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Abstract

This research was titled " The effect of the quality of services on the satisfaction of the
pilgrims in Muzdalifah”, it was conducted on a study population consisting of 100 people
who had previously performed the Hajj, and a study sample based on a margin of error of

3% consisting of 91 people who had previously performed the Hajj.

The study tried to identify the importance of the quality of services, the obstacles to the
quality of services, the services provided in Muzdalifah, and the extent of pilgrims’

satisfaction with them.

The research relied on the electronic questionnaire as one of the data collection methods
to study the phenomenon, and the data was analyzed, and several results were reached,
the most important of which are: The importance of the quality of services lies in the
economic significance of the quality of service, and lies in the growth of the field of
service, and in the understanding of customers. One of the obstacles to the quality of
services is the lack of awareness, the lack of time, the absence of commitment, and the
lack of a goal. Among the services provided in Muzdalifah are the sleeping areas, medical

facilities, toilets, and extension and security services Muzdalifah.
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Summary

In view of the importance of the quality of services on the satisfaction of pilgrims
at Muzdalifah Shrine, we have touched on the study of this topic that seeks to
identify the services provided in Muzdalifah Shrine and measure the quality of
services provided in Muzdalifah Shrine, and the extent of pilgrims’ satisfaction

with the services provided in Muzdalifah Shrine.

The research was divided into five chapters as follows: Chapter One: The general
framework of the study, Chapter Two: Theoretical framework of the study, Chapter
Three: Methodological framework for the study, Chapter Four: results and

interpretation of the study, Chapter Five: Conclusions and recommendations.

The importance of the scientific research lies in the fact that it sheds light on the
extent of the pilgrims' satisfaction with the quality of the services provided in
Muzdalifah, and its practical importance lies in being guided by the results and
recommendations of the study, by the employees and supervisors working on

serving the guests of Rahman.

This study was conducted in Muzdalifah, and this study targets those who had

previously performed Hajj, in the year 1444 AH /2023 AD.

The analytical descriptive approach was relied upon, which relies on the study of

the phenomenon as it is in reality, and is concerned with describing it as an
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accurate description. The results of the questionnaire that will be presented to help

solve some of the questions raised in the study.

The theoretical side of the research was based on previous studies, research,
reports and everything related to the subject of the study, and the practical side of

the research was based on collecting information through the study tools.

The research tools are the work of an electronic questionnaire directed to those
who have previously performed the Hajj, as the questionnaire aims to identify the
most important services provided in Muzdalifah and the extent of their quality and
satisfaction of the pilgrims with them, and theirimpact on the pilgrims, as it seeks

to know and meet the suggestions of the pilgrims.

The questionnaire data was analyzed and interpreted and the following results

were reached:

The importance of the quality of services lies in the economic significance of the
quality of service, and lies in the growth of the field of service, and in the

understanding of customers. One of the obstacles to the quality of services is the
lack of awareness, the lack of time, the absence of commitment, and the lack of a
goal. Among the services provided in Muzdalifah are the sleeping areas, medical

facilities, toilets, and extension and security services. Muzdalifah.
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