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FREQUENCIES VARIABLES=Gender Age Education Married
/ORDER=ANALYSIS .

Frequencies

Notes
Output Created 06-MAR-2019 06: 08: 33
Comments

D C: \Users\isatis\Desktop\PLS

ata . L
Projects\moniri. sav

Active Dataset DataSetl
Input Filter <none>

Weight <none>

Split File <none>

N of Rows in Working Data File
User-defined missing values are]

reated as missing .
Statistics are based on all cases

Definition of Missing
IMissing Value Handling

Cases Used ith valid data .
FREQUENCIES
ARIABLES=Gender Age
Syntax Education Married
/ORDER=ANALYSIS .
Resources Processor Time 00: 00: 00. 00
I Elapsed Time 00: 00: 00. 58
[DataSet1] C: \Users\isatis\Desktop\PLS Projects\moniri. sav
Statistics
|Gender Age Education Married
Valid 60 60 60 60
I Missing 0 0 0 0
Frequency Table
Gender
|Frequency Percent \Valid Percent Cumulative Percent
male 39 65. 0 65. 0 65. 0
\alid female 21 35.0 35. 0 100.0
Total 60 100. 0 100.0
Age
|Frequency Percent \Valid Percent Cumulative Percent
<25 15 25. 0 25. 0 25. 0
26-35 |27 45. 0 45. 0 70. 0
\alid 36-45 13 21.7 21.7 01.7
46-55 P 5.0 5.0 96. 7
>55 2 3. 3 3.3 100. 0
Total |60 100. 0 100. 0
Ve
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Education

|Frequency  [Percent |Valid Percent Cumulative Percent
under diploma 2 3.3 3.3 3.3
diploma 3 5.0 5.0 8.3
\Valid Kardani 10 16.66  [16. 66 24. 96
Licence 30 50. 0 50. 0 75. 0
Arshad and more 15 25.0 25.0 100. 0
Total J60 100.0 [100.0
Married
|Frequency Percent  [Valid Percent Cumulative Percent
single 21 35. 0 35. 0 35.0
\Valid married 39 65. 0 65. 0 100. 0
Total 60 100. 0 100. 0
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Abstract

The Public Warehouse and Customs Service Company is one of the most
important organizations providing customs services and improving the services
provided by this organization has led to an increase in the efficiency and customer
satisfaction of the quality of service provided in the field of product storage, timely
clearance, as well as reduction Time and costs of warehousing. The current research
is to use the SERVQUAL and KANO methodology to evaluate the customer
satisfaction from the company's public warehouses and customs services in Yazd
province using a descriptive-analytical method. The statistical population of this
research is all clients who are referred to the public utilities and customs services
companies daily. As the list of companies that are to be visited by the customs is to
be transacted, there are 60 individuals as sample size. Randomly selected. First, after
distributing and collecting the Kano questionnaire, the needs and requirements of
customers were categorized and, after removing the indifferent needs, the quality of
services and the amount of service gap provided by the SERVQUAL method were
performed. For analysis Information obtained from Shapir-Wilk and Kolmogrov-
Amsyrnf (KS) tests for normal examination Data analysis and Wilcoxon test (SPSS
21) were used to assess the service gap according to the SERVQUAL method. The
results of this research indicate that out of 25 specified items, 18 demands of the
customers of the basic type, 2 Demand was expressed as motivational and 5
requirements of clients were indifferent. Also, the results of the SERVQUAL method
showed that the dimensions of empathy, physical (tangible) and accountability were
the highest gap in providing services provided by public warehousing companies and

customs services in Yazd province. Had .

Keywords: Servocall method, Kano method, Public warehouses, Customs services.
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