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Abstract 
Improving the quality of civil services offered to rural areas in order to em-
power them in terms of the rural development process depends on feedbacks 
received from the rural residents. Underestimating the viewpoints, demands 
and expectations of rural residents has brought about many challenges in the 
process of serving the villages. Therefore, identifying strengths and weak-
nesses of various aspects of service-rendering quality allows rural planners to 
achieve the objectives, to implement projects and to cope with the shortcom-
ings. Accordingly, this study was conducted with the aim of analyzing the ru-
ral residents’ satisfaction with the quality of the construction-related services 
in terms of SERVQUAL model. As a descriptive-analytic study, it was con-
ducted on 400 households in Lorestan province villages (southwestern of Iran) 
by a random sample. Analysis of the average significance and satisfaction in 
all aspects of SERVQUAL scale indicates a big gap between the expectations 
and perceptions of the rural residents about the construction-related services 
provided by the Housing Foundation in terms of aesthetics, reliability, confi-
dence, accountability and empathy. However, in some dimensions of the 
mentioned five dimensions, some improvements have been reported in con-
trast to the villages’ condition in the past. However, ignoring the rural resi-
dents’ demands has widened the gap between their perception and expecta-
tions about the effective services. 
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1. Statement of Problem 

The most important issue addressed in the literature of development in recent 
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decades is the quality of offering services to villagers and paying attention to de-
livering services with higher quality (Osman & Sentosa, 2013). Thus, assessing 
executive and service projects in the level of territorial and regional spaces and 
providing scientific solutions in this area have helped considerably in improving 
the quality of the services provided. Evaluation of how to implement projects 
and provide services needs receiving feedback from the users. Ignoring the de-
mands and expectations of the users also brings about many challenges in the 
process of serving them. Hence, identifying the strengths and weaknesses of 
various aspects of services helps the rural planners to achieve the objectives, to 
execute programs and to compensate its weaknesses (Sureshchandar et al., 
2006). 

The quality of services is the most important factor in the success of any or-
ganization, as the survival of each organization in a highly competitive environ-
ment depends on its ability to offer high-quality services (Al Bassam & Al Shawi, 
2011). Moreover, the user’s satisfaction level of services is assessed through 
comparing the initial expectations of service quality and their actual quality. 
Thus, the satisfaction is clearly related with the quality of service (Krivobokova, 
2009). In fact, satisfaction feeling about services is influenced by such factors as 
people’s previous experience, personal needs and experiences of others. These 
factors determine the gap between user’s expectations and perceptions of the 
provided services (Akbaba, 2006). In this regard, assessment of satisfaction level 
of rural residents about project implementation and the quality of services pro-
vided by the Housing Foundation is an important way to improve its perfor-
mance in the process of rural development planning in the context of regional 
and zonal planning. Since improving the quality of project implementation and 
services provided by the Housing Foundation in terms of land preparation and 
spatial planning approach is impossible without considering the perspectives, 
demands and expectations of rural residents, it is necessary to use proper tools to 
understand the perspective of rural residents and their satisfaction about the 
constructional services. A proper and efficient tool is “SERVQUAL” tool (Para-
suraman et al., 1988). The research conducted by Parasuraman, Zeithamel, and 
Berry in 1988 led to the development of this tool, which is a combination of 
quality and service terms, measuring the gap between the customers’ expecta-
tions and perceptions and the services provided. 

In comparison with other evaluation models, SERVQUAL model enjoys con-
siderable advantages that justify its application especially for this study. A num-
ber of the aforesaid advantages are as follows: 1) owing to its extensive use, 
SERVQUAL model is known as a benchmark to evaluate different dimensions of 
quality; 2) validity and capability of this model have been confirmed in a great 
number of studies. That is, the questionnaire of this model evaluates users’ opi-
nions correctly and the questions of this tool precisely assess service quality; 3) 
the measurement of the expectations of service users in SERVQUAL is another 
advantage of this model in quality improvement models; 4) a number of re-
searchers stated that SERVQUAL can be applied according to a regular plan for 
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repeated evaluations as well as comparative benchmarking purposes. This model 
also enjoys an important superiority, namely its applicability as a tested tool in 
benchmarking projects (Parasuraman et al., 1988). 

In Iran, there are various organizations active in the planning and implemen-
tation of projects in rural areas. They provide such services as preparing and ex-
ecuting rural guide and organizational plans, issuing rural property ownership 
documents, providing technical services of issuing rural building license, etc. 
Assessing the satisfaction level of rural residents about the quantity and quality 
of programs and services helps us to improve this kind of services. Housing 
Foundation is one of those organizations which provide multiple services in the 
villages in accordance with the constitutional law and the Iranian government’s 
policies and programs. 

Hence, assessment of the quality of project implementation and construction 
services offered to the villages of the region under study and the satisfaction level 
of its rural residents with the services of the Housing Foundation as well as the 
villagers’ perception on the desired service projects formed the core of this study. 
Likewise, to answer the most important question of this study, which is to what 
extent have project implementation and service by the facilitating organizations 
led to the optimal distribution of resources and improved status of villages, thus 
bringing about villagers’ satisfaction, SERVQUAL model was used. Parasura-
man, Zeithaml and Berry research in 1988 led to the formation of this tool, com-
bination of quality of service terms, and the gap between the expectations and 
perceptions of the users about the provided services. 

Theoretical literature and research background 
Satisfaction or dissatisfaction is one of the emotional and physical behaviors 

of human being that reflects his/her mental perception about his/her environ-
ment. Surrounding environment dominates man which in turn affects the hu-
man behavior. According to the Kant’s combination theorem, human emotional 
behavior consists of moods, aspirations of individuals as well as the effects of the 
environment on human perception. People’s satisfaction of life, implementation 
of programs, projects and offered services is based on their combined analysis 
and implementation of the people living conditions with their dreams and aspi-
rations. The more the human being life and socioeconomic is adapted with his 
dreams, the more satisfied he will be and vice versa. Therefore, since for Kant 
the knowledge is based on experience and wisdom (Foroughi, 2012), then it can 
be said that the epistemological basis of satisfaction, realism and idealism shapes 
the conceptual system of human subjects. People’s satisfaction reflects psycho-
logical state, fatalism and instrumental rationality. So, some researchers have 
described the steps of satisfaction understanding of people with a perception 
views. The second category is related to destiny, and the third deals with those 
who anyway unable to adapt the current situation of residence (Rafiean et al., 
2009). In general, all behavioral principles of human being are relied on two 
moral feelings and rational action-based and non-rational action-based activities 
(Haji Hashemi, 2000). 
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From this perspective, behavior is either based on human psychological and 
emotional moods in which mental concerns (aspirations) are crucial, or based 
on rationality in which people compare the level and quality of their life with the 
level and quality of others and what accordingly announce their satisfaction or 
dissatisfaction. 

Accordingly, different models may be used in evaluation of resident’s satisfac-
tion in different areas of the operational projects and the services provided to 
them. According to a type of classification, models used to assess the satisfaction 
gained from services, users are divided in two types of “objective and subjective”. 
Objective models are based on the idea that user’s satisfaction is assessed 
through indicators that are correlated with the intensity of their satisfaction. In 
contrast, mental models are determined based on the satisfaction level of user’s 
needs. In other words, these models act based on the user’s perception about 
their satisfaction. These models take advantage directly of opinions of users and 
give their satisfaction approach that is closer to their perception (Ganpat et al., 
2014). 

Service provider organizations and institutions need to receive feedback from 
users of their services in order to attract satisfaction of more users and to im-
prove the quality of their services. In this regard, there are numerous models and 
tools for this purpose, SERVQUAL tool is one of the most popular tools used to 
assess the gap between service expectations and the actual services provided and 
understood by consumers. SERVQUAL is a subset of the mental models that 
considers the perceptions and opinions of customers. According to (Parasuraman 
et al., 1988), expectations are determined based on people needs, experiences, and 
background about service providers, others opinions and external communica-
tions (Figure 1). SERVQUAL is one of the models that can assess the quality of 
service through the gap between the expectations and perceptions of the users. 
Parasuraman et al., 1988 defined the quality of public services as the difference 
between people’s perception and expectations. They believe that perception is 
the quality evaluation of service. However, expectation is the demand users ex-
pect from service provider. Received feedbacks from users allow to identify and 
to prioritize areas where there is a need for ongoing improvement. However, of-
ten there is no symmetry between service management knowledge of service re-
cipient’s perceptions and expectations and their real perceptions and expectations  
 

 
Figure 1. Perceived services quality. Source: Khan and Sue (2003). 
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and it may damage the quality of service (Safiek et al., 2011). 
SERVQUAL tool evaluates service quality of an organization in terms of the 

following five aspects: 1) Tangibles which evaluate the physical and material as-
pects of the service provider; 2) Reliability that assesses an organization’s ability 
to deliver Services correctly and in due time; 3) Responsiveness that evaluates 
the tendency of organizations to assist users and provides faster services to them; 
4) Assurance that measures knowledge, politeness and ability of employees to 
create confidence in consumers; and 5) Empathy that assesses the degree of us-
er’s importance and staff dealing with customers. 

In short, the performance of SERVQUAL (Table 1) is based on the fact that 
the service users are asked to rank their components in terms of their expecta-
tions from the offered services and then to rank their perceptions of the actual 
intended performance or the received services in terms of the same parameters. 
The two sets of rankings are compared with each other and if the perception is 
lower than the expectations of users, it indicates a poor quality service or a gap 
between them. However, on the contrary, if the level of the perceived perfor-
mance is higher than the expectations of users, it indicates a high level quality 
service or absence of a gap between them (Parasuraman et al., 1988). Ultimate 
goal of the model is guiding the organization towards an excellent performance 
(Bodvarsson & Gibson, 2002). 

SERVQUAL tool has been criticized frequently, for instance some say that 
SERVQUAL can only be used to assess the satisfaction level of users of organiza-
tions’ Services; whereas, often it cannot be used to measure the satisfaction of 
products users. “Goodrich and Ramsey” believe that the practical problem of 
Servqual is the lack of dimensional stability and the analyzed factors regarding 
the various services and areas in question (Goodrich & Ramsey, 2012). “Kong 
and Bradley” believe that in many cases user expectations are idealistic and this 
exacerbates the gap between expectations and perceptions of services. Therefore, 
Servqual model suggests that services should be evaluated in three levels ideal, 
acceptable and perceived (Kang & Bradley, 2002). Despite the criticisms, Serv-
qual frequently is used in studies to assess the level of satisfaction of users about 
the organizations services. As today, this tool is widely used to assess the quality 
of various services. 
 
Table 1. Profile of SERVQUAL model. 

Main model references (Parasuraman et al.) 1985, 1988, 1991, 1993, 1994 

Logical basis of model The gap between expectations and perceptions of quality services 

Formula Wi-SQ (Pij-Eij) 

Applications In order to measure of quality services for enterprises and institutions. 

Advantage of model 

1- Easy to understand 
2- acceptance as broad and inclusive property 
3- The perception of attractiveness 
4- Multidimensional 
5- According to the views of rural residents to assess the quality of services 

Source: Research findings. 
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Numerous studies have been conducted using SERVQUAL tool, which are 
different and at times contradictory in terms of their concept, methodology, and 
analysis of practical problems. However, no research has been conducted so far 
regarding the quality of construction services provided. Thus, those references 
were examined in the literature that merely adopted SERVQUAL model to eva-
luate services. In this respect, a summary of the studies performed regarding ser-
vice evaluation may be seen in Table 2. 

Research literature investigation results using SERVQUAL tool and model in-
dicate that this model has been predominantly used to evaluate the performance 
of governmental and non-governmental organizations such as hospitals, banks, 
institutes, universities, etc. It has been rarely used in Iran to assess the perfor-
mance of the governmental institutes in charge of rural affairs. On this basis, the 
present study aims to provide a novel research different from that of other re-
searchers on the evaluation of providing service to villages by evaluating and 
measuring the quality of the services provided to rural population and present-
ing scientific solutions to improve the service provision status. Therefore, in ad-
dition to expanding knowledge in this field, this research can be used by public 
sector and private sector facilitating organizations to improve their status of ser-
vice provision to rural population. 

2. The Study Area 

The region under study is the villages of Lorestan Province located in southwes-
tern Iran (Figure 2). The villages of Lorestan in southwestern Iran have particu-
lar geographical conditions. Rural residents are located in these villages in the 
mountainous and highly uneven area of Zagros Mount Chain. The typical fea-
ture of these villages compared with other villages in Iran is their relative dis-
tance from Iran’s large cities. The boom of construction activities in the villages  
 

Table 2. A number of studied conducted regarding the evaluation of public sector service quality. 

Research  
methodology 

Researchers Title 

SERVQUAL model Kumra, 2008 Service Quality in Rural Tourism: A Prescriptive Approach, Conference on Tourism in India 

SERVQUAL model Legcevic, 2009 Quality Gap in Educational Services in Viewpoints on Students 

SERVQUAL model Kwek et al., 2010 Education Quality Processes Model and its Influence on Students Perceived Service Quality 

SERVQUAL model Aydemir, 2011 Measuring service quality of export credit agency in turkey by using Servquel 

SERVQUAL model Sharma & Narang, 2011 Quality of Healthcare services in Rural India: The User Perspective 

SERVQUAL model Cerry, 2012 Assessing the Quality of Higher Education Services Using a Modified Servqual Scale 

SERVQUAL model Markovic & Jankovic 2013 
Exploring the relationship between service quality and customer satisfaction in creation hotel 

industry 

SERVQUAL model Osman & Sentosa, 2013 Service Quality and customer Loyalty in Malaysian Rural Tourism: A Mediating Effect of Trust 

SERVQUAL model Ganpat et al., 2014 Farmers Satisfaction with the Extension Service in Trinidad West Indies 

SERVQUAL model 
Nazemi & Pedram-Nia, 

2009 
Analysis of the quality of services with SERVQUAL method 

SERVQUAL model Alirezaee & Amini, 2009 Amini, A., 2009. Evaluation and quality analysis services using Servqual method 

Reference: Exploration of research literature. 
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Figure 2. The geographical position of the study area. Source: Iran national statistical center 
(2012). 

 
of this region in the past two decades and especially after the 8-year Iran-Iraq 
war adds to the importance of evaluating the quality of the services offered in 
this region. For this reason, villages of the region were selected for appraising 
people’s satisfaction rate on the proposed civil services. 

3. Methodology 

As a descriptive-analytical study, it was conducted in 152 rural settlements of 
Lorestan Province located in South West of Iran. Statistical population included 
about all rural households enjoying civil services, according to the data released 
by Iran Statistical Center in 2012. 400 households were selected randomly by 
cluster and simple random sampling for large statistical population. They were 
selected based on the Cochran formula (Soraee, 1996), with the confidence level 
of 95% and the ideal accuracy of 5% and variance estimation of 25%. People 
were questioned directly in this study. The main tool to collect the field data is a 
SERVQUAL modified questionnaire adjusted based on the literature and initial 
studies of researchers in order to be coordinated with the original questionnaire 
in terms and imperatives and rules of the Iran’s Civil Services. Thus, some 
changes and alterations were applied in the SERVQUAL questionnaire in terms 
of type and number of items studied here. Accordingly, respondents’ expecta-
tions and perceptions from Civil services were evaluated in five dimensions 
namely tangibles, reliability, assurance, responsiveness and empathy. The ques-
tionnaire, in addition to several questions related to the general characteristics of 
rural respondents has 41 questions that were dealt with in both expectations and 
perceptions areas. Five options Likert Scale was used in items adjusting. Cron-
bach’s alpha coefficient was also used to analyze the questionnaire reliability. 
This amount in expectations is equal to 0.81 and 0.88 in perceptions, which in-
dicates good reliability of the tool. Also, since the SERVQUAL tool is a standard 
tool, it has a high validity. In order to confirm the validity of questionnaire, 
thematic experts’ opinions were used; hence necessary corrections were applied. 
Grading method (Scoring method) to each Likert item was used to analyze the 
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quality of services provided by the Civil Services in the villages and in order to 
analyze the gap between the expectations and perceptions of respondents in any 
studied aspect. Since the data were abnormal, Wilcoxon test was used for ana-
lyzing the hypotheses and examining whether the gap between the expectations 
and perceptions of respondents in these five items is significant or just has been 
caused by other interventions and accidents. Also, to evaluate the relationship 
between service quality and general characteristics of the respondents, Spearman 
correlation coefficient was used. 

4. Research Findings 

The results of the study in rural settlements indicate that out of 400 participants 
in the research process, the average age of respondents was 39 years. The young-
est rural participant was 20 years-old and the oldest one was about 64 years old. 
Most participants were farmers and ranchers or a combination of both in terms 
of occupation. Agriculture and animal husbandry form nearly 80 percent of the 
rural residents’ jobs in Lorestan Province. In terms of income, 62% of respon-
dents had less than one million∙Tomans (USD 332) per month. In general, 85% 
of the rural residents had a monthly income of less than 1.5 million∙Tomans 
(USD 498) per month. About 60 percent of the rural residents had primary edu-
cation and only five percent of them had academic education (Table 3). 

Evaluation of the significance and satisfaction averages in any aspect of 
SERVQUAL scale indicates a large gap between the expectations and percep-
tions of the rural people about the Civil services; as the resulting difference in the 
quality is equal to −0.75 in tangibles, −0.89 in terms of reliability, −0.64 in the  
 
Table 3. Distribution of participants according to public properties in the rural settle-
ments (n = 400). 

Description Frequency Percent 

occupation 

Employee 13 4.3 

Self-employment 83 27.5 

Farmer 161 53.3 

Livestock 45 14.9 

Education 

Illiterate 20 6.6 

Primary school 181 59.9 

Middle School 65 21.5 

High school 21 7.0 

Academic 15 5.0 

Income 

Up to 500.000 tomans 73 24.2 

500.00 to 1 million∙tomans 186 61.6 

1 million to 1.5 million∙tomans 41 13.6 

1 million to 2 million∙tomans 2 0.7 

2 million∙tomans and more 0 0 

Source: Research finding 2014. 
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Assurance and −0.80 in empathy. Among the items the largest gap is observed 
regarding the views of people, follow-up and accelerates the preparation and im-
plementation of the rural Hadi plan and the quality of implementation of the 
Hadi plan which are −1.24, −1.12 and −1.09 respectively. The Lowest gaps mean 
−0.47 (Table 4), related to pitying for duties. 

Anyway, the descriptive statistics used in this study indicate the gap between 
expectation and perception of villages on the civil services proposed by the 
in-charge organization working in the village; and they also show how inferior is 
the quality of these services for the villagers. On the other hand, appraising the 
civil services proposed in the villages in question indicate how big is the gap be-
tween the general quality of services offered to villagers and their expectations. 
Regarding outcomes, despite many activities made in villages of the region in 
question and regarding the poor quality of services offered for residential con-
structions and quantitative and qualitative renovation of housings, administra-
tive bottlenecks for taking construction license and issuing housing documents 
and constructions, we see that the proposed services in this field have failed to 
attract satisfaction of villagers. Likewise, regarding numerous administrative 
bottlenecks and problems and lack of coordination between relevant organiza-
tions, there are several dissatisfactions on condition, timing and amount of loans 
and banking facilities for repairing, renovation and construction of new housing 
constructions and buildings etc. moreover, there is dissatisfaction on imple-
menting the basic projects and transferring lands and supervising constructions. 
As since the government and its organizations have failed to complete the 
project in the due time, villagers have lost their confidence. Moreover, still the 
villagers living in the areas studied by this study have not succeeded to start a 
proper relationship with authorities and executives of the civil projects. For this, 
the rural residents have no trust in commitment of the project executives. It re-
sulted in a big gap between expectation and perception of rural residents. Like-
wise, since the executive and contractors working in the rural projects had low 
experience and knowledge, the rural villagers have not enough trust and confi-
dence on successful implementation of projects. In fact, regarding the improper 
implementation of projects, the residents of the villages in question had not trust 
in the quality of knowledge and skill of the executives. Similarly, for accountabil-
ity, the rural residents were dissatisfied because they think that their viewpoints 
are not considered in implementing the projects, especially the basic and orga-
nizing projects. For this reason, since the viewpoint and expectations of rural 
residents are underestimated we seen dissatisfaction during planning, prioritiz-
ing and implementing projects, as well. As underestimating the viewpoints and 
expectations of people during implementing projects, in attention to the various 
rural groups and inattention to people’s ideas and expectations have left projects 
incomplete, which has made villagers dissatisfied more than ever. 

To assess and make sure that the gap between the expectations and percep-
tions of respondents in five evaluated contexts are not the result of occupation 
and interfere with other factors, regarding the abnormal distribution of data in  
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Table 4. The mean scores of importance and satisfaction of respondents in rural areas (n = 400). 

Index 
Average  

significance 
Average  

satisfaction 
Quality  

differences 

Total items 3.7 2.99 −0.75 

Improving the quality and quantity of housing units 4.18 3.41 −0.77 
Issuing license for the rural buildings 3.75 3.25 −0.5 
Reconstructing the damaged houses 3.73 2.96 −0.77 

Documenting the rural homes 4.01 3.36 −0.65 
Giving loan for repairing and reforming housing 3.63 2.63 −0.95 

Preventing the unbridled and illegal constructions 3.59 2.89 −0.7 
Quality of conducting Hadi projects 3.6 2.51 −1.90 

Transferring land for construction of rural housing 3.45 2.57 −0.88 
The village condition after conducting projects 4.3 3.55 −0.75 

Organizing system of land ownership in the residential context 3.72 3.15 −0.57 
Taking advantage of the rural banking facilities 3.76 2.96 −0.8 
Improving quality and renovating rural housing 3.61 3.02 −0.59 

Monitoring delinquencies 3.62 2.73 −0.89 
Reconstructing of areas damaged by disasters 3.46 2.83 −0.63 

Total items of reliability 3.28 2.42 −0.86 
Observing proper timing of project 3.25 2.42 −0.86 

Evaluating the executive plans 3.43 2.48 −0.36 
Using new and smart technologies 3.58 2.77 −0.18 
The capability to perform a project 3.56 2.76 −0.24 

Be responsible and committed in conducting project 3.54 2.51 −0.31 
Providing services on time 3.38 2.34 −0.67 

Attracting new resources for the village 2.84 1.89 −0.32 
Promoting the culture of participation and attracting donations 2.68 2.12 −0.04 

Total items of confidence 3.42 2.78 −0.64 
Developing a secure space during project 3.45 2.94 −0.51 

Showing a proper behavior to people 3.4 2.7 −0.7 
Level of disruption during working with people 3.26 2.65 −0.61 

Having relevant expertise and knowledge 3.58 2.84 −0.74 

Total items of accountability 3.25 2.36 −0.88 

Paying attention to the people’s opinion 3.21 1.97 −1.24 
Timely information dissemination of regulations and bylaws 3.34 2.59 −0.75 

Accelerating the provision of services 3.3 2.38 −0.92 
Accountability in natural disasters time quake, flood, etc. 3.38 2.59 −0.79 

Perusing and accelerating the preparation and implementation of rural Hadi plan 3.35 2.23 −1.12 
Meeting the promises on time 2.93 2.34 −0.59 

Issuing permits for housing construction on time 3.23 2.45 −0.78 

Total items of empathy 2.92 2.13 −0.88 

Showing empathy and compassion with public officials and staff 3.24 2.49 −0.75 
The importance of people 3.32 2.24 −1.08 

Showing compassion for the conducted tasks 2.88 2.41 −0.47 
Showing respect for providing services for all groups 2.8 1.97 −0.83 

Showing non-discrimination when providing services for different groups of people 2.73 1.95 −0.78 
Understanding the problems of vulnerable and needy groups 2.77 1.83 −0.94 

Communicating and working with the village council and village administrations 3.06 2.36 −0.7 
Completing the unfinished projects, approved or implemented 2.59 1.75 −0.84 

Total Score 2.87 2.48 −0.46 

Source: Research finding 2014. 
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rural settlements in the study area according to Shapiro and Kolmogorov- 
Smirnovtests, Wilcoxon test was used. Test results indicate that the overall qual-
ity of the provided services and terms of tangibles, reliability, assurance, respon-
siveness and empathy between perception and rural respondent’s expectation 
was significant at 99% (Table 5). 

In order to evaluate the effect of respondent’s characteristics and education in 
their quality assessment of services provided by the responsible agencies, with 
establishment of Spearman the correlation between these attributes was ex-
amined with different aspects of service quality. Accordingly, a negative and sig-
nificant relationship was found between “tangibles qualities” and “education” in 
99% of cases. In fact, with increasing education and awareness of villagers, their 
satisfaction about services is decreased. Similarly, there was a significant negative 
relationship between “tangibles qualities” and “income” in 95 percent of cases 
(Table 6). 

In addition, a significant negative relationship was found among “responsibil-
ity”, “income” and “literacy”, “quality of empathy” and “income” and “literacy”, 
and “quality of service” and “literacy” in 95% of cases. 

5. Conclusions and Recommendations 

Assessment of Civil services in the villages indicates the gap between the overall 
quality of services provided to the villagers and their expectations. In tangibles  
 
Table 5. Level of significance test of difference between expectations and perceptions of 
service quality dimensions. 

Quality of Services dimensions Z quantity Level of significance 

Tangibles −14.985 000/0  

Reliability −14.917 000/0  

Confidence −14.364 000/0  

Accountability −15.014 000/0  

Empathy −15.030 000/0  

The overall quality of services −15.062 000/0  

Source: Research finding 2014. 

 
Table 6. Public variables studied correlation with quality of service. 

Row The first variable The second variable Correlation Coefficient Level of significance 

1 The tangibles quality The literacy rate −0.161 0.020 

2 The tangibles quality Income rate −0.142 0.030 

3 The Responsibility quality Income rate −0.245 0.000 

4 The accountability quality Income rate −0.157 0.020 

5 The empathy quality Income rate −0.256 0.000 

6 The empathy quality The literacy rate −0.243 0.000 

7 The overall quality of service The literacy rate −0.176 0.010 

Source: Research finding 2014. 
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(especially in the way of implementation of Hadi plan), there was a significant 
difference between significance and satisfaction of respondents, and in other 
cases, such as consent on rural construction, the possibility of using banking fa-
cilities and repairing and reforming the housing, this gap and dissatisfaction 
were higher than other items. In terms of reliability, yet rural residents failed to 
establish proper communication with construction projects trustees and opera-
tors. For this reason, the villagers don’t have enough trust in accountability of 
project’s executives in the implementation of Hadi plans. This develops a gap 
between the expectations and perceptions of the rural people on this item. Also 
in confidence tab, the difference is evident between expectations and perceptions 
of the villagers and dissatisfaction in this is more evident about the expertise and 
knowledge. Due to the poor implementation of projects, the villagers do not 
have necessary assurance on the executive’s knowledge and skills. In the same 
direction, in accountability dimension, rural residents showed their dissatisfac-
tion with the fact that their ideas are not considered in projects, particularly in 
Hadi plans. Likewise, in empathy aspect, ignoring the views of the people and 
their demands and comments, and lack of care to rural peoples caused the project 
to be unfinished and be released without necessary follow-up. Also, inattention to 
the rural poor has caused most dissatisfaction in the studied areas (Table 7). 

This study reached similar conclusions when compared with the findings of 
Lgsvych, BTShaykh, Nazemy and Pedramnya. Thus, the gap between all above 
mentioned five aspects has been reported repeatedly. In Lgsvych, Nazemy and 
Pedramnya great gap was found among the five items. However, a big gap was 
found in this study between five aspects, and the largest gap was observed in the 
“responsiveness”. This reflects that the responsible agencies give a weak perfor-
mance in relation to its duties in this part and less attention to cases such as ac-
celerating the implementation of programs, notification of regulations, paying 
attention to public opinion, amount of responsiveness in times of crisis, and 
timely issuance of permits for the rural building etc. 

The results of correlation analysis showed that with increasing the income and 
education level of rural residents, the expectations went higher. Also, with in-
creased information and awareness through mass media the expectations gradu-
ally have increased in the studied areas. And the traditional distance between the 
urban and rural areas has disappeared in this respect. This is due to increasing 
demands and expectations of villagers about the civil service. Therefore, it is  
 
Table 7. Research finding in rural settlements of the region under study. 

Region under study 

Dimensions The greatest gap 

Tangibles Quality projects conductor (−1.90) 

Reliability Provide on time (−0.67) 

Confidence Expertise and knowledge (0.74) 

Accountability Attention to people opinion (−1.24) 

Empathy The attention to people (−1.08) 

Source: Research finding 2014. 
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essential that the organizations that provide services to the rural population pay 
attention to developments in the field of promoting knowledge and information 
to rural residents about the quality of the environment and rural life. 

It is noteworthy that planning in Iran on the basis of a rational, technical- 
oriented approach (technical, instrumental, and with the greatest importance 
placed on experts) and failing to pay attention to the villagers’ demands in con-
struction plans and their implementation have led to the dissatisfaction of vil-
lagers and a deep gap between the status quo and the desirable status. 

Therefore, since the aim of this study was to assess the quality of programs, 
implementation of civil projects to improve the satisfaction of rural residents, 
optimal distribution of resources and services, and ultimately improve the qual-
ity life of villagers in the region under study area, following actions based on the 
findings and results are recommended to improve service to villages: 

1) Considering local knowledge, demands, tendencies, a moral feeling, and 
people’s opinions and considering as the most important factor the people and 
their needs in planning, designing, prioritizing projects, implementing plans and 
providing services to the rural population. 

2) Paying attention to a more desirable timing in the planning and imple-
mentation of plans and providing circumstances where all villagers can contri-
bute to the implementation process of service provision projects, thus being able 
to use the construction services and credit facilities of banks and official credit 
institutions (such as getting loans for building and improving the housing) in a 
similar, transparent manner. 

3) Revision of the project implementation and service provision process to the 
villages and changing the planning and construction project implementation 
approach and a transition from the implementation of state-run construction 
projects with a rational, technical-instrumental approach to a society-oriented 
approach in order to reduce the gap between existing perceptions and the ex-
pectations of villagers regarding the five-fold dimensions of SERVQUAL. 
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