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Abstract

The concept of “One to One marketing” has emerged many years
ago. However, it has found echo only with the development of internet and
web that give this concept an effective and active role through the
possibility of providing cutomers and web visitors customized marketing
and products.

The main purpose of this study is to develop a reliable model to
assess the quality of tourism websites and, more particularly, hotel
websites. This study allows, first, to deepen knowledge about determining
the evaluation criteria of tourism websites, and highlights the importance
of Individuality Driven Marketing.

The research methodology consists of four (4) main steps : First, a
literature review has been provided about the evaluation of websites in
general and, more specifically, tourism websites. This latest has highlighted
the critical factors affecting the quality of a hospitality website. Secondm a
Semi-structured interview with experts in tourism and webmasters in
Algerian has been conducted. These interviews consist in identifying
factors influencing website quality. According to the sample study, seven
(07) five-star algerian hotels websites have been assessed and analyzed
using specific approach, namely the Analytic Hierarchy Process (AHP).
This latest allows to determine evaluation criteria with their appropriate
weights.

The proposed model, which is based on four (4) main criteria and
twenty (20) sub-criteria, highlights the importance of individual marketing
elements through internet, namely: Personalization, Identification,
Integrity, Interactivity and Integration. Moreover, the results show a
positive relationship between the size of the hotel and the use of web 2.0
technologies and amplifying the positive role of individual marketing
elements. Finally, the results show that evaluation hotels sites is primordial
for customers, institutions as well as governments.

Keywords: One To One Marketing, Personalized Marketing, Website
Evaluation, Web analytics, tourism websites, Hotel Websites, Web 2.0.
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Journal of Travel Research, 47(1), 2008, pp3-13.

% See: Hernandéz et al, Key website factors in e-Business strategy, International Journal of Information
Management, 29,2009, pp362-371.

? See: Line, N.D., & Runyan, R, Hospitality marketing research: recent trends and future directions,
International Journal of Hospitality Management, 31(2), 2012, pp477-488.

* REFAA Mokrane, Etude de cas esquisse stratégique sites e-commerce algérien, Op.cit, pp01-05.
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File Edit Assessment Inconsistency Go Tools Help
DEEY SR BEBud&dE™

YeogEoeE = F %) A
987654321 2345678839
Marketing Dimension (i smill aell) R T Relationship Dimension (,iMall aell)
i)
Compare the relative importance with respect to: Goal: evaluation of hotel websites
ing | ionshi Technical [

Marketing Dimension (G4EUT CaEOmibi) B 299219 2,04197  3,83695
Relationship Dimension (CAEUT CalaC/EPi) B D 253898 4,51286
Technical Dimension (G4EUI CaEbai) 1 ] 1,5368
Institutional Dimension (CaEU CaakOOCE!) Incon:004

File Edit Assessment Inconsistency Go Tools Help
DFHY ISR B BESE €™
“e o oyee )= O F ¥ A G

Marketing Dimension (gl all)

- | - Moderste
- | - Equal

- | - st

B
- | - Evtieme

il Technical [
2,99219 2,04197 3,83695

i 1
P 250 45128

Compare the relative importance with respect to: Goal: evaluation of hotel websites

Relationship Dimension (,353all a=ll)

onsistency Go Tools Help
DEHY S BBEBSE™

Yoo e = F W ~
Marketing Dimension (i smill asll)

I
Compare the relative importance with respect to: Goal: evaluation of hotel websites .

Relationship Dimension {gisdall s}

Warketing I Relationshi Technical [ Institutiona
Marketing Dimension (CaEUIl CaEO=ibi) PN 299219 204197 3,83695
Relationship Dimension -alaGADi) P 253898 4,51286
Technical Dimension (G4EUI GaEbai) [

Institutional Dimension (CAEUT CaaAOOCE)
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pige e oY e ldgaiall alusiwl 46ld bylas ¢l >| 85 mies Expert Choice J

ol s Aewd JguB auay clldy Al ST U Jguasll @ Bucludl ae bpmsg.com

Ayl g juas¥y Jlasadly e olod¥l dasliall AN ) 8Ly ae < % 10 A

e Expert Choice zaliys JI a9 Jlss] wis @ - 3Lad ¥ crams e 3 23y sl
Slegama S

201



)."‘)::JL' Saliall tﬁ‘}ﬁ (el C.:}o.a ‘a‘..\.eu"_w\.a %Jﬂ‘ﬂh)‘.ﬁ.&‘ e Lt Juaddl

bpmsg.com adgs e ci W e biylall :(03-05) o, JSCad!
AHP-OS Home Latest News Welcome mostadoc! Account (Logour)

AHP Online System

Pairwise Comparison Evaluation of Hotel Websites

Please do the pairwise comparison of all criteria. When completed, click Check Consistency to get the priorities.

AHP Scale: 1- Equal Importance, 3- Moderate importance, 5- Strong importance, 7- Very strong importance, 9- Extreme importance (2,4,6,8 values
in-between).

With respect to Evaluation of Hotel Websites, which criterion is more important, and how much more on a scale 1 to 9?

A - wrt Evoluation of Hotel Websites - or B? Equal How much more?
1 @ Marketing Dimension( sdug.wsill a=Jl) or © Relationship Dimension (Mell xeJl @1 ©203040s50s070e 09
2 @ Marketing Dimension( sl 32J) or © Technical Dimension (suidldedl) @1 ©20304050 0702009
3 @ Marketing Dimension(sdugwill aeJl) or © Institutional Dimension (ol el U | 0203040506 0708009
4 @ Relationship Dimension (W=l a=Jl or © Technical Dimension {suadlsel) @1 0203040506070 09
5 @ Relationship Dimension (M=l a=Jl or ) Institutional Dimension (foedl Azl @1 ©2030140s0c6@703009
6 @ Technical Dimension {suadl aeJl) or © Institutional Dimension (el 2wl @1 ©:2030140s0Cc@7@0s009

(R = 0% Please start pairwise comparison

Check Consistency @ aHp O Balanced scale

ozl Sligamll (1o degame (sS P AW pen e Jgaxdl @3 Of day
OSall e e dly IS Aags 01 ((elnsdl) pSHlad) (e Aegezme Jlia Gl Lesy Adyluddl
oo el Boaanll ¥ (oSS @iy gzl @My bl aueall Alalgy A mal o]
Sbylall S apezes @i @d Expert Choice @b e JT IS Lt gwaidl owgall s
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ol sl
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@ Al 1iSay oY JW Geiadl @ (&1 el 5Ll Bg5ell Lgle¥ s ul alall
2 e AST Gy plasial die sda Ll §9.zoall e Gstun 0¥ 201 2sdgY drie
(o) Llagie daT @iy 45l Adeadl syt Do Bue Jldlg
4o yilly At ol yulaadd & 931 LAl il Il llal
At | yulaald Ao 31 by Lall sl oYl
2oy NS e et (@ Elswe el Bl Az 9301 llall bl Jss)
Cigu AST mumgilly «ayall 14 Laas dall Expert Choice mabiy (e sl JSio of
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At ) polaadd A 9301 &3, LaL1 A8 gi4n0 :(01-05) oy Jouued!

R PRY Sadll A | Gasgudd! | Bats Il pylall

3.83695| 2.04197 |  0.40183 1 A gl

451286 | 2.53898 1 2.48863 Al

1.5368 1| 039386 0.48972 gadl

1| 065070 | 022159 0.26062 Slasl

10.8861| 6.23165| 2.01728 4.23897 § gozel

03l | lall Againn de baxid dgenll foezme daud (de piaic S Lo oy o
iy Wganll s (e ciie S @ piolic buwgio Glus o1y Susgll a3l
0.27 0.35245| 0.32768 | 0.19919 023591 | gl dadl
0.48 041453 | 040743 |  0.49572 058708 |  _asdlall aadl
0.15 014116 |  0.16047 |  0.19524 0.11553 Gadd! uadl
0.09 0.09186 | 0.10442 |  0.10985 06148 | lusupl! dadl
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Sel e 5> gl syl sleall oF G (04-05) Ul ole 2aLudl gsluld Ly
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e latlly lEMally i lasyl blaily Ggedl 59 auid @
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LS 5% Slgiadl § ols lall i Auudll 2ea¥) 1Sy Lo sag %27.7 dwd e
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ol syl el ey Lesd clpsdl wljlas poaxl (CR) wlidl Aeud of LS
Bl o JU) ISty apd! dulmadl &)las 389 L ol &l Solmis @ JLillog %3
At I el oy Logd 2801 b Lall
Aty palaedd du 9301 by LaL1 Aomli :(04-05) o3, JSCAd|

Priorities with respect to: Combined
Goal: evaluation of hotel websites

Relationship Dimension 482 I
Marketing Dimension 277

Technical Dimension As51

Institutional Dimension 000

Inconsistency = 0,03
with 0 missing judgments.

Expert Choice goliy oloyses :yiiall

ducyall plaadl 4 931 lislall sk :Lsls
@ aepall sulall on @laell Expert Choice goliy ) oY @ud Jlso] aa
A @l (e Jgsaxdl
Sleall ol sz, (05-05) JSAd) U5 oo s Aadtadl aadl sulal A 9301 olbiyLall -1
leally LlasY jlae ga Al dadl las C daal el e 3> Gl (£all
A U e Sagud!) Sall sudy @il Jomill wSay Lo g9 %26.1 dwdy
ozl Hlas 4l Jeaally Llas¥y wledall Al> ) cllailly cdlazll e
Ly canpatll Hlene @F « %15.7 Ly $3,80) Bsgandd] plan @al u pimy sl
121 wdy  JolKally adelantl susdl Lad! Aelanad! lae o « %14.0
Wyl oyall Gagudll Jalge of LasMy sl (Ae %10.2 9 %10.3 %11.6
i (JalSily Adelanll (Aalana) ccanyaill (papasdll (29 (5Is) 4 Llazs
dadl jolic goame (o %623 il sl juolinll il goazmad 5SS ducals
sl 4ila oo dag oY e 60,0l Bagudll yiolind 558 Jany Lo sa9 «aDIa]l
ol el (ilens Gagud! ol lia 389 Jemy sl Buiall dlaall oYy 355
Slyail e IS L3I ae dasls lide by e paym O 4 paall (e Gl
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Priorities with respect to: Combined
Goal: evaluation of hotel websites
>Relationship Dimension

Customer Retention PN ]
Personalization A57 I

Identification pLiy

Integrity A21 [

Feedback sely

Interactivity alcy |

Integration A02

Inconsistency = 0,00607
with 0 missing judgments.

Expert Choice gobiy ileyiea : yuuall

sleall ol sty (06-05) ISl ) Slastly s Asgudd) addl julal A o3l olsylatl -2
32 ool Adigudll moatll sulae G deal el (e 5l ) asgadll (g4l
o IV adloll 3 Le aet @) A Llas %369 Ak (G=al) leas
ASY sl BLE 43gST Iy AST 8 yguay Goliall adlgag dale Lipmy &Ll
Losds dea¥) uaty 3L A plall cels Loy ualedl Ludy (8 Lelasiw
Jlstll e %20.3 §%21.3 %21.6 jaudly gudl g All: JWdl sl 389
gl sadl pulal 2 9301 il Lall dxyls :(06-05) o3, JSCad!
Priorities with respect to: Combined

Goal: evaluation of hotel websites
=Marketing Dimension

Reservation »360 |
Promotion 216 I

Product 213 I

Price 203 I

Inconsistency = 0,00653
with 0 missing judgments.

Expert Choice goliy oloyses :ydiall
Sleall of mian (07-05) JSadl IS oo 1 @it dadl mlal a3l wlilatl -3

plaziad) U slas sa Gatll dadl slae o Al el e 5l Il (£5al0
18.2% Audy Aclex¥! Lailuglly adsll Goime Sl 4y ¢ %205 Auds
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Gadd! dad! pulal & o3l liylal) 4=l :(07-05) o, JSi!

Priorities with respect to: Combined

Goal: evaluation of hotel websites
=Technical Dimension

Usability +205 |

Site Content et =
Sodial media A81 I
Navigability A47 I
Accessibility A47 I
Appearance A38 I

Inconsistency = 0,00998
with 0 missing judgments.

Expert Choice goliy oloyses :yiiall

O gz (08-05) w3y JSadl M5 (o i ilumdd! dadl plal de g3l byl -4
e lias o Flucsll dadl sulae oo dueal el e 5l oI £a01 Ll
uds peiiadl slean 119 %33.2 Aeudy ol jlias ddy %40.0 Audy Aucwdll
e Gl Sleslally Luad redsiuell capnall aleia¥! Sy b 5a9 %26.8
Lodh @ Jlad Jbe Ggw ot axly clldg o yaiiudl
Szl uadl plal & o331 by lall &zmyds :(08-05) o3, JSL!

Priorities with respect to: Combined

Goal: evaluation of hotel websites
=Institutional Dimension

Company profile +400 |
Surrounding 332 I
Investor 268 I

Inconsistency = 0,00007
with 0 missing judgments.

Expert Choice galiy oloyses tyiall

4l oty M dadd il Hleae S 039 (02-05) @3; Joaxdl ziose Leiw
iy lI39) z3geill sulas IS 0390 B5laa sleall (139 6T Bsall Juall ¢iell J) A8LYL
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Cé}.cu.u m,a.ng A 1 plall o341 :(02-05) o8,y Jouzed!

0,126 0.261 ;MMJL, Llazsy) géjﬁaJl sl
0,076 0.157 oassail| %48.2
0,067 0.140 Casyall

0,058 0.121 LalazaYl

0,056 0.116 B, L) st

0,050 0.103 Alelal

0,049 0.102 el

0.482 1 § ozl

0,102 0.369 sal Aigadd! dadl
0,060 0.216 w9 Al %27.7
0,059 0.213 zudl

0,056 0.203 U]

0.277 1 # azel

0,031 0205  plasiad) g Haul dadl
0,027 0.182 235l Sytma %15.1
0,027 0181 Zuclaiz¥! Laslusll

0,022 0.147 miatll Ay

0,022 0.147 Jsosll Uy

0,021 0.138 ER{UAT

0.151 1 oSy

0,036 0.400 S,adl Cile lumosl! daddl
0,030 0.332 Lol %09.0
0,024 0.268 JUCTNY

0.090 1 oSy

Expert choice maliy cilayies e sbaxe¥ly oLl slue] (o 1yl
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L) dd sLas | sal ) cdlal

KL SLeall sdsl 3 38155 a5 JS iy lldy (S8 pueld Ll s o
e aladeiuly oSy dapbll uds alaserwl @ ewdy IS aay Bldl aes @3 A
Lead 0555 O Y @iladl @ LS Lissdols Ligige Wgaime IS slan¥ JaLI ilgdall ool
Sloglall Luegi grums o ¥ ald (cUUS (S5 @ 13) . 481 91 (%10) zyae S @ ol
Az g3l &5al 3 Aearadl A L i (&1 Adsykall daalye OIS Dl A5l

oSJs +(CR) bl dud Gl iy ooty JST Al 2aa¥) (28 o1 J9ud (53
o LS Al sl ddgaima § 2lall 45)al) Adgainn cyuny U39 AMNAX Comes el i3

1,00000 0,40183 2,04197 3,83695 0,27700 1,124344
2,48863 1,00000 2,53898 4,51286| X 0,48200| = 1,960894
0,48972 0,39386 1,00000 1,53680 0,15100 0,614805
0,26062 0,22159 0,65070 1,00000 0,09000 0,367255

Adadd dad e gl pladdl Lgiime plad jolic S dowdy podi laday

: JWK
Lele Juazmill oall Jasugio :(03-05) o3) Jguinl!
soomll | Glusll | gamll | adlall | gl Sleal
16,27941 | 4,080608 | 4,071558 | 4,068245 | 4,059003 | doedl sli

1Ll Sllaael) Lad tyual
Amax =16,27941 /4=4,069854
Cl=Amax —n /n-1=4,069854 - 4/3=0,023285 55l 3lud¥! 1dge oo Jlllsg
CR=CI/RI=0,023285/0.89=0.03 : _uf:.dl.' Soludd oLl Acud Lof
> e sty slere JST 6,5% 2l ldgamald L) cond 3dy o JWI Jgadly
A Ll 3ud :(04-05) 08y Jgazd

! aadl el aadl sulall
Fluwsll gadl Al gl Ageatdyl|
0.00007 0.00998 0.00607 0.00653 0.03 | ggoz=l!
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3ilell Aomydl 33Lid 3 Aten o J5Iudl 0 Aegame e z3gell 1 sLasl J) vead Cig
Bl 04 @3, 3l Jlash) 3§ Jueadlly A mludl e oY Sy 3zl

(81l e eudinl] 2SI i1 05 o8 3ellls pulall v ouinld 2LISII
At sl Al S5l eaeds oY1 cullal

Bab aBgo (P adlse AWM Geat Lasdl ((ADL]l wadl (il slaell Al
LS. Jlstdl e %21.3 $%22.2 Zeads cadys JLgs Gliane (adsay (%223 deuds O3l
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Combined instance — Synthesis with respect to: Relationship Dimension {gE3e)l s2Jl)

{Goal: evaluation of hotel > Relationship Dimension ()
Crverall Inconsistency = .01

Hétel Sheraton 223 [
Hétel Méridien el
Hatel Royal Tulip 213 I
Hotel El Aurassi 15

Hitel Saint George 090 [N
Hatel Oasis 072 T
Hitel Seybouse 065

Expert Choice goliy il yes : yuuall

LIS oS8 asdadl wadl sload Aalall e ,all yulall ks Lo las) 2y Lo
pilse (2o lall Tia 9 musly JSCay adlge A Feas LasHLl ieMeally Lol -1
e %2265 %22.9 Ly cudss Jlgsg Glisste §idy %23.2 aeds O3lad s
399yl aps” maliy e oty Olidsey Ogilad Gaid 08 az )y lidg . Jlsall
pddy lge e Bl 3uid meliy a9 . 1(Stalrwood Preferred Guest (SPG)) " Juasall
Lpe Shlisg Lpas Lo (e Jguasnll slac¥l aron (oapdluell B30y oylas
S wlss Ogdy A8Ls) Baer Bsmuas 095y lda S ccMlhe claal ol
Soiun e dad Bl e clac¥l Jamy LS Aglell QL 35l e o)

Le 9 ®Sheraton cilaziieg @abid Iy 8 Loy Snee @oliad ayledll Slodlall
111 e AST @ SPG melipg <hhldne Buid 1169 (e AST ] 23LYL Méridien®

.2017/03/01 :&)&Y\ S ae.starwoodhotels.com :lj}“ e 7o SPG e s sl !
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lda of LasMlly 16 dcludl g sl 8y0lall Jumad Jio 2dlay! SIS e
Jundy ALall pllas 3 oYl Jlme @ Zauly Bguac Sucld cuoSn als alladl
oo Sl e Sl jgmall ;895 (lass S0 Led Loy malindl Loudy &I Bagaadl LG
Lase s Ugozll Catlgdl e (SPG) allai) gedas alazial 25y «olabll )4
el ¥y allas #iay 9d cadet JLoy adel awdlly Ll Busyall Coladl (e
Lise audss (Flavours) ciguall s¥ell moliy " 5o zaln 2 3 Mies alulull
Sl s6pa) Jlel el egexll ol usl 9 LY s Lpas
S5 (o Aegazl) Bolid usl § WlEY wie Jlsl e Jgsaxl (Connections)
ol el oMy sbie ey sl okl od e Gaaall
Lad Ll yaudl cM>y el jaiass oYy maliyy 929 (Ambassador Club)
oo IS G i ¥y el 929 Juzmad G9o Oga3ll cliad sgg LasILs adlsll
Ll O LS gty il lodl aBles 3 clls Ly g g Olug @uwlig¥ Gusd
Llee 399 4 zoewdl JLell (pos (29 W01 <ol &lELl sda (3 (CR) Ll

W IS Loeugs AalSI1 bl oyl Julonstl

ety Blazsy jleal Al J5lasld & g3l @llall Axds :(10-05) o3, S|

Combined instance — Synthesis with respect to: Customer Retention {sMeell; kLizal)
{Goal: evaluation of hotel > Relationship Dimension (| > Customer Retention (oa)
Cwerall Inconsistency = .01

Hétel Sheraton 232 I
Hétel Méridien 229 .
Hatel Royal Tulip 226 [
Hitel El Aurassi 099 1

Hotel Saint George 036 [N
Hatel Oasis 070 T
Hétel Seybouse 058 T

Expert Choice maliys ol yiee : jugal

Lol 63,801 Bagandll ulan al oo ptay @il pamesdll Hlal Lwdll panasdl -2
%25.4 (%256 Aeuds sy Jlong Olane Ogilad @alé adlel A4Sy misly Bgas
sl ey clliSy Aaally Ll jaass 46K Jog1) clidg. sl e %249

2 www.goldentulip.com consulté le 01/03/2017.
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dal oo pasiad) ozt @ closlall slusial 0ty G (g ol Yol ol
09l L dsilly A0,ally Apazddl @lalasly @dlodl an 3810 wlods @uesal
e (29 (%0.17) yisall o 8l Llall sda @ (CR) olad) dud ol LS 285l se
S Laeisg adlsll 3L alalSl bl oyl Jalmidl Adae 389 4y zganed] JLll
:QL:.H
araill el Audlly Jslaeld Az 9331 LAl degls :(11-05) 3, JSA!
Combined instance — Synthesis with respect to: Personalization {oes3)

{Goal: evaluation of hotel > Relationship Dimension (| > Personalization (esss3J))
Crverall Inconsistency = .00

Hétel Sheraton 256 I
Hétel Méridien 224 I
Hotel Royal Tulip 249 [
Hiatel Saint George 066 || NG

Hitel El Aurassi 063 T

Hatel Oasis 057 1

Hitel Seybouse 055

Expert Choice maliyy ool yoes t yusall
(eall isadll bl Al Bead) s oo S Ll L ey sdgyatll 3
e %215 3 %21.5 %22.3 Leeds cudss Jlgsg Osilad (Oliane adlye Bgas LasIL|
Bylo¥ o oo e Hpaliedl o ¥oll ol bagie 0903l pols clind sgagd (gl
i) 3 Gl w8 L et G ol piis ] lylie e £3g0 ol Gl
oo aadl miay Opl) slad e o851t %T4T Ay (owlig¥! Buid adse mly]l
i 0 LS 0spll elindd Lo s it e Bl R i) blslly Ssell
Juledll Adae 399 44 ool Lzl (pais (29 %01 s &55lal1 sda (3 (CR) Ll
L S Lnsgs adlell LS 2lolSI slaadl . sy
s yaid| Hlead dcuddly il a1 Slislall Ao :(12-05) o, JSCA!
Combined instance — Synthesis with respect to: Identification (ws23)l)

(Goal: evaluation of hotel > Relationship Dimension (| > Identification (s _«3ll})
Owerall Inconsistency = .01

Hétel Méridien 223 [
Hétel Sheraton 215 I
Hétel Royal Tulip 215 [
Hétel El Aurassi 14 I

Hatel Oasis e 00929°0009000 |

Hotel Seybouse i 00 |

Hatel Saint George 050 [N

Expert Choice gobiy il yes : yuuall
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LoD e goyall Bagadll sulal duddly daaY) o (o A1 leall puad delazu! -4
e %22.59%22.9 %23.9 dewdy s Jboss lose «Gsilad ablse Bsas salal
ALyl Aatlly el (SPG) Liols o ¥sll zaly (e aBlsll sda sleze¥ clldy . Jlsall
Gl o o Wld oo Lo US (0 adlod) Ady ols ae 2Y AS, A0 Aree olereX )
ASI e sy Sy datay ) (gl oo 3aud acle Aaslally saszdl cilaled (e
sda & (CR) wlthl apwd of LS susiadl 388 st pganll Gauall 4368 o0 Logs
Jel=eddl Adoe 389 4 zgeudl Jlxll Gois (29 (%0.24) ol (o sl &lall
rJL IS Lmangs adlall L ALalSI gslandl . oyl
Ao laia! jlead Buddly J5lodd a3l liyLall Aomli :(13-05) o, JSE!
Combined instance — Synthesis with respect to: Integrity (Lelis.sl)

{Goal: evaluation of hotel > Relationship Dimension (| > Integrity (Lelis=il) (L)
Cnerall Inconsistency = ,00

Hétel Sheraton 239 I
Hétel Méridien 229 I
Hétel Royal Tulip 225 [
Hétel El Aurassi 14 I

Hotel Oasis 155 T

Hatel Seybouse 056

Hatel Saint George 053

Expert Choice maliy ool yoes t yusall

e %1919 %719.2 s G930y Obope Goid adse Beas LasMILl Bus,ll Liaddl -5

Jlas! clgsly ol i8My Sl (nllasdl Jlay) 73905 ,9910 iy Il

Gebatd) AslSa] J) A8LJFL clanesy (uSlally casld) @By g ASIY) apd! Jie dalizs

el (Tripadvisor.com) adge (o i Zumlll aBloll (e 00,5 culaalad 551,35

et Llate cudy zogr Oluy owlig¥ly calss Jbsy adlee cusdll § Gl o

213y gl 281511 B1] 0l LSl aadl . 81 By ST Lple LSl 2aLadl jasbas]!

oo a8l A5Lall sda (3 (CR) ol dwd ¢ LS. Gio ASIN wpdl pe LS Ll e e

AelSI bl oyl Jelmnll Adee 339 4 zowdl Jlxll (rous 29 (%0.29) yarall
L) S Lesga adlskl 3L
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Combined instance — Synthesis with respect to: Feedback (835 3l L,32301)
{Goal: evaluation of hotel > Relationship Dimension {| > Feedback (835 o)l ;345)l)
Crverall Inconsistency = .00

Hétel Méridien 192 |
Hétel Sheraton 191 |

Hétel Royal Tulip 154 [
Hétel El Aurassi 144 [
Hétel Saint George 145 [
Hitel Seybouse 035

Hétel Oasis L84 T

Expert Choic zeliy ol yses : yiuall

Lo ga,all Bisadll yplal 2wl Lea¥l Cos (o a1 lall juai adelad! -6

e %19.5 5 %20.3 (%212 Lds Os3lads s JUgy colione adlse Bsas solall
s ASalins adlge LesSD adloll sda 3 W delas dumad @ Zoo (ot
el adlae e bowgie Jelas Jumud ©F Lo 2.0 cogll @ilyud e salaiwy]
Bloe e panie Jelas Lol 5% 39 Lasl 2.0 cosld ety ol 02y 792 Glus
O LeS 1.0 g aaSLudl a8loll e I olsatly cnadoll crdle 05ST osriug l>ls]l
4 zoeud) Jlmll s (29 (%0.35) il (o xas 4lall sda (§ (CR) bl dewd

) S Lmangy 2815kl BL AalSl il ]l Jelmtll Bulae 389

ale il slead Ry 5Tl Az 9301 LAkl Amli 1(15-05) 3, JSA)

Combined instance — Synthesis with respect to: Interactivity (JeLisll
{Goal: evaluation of hotel > Relationship Dimension (| > Interactivity {{leLisll))
Cwerall Inconsistency = .00

Hétel Méridien 212 |

Hatel Royal Tulip 203 [
Hétel Sheraton A9 I
Hatel El Aurassi Jzo
Hatel Saint George 120 [
Hétel Oasis ek 0000 |

Hitel Seybouse 0723 T

Expert Choice galiy oloyses tyiall

Lol eaY cs (e 60,80 Bl ulas o 155y Gualidl Hlall pzay i JalSHI -7

oo B3l (29 Gl uaidy Bladl slall cus e S de ) casAll 4l
sEA Calogiy AumgleaSall puoliall Calize alagiwl dal e 20 cusdl olyud
L O LS ldeally clagdatll 23 zosg Anasl e G ASIY! adsll § (£lilaio!
Jeletll dlae 389 4y poasidl Jlll o (29 %01 il &ylall s § (CR) clall

:d) JSad) L gy AalSO gl aydl
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Combined instance — Synthesis with respect to: Integration (J«L531h
{(Goal: evaluation of hotel > Relationship Dimension (| > Integration (JsLS3l) (L)
Crerall Inconsistency = .01

Hétel Sheraton 227 .
Hétel Méridien 204 .
Hatel Royal Tulip 202

Hotel Saint George 123 [N

Hotel El Aurassi 1 T

Hotel Seybouse 065

Hétel Dasis 165 T

Expert Choice zaliyy ool yoes t yusall
A gaudd| ) Ay Jslad! s s G ol
Gid (adge e odie guusyl slall Tda § cades Loy Guud adge Beas Lasdly
ldly « %02 il udy 4 reawd! Laus (@ ol ol Led o LS (olapmy Osilad
0 (EL - RVE IV TN
A gudd) ad) o I sleaeld Jilold & 9301 by Lall doms :(17-05) o8, JSCA!
Combined instance — Synthesis with respect to: Marketing Dimension {ghy sl sl)

(Goal: evaluation of hotel > Marketing Dimension ()
Cryerall Inconsistency = 02

Hatel Royal Tulip 225 [
Hétel Sheraton 209
Hétel Méridien 176 I

Hétel Saint George 140

Hétel El Aurassi 137 I

Hitel Seybouse 162 T

Hétel Oasis 152 T

Expert Choice maliyy il yies t yusall

IS IS8 syl daldl ik Bl A sl bkl il Jeslon) 3adlly Ll

e Loy aBsll ae s> cldes cha) @b e sl Jlae slas! @5 udy jadl -1

Bl e cdY Ky Gean cadss JLoy Gad adge O Gy «FoASIY

i8] g5 ae Agadly Zeyully sliey s> pllas clliey 45sS (%27.8 s )51

& Hasazill Adladl a8loll @haney adsll Ll ae Gzl sladly WS (Jyaad

Ll O LS Alate oy Olidimey Ogilad 3aad adge sl 3 4k sl

4 zoendl 390> § A0 LS Adle dwd (29 %06 culS wilall sda § (CR) clall
(W IS L gy a8lsl) 3L ALl ilidly o pd) Juleadl Bulae 389
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Combined instance — Synthesis with respect to: Reservation (j==JI)
(Goal: evaluation of hotel > Marketing Dimension (wJl > Reservation (j==Jl) {L: .}

Hatel Royal Tulip
Hidtel Sheraton
Hitel Meéridien
Hitel Saint George
Hatel El Aurassi
Hotel Seybouse
Hdtel Oasis

Owerall Inconsistency = .06

276 |
s
66—

143 I

15

iy

034 1N

Expert Choice goliy il yea : yuuall

e %25.2 9 %26.4 Ly Ogilads cades JLg) Guid (adge Bgas LasMUl img ANl -2
WLl (S8 Sy oAl (oo calizs (o Slaglas (o Leaydon] clldg  Jlsall
ALl A oF LS daiall e 2all pladl Cimll Slims o loslas 355 )
woirdl Jelenll Adee 339 4o poaedl Jlxll aus (29 %03 i Aylall sia § (CR)

J IS Ly a8lekl 3L Al baally
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Combined instance — Synthesis with respect to: Promotion {250
(Goal: evaluation of hotel > Marketing Dimension ()l > Promotion (Z.a50) (L:.)

Hotel Royal Tulip
Hotel Sheraton
Hotel El Aurassi
Hotel Méridien
Hotel Saint George
Hotel Dasis

Hotel Seybouse

Cwerall Inconsistency = .03

264 |
252 |
A3z .
ey
A3 I
063 [

037

Expert Choice goliy oloyses :yiiall

oball a3 Glaney cdss JLgy «Ogilad Gaid oo S adlea Bgas LasMLl il -3
Sleaslly Lolidl mloglall 2,LSI Lailly (Jlgill e %18.6 5%719.2 .%19.7 cwddly
Adliall Gudll @il oo claplall BUS (ayilss oa insll 2aaly Lagyall
O LS oospall At 2lSaly «byall yuatis “iim gy sio Loras ds3 J] 23LEYL
Llee 399 4 zoeud! Jlzll ais (29 %0.45 o &5lall sda (3 (CR) bl deud

! S Lrsngy adlsll 3L AlolSO bl .yl Jaloes
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Combined instance — Synthesis with respect to: Product (gss.ll)

{Goal: evaluation of hotel > Marketing Dimension (wJl > Product (assel) (L: .213)
Crerall Inconsistency = .00

Hétel Sheraton oery OO
Hatel Royal Tulip .19 |
Hétel Meridien ey
Hétel Saint George 154 [

Hatel El Aurassi 145 [

Hiatel Oasis 067 T

Hitel Seybouse 055

Expert Choice zoliyy il y5ea : yusall
(sl e %22.0 9 %23.4 2y Glispes Osilad G Adge Beas LasMLl :yaudl -4
Bise e saadl Bt Aol Ha959 wleasl lasd e Gloglae (e Leaydgrl clli
b5 Ly il ey slasdl (aye ) BLYL (O3l cDluass 389 sl
S 3ol ae pagdsdll clalas Uy clagantlly oladl (agyall e cloglas
28150 Al 3 Gl oF Ll ASY a8l il meny padsdl @l e (San dae
sa oo JB1 sl e tileglacsy late cuds 792 Ol el JLoy «gwlsgY!
die Lggazs ooy @ slased Ald e Gotm gl ugrin adge 3¥1 @ U oLyl
bl L of LSl (e Sloglas &1 e Goimy ¥ sl ilalgll a8gag 2011
! Jel=dl Adae 399 4 zaaud) Jlall o (29 %02 K laL1 sda @ (CR)
J K L g AolS il
saad ) sleal Al Jsludd A 9301 iy AL dmds (21-05) o8, JSCad!

Combined instance — Synthesis with respect to: Price (sall)
{Goal: evaluation of hotel > Marketing Dimension {Jl > Price (e} (L:.203))
Crerall Inconsistency = 02

Hétel Sheraton 234 I
Hétel Méridien oo
Hotel El Aurassi 160 [

Hatel Royal Tulip 146 [

Hotel Saint George 123 |

Hitel Seybouse 066

Hatel Oasis 050

Expert Choice iy il yiee  yusall
laoylly Gt aell Aadlly Sl s sl il
(gl wael] LIl J5lad! s -
GoLall adlse Bpds Lasdl BaLaJS L ganll cadl I sl slael] Al

Lowdy Aouall 3 8,1 i (lisse Gid padge clog Bpe S & il § audd e I
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Combined instance — Synthesis with respect to: Technical Dimension (el sall)

Hatel beridien
Heitel Sheraton
Hatel Foyal Tulip
Hétel Saint George
Hatel El Aurassi
Hatel Oasis

Hétel Sevbouse

(Goal: evaluation of hatel > Technical Dimension (ad
Cryerall Inconsistency = 01

11—
s
s
15—

akew
06—

iy |

Expert Choice gobiy ilayea : yuuall

LS S ardl aadl sload Zanldl e all el mbs Juolas) 2l Lo

Bas¥ Gl Ul Olisses Gglad (adse cuiys az i e ¥ ipludiwdl Agw -1
G L@ plasiadl gudan cradsll O Dlas alusaad) dgew slas § 23y
Blall il > 3 clagrn doladlly Lealsize pial aiazio ol ] 42>
Toz qly (S plusiad) e 435S0 1las %184 Tl calys Jbgy Buid adsl
P29 %0.3 cilS w,lall sia @ (CR) bl dwd o LS 5,50 adlsll duay SU o
Sl Lmingy AalSI bl oyl Jalmall Adoe (389 4 zowad) JL=ll i

:QL:J\

a1t Ugno sleal Bty J5lald 2um 9301 LI 2ol :(23-05) o3, JSAI
Combined instance — Synthesis with respect to: Usability {¢lassodl iy
(Goal: evaluation of hotel > Technical Dimension (zJl > Usability {las5e¥ U ygs)

Hdtel Royal Tulip
Hdtel Dasis

Hotel Seyvbouse
Hdtel El Aurassi
Hotel Saint George
Hotel Méridien
Hdtel Sheraton

Crerall Inconsistency = 00

164 |
247

46 [

ns
41—

A21 .

17

Expert Choice goliy oloysen tyduall
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aasds ST Aadle Lailuglly jeitun adgell Cou=illy sy Dloglall culS Eous
Aopall Bl L Le oladsll L caS e 240 13 0 Loess (@ oradsll 543
Gl ey @l wmoll el Guuall aBge 92 9> Ol adge O SAIL izl
o> @ Aeadyally el cuasl Cudss JUorgy owlag¥l adlae Lol (il
sda 3 (CR) ol dwd of LS Jadd udyall 35Ul Logug l>loll Ladge peny
Bl oyl Jed=tll doe 389 4 paendl Jlmll o (29 %01 s &ylall
J JSad! Lo g 4K

adsll oizma sleall Auddly Jslocld A 9301 b LAkl Azmdls :(24-05) o, JSA!

Comhined instance — Synthesis with respect to: Site Content (a2 sell & s
{Goal: evaluation of hotel » Technical Dimensian (gl > Site Content {3 sell & giad)
Cryerall Inconsistency = .01

Hatel Méridien 24 I
Hétel Sheraton 243 .
Hatel Royal Tulip 167 [N

Hatel Saint George 163 [

Hatel El Aurassi ki 00909000 |

Hatel Oasis w00 |

Hatel Seyvhouse 047 T

Expert Choice maliy ool yoes t yusall
sl & Al Osilady Olase Ladse sugen BalalS deelaa¥ Laslugdl -3
(s e %27.5 5 %32.1) laz 58 Loy 8,01 sk STy e lato¥! Lasluasll
idie (e diolsddl Bl el e pelmial Inlgy (e Olsizm LogsSd
AST dalgy (e om 558 Olase adsl carabe 3545 po cgain < ogi lyiund
SIS e JBI sloxa¥l olsnll w8t e Jelatlls a8loll 4uay Wi ST Jelasy
Jlxll frass (29 %01 colS L5ylall sda @ (CR) ol Al o LS qud S
Jl S L g AalSI1 bl oyl Sl Blae 389 44 gl
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Combined instance — Synthesis with respect to: Social media (e lesadl bila,lh
{Goal: evaluation of hotel > Technical Dimension {(zJl > Social media (¥ bilayll)

Hatel Méridien
Hdtel Sheraton
Hitel Royal Tulip
Hitel El Aurassi
Hitel Saint George
Hatel Seybouse
Hitel Oasis

Cwerall Inconsistency = .01

321 |
275 |

115 .

Aoz I

A0

046 I

04z I

Expert Choice goliy oloyses tyiall

isaid) M oladsll of Com (Jlstdl e %18.0 9 %18.8 Gusdy 792> Olws
4 zoesdl Jlxll (rass (29 %0.05 <ol &5,lall sda § (CR) wladl aud of LS

U IS Lo g Al bl oyl Julnall 2o 389

riatl] g sleal eadlly Jlaeld 2o 301 lyLak| degds :(26-05) o3y JSAI
Combined instance — Synthesis with respect to: Navigability (7o)l 4 yg)
{(Goal: evaluation of hotel > Technical Dimension (gl > Navigability (a3l il yga)

Hatel Royal Tulip
Haotel Saint George
Hatel El Aurassi
Hotel Oasis

Hatel Sheraton
Hatel Méridien
Hatel Seybouse

Cwerall Inconsistency = .00

ey
160 |
A48 I

s
15—
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aky

Expert Choice maliyy ool yies : yusall

Oldaste Guid adsl §ylaiall ol Jaumsll Asee slal Lwdlly :guosll Wgeun -5
etz Sy Lupida b Llate §,3Y adlsll mln S Lagd (%223 Ay
loe (@oliadl slend Aajllan Blaidl slowld Liglic adss (Sasg cumdl iS,=a
Baudl dcgezll mul sag dadsr (Say ¥ Bllai ol dozmy ddly ugrin pBge
cslis ) dlyudl Bolis JS o Lasdl LS duyiall 3 (i ae (egtannaba) @uuall
Oly G «(dz) dxo Blas euls pdge 6 dmud @Iy (com) slxtll Glaill el
Sl el ks Lely el (-dz) Byleadl a8Ls) ) ugwy lslsll LBiud das
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Combined instance — Synthesis with respect to: Accessibility (Jse ol Usgs)
(Goal: evaluation of hotel > Technical Dimension (gl > Accessibility (e sl U ygs)
Drverall Inconsistency = 01

Hétel Méridien 223 I
Hétel Sheraton 177 .

Hatel El Aurassi 143 [

Hétel Saint George 143 [

Hatel Royal Tulip 136 I

Hétel Oasis A0 I

Hétel Seybouse 049

Expert Choice zoliyy il y5ea : yusall
zo9> Obw Fusal 5,11 sda Geadll K wad Ll el jlal dudll i gl plall -6
4y Jgumoll 4l8al (e )35 a2y Llda Aankay Lecian oS [)a3 %22.5 Ay
e O LS JIskl K01 3 sl 389 sLaall 1da § oud JShy calzs| 231l
Llee 339 4 zoaud! Jlell (poins (29 %02 colS &,Lall sda (§ (CR) Ll
L S L Al i) oyl Julonsl!
) bl bl Al Jsladd & 9301 byl Aoyl :(28-05) o8, JSCA!

Combined instance — Synthesis with respect to: Appearance (g3l shiell)
{Goal: evaluation of hotel > Technical Dimension (| > Appearance (g3l s¢gkall)
Crerall Inconsistency = 00

Hotel Saint George 225 |
Hatel Royal Tulip 172 [

Hétel El Aurassi s

Hétel Sheraton 13

Hétel Méridien et

Hatel Oasis D98 T

Hotel Seybouse 079 T

Expert Choice goliy ilayea : yuuall

rbunad | ] duddly Jilad! eedds -Lals

Ol adsl Geadll O lucsll aadl g9 43X g al 1 o 1 slerald 2udlly
e %174 9 %175 Lwds gwolig¥y Osilpad Guid adse o IS dely %196 dudy
a8y 45 zoewd! lau> § ol Hleall 1] A gl wllaall clal) A of LS Jleall
(J) JSad! Lo gy ALl slanlly « %0.07 iy
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03/05/2017 03:07:05 Page 1 of 4
Model Name: Projet Doctorat facilitator Final (2)
Synthesis: Details

Level 1 [Level 2 |Alts Prty
Percent Marketing ... 26,3
Percent Product (@iall) (L:,213) 7,0
Hétel EI Aurass 010
Hoétel Saint Geo 011
Hotel Sheraton 014
Product (ziwl) (L: ,213) Hotel Oasis 005
Hétel Mérdien 013
Hétel Royal Tul 013
Hotel Seybouse 004
Percent Price () (L:,203) 5,6
Hotel EI Aurass 009
Hétel Saint Geo 007
Hoétel Sheraton 013
Price {o=wll) (L: ,203) Hétel Oasis 003
Hotel Meéridien 012
Hotel Royal Tul 008
; ! : Hotel Seybouse 004
Marketing Dimensio... o cent Reservation ( Jsall) {L: ,369) 8,5
Hdétel EI Aurass 010
Hétel Saint Geo 013
Hoétel Sheraton 015
Reservation { j==ll) (L: ,369) Hoétel Oasis 003
Hétel Méridien 014
Hétel Royal Tul 023
Hotel Seybouse 007
Percent Promotion (@usll) (L:,216) b2
Hétel EI Aurass 007
Hotel Saint Geo 006
Hétel Sheraton 013
Promotion {z,uill) (L: ,216) Hotel Oasis 003
Hotel Meéridien 007
Hotel Royal Tul 014
Hotel Seybouse 002
Percent Relationsh... 48,8
Percent Customer Retention ( Ju By, 12,5
Hétel El Aurass 012
Hétel Saint Geo 011
Relationship Dimens... . R . ) Hotel Sheraton 029
Customer Retention ( «Lledl Blai¥1) (L 2. Hétel Oasis 009
Hétel Méridien 029
Hoétel Royal Tul 028

TAIEB

273




03/05/2017 03:07:05

Page 2 of 4

Level 1

|Level 2

| Alts

| Prty

Relationship Dimens...

Custom er Retention ( ¢ ledl Blai¥1) (L 2.
Percent Feedback ( 3xisall 4:330)) (L:,116)

Feedback ( sayall £aall) (L: 116)

Percent Personalization ( uasasall) (L: ...

Personalization ( pavasill) (L: 157)

Percent Interactivity (4elil) (L:,103)

Interactivity (ki) (L: 103)

Percent Identification ( «usall) (L:,140)

Identification («a=ill) (L: ,140)

Percent Integrity (4alaw¥l) (L:,121)

Integrity (4daws¥1) (L: 121)

Percent Integration ( Jaill) (L:,102)

Integration ( Jd&ill) (L: ,102)

Hotel Seybouse

Hétel EI Aurass
Hétel Saint Geo
Hétel Sheraton
Hétel Oasis
Hétel Méridien
Hotel Royal Tul
Haotel Seybouse

Hotel EI Aurass
Hétel Saint Geo
Hétel Sheraton
Hétel Oasis
Hétel Méridien
Hotel Royal Tul
Hotel Seybouse

Hotel EI Aurass
Hotel Saint Geo
Hotel Sheraton
Hotel Oasis
Hotel Méridien
Hotel Royal Tul
Hotel Seybouse

Hotel EI Aurass
Hoétel Saint Geo
Hotel Sheraton
Hotel Oasis
Hotel Méridien
Hoétel Royal Tul
Hotel Seybouse

Hotel EI Aurass
Hoétel Saint Geo
Hotel Sheraton
Hotel Oasis
Hotel Méridien
Hétel Royal Tul
Hotel Seybouse

Hétel EI Aurass
Hétel Saint Geo
Hétel Sheraton
Hétel Oasis
Hétel Méridien

007

6,8
010
010
013
006
013
010
006

6,7
004
004
017
004
017
017
004

54
006
007
011
004
011
011
004

6,9
010
003
015
006
015
015
005

56
008
003
013
003
013
013
003

4,9
006
006
011
003
010
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Page 3 of 4

Level 1

| Level 2

| Alts

Prty

Relationship Dimens. ..

Percent Technical ...

Technical Dimension...

Integration ( Ja&ill) (L: ,102)

Percent Site Content ( gisall ssisa) (L: 1...

Site Content ( a3sall 5 5ia) (L: ,182)

Percent Navigability ( gl dlsgu) (L: ,1...

Navigability (giaill sen) (L: ,147)

Percent Usability ( slasiu¥| dlseu) (L:,205)

Usability (phauadl ilye) (L: ,205)

Percent Accessibility ( Jsas! 4lsga) (L:,...

Accessibility (dyasl ilse) (L: 147)

Percent Social media ( 4xclaiayi hilu g) (...

Social media (4xels¥! Lis,l) (L: 181)

Percent Appearance (cisall sehiall) (L:,1...

Appearance ( el jekaall) (L: ,138)

Hotel Royal Tul
Hétel Seybouse

Hétel EI Aurass
Hétel Saint Geo
Hétel Sheraton
Hétel Oasis
Hétel Méridien
Hotel Royal Tul
Hotel Seybouse

Hétel EI Aurass
Hétel Saint Geo
Hotel Sheraton
Hétel Oasis
Hétel Meéridien
Hétel Royal Tul
Hoétel Seybouse

Hotel EI Aurass
Hétel Saint Geo
Hétel Sheraton
Hétel Oasis
Hotel Méridien
Hétel Royal Tul
Hoétel Seybouse

Hétel EI Aurass
Hotel Saint Geo
Hotel Sheraton
Hétel Oasis
Hétel Méridien
Hétel Royal Tul
Hotel Seybouse

Hétel EI Aurass
Hétel Saint Geo
Hétel Sheraton
Hétel Oasis
Hotel Méridien
Hétel Royal Tul
Hotel Seybouse

Hotel EI Aurass
Hoétel Saint Geo
Hotel Sheraton

010
003
15,5

2,4
002
004
006
001
006
004
001

2,7
004
005
003
004
003
,005
,003

4,0
006
005
005
,006
005
007
006
2,2
003
003
004
003
005
003
1001

1,9
002
002
005
001
006
002
001

2,3
004
005
003

1

'
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03/05/2017 03:07:05 Page 4 of 4
Level 1 [Level 2 | Alts Prty

Hétel Oasis 002

Hétel Méridien 003

Technical Dimension... Appearance ( iall jekdl) (L: ,138) Hatel Royal Tul 004

Hoétel Seybouse 002

Percent Institution... 9.4

Percent Company profile ( &S cila) (L... 4.1

Hoétel EI Aurass 006

Hétel Saint Geo 006

Hétel Sheraton 006

Company profile (48 all cals) (L: 400) Hotel Oasis ,005

Hétel Méridien 008

Hotel Royal Tul 005

Hotel Seybouse 005

Percent Surrounding (Jusall) (L:,332) 3.3

Hotel EI Aurass 005

Hétel Saint Geo 005

o . . Hétel Sheraton 007

Institonal DImers... | o veurding (asl){Lx.332) Hétel Oasis 002

Hétel Méridien ,007

Hotel Royal Tul 004

Hoétel Seybouse 003

Percent Investor (saiwall) (L:,268) 2,0

Hétel El Aurass 006

Hotel Saint Geo 001

Hotel Sheraton 004

Investor ( jaiwal) (L: 268) Hotel Oasis 001

Hotel Mérdien 004

Hétel Royal Tul 003

Hotel Seybouse 001
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Model Name: Projet Doctorat facilitator Final
Synthesis: Details

Alts |Level 1 |Level 2 Prty
Percent Hotel EI A. .. 12,6
Percent Institution. .. 1.6
Company profile (S all cals) (L: ,400) 005
Institutional Dime... Surrounding (iu=adl) (L: 332) 004
Investor ( jeiiadl) (L: ,268) 007
Percent Marketin... 3.8
Product (zuwall) (L:,213) ,009
o Price (y~ull) (L ,203) ,009
Marketing DImen... | cervation (5=t (L: ,360) 012
Promotion (@) (L: ,216) 008
Percent Relations... 54
Customer Retention ( ¢ el blis¥1) (L: 261) 012
A — Feedback ( s yall Laill) (L 116) .008
Personalization ( pau=sill) (L: 157) 005
Relationship Dim ... Interactivity (akill) (L: 103) 006
Identification (< =2ll) (L: ,140) 009
Integrity (4sbis¥l) (L: 121) 008
Integration ( Jd<ull) (L: ,102) 006
Percent Technical... 1,8
Site Content ( assall 6 5i=s) (L: ,182) 002
Navigability (maaill dsew) (L: 147) 003
: .  Usability (#lasiwd! 4lyem) (L2 ,205) 004
Techrics DIMNST, |y eaesibility (sl dsea) (L 14T) 003
Social media (“claxi Wil ) (L2 181) 003
Appearance (sl jekall) (Lo 138) 003
Percent Hotel Meéri. .. 20,5
Percent Institution... {7
Company profile (48 all cala) (L: ,400) 007
Institutional Dime... Surrounding (f=al) (L: ,332) 006
Investor ( jeiiwdl) (L: ,268) 004
Percent Marketin... 4.8
Product (zuwall) (L: ,213) 011
. Price (=ull) (L:,203) 012
Hotel Méridien Marketing Dimen... o aservation ( j=all) (L: ,369) 017
Promotion (@) (L: ,216) 008
Percent Relations... 10,8
Customer Retention ( b bli=1) (L: 261) 029
Feedback ( sx pall 4aaill) (L: 116) 011
Relationship Dim ... Personalization ( pasasill) (L: 157) 019
Interactivity («wlewall) (L: 103) 01
Identification («w=2ll) (L: ,140) 015
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Alts | Level 1 |Level 2 Prty

) o Integrity ( 4sbawyl) (L: 121) 013

RelalionshiniBIM..: [fee T aan (L 102 010

Percent Technical... 31

Site Content (a8l 5i~a) (L: ,182) 007

Hotel Méridien Navigability (gawaill dsew) (L: 147) ,003

Technical Dimensi Usability {elsxiaf! o) (L ,205) 1004

" Accessibility (el Usew) (L: 147) 005

Social media (“cla¥ Lils,ll) (L 181) 009

Appearance (o all jekadl) (Lo 138) 003

Percent Hétel Oasis T

Percent Institution... 0.8

Company profile (48 )all cals) (L: 400) 005

Institutional Dime... Surrounding (du=al) (L: 332) 002

Investor ( sauaall) (L: 268) 001

Percent Marketin_.. 1.4

Product (gual) (L: ,213) 004

) ) Price () (L: ,203) 003

Marketing Diman... Reservation ( j==l) (L: ,369) 003

Promotion (ms,ill) (L: ,216) 004

Percent Relations... 34

Customer Retention ( «tell Balai=¥1) (L: 261) 009

. ) Feedback ( sx yall La:all) (L: 116) 005

Hotel Oasis Personalization ( pawasill) (L: 157) 004

Relationship Dim ... Interactivity («klill) (L: 103) 004

Identification («a =dl) (L: 140) 006

Integrity ( 4sbiw)!) (L:,121) 003

Integration ( Jdsll) (L: ,102) 003

Percent Technical... 1.5

Site Content (assall 5i~s) (L: ,182) 001

Navigability (mawaill dsew) (L: 147) 003

! ) ~ Usability (plasiwi! 4l yew) (L: 205 005

TechnicalDimanst Accessti)tlji(lity(d,m,ll u),.(u) (L ,1117) 003

Social media (“eclaxi Lils,ll) (L: 181) 001

Appearance (3l jekadl) (L: 138) 002

Percent Hétel Roy. .. 204

Percent Institution... 72

Company profile (1< all cals) (L: 400) 004

Institutional Dime... Surrounding (Iu=all) (L: 332) 004

Investor ( i) (L: 268) 004

Percent Marketin_.. 6,3

Hotel Royal Tul Product (zuall) (L: ,213) 011

Marketing Dimen ... BHCh (el L 205) 08

Reservation ( j==I1) (L: ,369) 028

Promotion (@) (L: ,216) 016

Percent Relations... 10,3

Relationship Dim ...

Customer Retention ( el Llaia¥1) (L: 261) 028

Feedback (s all waill) (L 116)

,009
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Alts | Level 1 |Level 2 Prty

Personalization ( paxasall) (L:  157) 019

Interactivity («lelall) (L: 103) 010

Relationship Dim ... Identification («w =il) (L: 140) 014

Integrity ( 4daiw¥ 1) (L: 121) 013

Integration ( J4sill) (L: ,102) 010

_ Percent Technical... 25

Kb Rieval Tul Site Content ( essall i) (L: ,182) 005

Navigability (zawaill dsew) (L: 147) 004

Technical Dimensi isaniity{ L=y idhee) [ ;205] 206

" Accessibility (Jse sl dses) (Lo 147) ,003

Social media («wclasi! Lils,ll) (L: 181) 003

Appearance ( sl jekadl) (L: 138) 004

Percent Hétel Sain... 114

Percent Institution... i

Company profile (4% all cala) (L: 400) ,005

Institutional Dime... Surrounding (=) (L: 332) 005

Investor ( j<iiwall) (L: 268) 001

Percent Marketin... 3,8

Product (zwa) (L: ,213) ,009

, . Price () (L: ,203 ,007

Marketing Dimen. . Reserflaﬁo:w(( Jall) ()L: 269) 015

Promotion (@) (L: ,216) 007

Percent Relations... 4.2

Customer Retention ( «-lell Balad=X1) (L 261) 011

Hotel Seift Geo Feedback ( syl Laall) (L2 116) 008

Personalization ( paxasill) (L: 157) 005

Relationship Dim ... Interactivity (4klill) (L: 103) 006

Identification (« y=all) (L: ,140) 003

Integrity ( 4dbia¥ 1) (L: 121) 003

Integration ( Jdsill) (L: ,102) 006

Percent Technical... 2:3

Site Content ( zssall ¢ 5~a) (L: ,182) 004

Navigability (maaill dsew) (L: 147) 004

! : ~ Usability (plsiwi! dew) (L: ,205) 004

Technical DImenst.... - cossibility (dsmsl dlsea] (L 147) 003

Social media (“wclasy! Lils,ll) (L: 181) ,003

Appearance ( Jall jekal) (L: 138) 005

Percent Hétel Sey. .. 6.9

Percent Institution... 0,8

Company profile (4 )all cals) (L: 400) 004

Institutional Dime... Surrounding (=) (L: ,332) ,002

Investor ( jaiadl) (L: 268) 002

Hotel Seybouse Percent Marketin... (74

Product (zual) (L: ,213) 003

y . Price () (L: ,203) 004

Marketing Dimen... |2 servation ( s=) (L:,369) 008

Promotion (ms,i) (L: ,216) 002
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Alts | Level 1 |Level 2 Prty

Percent Relations... 31

Customer Retention ( ¢ lalb Llai=¥1) (L: 261) 007

Feedback ( s yall Laall) (L: 116) 005

Personalization ( pawasill) (L: 157) 004

Relationship Dim ... Interactivity (wkkill) (L: 103) 004

Identification (ww-al) (L: 140) 005

Integrity ( 4dbiw¥1) (L: 121) 003

Hotel Seybouse Integration ( Jdsill) (L: ,102) 003
Percent Technical... 153

Site Content ( assall ¢si~a) (L: ,182) .001

Navigability (maaill 4l yew) (L: ,147) 003

_ )  Usability (alaiw)! ayew) (L: ,205) 005

Technicel DIMAnSL .y o aesibility (g ea} (Lo, 147] 001

Social media (“elas¥ ! Lil,ll) (L 181) 001

Appearance (sl jekadl) (L: 138) 002

Percent Hétel She... 21
Percent Institution... |5

Company profile (4 all cals) (L: 400) 005

Institutional Dime... Surrounding (du=adl) (L: ,332) 006

Investor ( s«iiwall) (L: 268) 004

Percent Marketin ... 5.8

Product (i) (L: ,213) 012

. . Price (=) (L: ,203) 013

Marketing Dimen... o servation (3= (L: ,369) 018

Promotion (@) (L:,216) 015

Percent Relations... 10,8

Customer Retention ( «“lall Llai=¥1) (L: 261) 029

. Feedback ( s yall Laall) (L: 116) 01
G ahasatn Personalization ( pamasill) (L:  157) 019
Relationship Dim ... Interactivity (4wkclill) (L: 103) 010

Identification (< =dl) (L: 140) 014

Integrity ( 4bis¥l) (L: 121) 014

Integration ( Jdsill) (L: ,102) 011

Percent Technical... 29

Site Content (assall ©si~a) (L: ,182) 007

Navigability (maaill dlyen) (L: 147) 003

Technical Dimensi Dbl e sl 0 1004

" Accessibility (s sl dgen) (L: 147) 004

Social media (“clax¥ Lils,ll) (L 181) 008

Appearance ( sl jekadl) (L: 138) 003
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Abstract

The concept of “One to One marketing” has emerged many years ago. However, it has found echo
only with the development of internet and web that give this concept an effective and active role through the
possibility of providing cutomers and web visitors customized marketing and products.

The main purpose of this study is to develop a reliable model to assess the quality of tourism websites
and, more particularly, hotel websites. This study allows, first, to deepen knowledge about determining the
evaluation criteria of tourism websites, and highlights the importance of Individuality Driven Marketing.

The research methodology consists of four (4) main steps : First, a literature review has been provided
about the evaluation of websites in general and, more specifically, tourism websites. This latest has
highlighted the critical factors affecting the quality of a hospitality website. Secondm a Semi-structured
interview with experts in tourism and webmasters in Algerian has been conducted. These interviews consist in
identifying factors influencing website quality. According to the sample study, seven (07) five-star algerian
hotels websites have been assessed and analyzed using specific approach, namely the Analytic Hierarchy
Process (AHP). This latest allows to determine evaluation criteria with their appropriate weights.

The proposed model, which is based on four (4) main criteria and twenty (20) sub-criteria, highlights
the importance of individual marketing elements through internet, namely: Personalization, Identification,
Integrity, Interactivity and Integration. Moreover, the results show a positive relationship between the size of
the hotel and the use of web 2.0 technologies and amplifying the positive role of individual marketing
elements. Finally, the results show that evaluation hotels sites is primordial for customers, institutions as well
as governments.

Keywords: One To One Marketing, Personalized Marketing, Website Evaluation, Web analytics, tourism
websites, Hotel Websites, Web 2.0.



