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Abstract :

are the main determining factor of quality. Perceptions and expectations and preferences of customers are the
determinants of customer satisfaction.

An organization that could provide higher quality services will be superior over other competitors. There are various
models for measuring service quality.

SERQUAL model, which is one of the most prestigious and most recognized tools to measure service quality by
analyzing the gap between customer expectations and perceptions of services, try to evaluate and measure the
quality scale.

We are going to assess the quality of services provided by the pilgrimage Hajj agents and Pilgrimage Organization
- Tehran from the customer perspective (based on SERQUAL model)

The scale based on five dimensions includes: Tangibles, reliability, responsiveness, assurance and empathy And YY
Standardized measure components through achieved Total quality scores

to evaluate the quality of services deals.

Due to the importance of SERVQUAL And its widely used in service various spheres In research aimed at applied
research And among research is descriptive and cross-sectional survey

And it has been done with the aim of Awareness of customer Treatment of service Quality in Hajj and Pilgrimage
agents in Tehran .

After reviewing the literature, SERVQUAL questionnaire by using Cluster sampling And Cochran formula Was
calculated That should base on it Between 384 pilgrimage agents Were distributed

That This work was performed And after receiving The number of questionnaire from Customers
Analysis Start and results were extracted.

The results of this study show that in all aspects of quality of service five different divisions and overall quality of
service, customer expectations exceed their perceptions of the performance of the pilgrimage agents.

In fact, the findings of this research show that pilgrimage agents service quality from the customer perspective is
. weak

Assessment, quality of service, expectations, perceptions, SERVQUAL
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