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Extended Abstract
Abstract

The purpose of this study is to evaluate the quality of the top hotels of
Kish Island to examine the influential factors and to prioritize hotel
services qualitatively-quantitatively; For this purpose, while interviewing
experts and university professors, important and effective indicators were
identified, and content analysis was extracted using multi-criteria MCDM
decision-making methods and using Expert choice software. The research
findings showed that the services provided by 5-star hotels in Kish are
not in a good condition compared to the price paid; Also, by analyzing
the content and prioritizing the effective criteria, it was found that the
hotel's physical design style index is in the first place, the scope and
variety of services are in the second place, and creativity and service
innovation are in the third place; Finally, before any activity, hotel
buildings should be repaired, renovated and renovated based on scientific
plans and ideas, and industry managers, with the aim of customer
satisfaction and durability, while continuously evaluating service quality
strategies, should seek to correct and adapt their traditional views to those
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of tourists. To identify and attract customers by using new technologies
to focus on improving the quality of service activities as well as
interaction with the new generation of young tourists and seek to
eliminate and improve the weaknesses of their services.

Introduction

New inventions and inventions have become one of the main factors in
changing the way of providing services in the world and advanced
technologies have changed the way of providing customer service in
many service organizations (Qiu et al., 2019; Suoniemi et al., 2021).
Organizations are interested in evaluating their service quality strategies
with the aim of customer satisfaction and sustainability (Sakyi, 2020;
Wang et al., 2021), which is why the customer is a key indicator. Quality
of service is a strategic tool for success in competitive situations
(Jenaabadi et al., 2011). Hotels are the most well-known form of
accommodation and play an important role in generating added value and
employment around the world. Therefore, in order to achieve competition
and retain customers, improving the quality of services is considered
important and the probability of returning satisfied hotel customers is
higher than customers who are somehow dissatisfied; However, in spite
of taking some measures, in competition with other countries due to the
low quality of services, the satisfaction of Iranian hotel guests is less
important. According to the 2022 FIFA World Cup games, with the aim
of attracting the spectators of this sporting event in Iran, the "2022
direction" project has been keyed. The audience lasts two weeks and the
average age is 17 to 34 years and costs $ 1,800 to $ 2,000, which is
emotional in terms of behavioral type; Therefore, Qatar is small and
unattractive, and due to limited accommodation capacity, they will also
travel to Iran. In the meantime, Kish will be one of the tourist
destinations as a flight center and no visa is required. Therefore,
according to the main purpose of the research, measuring and prioritizing
the factors affecting the services of 5-star hotels in Kish in attracting
spectators to this sporting event.

Case Study

The method of the present study is qualitative-quantitative and is based
on the AHP method. First, the factors affecting the quality of services
were identified by reviewing the literature and interviewing experts, and
the results were analyzed by AHP method.



81 Analysis and Prioritization of Service Quality............. Madani & et al.

Theoretical framework

Quality is a set of activities, processes, and interactions that provide
solutions to problems (Vargas & Lusch, 2004). Quality has various
interpretations, such as the degree of quality (Wang et al., 2021). There
are approaches to quality: the philosophical approach synonymous with
inherent superiority, the technical approach, the degree of compliance
with standards, and the customer-centered approach (Kheng et al., 2015).
First-class luxury hotels like a dream palaces provide services that
anticipate and meet guests' needs in good faith. Large, luxurious,
luxurious rooms, impressive decor, all-cotton linens and beds, swimming
pool, sauna, Jacuzzi equipped with fitness center, well-equipped
restaurants and lounges, concierge, 24-hour room service.

(Bahari & Bahari, 2021) The relationship between service quality and
customer satisfaction, loyalty, and trust, was performed in Enghelab and
Laleh hotels in Tehran. The results show that service quality has a
positive and significant effect on customer satisfaction, customer trust,
and customer loyalty. (Qiu et al., 2019) conducted a study entitled The
Effects of Genuine Leadership on Leadership Trust, Organizational
Citizenship Behavior, and Service Quality in the Chinese Hospitality
Industry. The results showed that genuine leadership affects the quality of
China's hotel services.

Methodology

In this research, in the qualitative part, while interviewing experts and
university professors, important and effective indicators were identified.
Targeted sampling was used to select experts, which includes 14 people
and the selection criteria, the relevance of the field of study (at least
postgraduate), and understanding of the concept of service quality.
According to the method of Lavoshe, to create content validity in the
guestionnaire, after reviewing the literature, the content range and items
of the questionnaire were compiled. The statistical population in the
quantitative method includes 10 selected middle and senior managers of
Kish Hotel Management with experience and executive expertise of at
least 15 years, with at least a bachelor's degree.

Research Findings

Multi-criteria decision models and Ahp model in Expert choice
software have been used to identify the priority of indicators. In
this study, 9 five-star hotels were selected. The hierarchical
analysis technique has been used to determine the weight of the
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indicators. The results showed that the design style of the hotel
with a normalized weight of 0.292 was one of the highest priorities
and criteria for the variety of services with a weight of 0.235.

Keywords: Design Style, Service Quality, Five-Star Hotel,
Creativity.
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