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Today, the quality of services, especially in government organizations, has become an important issue in satisfying the
stakeholders. On the other hand, home businesses are vital in advanced activities. The present study was conducted
to measure the quality of services of the Gilan Province Agricultural Jihad Organization and its effect on the satisfac-
tion of home business owners. The method of this research was practical in terms of purpose and field in terms of
data collection. The statistical population of this research is all the people working in the home occupations of the
Gilan Province Agricultural Jihad Organization in 1402. The sample size is 220 people, and the sampling method was
simply random; the data collection tool was a standard questionnaire. Descriptive analysis of research data was con-

Key words: ducted using SPSS26 software. SmartPLS3 software was used to investigate the research hypotheses using structural
Service Quality, equation modeling using the partial least squares method. The results showed that the average variables of customer
Customer Satisfac- satisfaction and service quality and its dimensions, including physical (tangible) factors, reliability, responsiveness,
tion, ServQual reassurance, and empathy, are lower than average, according to the respondents. The results indicate that all aspects
Model, Structural of the organization's service quality impact the service quality, and the organization's service quality has a positive and
Equation Modeling, direct effect on customer satisfaction. Considering the effect of the organization's service quality on customer satisfac-
Agricultural Jihad tion, suggestions were made to improve the service quality level of the Gilan Province Agricultural Jihad Organization
Organization and also to improve the satisfaction of home business owners with the service quality of this organization.
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Extended Abstract the quality of services provided by public organizations
faces many challenges. The public sector in developing

1. Introduction countries has been introduced as a non-dynamic and non-
responsive sector to the needs of stakeholders and the

ublic organizations are created to pro- private sector. The quality of services, especially in gov-
vide services to citizens, private sector ernment organizations, has become an important issue in

and other institutions. It is obvious that satisfying the stakeholders. Government organizations
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realized that providing quality customer services is one
of the most important factors in building reputation and
credibility among stakeholders. Therefore, government
organizations are under increasing pressure to provide
quality services and improve efficiency. Service quality
is vital in any business organization because it determines

the success or failure of the business. Parasuraman et al.

(1988), the famous pioneers in the field of service quality,
introduced a model that provides the possibility of mea-
suring the perception of service quality of consumers in
such a way that "the perception of service quality is based
on the comparison of consumer expectations with the
actual performance of the service comes from it. Many
authors claim that five factors of service quality, Namely,
physical (tangible) factors, reliability, responsiveness,
confidence, and empathy, determine the quality of service
after treatment. Their research works have been widely
used as a basic principle in evaluating service quality in
many fields. It is generally agreed that service quality
positively correlates with customer satisfaction.

On the other hand, home businesses are vital in ad-
vanced activities. One of the important organizations that
work in the field of civil engineering and rural industries
is the Agricultural Jihad Organization. Considering the
important roles of the Gilan Province Agricultural Jihad
Organization, one of the most important issues is to check
the quality of services that this organization provides to
citizens and beneficiaries. Another issue is to check home
business owners' satisfaction level with this organization.
Therefore, according to the review of the above, this re-
search aims to measure the quality of services of the Gilan
Province Agricultural Jihad Organization and its effect on
the satisfaction of home business owners.

2. Methodology

The method of this research was practical in terms of
purpose and field in terms of data collection. The statisti-
cal population of this research is all the people who are
working in home occupations under the Gilan Province
Agricultural Jihad Organization in 1402. The sample
size is 220 people and the sampling method was simply
random, the data collection tool was a standard question-
naire. The official and statistical data recorded by the Ag-
ricultural Jihad, which included working people under the
support of this organization, were used. For this purpose,
in the beginning, a list of people working in two inde-
pendent and supporting groups under this organization in
the fields of transformation and complementary industries
of the agricultural sector, plant production activities, bee-
keeping, heavy livestock, chicken, goose and native duck
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breeding and sericulture, it was prepared and according
to the available statistics, the distribution of supported ac-
tivities in the cities of the province was determined on the
map.

3. Results

The content validity of the questionnaire was established
to check the validity of the research questions. In addi-
tion, the research questionnaire is standard and derived
from valid research. In order to calculate the reliability
of the research questionnaire for 30 prototypes, Cron-
bach's alpha method, which was calculated using SPSS26
software, was used. Cronbach's alpha coefficient for all
research dimensions and variables was higher than 0.7.
Therefore, it can be said that the research questionnaire
is reliable. Descriptive analysis of data was done using
SPSS26 software. Most respondents are men between 30
and 40 years old and have 5 to 10 years of work experi-
ence in domestic jobs. The results showed that the aver-
age variables of customer satisfaction and service quality
and its dimensions, including physical (tangible) factors,
reliability, responsiveness, reassurance, empathy, are
lower than average, according to the respondents. Con-
sidering that the significance level of the Kolmogorov-
Smirnov test for all research variables and their dimen-
sions was less than 0.05, the research data are not typical.
SmartPLS3 software was used to investigate the research
hypotheses using structural equation modeling using the
partial least squares method. The results indicate that at
the 95% confidence level, all aspects of the organization's
service quality impact the service quality, and the organi-
zation's service quality has a positive and direct effect on
customer satisfaction (p<0.05).

4. Discussion

According to the acceptance of all research hypotheses
at the 95% confidence level, the results show that all ser-
vice quality dimensions, including physical (tangible)
factors, reliability, responsiveness, reassurance, and em-
pathy, impact the quality of the organization's services.
Are influential, and the quality of the organization's ser-
vices also has a significant effect on customer satisfac-
tion. Similar results have been obtained in other research
that align with all the present research results. Also, many
researches have confirmed the effect of service quality on
customer satisfaction.

5. Conclusion

Considering the effect of the organization's service qual-
ity on customer satisfaction, suggestions were made to
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improve the service quality level of the Gilan Province
Agricultural Jihad Organization and also to improve the
satisfaction of home business owners with the service
quality of this organization.
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