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Quality of service for Arbaeen pilgrimage processions and their impact on

enhancing international customer (tourist or religious visitor) satisfaction

Prof. Dr. Hakim Jabbori Al-Khafaji

University of Kufa Faculty of Administration and Economics

Dr. Walaa Mohsen Ali Al-Hatemi

Najaf Education Directorate

Assistant teacher: Jinan Abbas Ismail

Karbala Center for Studies and Research of the Holy Shrine of Imam Hussein

The research aims to enhance the satisfaction of the customer
(the tourist)¢ who is the international religious visitor on the fortieth
visit to the holy city of Karbala and to the shrines of the martyrs
Imam Hussein and his brother Abbas and the shrines of the martyred
companions¢ peace be upon him all¢ through the quality of service
for the processions of the fortieth visit¢ as the research problem
arises in how to enhance customer satisfaction (International
Religious Visitor) by improving the quality of service provided
to the processions of the Arbaeen Visit from the hotel aspects¢

hospitality¢« food« reception and welcome« and working to satisfy



his needs in the required manner. The importance of research is
highlighted from the cognitive aspect through adding knowledge to
the researchers’ theses and opinions¢ and the practical importance
of diagnosing the components of improving the quality of service.
Introduction and the importance of this million-dollar visit with
all its religious and ideological values and the embodiment of
the Husseini Revolution for all the free people of the world¢ not
just the Shiites. One of the objectives of the research is to test the
research model in practice and determine the elements of enhancing
the satisfaction of the customer« tourist¢ or international religious
visitor. The questionnaire form was adopted as a main tool for the
research in its axes. The first is the personal information of the
respondents¢ the second is the service quality measure« and the third
is the customer satisfaction measure. The cluster sampling method
was chosen to determine the research population and randomization
of the sample through the number of incoming visitors during the
month of January 2024 in a sample of hotels amounting to (5) in
the city of Najaf¢ and the number of tourists reached (1211). After
that¢ only those who attended and participated in the march in the
fortieth visit were selected¢ so the number was (422)« representing
the research community and consisting of Iranian< Lebanese¢ Saudi¢
Bahraini< Emirati¢ Pakistani¢ Indian< Omani¢« Kuwaiti¢ Qatari¢ and
Omani nationalities. A random sample was chosen¢ according to
Morcan’s statistical tables¢ and it amounted to (201) and to reach the
sample. (223) questionnaires were distributed« of which 206 were
retrieved and suitable for analysis. The hypotheses of correlation

and influence were established« and the SPSS program was adopted.



Var 26) to analyze the results¢ and the researchers reached a set of
conclusions¢ the most important of which was that the quality of
service provided in the Arbaeen pilgrimage processions had enhanced
the satisfaction of the international customer (tourist or religious
visitor) and provided and satisfied his needs despite the march of
millions and the period of providing services without interruption¢

and recommendations were made. Occasion.

: quality of service« customer satisfaction
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s3. Correlation is significant at the 0,01 level (2-tailed).
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Model Summary

Adjusted R
Model R R Square Square Std. Error of the Estimate
1 8102 662 650 15.12089

a. Predictors: (Constant), as
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Unstandardized | Standardized
Coefficients| Coefficients

Model B| Std. Error Beta t Sig.
1 (Constant) 65.764 2.650 24452 000
Q5 455 050 810 5.250 000

a. Dependent Vanable: C5
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Model Summary
Adjusted R
Model R| R Square Square Std. Error of the Estimate
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B STD. ERROR BETA
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