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ABSTRACT

The study aims to identify the level of quality of services provided by the Libyan
Airlines Co and to discover the gap between what is expected by customers and
reality in the level of service, and identify these expectations and whether they
.are realistic or not applicable

The researcher distributed 60 questionnaires to the company’s customers in the
city of Tripoli, and after completing the questionnaire, it was found that there
was a real gap between reality and expectations in the level of services. The
study reached the conclusion that the company is working hard to ensure that the
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level of hospitality services is at the level of its customers’ expectations, and it
has succeeded in the cleanliness standard. Comfort, reception, good treatment,
communication, safety and personal service but failed in the field of punctuality
and thus created confusion in the timings of providing hospitality services and in
the field of entertainment during the flight and in providing value to its
customers. The researcher recommended that the company’s management be
careful to adhere to the announced take-off and landing times and pay attention
to providing various means of entertainment to customers during the flight and
giving value to loyal permanent customers

Keywords:

Quality of service, air hospitality, Libyan Airlines.
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