawashdeh,2012:523 ). Also, the manager’s ability to move away from his 

office and go into the field of work and interact with the workforce face to face in 

order to discover facts, Improve communication and employee motivation, 

creativity and development, and acquisition feedback ( Al Hawamdeh and Al 

Obaidi,2012:66). Therefore, this administrative method is considered one of the 

democratic methods of dealing with human resources and listening to them 

without hesitation, and working to achieve a good work environment that serves 

all the beneficiaries. This management style works within several steps, which can 

be explained below: (Peters & Austin,1985:213) 

A- Listening: it is through mastering the art of listening to others without 

ignoring the opinions and information that are presented to maintain the flow of 

information quickly to the management in a way that ensures the survival of 

effective communication between management and workers. 

B- Education: the transfer of everything related to the knowledge that the 

administration wants to convey to its human resources to ensure organizational 

policies and strategies. 

C- Facilitation: To make the work environment governed by the atmosphere of 

democracy by dealing in a way that guarantees hearing and acceptance of 

opinions that pertain to the organization’s interest in the first place. 



 

 

 

 

 

Journal of Economics and Administrative Sciences Vol.27 (NO. 128) 2021, pp. 77-98 
   

  

73  

 

   

 

 

 

Through this, we find that the management steps by roaming operate 

within a fixed logical sequence. It is impossible to give weight or attention to a 

step without another but rather to walk within an equilateral triangle whose top 

interest is listening. Its focus on education and facilitation, as shown in the figure 

below, Through which define management by wandering procedurally as the 

leadership ability of the manager by possessing the art of listening to those 

around him and employing what he hears in drawing up the policy and strategy 

of the organization in achieving its goals.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                               Source: It is prepared by the researcher.      

Figure (2) the management by roaming triangle   

 2- Self-efficacy: 
      It is related to the workforce's effectiveness through the tasks and jobs that 

can be accomplished according to the dictates of their psychological and job 

behavior and the type of their relationship to work management. Journal of the 

organization they work for. In hotel organizations that direct their services to 

their guests in the first class. They aspire to a human resource who can acquire 

the professional knowledge necessary for him to accomplish his tasks in the best 

possible way through reaching the conviction and satisfaction of the guests.  the 

services of the hotel organization are directed at them. This can only be achieved 

by a human resource who can think and guide his health behavior in a way that 

serves the interest of the hotel organization, as well as the type of administration 

that has the necessary cognitive tools to direct, such as kind of behavior that is in 

the interest of work. The available motivations and trends can move that self and 

its creativity, Based on that; the concept of self-efficacy has been researched from 

several intellectual propositions that dealt with that concept relatively according 

to the type of the individual's environment, his level of performance, his thinking, 
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 and the mechanism for managing his positive behavior towards the organization 

in which he works. Among these concepts is what he proposed 

(Regehr,2000,p.334). It is a cognitive process that creates expectations by which 

an individual can solve problems. It defines by (Hegazy 2013: 420) as one of the 

most crucial personality mechanisms of the individual, as it represents an 

essential center in his motivation towards carrying out any activity, as it helps the 

individual to face the pressures he is exposed to in the different stages of his life. 

As for the factors determining self-efficacy, only the social learning theory is 

concerned with self-efficacy. Bandor (1977) defined these behavioral influences in 

three stages: (Salem, 2011: 138) 

A- Self-observation: It is the individual’s awareness of himself and the extent of 

his ability to extract information about himself through which it is possible to 

judge his person’s ability to achieve the desired goals. 

B-  Self-judgment: Through a person's ability to evaluate his capabilities and 

compare them with the goals to be achieved. 

C- Self-reaction: Here, it is more like feedback about what a person perceives 

about himself, he searches through that for three reactions, the first of which is 

related to behavioral actions that relate to the search for the most appropriate 

methods of specific learning, and the second is personal self-actions through 

which the research is conducted. On the tools through which they increase the 

efficiency of their learning plans, the last of which is environmental self-actions in 

which the working person resorts to the appropriate conditions for learning and 

acquiring the required knowledge. 

Based on that, we find that self-efficacy is related to the self-honesty of the 

working individual through which he can discover the implicit cognitive abilities 

that qualify him to show positive or negative behavior towards the organization 

or job. This resulting behavioral type is not dependent on the individual alone as 

much as it depends on the work environment and the administrative climate 

Prevailing in the management of the hotel organization. Therefore, self-efficacy 

can be defined procedurally as the ability of the individual to master the 

matching between what is required and what is available. 

 3- The distinction of hotel service:  
This is considered a strategic dimension that any organization is looking 

for, especially hotel organizations whose outputs are usually directed towards the 

guest they are looking for and seek to achieve his happiness. With the level of 

providing hotel services in terms of several dimensions, the hotel organization can 

gain an advantage in its services compared to the type of competing services in 

the market—the logic of customer happiness first. Excellence was defined as the 

philosophy of doing the right things, in the right form and at the right time (Al-

Shorouqi, 2018: 60).  also define that it is a planned effort seeking to gain a 

competitive advantage in the market. (Grayson&Lacobucci & Ostrom ,1995:278)  

has been defined as the best use of the available resources to ensure the 

achievement of added value for the customers of the hotel organization (Araujo 

& Luis, 2006: 4 ). 
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Through that, the distinction of hotel service does not deviate from the 

principle of doing the right things from the first step until it reaches the 

customer’s hand and retains it. Accordingly, the principles or dimensions that 

distinguish hotel service are found in a work environment that believes in the 

philosophy of quality and continuous improvement to establish long-term 

relationships with its customers. Therefore, the researcher knows the distinction 

of the hotel serves as a working methodology that seeks to build sustainable 

relationships with the customer by responding to their desires and needs and 

sympathizing with them by people who provide the service reliably and reliably 

by providing an error-free service supported by tangible evidence of the customer 

befitting the degree of the place. 

Through this, the researcher sees that the dimensions of service distinction 

do not deviate from the quality dimensions that were identified in the above 

procedural definition, which are as follows: 

A- Response: A relative dimension is achieved by the availability of the required 

service at the appropriate time and place, depending on the type of service. The 

response of service providers to the customer’s requirements does not depart 

from being a professional response related to outstanding performance without 

any discrimination between customers or hesitation in serving them. 

B- Confirmation: A dimension related to the overall concept of distinction 

through which one should reach service with zero defects, except for those defects 

related to performance (service method) or the essence of the service, and this is 

only achieved if the service fundamentals are correct from the first steps. 

C- Empathy: This dimension establishes long-term relationships with customers 

through several things, including attention to the details of customers' desires and 

needs and working to meet them, as well as the moral participation and 

remembrance of customer events. 

D- Reliability: This dimension relates to the ability of service providers in the 

hotel organization to provide a service to the customer that is free from errors or 

damage to anything that has been agreed upon between the two parties in terms 

of substance and other auxiliary services 

E- Physical evidence: the availability of the actual material dimension remains an 

essential element, as it is what the customer feels and uses it directly without an 

intermediary, thus providing the material atmosphere that makes the customer 

feel the prestige of the place leaves a positive perception for him with the rest of 

the other details of the service. 

Through this, we conclude that the distinction of the hotel service has a 

relationship with three sides, which are as follows: 

A- The customer: This is related to the customer’s level of culture and the data 

and information he possesses that made him frequent the hotel organization, and 

the accuracy of the sources of that data. 

B-   Service Providers: The degree of efficiency and qualifications of those in 

charge of customer service and their level of performance about the degree of the 

hotel. 

C-  The environment of the hotel organization: through the material and moral 

atmosphere it provides that helps to provide service commensurate with the 

customer’s culture and the qualifications of the service providers. 
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Discussing the results of the research  
  The research in its field-side reached several results that were obtained 

through the data collected from the field of work, which discussed these results 

according to the research questions: 

 The first question: which included the level of management’s achievement by 

roaming on the ground in the hotel industry. The variable mainly achieved and 

through its branch, converging results in answering its questions as shown in 

Table  2  if it achieved general arithmetic mean of  4.35  with a dispersion ratio of  

0.67, which indicates the almost complete agreement of the sample members 

about achieving the variable. This result has been verified by the closeness and 

explicit agreement on the answer level, which is shown in the table mentioned 

above, which shows to the researcher that the research sample confirmed the 

achievement of the variable through its answer that reflects that. 

 

Table (2) The level of the research sample responses about the reality of 

management by roaming 

P
a

ra
g

ra
p

h
 The scale 

Arithmeti

c mean 

Standard 

deviation 

Strongly 

agree 
Agree Neutral 

I do not 

agree 

I do not 

Strongly 

agree 

F  %  F  %  F  %  F  %  F  %  

L
is

te
n

in
g

 

1 19 44.2 23 53.5 1 2.3     4.42 0.54 

2 16 37.2 21 48.8 4 9.3 1 2.3 1 2.3 4.16 0.87 

3 22 51.2 19 44.2 1 2.3 1 2.3   4.44 0.67 

The general level of the variable 4.34 0.69 

E
d

u
ca

ti
o

n
 4 20 46.5 23 53.5       4.47 0.50 

5 15 34.9 26 60.5 1 2.3 1 2.3   4.28 0.63 

6 20 46.5 23 53.5       4.47 0.50 

The general level of the variable 4.41 0.54 

F
a

ci
li

ta
ti

o
n

 7 20 46.5 16 37.2 3 7.0 3 7.0 1 2.3 4.19 1.01 

8 14 32.6 25 58.1 2 4.7 2 4.7   4.19 0.73 

9 23 53.5 19 44.2 1 2.3     4.51 0.55 

The general level of the variable 4.30 0.76 

Mean& deviation generally 4.35 0.67 

Source: It is prepared by the researcher. 

 

 The second question: which included the extent of realization of the same 

workers on the ground in the hotel industry, as it achieved the variable mainly 

and through the branch of close results in most of its questions as shown in Table 

3  as the highest answer to Paragraph  5  was achieved (I need to be taught) And 

training before practicing any activity related to the activities of the hotel (with 

an arithmetic mean of  4.37  and a dispersion rate of  0.66, which proves the role 

of training and education to practice the activities of the hotel in a positive way. It 

achieved an arithmetic mean of  3.95  and a standard deviation of 0.92, proving 

that the level of intelligence and thinking varies among the workforce. However, 

on the general level of the variable, it achieved general arithmetic mean of 4.20 
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and a dispersion ratio of  0.77, which indicates agreement Almost complete for 

the sample members about achieving the variable, and this result was achieved 

from the closeness and clear agreement on the level of the answer, which is shown 

in the table above, which shows to the researcher that the research sample 

confirmed the achievement of the variable through its answer that reflects that. 

 

Table (3): Responses of the research sample about the reality of self-efficacy  

P
a

ra
g

ra
p

h
 The scale 

Arithmeti

c mean 

Standard 

deviation 

Strongly 

agree 
Agree Neutral 

I do not 

agree 

I do not 

Strongly 

agree 

F % F % F % F % F % 

S
el

f-

o
b

se
r
v

a
ti

o
n

 

1 83 5747 25 3543 7 745   8 245 4.21 0.71 

2 82 2747 22 3842 7 745   3 8841 3.95 0.92 

3 83 5747 22 3842 3 8841 
 

 
 8 243 4.19 0.73 

The general level of the variable 4.12 0.79 

S
el

f-

ru
li

n
g

 4 17 5743 21 7747 3 748 1 245 1 2.3 4.21 0.86 

5 19 7742 22 3842 1 245 1 245   4.37 0.66 

6 18 7847 20 7143 5 8841     4.30 0.67 

The general level of the variable 4.29 0.73 

S
el

f-
re

sp
o

n
se

 

7 16 5742 20 7143 6 8748   1 2.3 4.16 0.84 

8 16 5742 21 7747 5 8841 1 245   4.21 0.74 

9 17 5743 20 7143 4 745 2 747 
 

 
 4.21 0.80 

The general level of the variable 0.79 4.19 

Mean& deviation generally 0.77 4.20  

Source: It is prepared by the researcher. 

          

 The third question: which reflected the extent of the excellence of the hotel 

service provided in the labor market, as the variable achieved mainly and 

through its branches converging results in answering its paragraphs as shown in 

Table 4 if it achieved a general arithmetic mean of  4.38 with a dispersion ratio of  

0.83  which indicates the almost complete agreement of the sample members 

about achieving the variable by answering its paragraphs whose results 

converged, except for paragraph 4 (The hotel management remembers my 

personal events and shares with me) as he achieved the lowest answer compared 

to the rest of the paragraphs and a high dispersion rate in the answer amounted 

to  1.26  This indicates the apparent discrepancy in the application of the 

paragraph on hotel guests, which is due to the frequency and loyalty of the guests 

to the hotel, but in general, the results of the answers reflect a clear answer that 

demonstrates the excellence of providing hotel service to the research sample. 
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Table (4) the level of the research sample responses about the reality of service 

excellence 

P
a

ra
g

ra
p

h
 The scale 

Arithmetic 

mean 

Standard 

deviation 

Strongly 

agree 
Agree Neutral 

I do not 

agree 

I do not 

Strongly 

agree 

F % F % F % F % F % 

S
er

v
ic

e 

su
p

p
li

er
s 

1 21 46.7 18 40.0 5 11.1 1 2.2   4.31 0.76 

2 23 51.1 15 33.3 6 13.3 1 2.2   4.33 0.80 

3 26 57.8 9 20.0 7 15.6 3 6.7   4.29 0.97 

4 24 53.3 7 15.6 5 11.1 8 17.8 1 2.2 4.00 1.26 

The general level of the variable 4.23 0.95 

th
e 

cu
st

o
m

er
 5 26 57.8 12 26.7 5 11.1 2 4.4   4.38 0.86 

6 18 40.0 15 33.3 8 17.8 4 8.9   4.04 0.98 

7 32 71.1 8 17.8 4 8.9 1 2.2   4.58 0.75 

8 33 73.3 10 22.2 2 4.4     4.69 0.56 

The general level of the variable 4.42 0.79 

H
o

te
l 

en
v

ir
o

n
m

en
t 9 24 53.3 15 33.3 5 11.1 1 2.2   4.38 0.78 

10 31 68.9 12 26.7 2 4.4     4.64 0.57 

11 29 64.4 9 20.0 7 15.6     4.49 0.76 

12 26 57.8 13 28.9 3 6.7 3 6.7   4.38 0.89 

The general level of the variable                                                                      4.47 0.75 

Mean& deviation generally    4.38 0.83 

Source: It is prepared by the researcher. 

 The fourth question: which centered around the possibility of a statistical 

correlation relationship between management with roaming and self-efficacy and 

thus providing a particular service. In the Pearson correlation coefficient test, 

whose values are shown in Table  5, the correlation relationship between 

independent and dependent variables ranged between the weak correlation 

relationship whose values are confined Between  0.20-0.39  and the very high 

confined correlation; its values are  0.80-0.99. However, all relationships refer to 

direct values  tested at a significant level of 0.01  and a significant level of 0.05, 

which indicates to the researcher the existence of a significant correlation 

relationship between the independent and dependent variables. This confirms the 

proof of the hypothesis of the first, second, and third research in general and in 

detail, and the following texts.  

- There is a significant correlation between management with mobility and self-

efficacy. 

-  There is a significant correlation between the administration with roaming 

and providing a distinguished service. 

-  There is a significant correlation between self-efficacy and providing 

distinguished service. 

And through that, we can reach the best answer to the fourth question 
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Table (5) The correlation relationship between independent and dependent 

research variables 

       Independent 

variables 

 

 

 

Dependent   

Variables 

T
h

e 
m

a
in

 

v
a

ri
a

b
le

 

Sub Variables 

T
h

e 
m

a
in

 

v
a

ri
a

b
le

 

Sub Variables 

Manageme

nt by 

roaming 

L
is

te
n

in
g
 

E
d

u
ca

ti
o

n
 

F
a

ci
li

ta
ti

o
n

 

Self-

efficacy 

S
el

f-

o
b

se
r
v

a
ti

o
n

 

S
el

f-
ru

li
n

g
 

S
el

f-
re

sp
o

n
se

 

The 

main 

variable 

service 

excellence 
0.88** 0.40** 0.56** 0.61** 0.34* 0.40** 0.34* 0.50** 

S
u

b
 V

a
ri

a
b

le
s Service 

suppliers 
0.35* 0.48** 0.31* 0.49** 0.42** 0.37* 0.35* 0.51** 

Hotel 

environment 
0.39** 0.52** 0.35* 0.53** 0.37* 0.41** 0.39* 0.55** 

The 

customer 
0.40** 0.52** 0.35* 0.61** 0.37* 0.34* 0.58** 0.53** 

Source: It is prepared by the researcher. (* At 0.05 level of significance)(** At 

0.01 level of significance)   

 The fifth question: It was raised through how the management roaming has a 

significant impact on providing a specific service, and on reaching a scientific 

answer with statistical significance, the two variables were subjected to a simple 

linear regression coefficient test. Distinguished Service (through the values shown 

in Table  6  as it achieved positive values indicating the proportion of the direct 

effect through the values of the determining factor and values in the beta 

coefficient indicating the percentage of change in providing a particular service if 

the administration changes roaming by one unit, in addition to a value  (F) the 

calculated value that exceeded its tabular value of 4.08, indicating the significance 

of the model. Through this, we can answer the question and prove the fourth 

research hypothesis, which reads (There is a significant moral relationship of the 

administration to roaming on excellence in service provision). 
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Table (6) Simple linear regression coefficient of the independent variable 

Management by roaming on the dependent variable Excellence in service 

provision 

Significanc

e 

Calculate

d  value 

(F) 

The value of 

the 

coefficient of 

determinatio

n 

 (    ( 

Beta 

coefficien

t value 

(β) 

Constan

t limit 

value 

(α) 

dependen

t variable 

Independen

t variable 

Significant 8554788 8477 8473 8487 
service 

excellenc

e 

Managemen

t by 

roaming 

Significant 7.560 0.16 0.45 2.26 Listening 

Significant 874531 8458 8417 8477 Education 

Significant 274777 8457 8475 84828 Facilitation 

Source: It is prepared by the researcher.   Tabular (F) value at 0.05 level of 

significance and degree of freedom (41,1) = 4.08 

 The sixth question: The question dealt with the extent of a significant impact of 

the Self-efficacy for workers on the provision of a particular service, and in order 

to reach a scientific answer with a statistical meaning, the two variables were 

subjected to a simple linear regression coefficient test. Distinguished Service 

(through the values shown in Table 7 as it achieved positive values indicating the 

percentage of the direct effect through the values of the determination coefficient 

and values in the beta coefficient indicating the percentage of change in the 

provision of a particular service if the administration changes roaming by one 

unit, in addition to a value  (F) the calculated value that exceeded its tabular 

value of  4.08, which indicates the significance of the model. Through this, we can 

reach an answer to the question and prove the hypothesis of the fifth research, 

which reads (there is an impact relationship with Significant significance for  

Self-efficacy for workers on excellence in service provision). 

Table (7) Simple linear regression coefficient of the independent variable Self-

efficacy over the dependent variable Excellence in service provision 

Significance 
Calculated  

value(F) 

The value of 

the coefficient 

of 

determination 

(    ( 

Beta 

coefficient 

value (β) 

Constant 

limit 

value 

(α) 

dependent 

variable 

 

Independent 

variable 

 

Significant 34777 0.12 8475 2458 

service 

excellence 

Self-efficacy 

Significant 74735 0.16 8477 2482 
Self-

observation 

Significant 34285 0.11 8477 2487 Self-ruling 

Significant 854777 0.25 8435 8477 
Self-

response 

Source: It is prepared by the researcher. The tabular (F) value at 0.05 level of 

significance and degree of freedom (43.1) = 4.08   
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 The seventh question: This question collected the extent of a significant impact 

of the administration on roaming and the effectiveness of the Self-efficacy for 

workers in providing a particular service, and in order to reach a scientific 

answer with statistical significance, the two independent research variables were 

subjected to the multiple linear regression coefficient tests. Distinctive) through 

the values shown in Table 8 as they achieved positive values indicating the 

proportion of the direct effect through the values of the determination coefficient 

and values in the beta coefficient indicating the percentage of change in the 

provision of a particular service if their change changes by one unit, in addition 

to the value of (F) The calculated value that exceeded its tabular value of 3.23, 

which indicates the significance of the model. Through this, we can answer the 

question and prove the hypothesis of the sixth research, which reads (there is a 

relationship of influence with a moral significance for the administration to 

roaming and the effectiveness of the Self-efficacy for workers on the excellence of 

service supply). 

Table (8) multiple regression coefficients for the two independent variables 

Management by roaming and self-efficacy on the approved variable Excellence in 

service supply 

Significance 
Calculated  

value(F) 

The value of 

the 

coefficient of 

determinatio

n (    ( 

Beta 

coefficien

t value 

(β) 

Constan

t limit 

value 

(α) 

dependent 

variable 

Independe

nt variable 

Significant 67.618 8477 

8483 

  
service 

excellence 

Manageme

nt by 

roaming 

Self-

efficacy 
0.11 

Source: It is prepared by the researcher. Tabular (F) value at 0.05 level of 

significance and degree of freedom (40,2) = 3.23 

Based on the above, and to diagnose the most influential variables of the 

dependent variable, the step-wise method was used to find out the independent 

variables that remain in the regression model only. The percentage of the direct 

effect through the values of the determining factor and the beta values indicating 

the percentage change in the provision of a specific service if they change by one 

unit, in addition to the calculated value of (F) that exceeded its tabular value of  

2.84 which proves the strength and importance of their influence in Achieve 

excellence by providing distinguished service. 

As for the sub-values of the independent variable, the effectiveness of the 

two factors, there will be only one sub-variable (the self-reaction), and it is proved 

through its value appearing in the table above that the effect ratio is directly 

proportional through the values of the determination coefficient. In the case of 

change (self-reaction) by one unit, in addition to the calculated value of (F) whose 

tabular value of 2.84. This confirms to the researcher the importance of these 

variables in the work environment and their positive role in achieving excellence 

in the service provided by hotel organizations. 
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Table (9) The most independent variables affecting the provision of distinct 

service in method     ( Stepwise) 

S
ig

n
if

ic
a

n
ce

 

Calculated  

value(F) 

The value 

of the 

coefficient 

of 

determinati

on 

(    ( 

Beta 

coefficie

nt value 

(β) 

Consta

nt limit 

value 

(α) d
ep

en
d

en
t 

v
a

ri
a

b
le

 

 

Independent variable 

 

S
ig

n
ifica

n
t 

16.513 

 

 

 

8473 

8457 0.32 

 
se

rv
ic

e 
ex

ce
ll

en
ce

 Education Managemen

t by roaming 

 

 

Facilitation 
8435 

13.884 0.25 8435 1.94 
Self-

response 
Self-efficacy 

Source: It is prepared by the researcher. The tabular (F) value at 0.05 level of 

significance and degree of freedom (39,3) = 2.84 

  

Conclusion 
The essential conclusions of this research were as the following : 

1- Democratization of administrative practices while preserving a degree of 

bureaucracy that makes business organizations aware of the realities of the hotel 

organization and assures its future. 

2- The leading organizations in their work are looking to direct and manage the 

same employees in a way that guarantees the investment of that self in a manner 

that achieves its goals. 

3- The message of excellence in service provision is achieved if the hotel 

organization maintains the march of excellence and develops it towards the 

better, not merely achieving it and declining towards the worse. 

4- It was found that the philosophy of management by roaming was verified, 

which indicates the spread of team spirit between the administration and those 

working in the hotel business. 

5- The research revealed positive reactions of workers regarding their self-

efficacy towards the work that they carry out in the hotel organization. 

6- The reality of service excellence has gained a positive conviction by hotel 

guests, but ambition for the better remains the self that the hotel organization 

aims to achieve. 

7.    Determining the features of the distinguished hotel service that achieves the 

guest's conviction came thanks to the positive role of the two independent 

variables for the research, and this is proven by the moral link between them and 

the adopted variable. 

8- The research showed that the practice of roaming management by hotel 

business managers effectively contributes to addressing the problems that may 

appear in the details of those businesses and thus providing a service that is 

distinguished from competitors, and this is proven by the positive impact of 

management with roaming on excellence in service provision. 
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9 - The workforce is a fundamental source for the success or failure of any 

business organization, including the hotel. Investing themselves for the better 

generates outcomes by providing better service, and this has been proven about 

the effect of self-efficacy for the excellence of hotel service. 

10- Providing services distinct from others in which the capabilities of business 

organizations vary is a dimension that needs several characteristics that the 

research indicated, the most important of which are: - 

A- An administration that believes in its role and presence in the business field, as 

well as a workforce that can control their job behavior in a way that serves the 

business objectives, and this was proven through the multiple linear regression 

coefficients that showed the relationship of the management’s influence to 

roaming and self-efficacy in excellence in service provision. 

B- The research showed a role for the two features of learning and disclosure of 

knowledge in an applied manner by hotel managers in front of the workforce and 

facilitating work obstacles by solving its problems radically in addition to the 

availability of a work environment that enables the human resource to identify 

and know their need for capabilities to carry out the required activities, as this 

was proven through the (stepwise) test, which showed the importance of the two 

dimensions (education, facilitation) of the roaming management variable, and the 

(self-reaction) dimension of the self-efficacy variable. To contribute to providing 

a distinguished service. 

 

Further Work 
 The most important recommendations of this study are: 

1. Paying attention to the organizational climate in which the workforce can 

perform its role and develop it for the better. 

2. Considering human capital as one of the organization's assets, which it has 

always been looking for better development and investment. 

3. The organization's gain is to maintain its distinction among organizations, and 

that is through its interest in search engines in service operations and improving 

them in a manner that preserves their distinction. 

4. Adopting the team spirit that brings together management and workers with 

confidence in ideas related to hotel operations. 

5. Preserving the positive energy that workers have towards their jobs and 

working to develop them to ensure the career development of the workforce. 

6. Develop plans for his sponsor to maintain the guests' hesitation to the hotel 

organization by establishing a value system that believes in guest retention. 

7. Establishing a culture of roaming among workers in work and motivating 

themselves for the better is a philosophy that must be applied to organizations 

that seek to excel in providing their services. 

8. Socially, the more the organization expands, its problems increase, but 

administratively, whenever the administration is present in the field of work, the 

problems related to work and service operations are reduced or suppressed. The 

presence of the administration in the field of work suppresses many of the work 

problems. 
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9. The success of the hotel depends on the efficiency of the workforce. They are 

the focus and essence of hotel operations. The interest in investing their energies 

and empowering them for the better has an influential role in distinguishing the 

services they provide. 

10- Paying attention to learning and disclosing tacit knowledge practically in 

front of the workforce by their departments, and facilitating work obstacles by 

solving its immediate problems without relaying them for another period. As well 

as creating working conditions that enable the workforce to diagnose their need 

for capabilities to conduct specific activities. 
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ًُصَُّف هزا انعًم يشخص ححج احفبقُت انًشبع الابذاعٍ                   748انعًىيٍ انذونٍ  خشخُص ان -غُش حجبسٌ  -ََسب ان
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 المشتخلص:

خجىال وفبعهُت انزاث ويذي حأرُشهًب فٍ َهذف انبحذ انً اخخببس َىع وقىة انعلاقت بٍُ الاداسة ببن

حكىَج يٍ  اعخًذ انًُهج انخطبُقٍ يٍ خلال  بُبء وحطىَش اسخببَه  انخًُز بخقذَى انخذيت انفُذقُت، ونخحقُق رنك

( فقشة نقُبس فبعهُت راث انعبيهٍُ فضلا عٍ 7( فقشة نقُبس ابعبد الاداسة ببنخجىال و)7رلاد اجزاء حشًم )

( يبحىد يٍ انعبيهٍُ نقُبس انًخغُشٍَ 75( فقشة نقُبس حًُز انخذيت انفُذقُت، وحضًُج عُُت انبحذ )82)

 4 ( يبحىد يٍ انضُىف نقُبس انًخغُش انًعخًذ73انًسخقهٍُ و)

وحىصم انبحذ انً َخُجت يفبدهب وجىد علاقت اسحببط طشدٌ يب بٍُ الاداسة ببنخجىال وفبعهُت انزاث 

 فضلا عٍ حأرُشهًب بخًُز انخذيت انفُذقُت 4

وفٍ ضىء حهك انُخُجت حىصم انبحذ نعذة حىصُبث اهًهب  الاهخًبو  ببنخًُز فٍ حقذَى انخذيت انفُذقُت 

الاداسة انخٍ نهب حضىس فٍ يُذاٌ انعًم فضلا عٍ اسخزًبس ايزم لإيكبَبث يشهىٌ ضًٍ بُئت عًم حؤيٍ بذوس 

انقىي انعبيهت وحًكُُهى َحى الاداء الافضم، يٍ خلال رنك َقذو انبحذ بُبَبث راث قًُت عٍ واقع حبل الاداساث 

 انفُذقُت بًب َؤهههى َحى انخًُز فٍ خذيبحهى عُذ انزبى4ٌ

 : دساست حطبُقهَىع انبحذ

  (انفُذقُت ،) انخسىَق، انخذيت، الاداسة ببنخجىال ، فبعهُت انزاث ، حًُز انخذيت الزئيشة للبحث/ المصطلحات
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