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Abstract:

This study examined the impact of front-line employees on customer attraction at Bab Al-
Bahr Hotel in Tripoli. It aimed to identify the level of administrative support provided to
front-line employees working at the hotel under study. The research problem was
expressed in the following main question: What is the impact of front-line employees’
performance, in light of the level of administrative support provided to them, on customer
attraction at Bab Al-Bahr Hotel in Tripoli?

The study adopted a descriptive and analytical approach due to its suitability for the nature
and objectives of the research. A questionnaire was used as the primary data collection
tool and was administered to a purposive sample of 70 front-line employees at the hotel.
The data were analyzed using the Statistical Package for the Social Sciences (SPSS). The
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results of the study indicated the necessity of providing an adequate level of administrative
support to front-line employees at Bab Al-Bahr Hotel. It was also found that the level of
administrative support provided was moderate, which confirms the importance of
strengthening management’s role in supporting and empowering front-line employees,
thereby enhancing their ability to attract customers and achieve customer satisfaction.
Keywords: Front-line employees, customer attraction, hotels, service quality, managerial
support.
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