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Abstract

This paper summarizes the arguments and counterarguments within the scientific discussion on the issue of
satisfaction level of tourists in Mashhad through an analytical method. The main purpose of the research is to
assess the level of socio-cultural and environmental conditions and the tourist services facilities of Mashhad.
Systematization literary sources and approaches for solving the problem of tourism development indicates
that the tourism economy in Mashhad has special stability in terms of economic factors. Field studies were
conducted during the period between April and June 2014 in the form of a questionnaire. For investigation of
the topic, a total of 335 internal tourists in Mashhad were selected. For analyzing data and explaining the
subject of the study, Mann-Whitney, Kruskal-Wallis, Spearman, Chi-Square, and one-sample t-tests were
used to understand the relationship between tourist experience and socio-cultural as well as environmental
conditions and infrastructure facilities respectively. The paper presents the results of an empirical analysis
indicated that the tourists were largely satisfied with the socio-cultural and environmental conditions as well
as existing infrastructure facilities. Accordingly, no significant (P-value<0.13) difference between men and
women tourist population were shown. Meanwhile, the tourists with different levels of education had the same
views on the consent for all parameters (Kruskal-Wallis test — 4.035 P-value<0.13) of the tourists. The re-
search empirically confirms and theoretically proves that no significant correlation between the length of res-
idence and the level of satisfaction with tourism conditions (r=0/113, P-value<0.038), host society interac-
tions (x2 = 106/107, P-value<0.000) and significant differences between attitudes of men and women (Mann-
Whitney = 3753/5, P-value<0.000). Also, tourists with different educational levels had different views con-
sidering how to deal with the host community (Kruskal-Wallis test 10.754; P-value<0.005). The results of
the research can be useful for sustainable development of the tourism industry and tourism management.
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Introduction

Sustainable tourism development shows a shift from the traditional approach of neoclassical economics in the
field of tourism development to a more holistic approach, which not only highlights the market needs but also
the needs of society and the natural environment (Saberifar et al., 2015). Sustainable tourism development is
a process that improves the quality of the host’s life, supplies the demand of visitors, and protects the natural
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and human environment (Ghadami, 2011: 60). Accordingly, tourist areas require efficient management and
development efforts in the direction of sustainability (Saifuddin and Shorcha, 2011). There are several con-
ceptual frameworks regarding the implementation of sustainable development of tourism, where most discus-
sions are dedicated to the capacity of reception (Rahnamaei et al., 2008: 19). Mashhad has an advantage
renowned lighting competition. Evaluating the capacity of reception is one of the main techniques for planning
and tourism management, whose purpose is to determine the very favourable limits of development in order
to provide efficient use of tourism resources. The capacity of reception indicates that tourism destinations
have some limitations for a particular area to tolerate without provoking any irreparable risk (Bonilla &
Bonilla, 2008). Protection and improvement of tourism environment can be done using the income of tourism.
In fact, the funds required for preserving historical monuments and generally the tourism environment are
provided by tourism (Soltani and Shahnoushy, 2012).

Literature review

Satisfaction is a feeling that people experience when they achieve to their dreams. Satisfaction needs a satis-
fying factor such as reward or a situation that leads to satisfaction. From a sociological perspective, satisfac-
tion enhances the legitimacy and stability of the administrative systems. From the perspective of management,
customer satisfaction is among the basic principles of quality management and it is also an important criterion
for the model of organizational excellence (Firoozabadi and Imani, 2012: 63).

One of the major issues facing the institutions which receive tourists is to identify the level of satisfaction
considering provided services and the effective factors. The importance of satisfaction is not limited to travel
in one sphere of life. Travel satisfaction leads to life satisfaction, because the leisure time, along with health,
family life, and work is one of the four main areas of life (Noghani et al., 2012: 117). According to the "World
Tourism Organization™, "customer satisfaction” is defined as "a psychological concept that includes the pleas-
ure arising from the acquisition of a product or service that one expects” (Chi, 2005: 48). Most countries will
be successful in attracting tourists because of providing the necessary infrastructure according to their cultural
and geographical features; note that providing required facilities is the first step in attracting and keeping
tourists (Ebrahimpur and Roshandel, 2011: 4). Generally satisfaction is a multidimensional concept and be-
comes more complex especially when the destination is more considered instead of service provider. For the
destination, satisfaction is evaluated based on many aspects of the travel experience including services and
facilities (Truong & Foster, 2006: 843).

Attention to the measurement of customer satisfaction in tourism is due to the need to competitive positioning
in the global market. The main outcome of this measurement is providing information on how a destination
already corresponded to the needs of tourists (Wong & Law, 2003: 403).

There have been several studies for evaluating the level of tourists’ satisfaction, some of which will be men-
tioned here:

Nourollahi (1383) believes that one of the satisfaction strategies in travel, is the tourism-oriented program-
ming. In general, there are three major stages in the planning of tourism:

1. Planning for the arrival of tourists
2. Planning for the period that the tourist is together with us.
3. Planning for the end of the travel (Divine Light, 2004: 109).

Regarding satisfaction of tourists from other tourist destinations, several studies have been done, some of
which are mentioned below:

Rahnamaei et al. (2012) examined the amount of tourist satisfaction according to the quality of hotel services
in Mashhad. Based on the results, the first factor in satisfaction was suitable access to convenient transporta-
tion from the hotel to the attractions. The second factor was the quality of hotel foods. According to the
assumption test, there was a significant relationship between satisfaction from the quality of service and field
variables.
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Anabstany et al. (2012) examined the development of rural tourism in Arjan plain of Fars from the perspective
of tourists and villagers. They found that the development of tourism had positive changes in the economic,
social, physical, and ecological aspects for the villages in the area.

Noghani et al. (2012) examined the effective factors in satisfaction of foundation martyr families when they
visited the Mashhad. They found that the variables affecting satisfaction of tourists in the host community,
were not only the facilities provided by the host community, but also a part of satisfaction was related to the
idea about host community and the expectations formed on the basis of host community.

Gemini and Jamshidi (2012) identified and prioritized the factors affecting the level of tourist satisfaction in
market of border of Javanrood city. The results showed that economic factors were the most important factors
in tourist satisfaction from the markets.

Bayat et al. (2013) investigated the effective factors and their impact on the behavior of internal tourists in the
brand image of Qazvin. They found that the overall destination picture in the tourist mind had an important
role in shaping the decision to visit again or recommending to others.

As can be seen, there is no comprehensive research about the measurement of satisfaction of internal tourists
in Mashhad (from various aspects of social, environmental situation and services). Hence, this study deals
with this subject, because Mashhad is not only the important tourism city of Iran, but it is also concerned in
the Islamic world from the perspective of cultural and religious tourism. Mashhad (Geographic pilgrims) is
one of the holy cities of the world, whose nature, spatial formation, and socio-economic life is entirely affected
by religious, cultural, and tourism factors (Soltani and Shahnoushy, 2012: 8). Thus investigation of internal
tourist satisfaction in this city will help policy makers in creating and planning for the future expansion of
existing facilities.

Study area

The study area was the city of Mashhad which is the second metropolitan and also the largest religious city of
Iran with a history of 1200 years due to the presence of the shrine of 8th Imam of Shia. The city covers an
area of over 300 km? and had a population of over 2.77 million in 2011 (Rahnama et al., 2012: 71). Mashhad
is expanded over the Kashf-Rud river basin, on the plain of Mashhad and between two mountains of Hezar-
Masjed and Binalud. This locality is an indicative sign of it being a mountainous city with a maximum of
1150-meters and a minimum of 950-meters elevation from sea level. The weather in Mashhad is moderate
and variable, and winds are most in direction of the south-east to north-west. The maximum temperature in
the summer is 43 degrees above zero, and the lowest temperature in winter is 23 degrees below zero (Statistics
of Mashhad, 2018). Because of the shrine of Imam Reza, Mashhad is the spiritual capital of Iran and the
international excellent pilgrimage, to which more than 20 million internal and foreign pilgrims and tourists
travel every year (Saghayee et al, 2011: 74). The best of Islamic art and architecture and be seen in this place,
containing the unique and significant monuments in which context Islamic arts and faith are embedded.

Methods

An analytical method is used in the study, while for collecting statistical information, library and statistical
studies, as well as surveys have been used. Literature and statistical resources were used for theoretical re-
search. In order to determine the level of satisfaction considering the quality of services provided in Mashhad,
some measures were selected and field studies were done in preparation, drafting, and completion of the ques-
tionnaire. Questionnaires were filled in April - June 2014. Closed type multiple choice questions were chosen
in the field survey. Data on sex, education, length of stay, place of stay, the purpose of visit, and overnight
stay along with characteristics of the tourists were collected through face to face interviews. Sequential ques-
tions were arranged in the form of Likert with a score of 1 (very low) to 5 (very much) and evaluated the
tourist attitudes. Cochran method was used to select the sample size and a total of 335 internal population of
Mashhad was considered. In order to analyze data and explain the subject of study, Mann-Whitney, Kruskal-
Wallis, Spearman, Chi-Square, and one-sample t-tests were used to understand the relationship between tour-
ist experience and socio-cultural as well as environmental conditions and infrastructure facilities respectively.
All the statistical analyses have been performed at 95% confidence interval. Statistical analysis has been car-
ried out in Microsoft Excel.

66



¥ ARMG PUBLISHING
. ‘Thinking ahead” SocioEconomic Challenges, Volume 3, Issue 1, 2019

ISSN (print) — 2520-6621, ISSN (online) — 2520-6214
Results
The demographic profile of respondents

Out of the total tourist respondents, 12% were male and 88% were female. Results also showed that 68.4% of
total respondents were between 25 and 45 years, 28.1% were between 15-25 years, and the remaining 3.3%
were between 10-15 years old. Based on the educational status, the total tourist population was categorized
into three groups of tourist respondents and the results showed that 83% of respondents had graduate and
higher degrees, 16.7% were higher secondary level, and 0.3% were secondary level or below. Tourists arriving
in Mashhad, often visit this city more than once, so that about 90% of them visit Mashhad for the second time
or more. 68% of the tourists resided in Mashhad between 1-3 days, 29% between 4-7 day and only 3.3% of
them resided more than 8 days in Mashhad. 22.4% of respondents stayed in hotels, 43% in hotel-apartments,
20% in inns, 6.6% in motels, and 1.8% in the homes of friends and acquaintances. In the scenario of the trip's
purpose, half of the respondents claimed to have fun and pilgrimage, 36.7% pilgrimage only, 10.4% trade and
commercial activities, and only 3.3% leisure in the city (Table 1).

Table 1. Demographic characteristics of internal tourists in the city of Mashhad

Variable Classification Number Per cent
Sex Male 41 12
Female 294 88
Primary school 1 0.3
Education High school 56 16.7
College 278 83
1-4 227 67.8
Length of stay 4-7 97 29
+8 11 33
Hotel 75 224
Hotel-apartment 144 43
Place of stay Inn 67 20
Motel 22 6.6
Homes of friends and acquaintances 27 8.1
Leisure and fun 11 33
Pilgrimage 123 36.7
Propose —
Fun and pilgrimage 166 46.9
commercial activities 35 10.4
Suitability of place 144 43
Cause of overnight stay | The price suitability of the place 157 46.9
Catering facilities 34 10.1

Source: primary data collected through the questioner survey during the period between April and June 2014.
Socio-cultural and environmental conditions, facilities, and services in Mashhad

Tourism in the city of Mashhad has different impacts on satisfaction of internal tourists in various aspects of
environmental and socio-cultural facilities and services (Table 2). Generally, the majority of tourists travelling
to Mashhad are satisfied (¥=4.4) and the facilities and services for tourists and tourism development are ap-
propriate from their point of view (x=3.4). From the view of tourists, the quality of catering units is in good
health (x=3.4) and safety conditions are provided in this city (¥=3.4). Tourists believe that tourism has an
important role in increasing congestion (¥=4.1); they said that the social space of Mashhad is partly appropri-
ate for leisure (¥=3.3). Tourists said that the performance of urban management is good. Those who have
visited the city for the first time believed that the overall current situation was somewhat accommodating to
their image (x¥=3.2). Many tourists like to have a house in the city, if possible (x=3.3). Life and culture of the
city has a little attraction for internal tourists (x¥=2.9). Moreover, health and cleanliness (¥=3.2) and environ-
mental situation n (x¥=3.2) are suitable for the development of tourism indthe ustry.
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Table 2. Comments of tourists in relation to the tourism conditions in the city of Mashhad

Items of research Very Low Some High V.e ry Mean
low extent high

Avre you satisfied with the travel to the city of Mashhad? 4.2 - 13.8 14 68 44
Are the faC|I|t|e§ and services of the city for tourists and tourism devel- 6.6 i 525 26.3 14.3 3.4
opment appropriate?

Is the quality of catering units appropriate? 6.6 8.4 35.2 26.3 21.8 34
How is the safety of tourists in the city? 3.3 4.2 53.1 26.3 13.1 34
What is the role of tourism in increasing congestion? - 3.3 18.8 33.7 44.2 4.1

How is the quality of management in line with the demands of tourists in

the city of Mashhad? ) 206 355 2738 161 3.3

If you're travelling here for the first time, is the overall current situation

somewhat accommaodating to your image? ) 158 49 307 45 3.2

In your opinion, how is the social space of the city to spend your leisure 49 125 38.2 337 113 33

time?

Are you willing to have a home in this city? 23 4.2 194 26.3 27.2 3.3
Is life and culture of the people attracted to you? 16.4 16.1 275 33.1 6.9 2.9
In your opinion, how is the state of health and cleanliness in this city? 9 11 44.2 19.4 16.4 3.2
How much did the environmental situation in this city satisfy you? 131 4.2 36.7 31.9 14 3.2

Source: primary data collected through our questioner survey during the period between April and June 2014.

The result of our analysis also showed that tourists are satisfied with the requirements of the socio-cultural as
well as environmental conditions and infrastructure facilities (Chi-Square -226.63; P-value<0.0001). Mann-
Whitney test showed significant differences in satisfaction with the socio-cultural and environmental condi-
tions and infrastructure facilities between men and women (Mann-Whitney — 2479.5 P-value <0.0001); this
means that the level of satisfaction with the conditions between men and women is different. Alternatively,
the Kruskal-Wallis test showed an important relationship with the tourists’ activities with different educational
levels, who have the same views considering the satisfaction of the socio-cultural and environmental condi-
tions and infrastructure facilities (Kruskal-Wallis test — 4.035 P-value<0.13). No statistically significant as-
sociations were observed between the length of stay of tourists and their satisfaction level from facilities and
services, tourism, social, and cultural conditions (r = 0.113). The quality of the host society in Mashhad has a
different effect on the internal tourists (Table 3). The positive effects associated with the treatment of the host
society, physically (conflict) contacts with the host population were very low (X = 1.08).Tourists believe that
very little face rejection has happened by the citizens of Mashhad, or they feel that they are not strangers (x =
2.1). Consequently, the apathy of Mashhad citizens regarding their entry into Mashhad was very little (x =
2.2). According to touthe rist's perspective, the amount of welcoming the tourists is largely satisfying for
tourists (x = 3.1), and the amount of Mashhad citizens’ activities in attracting tourists is very high (x = 3.2).

Table 3. Tourists comments in relation to the host city of Mashhad

Items of research V_e ry High | Some | Low Very Mean
high low

Have you had physical contacts (conflict) with Mashhad citizens? - - - 8.4 91.6 1.08
I-!a_ve you faced with rejection or do you feel like a stranger for Mashhad 24 8.4 299 | 19.4 40 21
citizens?
How much is the indifference of Mashhad citizens (the host) with you? - 158 | 30.7 | 15.8 37.7 2.2
In your oplnlon,_V\_/hat is the level of acceptance and welcoming for tourists 116 224 | 409 | 191 6 31
from Mashhad citizens?
In your opinion, how much is the active participation of Mashhad citizens 6.9 36.1 34 10.7 12.2 31
for attracting tourists?
How satisfied are you with the conditions of city residents? 14.9 236 | 454 | 42 11.9 3.2

Source: primary data collected through our questioner survey during the period between April and June 2014.

Generally, the results show that tourists are satisfied with the style of encountering of Mashhad citizens (Chi-
Square test — 106.107; P-value <0.001). Results also showed the significant difference in satisfaction with the
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encountering from host society between men and women (Mann-Whitney — 3753.5; P-value<0.0001). Satis-
faction of the encountering from host society and different educational levels indicates that among different
educational groups, the satisfaction of the encountering from host society is different (Kruskal-Wallis test -
10.754; P-value <0.005).

How satisfied are you with the conditions of city
residents?

In your opinion, how much is the active participation of
Mashhad citizens for attracting tourists?

In your opinion, what is the level of acceptance and
welcoming for tourists from Mashhad citizens?

How much is the indifference of Mashhad citizens (the
host) with you?

Have you faced with rejection or do you feel like a
stranger for Mashhad citizens?

|.[ ‘I

Have you had physical contacts (conflict) with Mashhad
citizens?

o
N
o

40 60 80 100

B Mean H Very low Low Some High H Very high

Figure 1. Tourists comments in relation to the host city of Mashhad

Source: primary data collected through our questioner survey during the period between April and June 2014.
Discussion

Tourist satisfaction as a key factor in the effectiveness of long-term performance of economical tourism is an
important factor (Juandi et al., 2018). Given the importance of evaluating the capacity of tourism in a sustain-
able development approach, this study aims to evaluate the quality of tourist experience and their satisfaction
in Mashhad. In the first aspect, the results indicate that tourists are largely satisfied with all socio-cultural and
environmental conditions and infrastructure facilities, and significant differences can be observed between
men and women tourists. Meanwhile, tourists with different levels of education, have the same views on the
satisfaction context of the tourist conditions. Studies done on the correlation between the level of satisfaction
of the conditions and their length of stay indicate that there is no significant correlation between these two
variables. In the second aspect, the results show that the internal tourists’ satisfaction with the encountering
from host society in Mashhad is large, and there are significant differences between the views of women and
men. Also, tourists with different levels of education have different views on satisfaction about the encoun-
tering from the host society. Based on these results and considering the growing number of internal tourists
in the city of Mashhad, efficient planning and management are needed for sustainable development and for
further enhancing the positive effects in order to create a positive image for tourists.

69



f ARMEG PUBLISHING

“Thinking ahead"

SocioEconomic Challenges, Volume 3, Issue 1, 2019
ISSN (print) — 2520-6621, ISSN (online) — 2520-6214

Conclusions

The present study is carried out to appraise the fulfilment of tourist towards the socio-cultural and environ-
mental conditions as well as existing infrastructure facilities presented by Mashhad, Iran. Consequently, the
interviews have been conducted among the local and foreign tourists. Three types of analysis are employed,
namely demographic profile, socio-cultural and environmental conditions and statistical relationships with the
tourists. The statistical analysis shows the difference between the tourists apparent means to almost all the
socio-cultural and environmental service quality that are assessed by the overall travellers. The outcome of
the research suggested that tourists are satisfied with the surrounding environmental conditions and available
amenities of Mashhad. However, the controlled development must also be undertaken for improving environ-
mental quality and sustainable tourism development.
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