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ARTICLEINFO | Abstract
This study was conducted to evaluate the service quality of Shorabil Tourism
PP: 372-391 using SERVQUAL method as a tool for measuring service quality and
identifying and analyzing the gap between expectations and perceptions of
service recipients. The gap between expectations and services perceived by
visitors to Shorabil Tourism Parks in each of the five dimensions (tangible,
accountability, reliability, reassurance and empathy) of service quality has been
addressed. In today's world, the issue of quality has challenged the
management of organizations. Quality of service is an important factor for
Eh—.— E growth, success and sustainability of the organization and is on the
management agenda as a strategic, effective and inclusive subject. The present
research is based on the purpose of the applied research component and based
L on the nature and methodology of the descriptive research - It is analyzed. In
E terms of time, the present study is a cross-sectional one. Survey method was
used to collect the research data. The statistical population of the study
consisted of all visitors to Shorabil tourism parks. Cluster sampling method
was used to select the representative sample of the statistical population. A
Keywords: Production sample of 150 people were interviewed through standard questionnaires. The
and services, Development | results of the research indicate that there is a gap between the expected services
Regional, Satisfaction, of the clients and the services provided to them in the Shorabil Tourism Parks
Factors Economic. in all five dimensions and the satisfaction of the visitors has not been increased.
Between expectations and perceptions about the dimension of accountability
and the least amount of gaps in this area are related to the dimension of
assurance that has resulted in client satisfaction.
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Extended Abstract

Introduction

Creating a healthy and constructive society is
essential for continuity, progress, and
economic development. This goal can be
achieved through necessary coordination
between the economic and welfare programs
of society. Implementing environmental
projects, developing green spaces, and
establishing promenades and recreation
centers in urban and industrial areas are vital
steps toward achieving this objective.
Competence in carrying out tasks involves
aligning  abilities,  skills, and  work
proficiency, which in turn promotes
specialization, professionalism, and regional
development. Examining the opinions and
preferences of urban residents regarding
urban resorts and available facilities can
significantly aid in identifying and
addressing needs and deficiencies.Therefore,
assessing the quality of services in the parks
of the Shorabil tourism area from the visitors'
perspective can be a significant initiative for
city managers to tackle existing issues.
Despite numerous studies on urban green
spaces in Ardabil, a comprehensive
investigation into citizen satisfaction with
city park services, particularly in the Shorabil
tourist area parks, has not been conducted.
This gap underscores the novelty and
innovation of the research topic, promising
new and intriguing findings.

Methodology

The present research examines the
satisfaction evaluation of service quality in
Shorabil tourist area parks in Ardabil city
using the SERVQUAL model. Accordingly,
the statistical population of the study
comprises an visitors to Shorabil tourist parks.

Results and Discussion

The study examines the satisfaction
evaluation of service quality in Shorabil
tourism area parks, Ardabil city, using the
SERVQUAL model's five dimensions.
Findings reveal significant gaps between
perceptions and expectations across various
dimensions. In the physical dimension, the
mean for expectations is 62.4 with a standard
deviation of 66.0, while for perceptions, it's
30.3 with a standard deviation of 73.0,
indicating a significant difference. Similarly,
significant disparities exist in responsiveness,

where the expectation mean is 56.4 with a
standard deviation of 74.0, and perception
mean is 10.3 with a standard deviation of
82.0. The trust dimension also exhibits
significant gaps, with an expectation mean of
56.4 and a perception mean of 32.3. The
assurance dimension shows a notable
difference as well, with an expectation mean
of 56.4 and a perception mean of 42.3.
Additionally, the empathy dimension
portrays significant variation, with an
expectation mean of 57.4 and a perception
mean of 18.3. Considering a significance
level of 0.01, the hypothesis is confirmed,
indicating meaningful differences between
visitors'  perceptions and  expectations
regarding park service quality in Shorabil.

Conclusion

In this study, the satisfaction evaluation of
the service quality in the parks of the
Shorabil tourism area in Ardabil city has
been investigated using the SERVQUAL
model across five dimensions. The results
indicate a discrepancy between perceptions
and expectations in all dimensions of this
model, highlighting client dissatisfaction.
The largest gap is observed in the
responsiveness dimension, with a percentage
of 46.1, indicating greater dissatisfaction
compared to other dimensions. Significant
gaps are also apparent in the empathy
dimension, physical service conditions, and
reliability dimension. Additionally,
significant gaps are noted across all
dimensions. In the assurance dimension, the
component regarding the feeling of safety in
using playground equipment and park
facilities exhibits the smallest gap. In the
reliability ~ dimension, the component
concerning the provision of services by park
staff demonstrates the most considerable gap,
indicating significant visitor dissatisfaction in
this area. In the accountability dimension, the
component related to the handling of client
complaints by officials has the most
significant gap. In the empathy dimension,
the component addressing the needs of
disabled, veteran, and elderly individuals
reveals the most considerable gap. These
findings suggest that despite the availability
of services and facilities in Shorabil parks,
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overall visitor satisfaction is not achieved,
and significant gaps exist across all
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