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Abstract:

For long time ago, Makkah receives millions and millions of Muslims for
pilgrimage and visits throughout the year during Hajj, Umrah and Ramadan.
During this kind of visit, pilgrims care of the quality of service (QoS) provided
throughout purchasing souvenirs and gifts. Therefore, this research focuses
on examining the logistics management practices that influence the QoS
provided to pilgrims through sales of souvenirs and gifts during the Hajj and
Umrah season as a mediating role. This work was carried out by utilizing a
descriptive analytical approach where the research population includes (181)
individuals. As it should be stated that (151) respondents were suitable for
analysis of the current study. Resultantly, the perceptions of employees whose
work in commercial shops of logistical management and QoS, and sales of
souvenir goods and gifts during the Hajj and Umrah season were high. There
was a significant impact of logistical management in improving the QoS
provided to pilgrims and sales. There was also an impact of sales in improving
the QoS provided to pilgrims. Furthermore, there was an impact of logistical
management through sales of souvenirs and gifts as an intermediary variable
in improving the QoS provided to pilgrims. Authors recommend the necessity
of maintaining the level of logistical management and the QoS provided to
pilgrims through the commercial shops and developing them in all aspects to
enhance a formulated clear strategy, ability to compete, adapt and respond to
environmental changes, and pilgrims’ satisfaction by considering the
advantages of logistical management practices and sales of souvenirs and gifts
during the season of Hajj and Umrah. Besides, considering all factors that
contribute to improving the QoS provided to pilgrims.

Keywords: Logistics management, quality of service (Qo0S), sales of souvenirs
and gifts,
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