
VOLUME NO. 1 (2011), ISSUE NO. 9 (NOVEMBER)  ISSN 2231-1009 

  
 

IIINNNTTTEEERRRNNNAAATTTIIIOOONNNAAALLL   JJJOOOUUURRRNNNAAALLL   OOOFFF   RRREEESSSEEEAAARRRCCCHHH   IIINNN   CCCOOOMMMPPPUUUTTTEEERRR   AAAPPPPPPLLLIIICCCAAATTTIIIOOONNN   AAANNNDDD   MMMAAANNNAAAGGGEEEMMMEEENNNTTT   

A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

Indexed & Listed at: Ulrich's Periodicals Directory ©, ProQuest, U.S.A., Index Copernicus Publishers Panel, Poland, Open J-Gage, India  
as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 

Circulated all over the world & Google has verified that scholars of more than Hundred & Fifteen countries/territories are visiting our journal on regular basis. 

Ground Floor, Building No. 1041-C-1, Devi Bhawan Bazar, JAGADHRI – 135 003, Yamunanagar, Haryana, INDIA 

www.ijrcm.org.in 

CCCCONTENTSONTENTSONTENTSONTENTS    

Sr. No. TITLE & NAME OF THE AUTHOR (S) Page No. 

1. ROBOT MANIPULATOR CONTROL USING INTELLIGENT CONTROL SCHEME 

HIMANSHU CHAUDHARY, DR. RAJENDRA PRASAD & DR. N. SUKAVANUM 
1 

2. SECURITIZATION AS A FACTOR OF ECONOMIC INTEGRATION 

DIVVIO GALLEGOS PANIAGUA & JOSE G. VARGAS-HERNANDEZ 
7 

3. E-GOVERNMENT - TRENDS AND CHALLENGES FROM THE PERSPECTIVE OF DEVELOPING NATIONS WITH FOCUS ON 

PAKISTAN 

SHAKEEL IQBAL & DR. IJAZ A. QURESHI 

15 

4. INFLUENCE OF INTERNATIONAL LABOR MIGRATION AND REMITTANCES ON POVERTY REDUCTION IN BANGLADESH 

MD. MORSHED HOSSAIN, MD. ZAHIR UDDIN ARIF & MD. NASIR UDDIN 
21 

5. APPLICATION OF SYSTEMATIC INNOVATION IN TECHNOLOGY DEVELOPMENT (RCA AND TOPSIS MODELS PRESENTATIONTO 

DETERMINEPROBLEM SOLVING STRATEGIES) 

DR. YOUNOS VAKIL ALROAIA, JAVAD SOFIYABADI & ELAHEH BAKHSHIZADEH 

27 

6. FINANCIAL FLEXIBILITY AND RISK MANAGEMENT 

MOZAFFAR A CHOWDHURY 
35 

7. BOARD DEPENDENCE, INTERNAL AUDITORS AND EARNINGS MANAGEMENT: AN EMERIACAL RESEARCH OF IRAN 

MOHAMMADREZA ABDOLI, MARYAM SHAHRI & MOHSEN RAHMANI 
39 

8. CHILD LABOUR CONDITION IN RESTAURANT SECTOR OF BANGLADESH 

JASMINE JAIM 
44 

9. FISCAL DEFICITS AND OUTPUT GROWTH IN NIGERIA 

DR. FREDRICK ONYEBUCHI ASOGWA & MUSA SHERIFF URAMA 
47 

10. MEASURING THE QUALITY OF TEHRAN’S MUNICIPALITY SERVICES FROM THE VIEW POINT OF THE CLIENT 

DR. AMIR HOSSEIN AMIRKHANI, SAYD MEHDI VEISEH, MARYAM GHASEMI & HAMIDEH SHEKARI 
52 

11. ATTITUDES OF INDIANS TOWARDS SERVICE QUALITY FOR LIFE INSURANCE IN INDIA 

ANAND PRAKASH, SANJAY KUMAR JHA & S. P. KALLURKAR 
57 

12. PROFITABILITY PERFORMANCE: A CASE STUDY OF PANYAM CEMENTS AND MINERAL INDUSTRIES (AP), INDIA 

N. VENKATA RAMANA, S. MD. AZASH & K. RAMA KRISHNAIAH 
64 

13. THE AUDIT EXPECTATION GAP: AN EMPIRICAL STUDY IN JORDAN 

SULTAN HASSAN MOHAMMED AHMED & DR. D. RAGHUNATHA REDDY 
68 

14. DIFFUSION OF MOTOR VEHICLE SALES IN DELHI 

DR. DEBABRATA DAS 
77 

15. AN EXPLORATORY INVESTIGATION ON EFFECTIVE RISK HANDLING ATTITUDES OF TOP BUSINESS LEADERS IN RELATION TO 

THEIR APPROACHES TOWARDS INNOVATION 

DR. PUSHP LATA & ABHISHEK SYAL 

84 

16. AUTOMATIC INFORMATION COLLECTION & TEXT CLASSIFICATION FOR TELUGU CORPUS USING K-NN ALGORITHM 

NADIMAPALLI V GANAPATHI RAJU, VIDYA RANI V, BHAVYA SUKAVASI & SAI RAMA KRISHNA CHAVA 
88 

17. RE-ATTEMPT CONNECTIVETY TO INTERNET ANALYSIS OF USER BY MARKOV CHAIN MODEL 

DIWAKAR SHUKLA, KAPIL VERMA & SHARAD GANGELE 
94 

18. FACTORIAL STUDY OF STUDENTS ATTITUDE TOWARDS TECHNOLOGY ENABLED ACADEMIC LEARNING 

SHARMILA.C & DR. R. RAJENDRAN 
100 

19. ATTITUDE AND PERCEIVED IMPORTANCE TOWARDS WORK-LIFE BALANCE POLICIES: A COMPARATIVE EMPLOYEE ANALYSIS 

OF PRIVATE AND PUBLIC SECTOR BANKS 

S.M. SHARIQ ABBAS & VANDANA PREMI 

103 

20. AUDIENCE AWARENESS AND MULTICULTURAL COMMUNICATION 

DR. DIVYA WALIA 
109 

21. FINANCIAL ANALYSIS OF INDIAN AUTOMOBILE INDUSTRY 

DR. NISHI SHARMA 
112 

22. ANALYTICAL STUDY OF VARIOUS APPROACHES IN SERVICE QUALITY, DESIGN AND DEVELOPMENTS 

DR. RAJESH N. PAHURKAR 
117 

23. WORK – FAMILY ROLE CONFLICT OF WOMEN TEACHERS IN ENGINEERING COLLEGES IN TIRUCHIRAPPALLI DISTRICT 

DR. M. YASMIN & FAYAZ AHAMED .M.A. 
121 

24. INTERROGATION OF PACKAGING AND ADVERTISING 

A.NITHYA 
125 

25. A COMPARATIVE STUDY OF THE DOT.COM CRISIS AND THE SUB-PRIME CRISIS 

DR. T.GEETHA 
130 

 REQUEST FOR FEEDBACK 136 



VOLUME NO. 1 (2011), ISSUE NO. 9 (NOVEMBER)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

ii

CHIEF PATRONCHIEF PATRONCHIEF PATRONCHIEF PATRON 
PROF. K. K. AGGARWAL 

Chancellor, Lingaya’s University, Delhi 

Founder Vice-Chancellor, Guru Gobind Singh Indraprastha University, Delhi 

Ex. Pro Vice-Chancellor, Guru Jambheshwar University, Hisar 

    

PATRONPATRONPATRONPATRON    
SH. RAM BHAJAN AGGARWAL 

Ex. State Minister for Home & Tourism, Government of Haryana 

Vice-President, Dadri Education Society, Charkhi Dadri 

President, Chinar Syntex Ltd. (Textile Mills), Bhiwani 

    

COCOCOCO----ORDINATORORDINATORORDINATORORDINATOR 
MOHITA 

Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    

ADVISORSADVISORSADVISORSADVISORS 
PROF. M. S. SENAM RAJU 

Director A. C. D., School of Management Studies, I.G.N.O.U., New Delhi 

PROF. S. L. MAHANDRU 

Principal (Retd.), Maharaja Agrasen College, Jagadhri 

    

EDITOREDITOREDITOREDITOR 
PROF. R. K. SHARMA 

Dean (Academics), Tecnia Institute of Advanced Studies, Delhi 

    

COCOCOCO----EDITOREDITOREDITOREDITOR 
MOHITA 

Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    

EDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARD    
DR. AMBIKA ZUTSHI 

Faculty, School of Management & Marketing, Deakin University, Australia 

DR. VIVEK NATRAJAN 

Faculty, Lomar University, U.S.A. 

DR. RAJESH MODI 

Faculty, Yanbu Industrial College, Kingdom of Saudi Arabia 

PROF. PARVEEN KUMAR 

Director, M.C.A., Meerut Institute of Engineering & Technology, Meerut, U. P. 

PROF. H. R. SHARMA 

Director, Chhatarpati Shivaji Institute of Technology, Durg, C.G. 

PROF. MANOHAR LAL 

Director & Chairman, School of Information & Computer Sciences, I.G.N.O.U., New Delhi 

PROF. ANIL K. SAINI 

Chairperson (CRC), Guru Gobind Singh I. P. University, Delhi 

PROF. R. K. CHOUDHARY 

Director, Asia Pacific Institute of Information Technology, Panipat 

DR. ASHWANI KUSH 

Head, Computer Science, University College, Kurukshetra University, Kurukshetra 

DR. BHARAT BHUSHAN 

Head, Department of Computer Science & Applications, Guru Nanak Khalsa College, Yamunanagar 



VOLUME NO. 1 (2011), ISSUE NO. 9 (NOVEMBER)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

iii

DR. VIJAYPAL SINGH DHAKA 

Head, Department of Computer Applications, Institute of Management Studies, Noida, U.P. 

DR. SAMBHAVNA 

Faculty, I.I.T.M., Delhi 

DR. MOHINDER CHAND 

Associate Professor, Kurukshetra University, Kurukshetra 

DR. MOHENDER KUMAR GUPTA 

Associate Professor, P. J. L. N. Government College, Faridabad 

DR. SAMBHAV GARG 

Faculty, M. M. Institute of Management, Maharishi Markandeshwar University, Mullana 

DR. SHIVAKUMAR DEENE 

Asst. Professor, Government F. G. College Chitguppa, Bidar, Karnataka 

DR. BHAVET 

Faculty, M. M. Institute of Management, Maharishi Markandeshwar University, Mullana 

    

ASSOCIATE EDITORSASSOCIATE EDITORSASSOCIATE EDITORSASSOCIATE EDITORS 
PROF. ABHAY BANSAL 

Head, Department of Information Technology, Amity School of Engineering & Technology, Amity University, Noida 

PROF. NAWAB ALI KHAN 

Department of Commerce, Aligarh Muslim University, Aligarh, U.P. 

DR. ASHOK KUMAR 

Head, Department of Electronics, D. A. V. College (Lahore), Ambala City 

ASHISH CHOPRA 

Sr. Lecturer, Doon Valley Institute of Engineering & Technology, Karnal 

SAKET BHARDWAJ 

Lecturer, Haryana Engineering College, Jagadhri 

    

TECTECTECTECHNICAL ADVISORSHNICAL ADVISORSHNICAL ADVISORSHNICAL ADVISORS    
AMITA 

Faculty, Government H. S., Mohali 

MOHITA 

Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    

FINANCIAL ADVISORSFINANCIAL ADVISORSFINANCIAL ADVISORSFINANCIAL ADVISORS    
DICKIN GOYAL 

Advocate & Tax Adviser, Panchkula 

NEENA 

Investment Consultant, Chambaghat, Solan, Himachal Pradesh 

    

LEGAL ADVISORSLEGAL ADVISORSLEGAL ADVISORSLEGAL ADVISORS    
JITENDER S. CHAHAL 

Advocate, Punjab & Haryana High Court, Chandigarh U.T. 

CHANDER BHUSHAN SHARMA 

Advocate & Consultant, District Courts, Yamunanagar at Jagadhri 

 

SUPERINTENDENTSUPERINTENDENTSUPERINTENDENTSUPERINTENDENT    
SURENDER KUMAR POONIA 



VOLUME NO. 1 (2011), ISSUE NO. 9 (NOVEMBER)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

iv

CACACACALL FOR MANUSCRIPTSLL FOR MANUSCRIPTSLL FOR MANUSCRIPTSLL FOR MANUSCRIPTS    

We invite unpublished novel, original, empirical and high quality research work pertaining to recent developments & practices in 

the area of Computer, Business, Finance, Marketing, Human Resource Management, General Management, Banking, Insurance, 

Corporate Governance and emerging paradigms in allied subjects like Accounting Education; Accounting Information Systems; 

Accounting Theory & Practice; Auditing; Behavioral Accounting; Behavioral Economics; Corporate Finance; Cost Accounting; 

Econometrics; Economic Development; Economic History; Financial Institutions & Markets; Financial Services; Fiscal Policy; 

Government & Non Profit Accounting; Industrial Organization; International Economics & Trade; International Finance; Macro 

Economics; Micro Economics; Monetary Policy; Portfolio & Security Analysis; Public Policy Economics; Real Estate; Regional 

Economics; Tax Accounting; Advertising & Promotion Management; Business Education; Business Information Systems (MIS); 

Business Law, Public Responsibility & Ethics; Communication; Direct Marketing; E-Commerce; Global Business; Health Care 

Administration; Labor Relations & Human Resource Management; Marketing Research; Marketing Theory & Applications; Non-

Profit Organizations; Office Administration/Management; Operations Research/Statistics; Organizational Behavior & Theory; 

Organizational Development; Production/Operations; Public Administration; Purchasing/Materials Management; Retailing; 

Sales/Selling; Services; Small Business Entrepreneurship; Strategic Management Policy; Technology/Innovation; Tourism, 

Hospitality & Leisure; Transportation/Physical Distribution; Algorithms; Artificial Intelligence; Compilers & Translation; Computer 

Aided Design (CAD); Computer Aided Manufacturing; Computer Graphics; Computer Organization & Architecture; Database 

Structures & Systems; Digital Logic; Discrete Structures; Internet; Management Information Systems; Modeling & Simulation; 

Multimedia; Neural Systems/Neural Networks; Numerical Analysis/Scientific Computing; Object Oriented Programming; 

Operating Systems; Programming Languages; Robotics; Symbolic & Formal Logic and Web Design. The above mentioned tracks 

are only indicative, and not exhaustive. 

Anybody can submit the soft copy of his/her manuscript anytime in M.S. Word format after preparing the same as per our 

submission guidelines duly available on our website under the heading guidelines for submission, at the email addresses: 1 or 

info@ijrcm.org.in. 

GUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPT    

1. COVERING LETTER FOR SUBMISSION: 

DATED: _____________ 

THE EDITOR 

IJRCM 

 

Subject: SUBMISSION OF MANUSCRIPT IN THE AREA OF                                                                                                                .                            

(e.g. Computer/IT/Finance/Marketing/HRM/General Management/other, please specify). 

 

DEAR SIR/MADAM 

 

Please find my submission of manuscript titled ‘___________________________________________’ for possible publication in your journal. 

I hereby affirm that the contents of this manuscript are original. Furthermore, it has neither been published elsewhere in any language fully or partly, 

nor is it under review for publication anywhere. 

I affirm that all author (s) have seen and agreed to the submitted version of the manuscript and their inclusion of name (s) as co-author (s). 

Also, if our/my manuscript is accepted, I/We agree to comply with the formalities as given on the website of journal & you are free to publish our 

contribution to any of your journals. 

 

NAME OF CORRESPONDING AUTHOR: 

Designation: 

Affiliation with full address & Pin Code: 

Residential address with Pin Code: 



VOLUME NO. 1 (2011), ISSUE NO. 9 (NOVEMBER)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

v

Mobile Number (s): 

Landline Number (s):  

E-mail Address: 

Alternate E-mail Address: 

 

2. INTRODUCTION: Manuscript must be in British English prepared on a standard A4 size paper setting. It must be prepared on a single space and single 

column with 1” margin set for top, bottom, left and right. It should be typed in 8 point Calibri Font with page numbers at the bottom and centre of 

the every page. 

3. MANUSCRIPT TITLE: The title of the paper should be in a 12 point Calibri Font. It should be bold typed, centered and fully capitalised. 

4. AUTHOR NAME(S) & AFFILIATIONS: The author (s) full name, designation, affiliation (s), address, mobile/landline numbers, and email/alternate email 

address should be in italic & 11-point Calibri Font. It must be centered underneath the title. 

5. ABSTRACT: Abstract should be in fully italicized text, not exceeding 250 words. The abstract must be informative and explain the background, aims, 

methods, results & conclusion in a single para. 

6. KEYWORDS: Abstract must be followed by list of keywords, subject to the maximum of five. These should be arranged in alphabetic order separated 

by commas and full stops at the end. 

7. HEADINGS: All the headings should be in a 10 point Calibri Font. These must be bold-faced, aligned left and fully capitalised. Leave a blank line before 

each heading. 

8. SUB-HEADINGS: All the sub-headings should be in a 8 point Calibri Font. These must be bold-faced, aligned left and fully capitalised.  

9. MAIN TEXT: The main text should be in a 8 point Calibri Font, single spaced and justified. 

10. FIGURES &TABLES: These should be simple, centered, separately numbered & self explained, and titles must be above the tables/figures. Sources of 

data should be mentioned below the table/figure. It should be ensured that the tables/figures are referred to from the main text. 

11. EQUATIONS: These should be consecutively numbered in parentheses, horizontally centered with equation number placed at the right. 

12. REFERENCES: The list of all references should be alphabetically arranged. It must be single spaced, and at the end of the manuscript. The author (s) 

should mention only the actually utilised references in the preparation of manuscript and they are supposed to follow Harvard Style of Referencing. 

The author (s) are supposed to follow the references as per following: 

• All works cited in the text (including sources for tables and figures) should be listed alphabetically.  

• Use (ed.) for one editor, and (ed.s) for multiple editors.  

• When listing two or more works by one author, use --- (20xx), such as after Kohl (1997), use --- (2001), etc, in chronologically ascending order. 

• Indicate (opening and closing) page numbers for articles in journals and for chapters in books.  

• The title of books and journals should be in italics. Double quotation marks are used for titles of journal articles, book chapters, dissertations, reports, 

working papers, unpublished material, etc. 

• For titles in a language other than English, provide an English translation in parentheses.  

• The location of endnotes within the text should be indicated by superscript numbers. 

PLEASE USE THE FOLLOWING FOR STYLE AND PUNCTUATION IN REFERENCES: 

BOOKS 

• Bowersox, Donald J., Closs, David J., (1996), "Logistical Management." Tata McGraw, Hill, New Delhi.  

• Hunker, H.L. and A.J. Wright (1963), "Factors of Industrial Location in Ohio," Ohio State University.  

CONTRIBUTIONS TO BOOKS  

• Sharma T., Kwatra, G. (2008) Effectiveness of Social Advertising: A Study of Selected Campaigns, Corporate Social Responsibility, Edited by David 

Crowther & Nicholas Capaldi, Ashgate Research Companion to Corporate Social Responsibility, Chapter 15, pp 287-303. 

JOURNAL AND OTHER ARTICLES  

• Schemenner, R.W., Huber, J.C. and Cook, R.L. (1987), "Geographic Differences and the Location of New Manufacturing Facilities," Journal of Urban 

Economics, Vol. 21, No. 1, pp. 83-104. 

CONFERENCE PAPERS  

• Garg Sambhav (2011): "Business Ethics" Paper presented at the Annual International Conference for the All India Management Association, New 

Delhi, India, 19–22 June. 

UNPUBLISHED DISSERTATIONS AND THESES  

• Kumar S. (2011): "Customer Value: A Comparative Study of Rural and Urban Customers," Thesis, Kurukshetra University, Kurukshetra. 

ONLINE RESOURCES  

• Always indicate the date that the source was accessed, as online resources are frequently updated or removed.  

WEBSITE  

• Garg, Bhavet (2011): Towards a New Natural Gas Policy, Economic and Political Weekly, Viewed on July 05, 2011 http://epw.in/user/viewabstract.jsp 



VOLUME NO. 1 (2011), ISSUE NO. 9 (NOVEMBER)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

52

MEASURING THE QUALITY OF TEHRAN’S MUNICIPALITY SERVICES FROM THE VIEW POINT OF THE CLIENT 
 

DR. AMIR HOSSEIN AMIRKHANI
 

FACULTY 

DEPARTMENT OF MANAGEMENT 

PAYAME NOOR UNIVERSITY 

TEHRAN 

IRAN 

 

SAYD MEHDI VEISEH 

RESEARCH SCHOLAR 

PAYAME NOOR UNIVERSITY 

TEHRAN 

 

MARYAM GHASEMI
 

FACULTY 

DEPARTMENT OF MANAGEMENT 

PAYAME NOOR UNIVERSITY 

SEMNAN 

IRAN 

 

HAMIDEH SHEKARI 

FACULTY 

DEPARTMENT OF MANAGEMENT 

PAYAME NOOR UNIVERSITY 

TAFT, YAZD 

IRAN 
 

ABSTRACT 
Applied research ahead in order to review and measure indicators of quality of Tehran municipality clients is done. In this study, a researcher looking for 

satisfaction or dissatisfaction client organization is the quality of its services. The main goal of the research hypotheses customer satisfaction research based on 

the quality of services has been proposed. In this study for measuring the level of services quality of Tehran municipality we used SERVQUAL model. In this model 

service quality measured in performance and expected model. Using standard questionnaires and calculated the model reliability (Cronbach alpha coefficient 

94%) of the simple random method, the required information with regard to control estimation error of 196 samples was collected. For data analysis in addition 

to descriptive methods, for testing the hypotheses normality test, Wilcoxon test and Friedman test was used. Results of main hypothesis show that there is a 

significant distance between customer expectations and performance of Tehran municipality. Secondary hypotheses results indicate significant differences in all 

five dimensions of services quality including tangible factors, responsibility, reliability, assurance and empathy between expectations and performance. Friedman 

test results also indicate the priority of having the tangible factors to improvement is needed. Finally, the results of research indicate proposals to increase the 

services quality in organization.  

 

KEYWORDS 
SERQUAL model (service quality), performance level expectations, Kolmogorov – Smirnov test, Tehran Municipality. 

 

INTRODUCTION  
uring recent decades, the main organizational activity (commercial and serving activities) is being in the service of client. Although organizations should 

meet the clients' desires suitably, most of them don’t know "how" recognize and supply their desires. Therefore, organizations should change, stabilize 

and attract the clients systematically. Supplying the clients' expectations, organizations could satisfy them. Also, they could delight the clients, create a 

desired image and cause the customer loyalty to increase by presenting some thing more than their expectations. Therefore, a set of designed politics and 

measures relative to the increase of organization's responsibility toward the clients and the decrease of dissatisfaction are called comprehensive management of 

the quality (Mirsepasi & Golamzadeh, 2009).  

Improvement of the quality is of a great importance among the services, because the governmental organizations present them. Today, because the 

governments pay more attention to the presentation of better services to the clients, they attend to present the services by which the clients' satisfaction is 

increased. In the modern governmental management, the following question the government is faced:  

How could they present the high-quality and economical services (Alwani & Riahi, 2003) Because the organizations are already facing with some limitations 

affecting on their decision-making and performance, they can list the clients' needs by listening and analyzing their words. They should emphasis firstly on the 

rare resources (Shen et al, 2009).  

 

STATEMENT OF THE PROBLEM 
With regard to the continual change of the environment and the increase of uncontrollable and environmental threats of the market, it is impossible to improve 

it by slow movement. Therefore, all organizations and firms should move toward the innovation and creativity in order to survive in market (chen, 2009).  

In this regard, the municipality of Tehran as the biggest services organization was examined in order to achieve the survey's goals and to satisfy the citizens and 

the employees of the organization (this was not true about the previous researches). Therefore, organization should use the tools by which the client's needs 

D
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could be recognized and listed. This survey is aimed to recognize the clients’ needs, to estimate their satisfaction and to present suitable procedures by use of 

SERVQUAL model.  

Due to the SERVQUAL model, the clients' expectations and perception from received services are recognized and grouped (Kay & Theresia,2001).  

As mentioned before, this survey is aimed to answer the question how the clients' needs and desires are classified by use of SERVQUAL model. On the other 

hand, today the organizations are competing with each other and they are trying to apply various innovations in order to attract the clients. It is clear that 

organizations are going toward the electrification and the successful organizations are those who have perfect attitudes toward the clients. In the survey, the 

quality of services from the viewpoint of the client is measured. Therefore, this survey is aimed to examine the aspects of a comprehensive management in 

order to present some procedures by determination of the importance of services, quality from the view point of the clients.  

This survey is also aimed to answer the following questions:  

• What are the differences between the quality of current services and the quality of desired services in Tehran's municipality?  

• How is the quality of services in Tehran's municipality from the perspective of services' quality aspects?  

• Now a day, municipality has established some firms in order to present the electronic services. So, what is the influence of electrification on the degree of 

client's satisfaction?  

 

IMPORTANCE AND NECESSITY RESEARCH 
In fact, with the beginning of revolution in the quality of governmental services, citizenship charters became propounded in order to improve the quality of 

governmental services. The main idea was from behalf of the clients. The citizenship charters comprise the basics which should be followed (schiavo, 2000). 

Regarding the importance of needed works in order to present the high-quality services to the people, the suitable attitude toward the clients and the act of 

1382 approved by the high council of the country, governmental organizations should increase the knowledge of their staffs in order to satisfy their clients by 

presenting the high-quality services. Because the municipality plays a main role in the presentation of public services, this survey is aimed to improve the quality 

of services by recognizing the weak and strength points of the organization. 

 

RESEARCH BACKGROUND  
There are many researches related to the quality of the services from which the modern ones are mentioned.  

The research titled "the qualitative and quantitative research related to the evaluation of services' quality" (Lu LIU et al 2008), is one the modern researches in 

the field of the quality of the services. In this survey, researchers evaluate and measure the degree of clients' satisfaction toward the modern computer 

networks by use of qualitative and quantitative methods. From the quantitative perspective, the statistical and phase-hierarchical method is used in order to 

analyze the data. From the qualitative perspective, the hierarchical and Arden's plan methods are used in order to conclude about the different services. 

Researchers also use some affecting parameters related to the clients’ satisfaction. All results are the same (Luliu et al, 2008).  

The second research is related to the measurement of the quality of services in the public library of a university in Bangladesh. The survey is aimed to measure 

the quality services in Daka University. Because the University doesn’t receive any money in lieu of its services, the survey is similar to our survey. The ser & 

Koval model is used in order to analyze the data. The students of the University were interviewed and the difference between their expectations and 

perceptions was analyzed. The T-student test was used in order to analyze the data. The results show that there is a meaningful deference between the two 

measured levels (expectations and perceptions of the students from the services of the University) (Zabed et all, 2009).  

The third research titled "The users' sati faction from the mobile services of Utopia in 2009" is aimed to examine the relationship between the aspects of services 

quality and the difference between the users' expectations from the services. This is a measuring survey and a questionnaire is used in order to gather the 

needed data. The samples were randomly selected and 220 questionnaires were accomplished. The results show the users' dissatisfaction from the quality of 

the services (Rakshit, 2009).  

An other research named "modeling the client's value, the services' quality and racism of Vietnam in 2009", is a cause and effect model in which each category is 

measure by use of a questionnaire. Researchers use the structural equations model and cooperative method in order to analyze the data. The results show that 

there is a meaningful relationship between the racism and factors such as the value of clients and the quality of services in Vietnam (Rosenbaum & IpKin, 2009).  

The last research, on which the current survey is based, was conducted by Roses et al in 2008. The survey titled "examining the management of satisfaction from 

the quality of information technology services", was about the clients of the Brazil’s banks. This survey was aimed to evaluate and measure the difference 

between the expectations and the level of presented services in the field of information technology of the banks. The survey was a measuring one in which the 

questionnaire was used in order to gather the data. The results show that there is a meaningful difference between the expectations and perceptions of the 

clients relative to the information technology (Roses et al, 2008).  

 

RESEARCH OBJECTIVES  
Main objective: Measuring the quality of services in the municipality of Tehran from the view point of the client. 

SECONDARY OBJECTIVES 

1. Recognizing the power and weak points of the organization during the presentation of services to the clients and the improvement of their quality.  

2. Measuring the difference between the desired services and the available services of Tehran's municipality.  

3. Recognizing the factors affecting on the services of municipality of Tehran, respectively. 

 

RESEARCH THEORETICAL FRAMEWORK  
The use of SERVQUAL model in 80 decade by Parasuraman et al has been regarded as an instrument in order to recognize and measure the factors affecting on 

the clients satisfaction. 

The mode is used as a method to recognize the power and weak points of the services quality in an organization (Parasuraman, 1988).  

The model is composed of five aspects as the followings:  

TANGIBLE FACTORS  

1. modern equipments  

2. remarkable physical possibilities  

3. well-dressed employees 

4. arranged documents 

RELIABILITY 

5. performance of the job until the certain time  

6. being concerned about the solution of client's problem 

7. improvement of the services at the first time  

8. presentation of the services at the certain time  

9. correct reporting  

RESPONSIVENESS 

10. employees tell the clients what they will do  

11. employees present immediate services to the clients 
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12. employees have a tendency to help the clients  

13. employees are always ready for services to the clients 

ASSURANCE  

14. behavior of the employees makes confidence of the client  

15. clients feel security during their interactions  

16. employees behave politely with the clients  

17. employees have suitable knowledge in order to respond the clients' questions  

Empathy 

18. personal attention to the clients  

19. suitable time for the clients  

20. paying special attention to the clients  

21. considering the best profits for the clients  

22. perception of the clients' needs  

Finally, the research model should be presented as the follow: 

 

FIGURE1: ANALYTICAL MODEL OF THE RESEARCH 

 
 

RESEARCH HYPOTHESES  
MAIN HYPOTHESIS 

The client of Tehran's municipality is pleased with the presented services. 

SECONDARY HYPOTHESES 

• The client of Tehran's municipality is pleased with its tangible factors 

• The client of Tehran's municipality is pleased with its reliability 

• The client of Tehran's municipality is pleased with its responsiveness  

• The client of Tehran's municipality is pleased with its assurance  

• The client of Tehran's municipality is pleased with its empathy  

 

METHODOLOGY  
This is a theoretical and descriptive-measuring survey in which the sample includes the clients of Tehran's municipality. The population was randomly selected. 

The used instrument is a questionnaire composed of two parts. First part includes the questions related to the measurement of research variables and the 

second part includes the questions related to the clients. First part includes five questions and second part includes four questions.  

Reliability and permanency of the research has been confirmed. In this regard, the coronbach's α  is 94 percent which shows the accepted reliability of the 

questionnaire. About 96 questionnaires were completed and analyzed. After gathering data by Excel software, the gathered data was analyzed by use of SPSS 

and Minitab soft wares. 

The descriptive and analytical methods were used in order to analyze the data. In descriptive part, there are some charts, boxes and tables. In analytical part, the 

klomogroph-smirnoph, Vilkakson and Fridman methods were used.  

 

CLIENTS’ QUALIFICATIONS  
The following table includes the qualifications of the clients:  

 

TABLE1: QUALIFICATIONS OF THE CLIENTS 

factors choices variety % 

gender female 15 7.65 

male 181 92.35 

education Diploma and associate of arts 62 31.63 

Bachelor of arts 101 51.53 

M.A 33 16.84 

age Below 30 years 20 10.20 

From30 to 40 years 66 33.67 

From40 to 50 years 69 35.20 

Over 50 years 41 20.92 

marriage unmarried 57 29.08 

married 139 70.92 
 

Perceived services 

Satisfaction 

Expected services 

Factors affecting on the 

quality 

1-tangible factors 

2-reliability   

33-responsivness 

4-assurance 

5-empathy
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MEASUREMENT OF THE FACTORS 
After the measurement of the variables, descriptive criterions of the model's factors were calculated.  

 

TABLE2: DESCRIPTIVE CRITERIONS OF THE MODEL'S FACTORS 

Statistical criterion condition average middle 

Tangible factors desired 6.45 6.67 

current 3.21 3.17 

reliability desired 6.49 7.00 

current 3.45 3.60 

responsiveness desired 6.56 7.00 

current 3.23 3.17 

empathy desired 5.82 5.80 

current 3.37 3.40 

assurance desired 6.68 7.00 

current 3.39 3.40 

Quality of services desired 6.40 6.76 

current 3.33 3.45 

Based on the table above, it could be said that during the current situation, the highest criterion is related to the reliability and the lowest criterion is related to 

the tangible factors. Also, the highest degree of expectation is related to the reliability and the lowest is related to the empathy.  

 

NORMALITY TEST 
This part includes the normality test related to the main variables in order to choose a suitable method for analyzing data by use of kolomgrof-smirnof method.  

 

TABLE 3: NORMALITY INFORMATION RELATED TO THE MODEL'S FACTORS 

Normality test condition Klomogrof-smirnoph possibility 

Tangible factors desired 3.604 0.000 
current 1.976 0.001 

reliability desired 4.024 0.000 
current 2.660 0.000 

responsiveness desired 4.084 0.000 

current 1.945 0.001 

empathy desired 4.391 0.000 

current 3.487 0.000 
assurance desired 4.033 0.000 

current 2.190 0.000 

Total quality o f the services desired 3.782 0.000 

current 2.500 0.000 
As seen in the table above, being normality of the variables has been rejected in all cases and the non-parametric methods should be used in order to test 

hypotheses.  

 

EXAMINATION OF RESEARCH HYPOTHESES AND CONCLUSION  
Regarding the quantitative entity of the questionnaire and the available variables, vilkakson's non-parametric test was used in order to test the research 

hypotheses. In this survey, the calculated criterions of the factors are compared to each other. Then, the hypotheses based on the satisfaction of the client are 

placed on the H0 and it shows the client's dissatisfaction from the services.  

 

TABLE 4: THE RESULTS OF VILKAKSON'S TEST RELATED TO THE COMPARISON BETWEEN THE PERFORMANCE LEVEL AND THE EXPECTATION 

Model’s factors Normal z possibility results 

Tangible factors -12.160 0.000 Rejection o f main hypothesis 

reliability -12.163 0.000 Rejection o f main hypothesis 

responsiveness -12.175 0.000 Rejection o f main hypothesis 

assurance -12.236 0.000 Rejection o f main hypothesis 

empathy -12.151 0.000 Rejection o f main hypothesis 

Quality of services -12.142 0.000 Rejection o f main hypothesis 

According to the results, the performance of Tehran's municipality doesn't supply the clients’ expectations.  

Descriptive results show that there is a distance between the average number and the performance of services quality (3, 0, 7). 

 

RESULTS OF SECONDARY HYPOTHESIS 1: Based on the data analysis, the normality of information related to the secondary hypothesis1 was rejected. Then, the 

results of vilkakson's test rejected the null hypothesis, i.e., there was a meaningful relationship between the expectations of the clients and the performance of 

the municipality form the tangible factors perspective. 

With regard to the mean criterion, the current services level related to the tangible factors is 2/ 3 and the expectations level of the clients from the services 

quality is 4,6.  

RESULTS OF SECONDARY HYPOTHESIS 2: Based on the analyses, the hypotheses 2 and 0 were rejected by the kolomogrof-smironof test and vilkalson's 

comparative test, respectively. It means that there is a meaningful difference between the clients' expectations and the performance of Tehran's municipality.  

With regard to the mean criterion, the current level of the services is placed in the reliability aspect (3, 4) and the clients' expectations level from the quality of 

the services is also in the same level (4, 6).  
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RESULTS OF SECONDARY HYPOTHESIS 3: Based on the data analyses, the secondary hypothesis 3 and null hypothesis were respectively rejected by 

Kolomogroph-Smironoph test and Vilkokson test. It means that there is a meaningful difference between the clients’ expectations and the performance of 

Tehran's municipality.  

Based on the mean criterion, the services level and the clients' expectations level are 2, 3 and 6, 6, respectively.  

RESULTS OF SECONDARY HYPOTHESIS 4: Based on the data analyses, the secondary hypothesis 4 was firstly rejected and then, regarding the results of 

secondary hypothesis 4 by use of vilkakson's test, the null hypothesis was also rejected. It means that there is a difference between the client's expectations and 

the performance of Tehran's municipality from the empathy perspective.  

With regard to the mean criterion, the current level of services and the expectation level of the quality are respectively 3,4 and 6,7.  

RESULTS OF SECONDARY HYPOTHESIS 5: Based on the data analyses, the normality of information related to the secondary hypothesis 5 was rejected by 

Kolomogrph-Smironoph test. Then, the null hypothesis was rejected based on the achieved results from the secondary hypothesis 5 test and by Vilkalson test. It 

means that there is a meaningful relationship between the client's expectations and the performance of Tehran's municipality from the reliability perspective.  

Based on the mean criterion, the level of current services and the level of client's expectations are 3,4 and 6,7, respectively.  

RESULTS OF MAIN HYPOTHESIS: Firstly, the normality of information related to the main hypothesis was rejected by Kolomogroph-Smironoph test. Then, based 

on the achieved results of main hypothesis test, the nul hypothesis was rejected by use of VilKalson's test. It means that there is a meaningful difference 

between the client's expectations and the performance of Tehran's municipality.  

With regard to the mean criterion, the level of services and the level of client's expectations are 3,3 and 6,4, respectively. In order to increase the quality of 

services, the aspects of quality should be improved.  

The results of Five-fold factors classification Friedman Test was used in order to test the equality and the classification of five-fold factors of services quality 

model. The results show that the qualities of factors are not the same and they are classified as follows:  

1. Tangible factors  

2. Responsiveness  

3. Assurance  

4. Reliability  

5. Empathy  

 

PROCEDURES AND SUGGESTIONS  
A. Theoretical suggestions related to the tangible factors  

Regarding the difference between the clients' expectation and the performance of the municipality, the followings are suggested in order to decrease the 

distance:  

• To use the arranged systems in order to keep the documents on file.  

• To use the remarkable physical possibilities including refrigerators, suitable informing systems and the required space.  

• To use automatic informing systems and electronic systems in order to be informed from more affairs.  

B. Theoretical suggestions related to the reliability  

• To invest more capital on the informing systems and to use the advantages of the employment of the obliged employees.  

• To examine the client's expectations in order to respond update. By this, the reliability of the municipality could be in creased.  

• To improve the performance of electronic systems.  

C. Theoretical suggestions related to the responsiveness  

• To minimize the responsiveness time by creating a concrete informing system and collecting the information related to the work experience  

• To increase the employees' tendency to ward the assistance of the clients by creating the client-based culture.  

• To promote the 24-hour electronic systems of services.  

D. Theoretical suggestions related to the assurance  

• To employ the experienced persons in order to respond the clients suitably.  

• To present reports correctly by use of computer systems and online services  

 

FUTURE SUGGESTIONS  
With regard to this issue that the current survey has been conducted about the municipality of Tehran and has presented suitable results, it is suggested to use it 

as a theoretical model in other places.  

It is suggested to consider the all factors affecting on the client's satisfaction and to recognize the relationship between the variables and affecting factors by use 

of structural equation models.  

It is better to examine the clients satisfaction based on the other models relative to the quality of services and to compare the achieved results to the results of 

current survey.  
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