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Understanding the quality of perceived services is one of the key steps in analyzing rural household satis-
faction and developing service quality improvement programs. Therefore, the purpose of this study was
to analyze the quality of perceived services and satisfaction of rural households after joining the city of
Hamedan based on the SERVQUAL model. The study follows the quantitative paradigm and empirical re-
search method in terms of purpose. Also, in terms of data collection, it is a survey-based research. The
statistical population of the study was all residents of eight villages (Moradbeig Dareh, Faghireh, Khezr,
Dizaj, Dizaj Hesar, Mazdagineh, Aghashams Ali Hesar and Imam Hesar) joined the Hamedan city in which
200 households were selected as a sample population by calculating the Cochran formula and were sur-

Key words: veyed through stratified random sampling. The data collection tool was a two-part questionnaire including
Service Quality, demographic information and 26 questions to evaluate the quality of services based on the SERVQUAL
Stakeholder Satis- model. Data were analyzed through t-test by SPSS20 Software. The results showed that there is a significant
faction, SERVQUAL . difference between residents' perceptions of the current services’ quality and their expectations of accept-
Model, Joining able services’ quality in all dimensions. Therefore, a negative and significant gap was observed between the
Rural to Urban, expectations and perceptions of rural residents about the services received, which indicates the dissatisfac-
Hamedan City © tion of rural residents with the quality of services perceived after joining the city of Hamedan.
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Extended Abstract edented urban growth in the last five decades in Iran over

the past 55 years, has led to the increase in the proportion

1. Introduction of urbanization from 31% in 1956 to more than 71% in

2011 and the center of gravity of the country's popula-

Ithough urbanization is a global phe- tion has transferred from villages to cities uncontrollably

nomenon, the speed of this phenomenon (Mansoorian, 2014). In other words, the most important

is dramatically high in Iran. Unprec- spatial manifestation of the increasing urban population
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is the physical growth of cities, which has caused many
surrounding villages to be integrated into the physical
fabric of cities and continue to live as part of the main

fabric of the city through various stages (Safaeipour et al.,

2017). However, little attention has been paid to its rural
aspect and the possible consequences and effects of this
phenomenon on rural areas. The accelerating trend of
rural-urban annexation in Iran has been formed with the
widespread demands of the people to improve their living

conditions and have better facilities and services (Rezvani

et al., 2010). But so far, not many studies have been done
on the analysis of the quality of services received and ex-
pected in these rural areas annexed to the city.

The physical expansion of cities and villages towards
each other causes the merge of a smaller settlement (vil-
lage) into a larger settlement (city). In other words, in
some cases, the type of formation, strengthening eco-
nomic and social institutions, increasing population, be-
ing in the center of social and economic exchanges and
interactions in a geographical context and proximity to
the city, causes the village to become a part of the city.
The salient features of a city depend on the expected qual-
ity of life, which includes the best facilities and services
provided, including employment and job opportunities,
security and health services. In recent decades, the qual-
ity of services provided to villagers who have joined the

city has received much attention. Parasuraman et al. (1988)
defines service quality by distinguishing between cus-
tomer expectations of service providers and their evalua-
tion of services received. According to many researchers,
satisfaction and service quality are related to each other
and service quality is an input for customer satisfaction.
Therefore, the level of satisfaction of rural households
joining the city can be assessed by understanding the
quality of perceived services. According to the above, the
purpose of this study was to analyze the perceived service
quality and rural household satisfaction after joining the
city of Hamedan based on the SERVQUAL model.

2. Methodology

The study follows the quantitative paradigm and empiri-
cal research method in terms of purpose. Also, in terms
of data collection and analysis, it is a survey based on
descriptive-correlational analysis. The statistical popu-
lation of this study was all households of eight villages
of Moradbeig Dareh, Faghireh, Khezr, Dizaj, Dizaj He-
sar, Mazdagineh, Aghashams Ali Hesar and Imam Hesar
which recently joined the Hamedan province in which
200 households were estimated through Cochran formula
as a sample. To select the sample in this study stratified
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random sampling was used. Data were collected using a
questionnaire whose validity was confirmed by experts’
opinions and its reliability was confirmed by calculating
Cronbach's alpha coefficient to more than 0.93. A five-
point Likert scale (Very Poor = 1 to Excellent = 5) was
used to measure five dimensions of service quality (1.
Reliability, 2. Assurance, 3. Tangibles, 4. Empathy, and
5. Responsiveness). Also, in order to assess the level of
satisfaction of the joined villages’ residents with the qual-
ity of perceived services, the SERVQUAL model, which
is one of the existing popular models for evaluating the
quality of services, has been used. SERVQUAL is a
multi-dimensional research instrument, designed to cap-
ture consumer expectations and perceptions of a service
along the five dimensions that are believed to represent
service quality. Data analysis was done in the IBMSPSS
software environment.

3. Results

The results showed that there is a significant negative
gap between residents' expectations and perceptions of
the quality of services provided by municipalities and
government agencies, and the level of expectations is
higher than perceptions; the existence of a negative qual-
ity gap indicates residents' dissatisfaction with the quality
of services. According to the research results, the high-
est mean score of the negative quality gap was observed
in the reliability dimension. This dimension emphasizes
showing sensitivity and awareness towards residents'
trust and confidence. Also, the smallest quality gap was
observed in the dimension of tangibility.

4. Discussion

The results showed that in all aspects of service qual-
ity, there was a negative gap and residents of rural areas
who had joined the city were not satisfied with the quality

of service. Research by Nasiri Handeh Khaleh (2018), Ebra-
himzadeh & Kamasi (2014), Khurana (2010), Shafieisabet et

al. (2017) and Hong et al. (2020) also showed that there is
a significant gap between the perception of stakeholders
and the quality of services received. The highest mean
score of the negative quality gap was observed in the
reliability dimension. The existence of a negative gap in
this dimension indicates that municipal officials and gov-
ernmental organizations have not been able to win the
trust and confidence of residents in the effectiveness and
usefulness of the services provided. The smallest quality
gap and dissatisfaction were observed in the dimension of
tangibility. The tangible dimension includes appropriate
facilities, equipment, staff, and communication channels.
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The tangible dimension often has a major effect on ser-
vice recipients. In fact, since the city of Hamedan is one
of the metropolises of the country and according to the
executive background of the municipality and relevant
government organizations in relation to urban develop-
ment programs and projects; therefore, it seems that resi-
dents expect these organizations to provide better services
compared to other governmental organizations.

5. Conclusion

The results of this study showed that the residents of the
villages annexed to the city of Hamedan were not satis-
fied with the quality of services received and believed
that urban services were not provided to them with the
expected quality. Therefore, city and municipal managers
should review their policies and improve the quality of
services provided.
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