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Pharos University is
the  first  private
Egyptian  university
established in
Alexandria by
Republican  Decree §
No. 252 of 2006 and ES— : /
Presidential Decree No. 302 of 2009 accredlted and Equated by the
Supreme Council of Egyptian Universities and the Ministry of Higher
Education. The university has been established according to the latest
international standards and has been equipped with the highest level of
advanced educational laboratories .

The University has also signed a number of cooperation agreements
with advanced European and American universities to benefit from
modern teaching methods, continuous development in the various
sciences and the implementation of international quality systems.
Students and the teaching staff enjoy the exchange program carried out
between Pharos University and various universities to benefit from the
experiences of other universities for further development.
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Faculty of Tourism and
Hotel Management

The Faculty of Tourism and Hotel
Management, Pharos University, enjoys
a distinguished geographical location
and is located in a vital area with all
necessary services and facilities. The
faculty is characterized by the existence
of special specialties distinguished by
the programs of tourism and hotel
management. In addition to two underway programs; Aviation Hospitality Management
Program and the Cultural Heritage Management Program. The faculty also uses the
latest methods and teaching aids to develop creative, innovative and knowledge skills of
students.

In addition to the practical field training during the summer vacation to give the student
the real opportunity to experience the work environment in the tourism market, as well
as providing excellent job opportunities after graduation through signing cooperation
agreements between the faculty and the great tourism institutions.

Moreover, the faculty adopts the policy of the academic guidance to support the
students through providing distinguished environments; labs and educational simulators
such as a kitchen, a restaurant, a hotel room, a tourist company, a front office, computer
laboratories, language labs and a library)

There are various activities offered by the faculty to serve the community as well as its
effective role in handling tourism issues as an academic, research and consultant center
The faculty also applies the elements and quality standards in the educational &
academic system and scientific research to ensure the quality of performance. The faulty
also supports team work which results in competing tourism institutions and hotels to
get the graduates of the College to work.
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The Faculty Competitive Advantages

e The college has a distinctive geographic location and is
located in a dynamic and easily accessible area.

e The college provide a sustainable education system which
adopting sustainability as a concept in different aspects
(Curriculum, Courses, Projects, Events, ...... and so on).

e The methods of teaching and learning in the faculty are
developed and effective. It works to develop creative,
innovative and knowledge skills, to be able to
communicate and deal with problems, to manage crises
under all pressures, and to provide students with
professional skills by effectively experiencing with the job
market through partnership with international tourism and
hotel organizations.

e Teaching all courses in English.

e Provide academic guidance service to support students
especially with the presence of significant physical and
environmental potentials, such as laboratories and
simulators (kitchen - restaurant - hotel room -
housekeeping - tourism company and front office -
computer labs - language labs — library)

e The College is distinguished by the distinguished
specializations of the tourism and hotel management
programs, as well as two other under construction
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Cultural Heritage Management Program)

e The College uses the latest methods and teaching aids in
addition to providing a distinguished elite of specialized
lecturers at the academic and professional level as well as
practical field training during the summer holidays to give
the student the real opportunity to experience the
working environment in the tourist market through
signing cooperation agreements between the faculty and
respected tourism institutions.

e The field training system (4 levels) is effective. It is
considered as a stand-alone course, which is not available
in the competitive faculties and institutes in Alexandria
or outside of Alexandria.

e The faculty carries out various activities to serve the
community, as well as its effective role in dealing with
tourism issues as an academic, research and advisory
center.

e Attract outstanding students from all over the Arab world
to distinguish with high potentials and to qualify them
globally.

e The University has a number of excellent services which
are academic and material support for students such as
Copy Center - a grand conference and banqueting hall - a
branch of the International Commercial Bank (CIB) within
the university and additional services and facilities for
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students with special needs such as special corridors for

easy access to buildings, wide design for elevator doors,
terraces and classrooms.

e The university offers a number of physical facilities for
student activities such as (sports stadium, Student
Theater, cafeteria building, student activities, student
auditorium, main auditorium for symposia, cultural
competitions, etc.) and air conditioned terraces equipped
with a fixed sound system. There is also a fixed and
portable data show.

e Establishing numerous partnerships with local and
international tourism organizations and hotels (Four
Seasons Hotels, Sheraton Hotels, Starwood Group, Hilton
Hotels, The Tulip Hotel, a group of distinguished tourism
companies, travel agencies and travel agencies, hotel
facilities, ACT and Educom Overseas Egypt — EO).

e Holding a number of agreements between the faculty
and several foreign universities (Yamak-Sweden,
Heilbronn-Germany, the Francophone Agency AUF Kansas
and Missouria- USA)

e The faculty offers many training opportunities for its
students and excellent employment opportunities for all its
graduates.

e Hotels in Alexandria compete to get the faculty graduates
to work, and also train our students and give them priority
in care.
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e The faculty applies the criteria of quality standards in the
educational & academic system and scientific research.
Moreover, the faculty is so keen on the quality of
performance, and encourages the concept of teamwork.
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Saaien El Anzy

Consultant of  Saudi  Tourism
Authority and Editing Manger of El
Mawaten Journal — Saudi Arabia

Mr. Khaled Khalil

Head of Tourism Dept. of Sabaa Saudi
Journal and Deputy Chairman of the
Board of Arab Center for Tourism
Media

Mr. Magdy Sleem
Tourism Expert and Ex-Chairman of
Egyptian Tourist Authority - Egypt
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ENTREPRENEURIAL CHARACTERISTICS IN
SMALL AND MEDIUM SIZE TRAVEL AGENCY
OWNERS IN ALEXANDRIA

Dr / Reem Farouk Elnashar
Dean of Hotels and Tourism Institute
Technical College - Alexandria
E-mail:reem_elnashar@yahoo.com

KEY WORDS

Entrepreneurs- Travel agencies entrepreneurship- Tourism entrepreneurial
characteristics- Small and Medium size travel agencies — Alexandria
travel agencies.

INTRODUCTION

Entrepreneurship has been described by By Grave (1993, p. 257) as
someone who perceives an opportunity and creates an organization to
pursue it. tourism entrepreneur’ is a person or a group of persons
producing and managing tourism products. Tourism entrepreneurship has
been recognized as the basic way to provide strategic support for
maintaining business development especially in rural areas. Koh & Hatten
(2014) identified the prominence of entrepreneurs in tourism development
and claimed that the birth of touristic business is not an act of nature but
an act of the tourism entrepreneur.

However, based on the Chaos and Complexity theory, Russell and
Faulkner (1999, p.415) argue that many entrepreneurs go beyond this by
actually creating their own opportunities. Entrepreneurs have been studied
for many vyears, and lists of their Characteristics are numerous
(Brockhaus, 1980; Gartner, 1989; Hay et al Lumpkin and Dess, 1996).
Research seeking to identify the specific traits that distinguish
entrepreneurs from those who do not start new businesses has been
inconclusive; however some evidence exists to suggest that entrepreneurs
have a higher need for achievement, a greater risk-taking propensity, and
greater internalized locus of control.
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METHODOLOGY

The study was based on a questionnaire and interviews with owners and
managers of travel agencies in Alexandria owner of small and medium
size travel agencies in Alexandria. The questionnaire was divided into
three parts. The first part dealt with the profile and entrepreneur
characteristics of the respondent, followed by the management aspect of
the premises.

The last part was about the issues and constraints the businesses faced.
Questions on entrepreneur characteristics were based on a 5-point Likert
scale (1 = strongly disagree to 5 = strongly agree).

The second part focused on questions on financial and marketing aspects,
while the last part dealt with problems faced by the owner/manager. The
detailed measures are presented in Section4. The questions for the
interview were structured based on the answers given in the questionnaire
survey. Answers to specific questions were explored to obtain a detailed
explanation on specific issues. Semi-structured interviews were tape
recorded, with each interview lasting 20-40 min. The interviews were
transcribed and analyzed based on the context. A total of 18 face-to-face
interviews were conducted after the survey

DISCUSSION

SMEs travel agencies in Alexandria have not been given much attention in
this area . Looking at this gap, this study aims to provide a significant
result on entrepreneurship issues in Alexandria. The main objective of this
study is to examine the characteristics of small and medium travel agency
owners/managers and the issues and problems they confront in relation to
their survivability in the industry.

CONCLUSION

The result revealed that the majority of owners/managers of small and
medium travel agencies in Alexandria were male, middle-aged and older,
with secondary and upper level of education, and whose prior
specialisations or knowledge were not related to tourism. With strong self-
confidence and independent personality characteristics, the majority
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started to establish their businesses after their graduation or before
finishing college.

SUGGESTED REFERENCES
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THE INFLUENCE OF HOTEL GREEN ACTIVITIES
ON ETHICAL CONSUMER’S BEHAVIOR

Shimaa Abo Elsoad Mohamed
Lecturer of Hotel Studies
Higher Institute of Tourism & Hotel Management
El Seyouf, Alex., Egypt
shaimaahotels@yahoo.com
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INTRODUCTION

The increasing awareness in environmental issues drives companies to
implement green practices in their businesses. Most of the companies
make these environmental issues as a part of their social responsibility
(Lee, 2009). Lodging industry is one of the main industries that create
environmental problems. The industry consumes lots of water, energy,
and unrecyclable products that in the end endanger the environment,
therefore, some hotels willing to attract potential customers, especially
customers who have eco-friendly intention towards hotels that operate in
green way (Han et.al, 2011). The green behavior of customers could be
affected by knowledge, awareness, attitude to the environment (Aman,
2012) .There has been arise in ethical and green consumerism, defined
as " any conscious and deliberate decision to make certain consumption
choices due to personal moral, beliefs and values (Crane and Matten,
2004). Ethical consumer usually has political, religious, spiritual, and
environment, social or other motives for choosing particular products.
Hence, the ethical consumer tries to align their moral values with what
they purchase, rather being guided by price, convenience or whim
(Harrison et.al, 2005).

METHODOLOGY

This study investigates hotel green activities and how these activities
affect ethical consumer’s behavior in five -star hotels in Alexandria
governorate, Egypt. The study was based on questionnaire that was
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distributed to 300 consumers and on structured interview with seven
hotels’ managers.

DISCUSSION

The present study suggests that, some hotels do not adopt some green
practices which may negatively affect the ethical behavior of consumers.
As well as there is a gap between consumers’ ethical attitudes and their
actual behavior. Ethical consumers frequently say that, they support
ethical motives but don’t follow through their purchasing decisions.
Moreover, there is still little regulation in relation to ethical consumerism
and misleading labels also compound the difficulty of assessing what is
actually in product.

CONCLUSION

The study highlighted the fact of three types of ethical consumer’s
behavior :- (positive, negative and discursive) towards green hotel. In
more clarification, the practices of green activities inside the hotel are
positively correlated to the level of ethical consumer’s behavior.

SUGGESTED REFERENCES

e Aman, L. (2012), "The Influence of Environmental Knowledge
and Concern on Green Purchase, Intention the Role of Attitude as
a Mediating Variable”, British Journal of Arts and Social,
Sciences, Vol. 7 (3), pp. 2046-9578.

e C(Crane,A. and Matten, D.(2004),”"Business Ethic, a European
Perspective Managing Corporate, Citizen and Sustainability in the
age of Globalization, Oxford, Oxford University Press.

e Han, H, Hsu, J., Lee, J., and Sheu, C. (2011), "Are Lodging
Customers Ready to Go Greent An Examination of Attitudes,
Demographics, and Eco-friendly Intentions”, International Journal
of Hospitality Management, 30(2), 345-355.

e Harrison, R., Newholm,T. and Shaw,D.(2005),"The Ethical
Consumer”,SAGAPublication<London.

e LeeK.(2009), "Gender Differences in Hong Kong Adolescent
Consumers”, Green Purchasing Behavior”, Journal of Consumer
Marketing, 26 (2) (2009), pp. 87-96.

&‘S‘t
M M
N, v

N v
Vet

‘H' (@)

Ulab llaupc )i o

Sheraton’ * "'arab'a.com HE\ HELVAN PALESTINEHOTEL /? Aa 50J % H 1 lton
HOTELS Trave/

MONTAZAH HOTEL

JALEXANDRIA GREEN PLAZA]




#UNIVERSITESENGHOR jamk.ﬁ .

Universié internationale de langue frangaise (*)
Bl UNIVERSITY OF MISSOURI
KANSAS CITY

ralall g puialall c byl (3 smd) A A o ga

Adlae 323l 35S0
Lo ¥ (5 i) Arala
safaneh@meu.edu.jo

ausenice du déveloooement aficain e Universtyof Applied Sciences  TEMIIULENETIOGE
TOURISM

BJ\}E;LL»'&_)}KSJ
Y= IV |

Eanly anll elis |
Los V) (3l daals
sanasheqwara@meu.edu.jo

sdiad) clalg
BV e sl Al all v il -l -0 (5 g - A YD el il Allall

< 04

4adla

Gl A 3 el Ealpad) 5 B 015 4 5 Lpan ¥ (520 e il ) Al pal) o
B gl A& Aaal jaad a3 Jaiaall (e (o3 5 ad gall 83 52 gall Daaland) alladll
sae s dle i adsall aua ) Ahiay dpdg )l Aul o o) ja) a3 Al Al Calal (gaa)
~ A il ) A jall Caloa 55 cadgall 13 4a) 55 ) JSLEA

cleall Jd e Lilg psra algl) 95}‘2\} bl alaall a0 8 Llda Yl s )
g\ﬁ\ dbu‘dhjc“bcﬂj‘d‘ Jaa w?m@\ &—lLP.“ dLaA\ d}MQ\S}W\
Ay g 0 e Al 7 g clladl

alanall 5 3l 4 Y Aaily alaia D 23l (5% Ja dlag) 85 e ) Al all a sl
Liabas Al 5 a8 sall aae il Lgin Lad (pglaill s Aaisall Cilgall U8 (e adsall 13g]
s ool Baly s Aaaluadl s Ay 5Y) 4ied Glus 4 C_.j)d\} agle Aladlaall g 4 alaiay) s
Asall 13a e Akl 5 alain Yl agauaiii s ad sall 138 daaly uﬁu\ RCW|

el G Gl Ay Aihie e Goall sa il all sda (e alud) Caagdl o
Clgall (& Gos ¢ Akl 53 sa sall Talaudl alleall s HBY) draal g2 Gl ealall
soal & Cangll 138 3aily a8 sall ades daia Yl s Aibseall s are il 5 dleall o ALy pual
Allal)l daph sy Gl g GOLELN ) g & ﬁ)\.ﬂ\ @4‘9}\ c@_\‘d\ edaﬁuh Al
IR (e agre SR o) sal 5 Gl s 5uall 305 5 a8 sall Lilase lase il 3l 55 8 siall
:\.SL;A]\@)&EJJ&LJJLAA&\&PJRJ%MM\AS?&AGMMY\uanCJjn

t‘s‘w
M M
N, v

N v
Vet

:Hn (@)

Olpth Uyl ‘

Sheraton’ NI AN mueusnemmn /?Aa 506/% Hilton
HOTELS Trave/

MONTAZAH HOTEL

JALEXANDRIA GREEN PLAZA]



mailto:sanasheqwara@meu.edu.jo
mailto:sanasheqwara@meu.edu.jo

ausenice dudevelogoementafica  ay university of AppliecSciences UNIVERSITY OF MISSOURI

KANSAS CITY

—z ° » s‘/ b \\\"‘
wsisevchor jambefi (R & LINooLN UMKC

dabidl (e ol (mjel gy @gd) jygeal o5 Gl Bl An A gdses Ayl
osa S ALyl

u_"\l\ Gled jal é)u\ Aialy c:*\.u\).ﬂ\ Y BTN dadaall daagidll Jiadl) 12a J sl el
Al s pese A ysall lgad) (A (g 1 Jlpndl Gedin) IBNal (e Ll 50 gy oLl Lgalaiinl o3
93 3V &l sally eliie Y1 5 Alpall 5 ane yill 5 Aadlaall 5 alaia YWl 3 yilse

cz\.u\‘)ﬂ\ @3_3.43 bl o c_t:d\.m\ Cua yaial duac Lgdoa g :\.m\JA]\ Aia Jia ‘_fﬂ\)
Lelualsy

LB

il 138 G 8 il o2 Lgie <l 3 il aaY s e aol 1) Jaadll J sl
Ol ssall e Ll ) a3 (Al R okl JUaY) day ) IS e Al ) S (il
Y y(pazalall 5 puzalall (5 saall Ay ja) OIS A ol & g ga s daidall Cilgall (1
Llall o cpailall aclid Glua s s ) Yy ¢ A yall oda Lghiiad ) ans
il Adle Cliaaie Ganaddy @l sall sdg SV HLaall A Y1 a8 sall dlea
Leall Zalead) =) 81 il g @l gl 03g] patasall Gauandll ) (5350 Las ) sall 038 il g
iy aalia ) Jiy Gulaall OISl Alalall (5231 el 5 Ap0laié] dpaki die iy Cogas 128
S il 5 AN (a jraina s, agadl &l Y15 o )

YOEN
s6d Gamd) Ay a3 g sall Ay Y1 CSLVL Y5 Aalindl 550 55 U8 (e alaial gl ax 5aY
doalindl dajlall e dalindl (SLY) pua gy doabindl (SLYL alia Yl o585 550558
LY @ sall Ayl s 4 ) Aedlls UV Al 515 o e el s il
Glaa o ol Gl e 58 5l e digea S HEY) 5 Aalndl 3 ) 55 alaia) Alagall
A5l salia s adlsall oda 3,05 8 daludl 55y JB (e ualill gAY Gl
Lo i Dl ysas lsa e B Yy Aaldl 3500y JB e il Llls e 33 g 54l
Osbai aa s Asadlell A Y1 ASLedl) L 5asa sall G Y1 Bl el dpaals culaall Gl
Galad LAY S aaa iy Opend 3 s AY) clealls BV Aabudl 3505 om
DAY s i e Adle cliaiadia (anadis alaia Yl s Dlpall 5 e il g Laliadl 8 430 5 sl
iy o aii HEY) Jiig alaia¥l s Alpall g aze il g Laliall 8 ALalSH A3 g esal) Aalal)
Ap a5 g sall 450wl gall Aaladl SUY) 5 000 U8 (e alaial of aa ¥ Aalal) GY)
Gstom¥ el _all e s Aaall SUEY1 30 U8 (e Gavmal) Gl pall 448 5 (g 5Y (3
25 Led il 5 O sualiy (el pall oY 3a (b Lale 4l jag CalSall (gAY o sall s
Slally Goall Ay a8 32 5n sall LY @81 sall Aalall Y1 300 8 (e da)se L)
Jan Aapad a8l gall J21 33 5a pall Ay il la Wy sl Jon JSE Zlud) ey e
Sy Gulaall G e ¢ gty g e 8 daladl Y 500 U8 (e juall da g
MY 5 A8 je 2 Y ad sl o3 asa iy Albsal Ale Glaiada da sV agiy ol
a8 sall i g 5 phia il il Jlaely el g Cpflall 3oy il a1 5 il 581 5 il gial

t‘S‘w
M M
N, v

N v
Vet

©)

N‘H'n

Ol b d_yye i :

Sheraton’ JHTIXEY Liimmsman /?Aa 506/? Hilton
HOTELS Trave/

MONTAZAH HOTEL

JALEXANDRIA GREEN PLAZA]




#UNIVERSITESENGHOR ]am_kf]_ \

Universié internationale de langue frangaise

ﬁT UNIVERSITY COLLEGE COU'EGE UNIVERSITY OF MISSOURI
KANSAS CITY

Ge ke Y adlsall | peall Can 3l 4 Y1 @8l sall (g pead) 4g gl 3 AY)
Ol aa Y eU:':S!\ = oSWel s JulaY1 sell (Slal 5 o il Sl Sl 5 il (S
& Basasall Ay V) a8l sally alaia}ly Laliall (o AW clgad) cs Aaladl YT 5 30 o
g_.sﬁ u:d;.d\ ULS..J\} g_ud\ czu.;.d\ c_\LAL.LAj ua\.;l\ &U::s]\ d\_)...n\ pic _d_}.ud‘ 4..3.));
0 Lele a8 A g ane W Aalpdl A a5 la) | V) IS5 4 ) a8 sall JOain) Cllee
& s 5meY Sl lae ALl Y1 Aalal) 35005 e 03 V) A Y) @l sall dles
V) Gl Jlacls oLl 4 5Y) a8l sall Jsa L) a5 4 5V a8l sall laa 8 Leale
pie Ay V) adl sl dlan G Lgd 5 5a¥ Aalund) Japdwi i Aaladl Y15 00 (e (Base (03
el o & A g pual) el 4y SV a8l gall 028 dpeals dahaidl) Jal U8 (e &) ol 5 o

Adpadga Lo gl

ausenice du diveoapementfican  ayuniversity of Appled Sciences TPMIUULONTIORE
TOURISM.

da yilal) aal yall daild
159 40 o) e JV5 ) e ‘HJS” Sl e
a3l bl AV B i A g ¢ )W) 8 4 YT il el (1973 Ay slaa candl ) e
..Jf.i)A dana e ‘)ﬁn: cm\ﬂ\
sl 5 RS 5l 1 edalandl laadl) Gy sui 2001 ¢y s AT sedan ) 5ol
ok g ym gy la coal A0 alaall ¢ ylalall N <1996 «slae chsd\J:L_\]‘
ok ¢y ym ¢ aba la el adl alaall ¢ yfall) S <1996 « & BL cé}‘xﬂ\
2010 (553 (Shas) 55 2010 sa)¥) Bl dunes
PN sd),\ﬁ\ Oles FE| B jlan g @JU Olee <2002 coj_)ii} Alae ) gaa
_L’JJJ‘Y\ sQLu: ‘@GM
c_ﬁ.c}\k.d\ 5yl Al denlall 3 jlan g _)\Si Lg_),\ﬂ\ Oee <2005 cé)_,s oy e
PSR S EP (8
Aaladl Y13 50 A g ¢y V) iy 5aa) (1983 g8 i) @

Al Y13 10«5 501 B yae yual (1977 st onl e
A4 350 59 ¢ las ¢Analil) @ :Q)Ai}“ seaill @ &iay 1979 ¢daal BIE: (kb e

el

) aladin) sale)y Llpa" O sin piiwaledlln ) 21990 2aal accila Sue o
5l daala cluigll AIS Ml Culd g 4 V)

ﬁ.«)ﬁ}@\ﬂm&\s})ﬁn dac) A ¢1991 caana ¢ S ‘L"As:s%ﬂ\.éj Alae dilae @
Ay peadl) Y R ASE B 5 Y

i ‘; 3.:\.\\.45‘)&\ )JLuJ\ Glalia o) siay Jbala ML\»J (1988 il dilac @
A,V daalal) QY AK _Mgaa) giag Clas

UV Olee 22014 alal 5 sias Slanl 5 Ao, BV g daludi sl s e

t‘S‘w
M M
N, v

N v
Vet

©)

-‘H'.

Ulab llaupc )i C

Sheraton’ SN LN /?Aa 506/? Hilton
HOTELS Trave/

MONTAZAH HOTEL

JALEXANDRIA GREEN PLAZA]




ausenice dudevelogoementafica  ay university of AppliecSciences UNIVERSITY OF MISSOURI

KANSAS CITY

—z ° » s‘/ b \\\"‘
wsisevchor jambefi (R & LINooLN UMKC

e Buckingham,J.S: Travels in Palestine through Countries of
Bashan and Gilead East of River Jordan,1816, London ,Longman
and Hurts.

e Condor, C.R, The Survey of Eastern Palestine , London ,
Palestine Exploration Fund

¢ daluwdl (o gl B 1) ey S
s Mead) (5 SLSE! Lalud) cls i) Alai) A3 yisal) Jal gall Al o

O G g )SI e 4 5 ) g0l
A luaal) sl 5l ansy sy
LSV 8 ) Y ane s 3oLl 5 Aalpnll el agaally
Heba_zidaan @yahoo.com

sdiand) GlalS

ahiy Gl ceSlaall 85 Je dpapaiill et oo gl KA 3 ) daaludl (g gl
S ASEN aa Jaladl

dadia

sbaa) o Joanlly eadl) Glungall alaas algd dinall Ldlall @) juial)l Jla
(o Aediall (g glSA iiad Uin ey (Aaland) QIS HE e (8 ald) pilall agdY 55 LeiBlae
Agabind) SIS AN Lgle Juant Al ila glaall aal e Leza Jalatll 430 Q.z.z;l.m]\ ¢ azll
S8 A 63 Ll LeS edpaliad) chlaadl) andi il gral jdliall mosoaill dua jall il Lgd) Cua
c_ﬂ;_).\s.oj LSJIS-“‘ (-a\.k.a <L) 3 )9 pa GGMW cdaadall uLAA;J\J u\;.\.m]\ _),3}):.\1 b;L\g
Aabudl SIS Hh g e Dheal) G Jlai¥l Jilag pal) (e o SEN et ¢ JalSia g Jlad
dadial) s yital) 5 (5 AN aa Jaladl) A} sl Zaal ja cppaall (e @lld llaty adle ol
G (A6 Daall (55185 e A< 50l Apadasal) (250 ) CllaiuVl L@@dle jUal 8 oUatily
e Al Libasy) bl (e de sanar Alaiu) &8 Al (g gl Je @) (3a8a3
DY) 4 B oleddl G S ulie aladiul e Slad Alaul) g duadll) 4_\,\@\
Lat) dge sl KA Slae ) paaty (Bl Lad Gl gl Bae o @lldy G paall day il
5ol aaial) dastinl (g2 ¢ g lSAN AU Qlagind o Hol8 als cahal (LS da
DWEAY Slaal¥l jlaai¥) Jalad aladiu) e Sliad cdediall (g gl AN e Jaladll e alalal)
) (a5 (e BB

Ja Ll (A dalpall g o ol SAN B ) dddae e g3 Afiaall Al all ¢S ¢ (o Las
o Saall (5 QA Apadatill cillain) de 5 figall Jal gall aal 5ol WG daluad) @ilS i
3 dglend ki jla) gl o yie apals GG (R aSul) Anae | 48 ) dalud) cilS iy
el eSS (el deddiing sald yis) oS dalud) il s Jaby i) o &Gl
Adial) dandll il s S g

t‘S‘w
M M
N, v

N v
Vet

Ulab llaupc )i C
Sheraton' NETTIXAY H e /?Aa 506/? Hilton
HOTELS Trave/

MONTAZAH HOTEL

JALEXANDRIA GREEN PLAZA]




au semice du déveloopement africain UNIVERSITY OF MISSOURI
KANSAS CITY

. I A
#UNIVERSITESENGHOR { J L= M{
Universié internationale de langue frangaise * K < LINCOLN U C

-14a Jial) aal jall daild

e Singh , V.Jain ,A., Choraria,S.,(2016) Exploring the Role of
Complaint Handling among Complaining Consumers, Vision 20
(4) PP,331-344.

e Ramphal,R., (2016) A Complaints Handling System for the
Hospitality Industry, African Journal of Hospitality, Tourism and
Leisure Volume 5 (2)

e Simon , A, Kafel, P, (2015) The development of complaints
handling standards in spa companies: A case study analysis in
Spain, International Journal for Quality Research 9(4) 675-688.

7 ¥
sy
N e

Uyt

@

Ulab Uda el

Sheraton’ e RN A mnsmeum ez Hilton
MONTAZAH HOTEL ) Travel ALEXANDRIA GREEN PLAZA




¢E

TOURISTS’ SATISFACTION AND PURCHASING
BEHAVIORAL INTENTIONS TOWARD FOOD AND
BEVERAGE, AND DUTY FREE OFFERING IN LUXOR
AIRPORT

SUNIVERSITESENGHOR jamk,f]'_

Jeen] UMKC

AN S5l UNIVERSITY OF MISSOURI
KANSAS CITY

e o dévelo ) -
ausenice du déveloapement afican i niversty o Appled Sciences  MEMTINLETIORE o
Tousisy 1

Karam Ghazi
Hotel Studies Lecturer
The High Institute of Tourism and Hotels in Alexandria (Egoth)
dr.karam.ghazi@gmail.com

Salam Ammar
Tourism Studies Lecturer
The High Institute of Tourism, Hotels in Luxor (Egoth)
E-mail: salamalogly@gmail.com

KEY WORDS
Service quality, customer satisfaction, behavioral intentions, duty free
offering, food and beverage offering.

INTRODUCTION

Nowadays the profitability of airports is largely based on non-aeronautical
or commercial activities, and particularly on retails (concessions). The
most lucrative type of airport concessions is usually food and beverage
(F&B), and duty-free services. Further, the review of literature detailed
the importance of airport shops to air passengers. Researchers indicated
that shopping, eating and drinking in airports have to be considered an
important part of tourists' experience and activities that can significantly
enhance or damage the tourist destination image. Because travelers spend
great amounts of time in airports waiting for flights, shopping becomes a
likely alternative for these passengers. Some passengers feel more relaxed
and ready to have a meal or buy a book to pass the time (Kim & Shin,
2001; Graham, 2008; Fuerst et al., 2011, Zuo, 2015; Chiappa, et al. 2015).

Despite the importance of airport concessions, there is a lack of research
that analyses tourists’ attitudes and behavior toward F&B and duty free
offering in airport areas (Geuens et al., 2004; Geuens et al., 2004; Han et
al. 2012; Pinna and Chiappa, 2013; Chiappa, et al. 2015; Mederiros da
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Rocha et al., 2016). Since, the research importance of the sector of F&B
and duty free retailers in airports has been neglected and this paper fills
somehow this evident gap. The purpose of this study is investigating
international tourists’ satisfactions and behavioral intentions toward both
food and beverage, and duty-free offering in Luxor airport. Particularly,
the study determines which factors have an effect on tourists’ overall
satisfaction and their behavioral intentions. The research also investigated
whether satisfaction and behavioral intentions were affected by the
tourists' demographics. In a highly competitive circumstance the provision
of high quality service satisfied by passengers is the core competitive
advantage for an airport’s profitability and sustained development.

METHODOLOGY

This study is descriptive analytical study with quantitative and qualitative
approaches. The target population was the international tourists at Luxor
Airport, and who had post-purchase experience at food and beverage and
duty-free shops during August and September, 2017. A self-administrated
questionnaire was used to collect data from international tourists at Luxor
Airport. A questionnaire was developed based on the in-depth review of
related literature and related to the stated hypotheses of the study. The
multi-item constructs validated in previous studies were modified to fit the
study context. Descriptive statistics, ANOVA, and multiple regressions
are used to explore the relationships among the perception, satisfaction
and post-purchase behavioral intentions.

DISCUSSION
This research is still in data collection and analysis stage

CONCLUSION

The study would provide theoretical and practical recommendations
through the evaluation and prioritization of attributes that influence
customers satisfaction and purchasing behavioral intentions.
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INTRODUCTION

Much of the international commerce passing across the Eastern Desert in
the Ptolemaic period initially seems to have been state sponsored or
tightly controlled by the government. The annexation of Egypt as a
province of the Roman Empire in 30 BC dramatically changed the nature
and scope of the international commerce that landed at the Red Sea ports
and traversed the Eastern Desert.

METHODOLOGY

The researcher used descriptive methodology and studied the ancient ports
in the Eastern Desert of Egypt that date back to the Greek and Roman
period that included: - First: Geography of the Eastern Desert, Second:
The history and importance of the Eastern Desert, Third: The ports of the
Red Sea such as Arsinoe port, Abu Sha'r port, Berenike port and Myos
Hormos port.

DISCUSSION

Red Sea ports founded in the Ptolemaic era were enlarged and
reinvigorated by the Romans whose trade in and via the Red Sea with
more distant lands in the Indian Ocean dwarfed in size that of their
Ptolemaic predecessors. In addition to a larger volume, a greater variety of
goods also now passed along the trade routes leading to and from the
Egyptian Red Sea ports during Roman times. Unlike Ptolemaic times
when Egyptians contacts with India appear to have been very limited and
quite sporadic, during the Roman period, especially in the first century
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AD and later, there was extensive interaction between the Egyptian Red
Sea ports of Myos Hormos and Berenike on the one hand and India on the
other.

CONCLUSION

In conclusion, this research had several points that studied the historical
and the archaeological sides of the ports of the Red Sea in Egypt. This
research indicated that Egypt played a vital role through Greek and
Roman period in the commerce of the eastern desert of Egypt for example,
in Roman times highly desirable trade goods from the east were shipped
from southern India to Rome via Egypt.
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GREEN EDUCATION FOR SUSTAINABLE
DEVELOPMENT
ACASE STUDY OF FACULTEIES OF TOURISMAND
HOTEL MANAGEMENT IN EGYPT

Mrs. Wala Moustafa El.Werdany
Lecturer in High Institution of Tourism and Hotels
6 October University

KEY WORDS
Green Education, Sustainable Development, Environmental, Tourism

INTRODUCTION

According to UNESCO's documents, sustainable development is the
“ultimate goal Man-environment relationship”; thus, the whole
educational process should be reshaped for sustainable development. So
that Green Education is a key tool for sustainable development. It also
considers the path throw witch the community is empowered to engage in
effective ecological action. Here it is worth mentioning the ignorance of
green education it’s one of the problems that faces sustainable
development.in other word green education considers a prerequisite to the
communities understanding of tourism and its environmental impacts.

METHODOLOGY
The study based on theoretical desk research method and mixed method of

quantitative and qualitative analysis:

1. Desk research: Collecting data from secondary sources
including relevant published articles, text books, official
reports and internet websites.

2. Field study: designing and distributing questionnaire form on
sample of students in tourism colleges in Egypt, interviews
with professors in tourism colleges and in environmental
education sustainable development. .
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DISCUSSION

It is common understanding that the green education is vital for
ensuring a future for generation a head, so that this research examines the
importance of green education for the sustainable development and
discusses the role of it in sustainable development and how the
effectiveness of green education for sustainable development based on
active teaching and learning. Discuss the green education in tourism
colleges that responsible to prepare students for entry work field

CONCLUSION

Although the green education is the path to sustainable development, the
most of tourism collages in Egypt green education isn’t a part of the
educational process, so that more attention should be given to education
strategies in tourism collages to promote green education as important part
from educational process.
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o For GESD (Green Education for Sustainable Development) to
become part of an agenda for change towards a more
sustainable society. Education itself must be subject to
change. Research that might contribute to GESD should be
encouraged.

e GESD should take into account diverse local, national and
regional circumstances as Well as the global context, seeking
a balance between global and local interests.

e GESD could also contribute to developing rural and urban
areas by increasing access to education and improving its
quality. This would be particularly beneficial to people living
in rural areas.
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GUEST ORIENTATION OF FRONT OFFICE
SERVICE EMPLOYEES AND RAPPORT: INFLUENCES
ON SATISFACTION IN EGYPTIAN FIVE AND FOUR
STAR HOTELS

Mostafa Mahmoud Hussein
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Minia University, Egypt
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KEY WORDS
Service Quality, Rapport, Guest Satisfaction

Abstracts

This study aims to assess the guests' perceptions of service quality of
employees in front office department of five and four star hotels at Cairo
and Giza in Egypt. The assessment also includes the influence of service
quality on the rapport between front office employees and guests. The
study also assesses the influence of service quality and rapport on guest
satisfaction. The article develops a conceptual model of the constructs
involved. The hypotheses are proposed regarding the relationships within
the model. The conceptual model and hypotheses are then tested in a
sample of guests of restaurants in five and four star hotels in at Cairo and
Giza in Egypt. The study finds that the service quality of front office
employees has an influence on the rapport between employees and guests.
The service quality and rapport also have an influence on guest
satisfaction.
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VERS UNE EDUCATION PATRIMONIALE AU SERVICE
D’UN TOURISME DURABLE A ALEXANDRIE

Riham Mohamed EIl Wakil
Maitre assistante
Institut Supérieur de Tourisme, d 'Hotellerie et d' Informatique de
Seyouf
Alexandrie, Egypte
rihamelwakil@gmail.com

LES MOTS CLES
Développement, tourisme, patrimoine, éducation, Alexandrie, durable

L'INTRODUCTION

Alexandrie bénéficie des atouts touristiques majeurs. Actuellement il faut
penser a réintégrer cette ville sur le plan touristique internationale et a
aboutir un plan durable qui doit étre a la fois économiquement efficace,
socialement équitable et écologiquement tolérable .

L’application des principes de développement durable en tourisme est
devenue un moteur de changement dans quelques pays. C’est un tourisme
de participation et d’échanges, qui remet [’habitant au cceur du
développement. Cela suppose que les professionnels du secteur s’engagent
dans une démarche nouvelle et une réinvention de la ville.

Le patrimoine est un atout essentiel dans toute démarche durable et un des
facteurs d’équilibre, un citoyen ne peut étre acteur de son développement
que dans la maitrise de sa culture et de son patrimoine. Il faut établir une
éducation patrimoniale comme  une action globale qui vise un
développement local et des échanges de savoirs. Elle peut étre menée par
des institutions, programmeée sur la longue durée et adaptée au contexte
local d"un tourisme durable a Alexandrie.
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LA METHODOLOGIE

L'outil utilisé dans ce travail est la recherche documentaire basée sur la
collecte des données théoriques sur le tourisme, le patrimoine et le
développement durable. L analyse des données pratiques sur terrain, par
la consultation et la présentation de quelques modéles et programmes
appliqués en Brésil, France et au Canada.

LE DISCUSSION

Actuellement la question du développement durable occupe une place
dans la politique nationale de I’Egypte. De 1a Le patrimoine est une
plateforme pour développer de nouvelles approches du tourisme durable a
Alexandrie.

Des questions fondamentales se posent qu'est-ce qu'un tourisme durable
et comment peut-on le développer a Alexandrie? Quelles relations entre
le patrimoine et le tourisme durable ? En quoi le patrimoine favorise—t-il
le développement touristique d”Alexandrie? Cette série de questions nous
ameéne a la question centrale de la recherche comment 1’éducation
patrimoniale peut étre un outil de développement ?

LA CONCLUSION

Ce travail vise a attirer l'attention de tous les acteurs concernés sur le réle

de I’éducation patrimoniale et du tourisme durable a Alexandrie.

Montrer les liens et les rapports entre le tourisme et le patrimoine et leur
role commun pour le développement d’Alexandrie, encourager la
nécessité d'une politique de développement du tourisme durable, intégrée
dans la politique nationale du développement du pays.

LES REFERENCES SUGGEREES
e Spilanis loannis , Janvier 2003, Tourisme et développement
durable en Méditerranée, Pneu Plan bleu Université d’Egée .
e De Varine Hugues, Education patrimoniale, musée et
développement territorial «
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TOURISM INVESTMENT STRATEGY ACROSS EGYPT
THROUGH SUSTAINABLE DEVELOPMENT

Prof. Mohamed Abdelrahman Higazy
Professor of Economics
Dean of Al Obour High Institute
dr.m.higazy@oi.edu.eg

Dr. Tamer Hamed Mohamed
Lecturer of Linguistics
Al Obour High Institute
dr.tamerhamed@oi.edu.eg

INTRODUCTION

The problem facing the Egyptian sector of tourism share of the
international tourism movement encourages towards liberalization and
market forces where tourism investment has a leading role through
tourism development. The present study takes up the Egyptian general
policy towards liberalization as a means of tourism development.
Moreover, it offers Egypt's experience in tourism development from many
aspects notably; the supply and demand sides, promotion, international
economic variables, and the future challenges for hospitality industry like
domination (control) of International tour operators, economic blocks and
the G.A.T.S agreement.

METHODOLOGY

Endeavours to explain the Tourist Development Authority’s role in
offering incentives and exemptions that encourage tourism investment
projects in the new developing zones and the protected areas are the main
goal of the recent project. Furthermore, the study analyses the current
situation of tourism investment in the Egyptian economy besides it
concentrates on tourism development (supply) through investigating the
role of TDA and the role of international tour operators. It has to be clear
that the recent study aims to establish an integrated union between Egypt
and Gulf Countries that targets exchanging information and experiences in
the field of tourism besides promoting, activating and developing tourism
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across Egypt through exchanging tourism advertisements, periodicals and
statistics.

DISCUSSION

Hence, exchanging tour operators, journalists and media specialists’ visits
together with exchanging participation in tourism markets, exhibitions and
events that are operated across both parties in a way increase the
international market share of this union in the field of international
tourism. Also, it helps to recognize tourism capabilities and stimulate
parties to organize integrated tourism programs with competitive prices to
benefit both program organizers and tour through different Egyptian
touristic sites. Attending international conferences and important seminars
is a vital process as it provides a good platform for travel agencies to
establish strong relationships with tour operators from one side, as well as
forming alliances and mergers with the different international tourism
suppliers from the other side.

CONCLUSION

Finally, to conclude the previous discussion, the current research suggests
a group of recommendations that may help or even stimulate investment
in tourism sector broadly across the crucial and most affecting sites in
Egypt:-

e Stimulating the tourism demand in order to comply with the
supply created by the TDA in the new development areas.

e Attending international conferences and important seminars is vital
because it is a good chance for Egyptian travel agencies to have
strong relationship with tour operators.

e Building good relationships and forming alliances and mergers
between Egyptian travel agencies and different tourism suppliers.

e Small travel agencies should accept local merging in order to face
the new requirement of the international market.

e Improving and caring for the presented services and their quality
should be done according to certain measures.

e Travel agencies shouldn't accept the low prices by the foreign tour
operators and should be encouraged to join all types of mergers
and partnerships with foreign tour operators.
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EXPERIENCE ON LOYALTY TO EGYPTIAN HOTEL
RESORTS
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KEY WORDS

Tourists experience, memories, loyalty, and Egyptian’s resort hotels

INTRODUCTION

The objective of this research is to examine the influence of four facets of
tourists experience on their memories and loyalty. The result from the
finding suggests that all four dimensions of tourist experience influence
their memories and loyalty. Overall, findings of this study validate the
customer tourist experience scale in the context of resort hotels and
enhance the theoretical progress on the experience concept in tourism and
offer important implications for resort hotel marketers.

METHODOLOGY

A convenient sampling technique was used to select the sample. A total of
400 questionnaires were distributed at three tourist spots of Egypt, out of
which 27 were returned.
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L’ET’UDE DU PATRIMOINE COPTE A TRAVERS LES
PHENOMENES COSMIQUES DANS I’ART COPTE

Mary Magdy Anwar
Professeur Assistant a la Faculté de Tourisme et d’Hotellerie,
Université d’Alexandrie, section guide
Email: mary.magdy@yahoo.com

LES MOTS CLES
Mots clés : patrimoine, terre, soleil, lune, étoiles, nuages .

L'INTRODUCTION

Le patrimoine culturel copte matériel ou immatériel représenté dans les
monuments des églises et des monastéres archéologiques est difficile a
restreindre. L’art copte est toujours distingué par son patrimoine et la
variété des sujets quotidiens et religieux qui apparaissent sur les diverses
matieres premieres employées. Les persécutions des chrétiens au cours
des premiers siecles les poussérent a représenter leur croyance par des
symboles.Méme aprés 1’adoption du christianisme comme religion
officielle de I’Etat, le symbolisme demeura pour exprimer la défaite du
paganisme et la victoire du christianisme. L’art copte est essentiellement
basé sur les symboles dans les formes des animaux, des volailles, des
plantes et autres.

Les symboles englobent les phénomenes cosmiques dans I’art copte
comme la terre, le soleil, la lune, les étoiles, les nuages et les différentes
planétes. Ces symboles représentent le Christ, la Sainte Vierge Marie, les
anges. Chaque forme porte une indication claire. Ces formes apparaissent
dans les icones du baptéme, de la transfiguration et autour du tréne du
Christ.

Ainsi, cette recherche vise-t-elle a éclaircir les raisons de I’utilisation des
symboles dans I’art copte chrétien en donnant un bref apercu sur les
phénomenes cosmiques dans 1’art égyptien, dans 1’art gréco-romain et les
différents autres arts et surtout a souligner I’importance des phénomenes
cosmiques, leur symbolisme dans I’art copte a travers quelques exemples
représentant les différents phénomenes puis a faire renaitre I’importance
du patrimoine copte, enfin a faire profiter de cette recherche dans le
domaine touristique.
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KEYWORDS:
City tourism; competitive advantage; marketing; sustainability;
Alexandria

INTRODUCTION:

City tourism is considered one of the fastest growing travel segments
worldwide, where more than half of the world’s population lives in cities
today, and by 2030 an estimated five billion people will live in urban
areas.

City tourism can be defined as trips taken by travellers to cities or places
of high population density. The duration of these trips is usually short (one
to 3 days) , therefor The responsibles for the tourism industry have to
implement innovative strategies to provide the cities with significant
revenue, create a competitive advantage ,and improve the quality of life
to its residents.

The city of Alexandria is Egypt’s second capital by virtue of its location
and importance, houses 5.1 million inhabitants in 2015. It has a diversified
economic base and a competitive advantage in several economic sectors.
With respect to tourism, Alexandria offers a variety of attractions,
including important historic and religious landmarks from the Roman,
Islamic, Coptic, and Jewish periods. The city enjoys a temperate climate
year round, feature long sandy beaches, in addition to numerous parks and
recreational areas, The city has 41 tourist attractions in the fields of leisure
tourism, religious tourism, sports yacht tourism, festivals tourism,
exhibitions and conference tourism, During summer months, the city
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receives almost 3 million visitors, making it the most popular summer
resort for Egyptians.

The main purpose of this research is formulating an integrated
development strategy to promote the Alexandria city as a tourist
destination for foreign visitors.

METHODOLOGY

Based on the above, the study methodology depends on using the
following methods: (1) a descriptive approach, (2) the case study method.
Research Population: A questionnaire designed to survey the viewpoints
a sample of 80 tourist experts’ from the Ministry of Tourism, Egyptian
Tourist Authority (ETA), tourist companies in Alexandria.

Sample: The sample was selected from Alexandria using a
purposive/judgmental sampling technique to learn about their opinions on
the methods of marketing city tourism in Alexandria, The obstacles of
marketing this kind of tourism, and finally their proposals for formulating
the integrated development strategy to promote the Alexandria city as an
international tourism destination.

Tools for collecting data: Data gathering by questionnaire, data
analysing. Several statistical tools were used to process the questionnaire
and analyse the data.

DISCUSSION:

The study discusses: the meaning of city tourism, and the benefits from
this new trend to put Alexandria City again on the international tourism
map, the innovative marketing of this modern tourist type to achieve a
major competitive advantage to Alexandria city, finally the study sheds
light on some case studies, providing insight into city tourism strategies in
Europe.

CONCLUSION:

The study has reached to: Formulate an integrated development strategy
to promote the Alexandria city as a tourist destination for foreign visitors,
manages its main resources and insure that they are used to improve the
quality of life of the local population and preserving the economic,
cultural and social benefits that will be achieved from this important
pattern.
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THE COLLECTION OF CARL WILHELM VON GERBER
UNKNOWN HERITAGE

Islam Asem Abdelkariem Biomy
Lecturer of Modern and Contemporary History
The High Institute of Tourism and Hotels and Monuments Restoration of
Abokir
guiaegipcio@yahoo.com

KEY WORDS
Alexandria, Order, Medal, Sweden, Gerber, Heritage Tourism, diplomate

INTRODUCTION

The Swedish consul of Alexandria, Carl Wilhelm VVon Gerber, was one of
the very well-known people in Alexandria during the Royal period of
Egypt. Since 1997 His mansion on the Cornish of Alexandria is serving as
the Swedish institute, in that year it was discovered by chance in the
basement the privet belongings of the late consul. The discovered
collection is very unique, so it is presented nowadays by a simple way in
the meeting hall in the institute without any information about its
important content. So this study will shed light on the life and death of
Von Gerber, and on his privet collection that owned now by the institute.

METHODOLOGY
Historical and Descriptive methods will be used.

DISCUSSION

Through the description and the documentation of the elements of the
collection of C.W. von Gerber, it will be discussed the importance of this
collection and how it represent a part of the cultural heritage of Egypt, to
be documented and well presented to the public through many ways.
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CONCLUSION

The history of Von Gerber and his rare collection represents an important
part of the modern history of Alexandria and its unknown cultural
heritage, which has to be available to the public in a museum hosted by
the Swedish institute, and various means.

SUGGESTED REFERENCES

Al-Ahram Newspaper.
Burling, Ingeborg, ed. (1956). Vem &r det: svensk biografisk

handbok. 1957. Stockholm: Norstedt.

Le Mondain Egyptien, The Egyptian Who’s Who, I’ Annuaire de
1’¢lite d’Egypte, Se année, Le Caire, 1939

Personal contact with von Gerber contemporary persons.

Privet documents of the Swedish institute of Alexandria.
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Through this study we will try to highlight the importance of information
revolution in activate the tourism sector as the most important sector in
the sectors that help in achieving the sustainable development especially
when Egypt is leader country in tourism field. We have archeological
tourism and religious tourism. But there are many challenges facing us
when. We develop this sector such as the bad use of modern technology
means and communications.
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KEY WORDS
Diversity Management in the Governmental Tourism Institutions —
Organizational Performance — the Egyptian Ministry of Tourism.

Abstract:

The complex and dynamic nature of the tourism business environment
requires an interaction between employees of diverse cultures and
backgrounds; on the other side the customers' base became more
diversified.

The tourism industry in the 21st century faces many challenges including
in particular, the diversified heterogeneous labor. Customer
communication is considered a significant and vital factor in the tourism
industry. Hence, tourism institutions need to attract personnel who have
the ability to interact with customers and understand their needs.

However this is not available to the officials of the tourism government
service sector in Egypt, Where employees are often assigned to the
manager; who is forced to recruit them- the manager does not select them.
Hence, managers become i of a bunch of employees characterized by
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being diverse in gender, age, religion, educational backgrounds, levels of
experience, personal and psychological characteristics.

The research's problem is that the lack of diversity's awareness and
understanding can lead to the emergence of many problems including the
lack of effective communication between managers and employees, as
well as, the lack of effective communication between employees and
customers.

Therefore, the research aims at:

1-Studying to what extent the governmental tourism sector can benefit
from diversity and management of diversity.

2-Measuring to what extent the governmental tourism sector applies
management of diversity.

3-Studying the negative or the positive impacts of diversity on the
workplace.

4-Pinpointing the best practices and programs for managing the diverse
workforces in the Egyptian Ministry of Tourism, in order to avoid
organizational conflicts, enhance the level of participation and improve
performance.

5-Guiding managers of the Egyptian governmental tourism sector to
discover the best qualities of its employees in a business environment
characterized by being fair, equitable and non-discriminating.

The research depends on one hypothesis; "There is a significant impact of
employees’ diversity management on improving the organizational
performance.

In this paper organizational performance could be measured through the
rate of labor turnover within the Ministry of Tourism and employee
satisfaction.

The research is applied to the central administration of travel agencies and
the central administration of tourist transportation and guides; within the
Egyptian Ministry of Tourism.

The research depends on the descriptive and analytical methods; 'surveys',
where a questionnaire form has been designed and was directed to the
managers and employees of the central administration of travel agencies
and the central administration of tourist transportation and guides; within
the Egyptian Ministry of Tourism, in the period from July to September,
2017.

Eventually, many findings and recommendations have been determined.
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ABSTRACT

The complex and dynamic nature of the tourism business environment
requires an interaction between employees of diverse cultures and
backgrounds; on the other side the customers' base became more
diversified.

The tourism industry in the 21st century faces many challenges including
in  particular, the diversified heterogeneous labor. Customer
communication is considered a significant and vital factor in the tourism
industry. Hence, tourism institutions need to attract personnel who have
the ability to interact with customers and understand their needs.

However this is not available to the officials of the tourism government
service sector in Egypt, Where employees are often assigned to the
manager; who is forced to recruit them- the manager does not select them.
Hence, managers become i of a bunch of employees characterized by
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being diverse in gender, age, religion, educational backgrounds, levels of
experience, personal and psychological characteristics.

The research's problem is that the lack of diversity's awareness and
understanding can lead to the emergence of many problems including the
lack of effective communication between managers and employees, as
well as, the lack of effective communication between employees and
customers.

Therefore, the research aims at:

1-Studying to what extent the governmental tourism sector can benefit
from diversity and management of diversity.

2-Measuring to what extent the governmental tourism sector applies
management of diversity.

3- Studying the negative or the positive impacts of diversity on the
workplace.
4- Pinpointing the best practices and programs for managing the

diverse workforces in the Egyptian Ministry of Tourism, in order to avoid
organizational conflicts, enhance the level of participation and improve
performance.

5- Guiding managers of the Egyptian governmental tourism sector to
discover the best qualities of its employees in a business environment
characterized by being fair, equitable and non-discriminating.

The research depends on one hypothesis; "There is a significant impact of
employees’ diversity management on improving the organizational
performance.

In this paper organizational performance could be measured through the
rate of labor turnover within the Ministry of Tourism and employee
satisfaction.

The research is applied to the central administration of travel agencies and
the central administration of tourist transportation and guides; within the
Egyptian Ministry of Tourism.

The research depends on the descriptive and analytical methods; 'surveys',
where a questionnaire form has been designed and was directed to the
managers and employees of the central administration of travel agencies
and the central administration of tourist transportation and guides; within
the Egyptian Ministry of Tourism, in the period from July to September,
2017.

Eventually, many findings and recommendations have been determined.
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