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The Extension and Services Centers of Agriculture aim to create the necessary basis to fulfill all the du-
ties and responsibilities of the Ministry of Jihad-e Agriculture in rural and agricultural environments.
These centers are responsible for ensuring that the farmers are continually satisfied with the services
being delivered. Therefore, the main purpose of this study was to evaluate the service quality in Exten-
sion and Services Centers of Agriculture in Alborz Province using the SERVQUAL Model. This study was
conducted using the survey method, and a modified SERVQUAL standard questionnaire was applied as
a research tool. The validity of the instrument was confirmed by a panel of experts, and its reliability was
determined by Cronbach’s Alpha (over 0.7) for different scales of the questionnaire. The target popula-
tion consisted of existing farmers and users visiting the seven service centers in the province. Based on
Cochran’s formula, the sample size was determined to be 180 persons who were chosen by random
sampling method. The result of this study showed that there is a significant difference between percep-
tion and expectation in all dimensions of service quality (reliability, responsiveness, assurance, empathy,
and tangibles). There was also a significant difference between the satisfaction levels of respondents
with respect to the different dimensions of service quality. Finally, some recommendations have been

Key words:

Services, Quality,
SERVQUAL, Extension
and services centers

of agriculture proposed to the decrease the gap between the perception and expectation of services.
Extended Abstract Nowadays, customer satisfaction is an essential part of
every organization’s survival and growth and is highly
1. Introduction dependent on service quality. In the service sector, cus-
tomer’s satisfaction is very important, so quality is de-
he importance of service quality in orga- scribed as "meeting the requirements of the customer”.
nizations dealing with a high volume of Successful organizations have good and complete inter-
customers is rapidly growing as the effec- action with their own customers and utilize their feed-
tiveness of their large investments could backs suitably and appropriately. The Extension and
be wiped out due to poor service quality.
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Services Centers of Agriculture aim to create the nec-
essary basis to fulfill all the duties and responsibilities
of the Ministry of Jihad-e Agriculture in rural and agri-
cultural environments. These centers ensure that farmers
are continually satisfied with the delivered services so
as to attract their loyalty and confidence. However, it is
important to assess whether this goal is being achieved.
The survey method is one such means of customer eval-
uation that is widely used due to the convenience and
speed of action. There are also some models to assess
the delivery of service quality. The SERVQUAL model
(also known as RATER) is a widely accepted quality
management framework to measure quality, especially
in the service sector. In this model, there are five dimen-
sions of service quality as follows:

Reliability: The ability to perform the promised ser-
vice in a dependable and accurate manner.

Responsiveness: Readiness and willingness of em-
ployees to help customers and provide timely support
services.

Assurance: The knowledge and courtesy of employ-
ees and their ability to convey trust and confidence.

Empathy (Including access, communication, un-
derstanding the customer): Caring and individualized
attention that the firm provides to its customers

Tangibles: Appearance of physical facilities, equip-
ment, personnel, and communication materials.

In this study, quality is defined as the difference be-
tween customer’s expected service and experienced ser-
vice. It can be stated as follows:

O=P-E

where, Q is the quality of delivered service, P is the
customers’ perception of the delivered service, and E is
the customer’s expectations of the service.

2. Methodology

In this descriptive study, the five dimensions of qual-
ity services were measured. The main objectives of this
study were to:

1) Determine whether there is a gap between the per-
ception and the expectation of farmers about the deliv-
ered service by Extension and Services Centers of Ag-
riculture,

2) Determine the differences between the five dimen-
sions of service quality.

This research determines the quality of services of
seven Extension and Services Centers of Agriculture
in Alborz province. The population for conducting the
study consisted of existing farmers and users visiting the
centers. Based on Cochran’s formula, the sample size
was determined to be 180 persons who were chosen by
random sampling method. The SERVQUAL standard
questionnaire, which was modified and adapted to in-
crease its relevance to agricultural services, was applied
to collect information. A five-point Likert scale, rang-
ing from l=strongly disagree to S=strongly agree, was
used to measure the expectations and perceptions of the
provided services. The service quality was measured by
evaluating the gap between the expectations and per-
ceptions. In this research, reliability was determined by
using Cronbach’s Alpha (over 0.7) for different dimen-
sions of the questionnaire. The SPSS18 software was
used for data processing.

3. Results

Based on the results, 162 persons (90%) were male
and 18 persons (10%) were female. Their mean age
was 45.33 years. About 48% of the respondents were
farmers and horticulturists, 33% livestock breeders, 7%
greenhouse owners, and 12% belonged to other sectors.
About 20% were illiterate, 42% of them were under di-
ploma, 19% had diploma, and 9% had associate degree,
and 10% of them had a bachelor or above degree. In
the study of gap between perception and expectation, it
was revealed that "responsiveness" had the most gap of
all. Test of hypothesis showed that there is significant
difference between perception and expectation in all 5
dimensions. Findings revealed that there are significant

differences between various dimensions.

4. Discussion

Based on the findings, reliability, responsiveness, tan-
gibles, assurance, and empathy were most important di-
mensions, respectively. In Feali et al. (2011) research,
reliability, empathy, and assurance were priorities. Find-
ings showed that there is a significant difference between
perception and expectation of farmers. In other words,
expectation of farmers was higher than their perception.
Findings of Rahim (2011), Cody and Hope (1999), Sa-
raie and Amini (2012), Osei et al. (2012), Enayati No-
vinfar et al. (2011), Ranjbar Ezatabadi (2010) and Gorji
(2009) were similar to this study results.
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5. Conclusion

To reduce gap in services, the centers should improve
their services to increase users’ satisfaction. Greater
investments in infrastructure and the quality human re-
sources in centers could enable them to expand cover-
age and enhance services for the majority of the farming
population. Furthermore, the centers should step ahead
towards new paradigm of performance and achievement
through quality management, which will enhance ser-
vice impact and results in delivering better service.
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