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Abstract

The research aimed to design and validate a tool to measure client
satisfaction at Qom University. The research was applied in terms of
orientation and employed a mixed-methods approach (qualitative and
quantitative). The research community in the qualitative phase and in
the library section included research related to the subject and
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upstream documents, and in the field section, focus groups consisting
of 30 experts. Also, the research community in the quantitative phase
was service recipients (students and faculty members) at Qom
University. Data collection tools in the qualitative phase included
library research, upstream document analysis, and focus group
discussions; in the quantitative phase, questionnaires. The sampling
method in the qualitative section was purposive, and in the
quantitative section, simple random. The sample size in the
quantitative section was obtained using the Cochran formula, and
service recipients completed 366 questionnaires. The data in the
qualitative phase were analyzed using the thematic analysis method,
and to complete this process, expert opinions from focus groups were
used. Experts examined the scale's content validity, and an exploratory
factor analysis was used to assess its construct validity. The
instrument's reliability was confirmed by examining the Cronbach's
alpha value. Based on the research findings, the prepared instrument
comprises the components "interaction", "efficiency", "physical”, and
"accessibility", with 24 items. The interaction component indicates the
quality of human interactions such as attention, empathy, and
openness. The efficiency component indicates the transparency and
effectiveness of service delivery processes and adherence to work
commitments. The physical component relates to environmental
conditions and the cleanliness of service providers, while the

accessibility component covers in-person and offline access.

Keywords: Measurement tool, Client satisfaction, theme analysis,

exploratory factor analysis, University of Qom.

1. Introduction

Client (service recipient) satisfaction has become a central concern in
public sector management, particularly in higher education
institutions that are increasingly expected to provide high-quality,
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responsive, and accountable services. Universities, as complex public
organizations, serve diverse client groups, including students and
faculty members, whose satisfaction significantly affects institutional
effectiveness, legitimacy, and reputation. Despite the growing
emphasis on quality assurance and evaluation in Iranian higher
education, many universities lack context-specific, valid, and reliable
instruments for systematically measuring client satisfaction. Existing
tools are often adapted from private-sector models or international
frameworks, but are often not sufficiently localized or
psychometrically validated. Therefore, the present study aimed to
design and validate a comprehensive instrument to measure client
satisfaction at the University of Qom, grounded in the Iranian higher
education context and informed by both theoretical and empirical
evidence.

2. Literature Review

The concept of client satisfaction, originally developed in the
marketing and service management literature, has been widely
extended to public administration and higher education, emphasizing
citizen-oriented, client-centered service delivery. Prominent models
such as SERVQUAL and excellence frameworks have identified
dimensions of interaction quality, service efficiency, accessibility, and
the physical environment as key determinants of satisfaction. In higher
education, empirical studies highlight the importance of respectful
interpersonal interactions, transparency of administrative processes,
responsiveness, and the adequacy of physical and virtual service
environments. In the Iranian public sector context, previous research
also points to the critical role of respectful treatment, clarity of
procedures, and ease of access in shaping service recipients'
satisfaction. However, the lack of validated, indigenous measurement
tools remains a methodological gap that this study seeks to address.
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3. Methodology

This applied research adopted a mixed-methods (qualitative—
quantitative) design. In the qualitative phase, data were collected
through library research on related studies, analysis of upstream and
policy documents, and focus group discussions with 30 experts.
Purposeful sampling was used in this phase. The qualitative data were
analyzed using thematic analysis, resulting in the identification and
refinement of the core dimensions of client satisfaction in the
university context. Experts reviewed the preliminary items to establish
content validity.

In the quantitative phase, the statistical population comprised service
recipients at the University of Qom (students and faculty members).
Simple random sampling was employed, and the sample size was
determined using Cochran's formula. A total of 366 valid
questionnaires were collected. An exploratory factor analysis (EFA)
was conducted to assess construct validity, and reliability was
assessed using Cronbach's alpha. The results confirmed the adequacy
of the data for factor analysis and the instrument's internal

consistency.

4. Results

The findings indicated that the finalized client satisfaction instrument
consists of four main components and 24 items:

Interactivity: reflecting the quality of human interactions, including
attention, empathy, courtesy, and openness in communication.
Efficiency: referring to the transparency and effectiveness of service
delivery processes, clarity of procedures, and adherence to
organizational commitments.

Physical: encompassing environmental conditions, physical facilities,
and the appearance and orderliness of service providers.
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Accessibility: covering both face-to-face and non-face-to-face
(virtual) access to services and service providers.

The extracted factors demonstrated acceptable construct validity, and
all components showed satisfactory reliability as indicated by
Cronbach's alpha values. Together, these four dimensions provide a
comprehensive framework for assessing client satisfaction in the

University of Qom.

S. Discussion

The results underscore the multidimensional nature of client
satisfaction in higher education, highlighting the combined
importance of interpersonal human interactions, efficient
administrative processes, accessible service channels, and supportive
physical environments. The identified components are consistent with
both international service quality models and prior national studies,
while also reflecting the specific organizational and cultural context
of Iranian universities. The validated instrument can support
evidence-based management, continuous quality improvement, and
more systematic performance evaluation in university administrative

and support services.

6. Conclusion

This study designed and validated a 24-item client satisfaction
measurement instrument tailored to the University of Qom context.
The instrument demonstrated satisfactory content validity, construct
validity, and reliability, and comprises four dimensions: Interactivity,
Efficiency, Physical, and Accessibility. University managers and
policymakers can use the proposed tool to assess service quality,
identify areas for improvement, and enhance responsiveness to service
recipients' needs. Although the study focused on one university, the
instrument provides a basis for further refinement and adaptation in
other higher education institutions in Iran. Future research may extend
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this work through confirmatory factor analysis, comparative studies
across universities, and the examination of relationships between

client satisfaction and organizational performance indicators.
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