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Abstract

The current era is known as the era of quality, and quality is considered as one of the most important
competitive advantages of most organizations, including production, service, etc. Therefore, organizations are
looking for new ways to improve the quality of their products and services in order to improve profitability,
rationally reduce costs, increase customer satisfaction, etc. On the other hand, considering that quality has been
defined as what the customer wants, in order to improve quality, as a principle, quality should be measured first
by using a valid and comprehensive measurement tool from the customer's point of view, and then in
improvement programs. Pay attention to the opinion of customers for the future. The aim of the article is to
introduce three suitable tools for measuring and prioritizing the factors affecting the quality of services in the
General Administration of Tax Affairs of Alborz province, which was first measured by the Sercoal model, the
quality of services of the General Administration of Tax Affairs of Alborz, and then according to Kano's
classification, the level We calculate the importance of each of the customer satisfaction indicators. Then,
according to the Analytical Hierarchy Process (AHP) method, the factors affecting service quality have been
prioritized. To effectively achieve customer satisfaction, one must understand how much effort is required for
each characteristic to achieve the customer's desired satisfaction.

Keywords: service quality, Seroqual, Kano, AHP, Alborz General Administration of Tax Affairs.
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