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Abstract

Theresearch aims to identify the requirements that play a key role in the evaluation
of customers for municipal services provided by the Municipality of Dora, as well as
determining the level of satisfaction or dissatisfaction in the services provided in order
to focus on the requirements of greatimportance from the point of view of customers
that generate a sense of satisfaction and happiness The municipal departments focus
on them in order to serve the citizens.

The problem of research was that the Municipality of Dora did not identify the opinions of
customers in the services provided in order to determine whether the services provided meet
these needs. Or are there services beyond his expectations? And if he is dissatisfied, how can
he get to gain his satisfaction with the services provided and does the municipality need to
classify its services and work on developing them?  The study was carried out within the
Municipality of Dora.

A representative sample was selected from (15) residential districts out of (30) locality for the
purposes of this research and (3) shops for each of the five centers of Al Dora municipality,
where 210 questionnaires were distributed, The Kano model, developed by the Japanese
scientist Noriaki Kano, as well as other information obtained through interviews with the staff
of the Dora Municipality and the field living of the researcher in the residential shops, was
distributed as the requirements of the 20 customers were distributed in the questionnaire On
8 service axes Cleaner, water services, sewer services, road services, construction services,
environmental services, gardening services, public services).

The research concluded with a number of conclusions, the most important of which was that
the classification of customers' requirements was limited to three basic groups (M), one-
dimensional (O) and one attractive (A), depending on the type of municipal service. No
undisclosed requirements (I) or reverse (R) (Q). The results also showed that the requirement
(pedestrian adequacy and non-exploitation for commercial and personal purposes) obtained
the highest value of the index of satisfaction coefficient towards the municipality in the case
of fulfillment, and the requirement (limiting the use of agricultural land for residential
purposes and taking action against them) The highest index value of the coefficient of
dissatisfaction in case of non-fulfillment and will work And citizens' dissatisfaction with the
municipal district

The study concluded with a set of recommendations, the most important of which is the need
for the municipality to take advantage of the strengths of the citizens' requirements in the
satisfaction index, which increase their satisfaction and strengthen the weaknesses of the
requirements of citizens listed in the index of dissatisfaction, which increase their resentment
in the case of non-response to them also the requirements of citizens To obtain basic services
related to the supply of potable water within the specifications and the availability of
containers of waste as well as attention to the maintenance of the streets and their parts,
must provide high quality of the importance of these services in the life of the citizen and
provide them will be a source of satisfaction The study recommended the need to give
sufficient attention to the municipality of the session to identify quick and modern ways to
communicate citizens' complaints and proposals with increased awareness of the municipality
in the media and social networking sites, and to pay attention to social responsibility, as well
as training Municipal authorities and redoubling efforts to provide services that satisfy
citizens.
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