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Abstract

This study aimed to examine the impact of tourism service quality, represented by
its dimensions of tangibility, reliability, responsiveness, assurance, and empathy, on the
visitor experience at the Rusica Park Tourist Complex. To achieve this objective, the
study adopted both descriptive and analytical approaches and conducted a field
investigation using a questionnaire distributed to a sample of visitors to the tourist
complex. Data were analyzed and the study hypotheses were tested using the Partial
Least Squares Structural Equation Modeling (PLS-SEM) technique through SmartPLS
4 software.

The results revealed a statistically significant effect of tourism service quality on the
visitor experience. Furthermore, the findings indicated that all dimensions of tourism
service quality—namely tangibility, reliability, responsiveness, assurance, and
empathy—have a positive and significant impact on the visitor experience at the Rusica

Park Tourist Complex, although the magnitude of this impact varies across dimensions.

Keywords: Tourism service quality; Visitor experience; Rusica Park Tourist Complex.
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Outer loadings
TN1 <- digalal) 0.830
TN2 <— daigalall 0.812
TN3 <- daugalal) 0.807
TN4 <- duugalall 0.866
CR1 <- dualaiey) 0.832
CR2 <- duliey) 0.841
CR3 <- dulasy! 0.863
CR4 <- dualaey) 0.821
RS1 <- dlaiuy) 0.839
RS2 <- dilaiwy) 0.902
RS3 <- dlaiwy) 0.851
RS4 <- dlaiy) 0.728
AS1 <- oLl 0.724
AS2 <- &) 0.855
AS3 <- LY 0.805
AS4 <- ) 0.832
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EM]1 <- ikl 0.885
EM2 <- Cahlaill 0.861
EM3 <- Cahlaill 0.803
EM4 <- il 0.863
VX1 <= Jlg3l dypad 0.724
VX2 <= lg3l dysas 0.735
VX3 <= Jlgll dupad 0.744
VX4 <— g3l dysas 0.771
VX5 <= Jlg3l dyjas 0.705
VX6 <- lg3l dysas 0.684
VX7 <= Jlg3l dysas 0.820
VX8 <— lg3l dysas 0.716
VX9 <— jlgll duyad 0.772
VX10 <— g3l dyas 0.771
VX11 <= g3l dyas 0.699
VX12 <= g3l dyas 0.644
Cronbach's Composite Average variance
alpha reliabllity extracted (AVE)
(rho_c)

o galal) 0.848 0.850 0.687

daldiey) 0.860 0.861 0.704

dalaiuy) 0.850 0.857 0.693

R 0.819 0.825 0.649

alalail) 0.875 0.875 0.728

a3l dyjal 0.921 0.923 0.538

Original T statistics | P 5 5% 97.5%

sample

(O) | (I0/STDEV])

values
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E

dougalal) —> lg 30 4.1)& 0.428 5.276 0.000 1]0.298|0.562
dalaiey) —> g3 R.uu 0.302 4.218 0.000 1]0.175/0.442
Lty —> g3 2\.1)3.1 0.274 3.705 0.000 (0.136]0.403
okl —> g5 Z\.aJu 0.303 4.307 0.000 10.179(0.453
Ahaladl) —> g3 @;3 0.391 4.943 0.000 10.257/0.518
R-square R-square adjusted
g Z\.ga.a 0.789 0.787
f-square
Credibility —> g3l 4.3&\' 0.413
Llaiuy) —> g3l dgyas 0.176
O => Jlgl dgyas 0.362
ahaladll —> g3 Z\,U;s 0.384
Q?predict RMSE MAE
g Z,U;: 0.384 0.548 0,432
Original Standard
Sample T statistics | P
sample deviation
mean (M) (IO/STDEV]) values
(O) (STDEV)
Credibility —>
. 0.428 0.301 0.087 5.276 0.000
N Al
dalisy) >
. 0.302 0.162 0.079 4.218 0.000
N3 Al
iy >
. 0.274 0.176 0.091 3.705 0.000
N Al
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() —> Al
© ~10.303 0.318 0.092 4.307 0.000
s
alaletl) ->
R 0.391 0.318 0.092 4.943 0.000
N Al
Standard
Original Sample T statistics P
le (O M deviation |O/STDEV| |
sample mean values
ple 0) | mean ()| ey | (OISTORV)
Gladdl)  Baga
daalad) -> 0.399 0.436 0.063 6.297 | 0.001
o daas
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