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Abstract

Purpose: Fuel stations are an important component of urban service infrastructure, and their performance is significant from both
customer satisfaction and resource utilization perspectives. Evaluating these facilities solely based on service quality may overlook
operational efficiency, while focusing only on efficiency may fail to reflect customer perceptions and service experience. Although service
quality and efficiency have been widely examined, they have often been assessed separately. Therefore, this study aims to provide an
integrated evaluation of service quality and operational efficiency in CNG fuel stations.

Methodology: This applied study follows a descriptive-correlational research design. The statistical population consisted of customers
of 12 CNG fuel stations in Khorramabad, from whom 120 respondents were randomly selected. First, service quality was assessed using
the five SERVQUAL dimensions: tangibles, reliability, responsiveness, assurance, and empathy. The Analytic Hierarchy Process was
then used to determine the weights of service quality dimensions and the relative score of each station. In the next stage, the service
quality score was incorporated as an output in a Data Envelopment Analysis model, while the number of employees, number of fueling
platforms, and monthly fixed costs were used as operational inputs to calculate the relative efficiency of the stations.

Findings: The results indicate that assurance is the most important service quality dimension from customers’ perspectives, followed
by reliability, responsiveness, tangibles, and empathy. The Data Envelopment Analysis results showed that four stations are efficient,
while the remaining stations exhibit different levels of inefficiency. Comparing the results demonstrates that high service quality does
not necessarily imply high operational efficiency, indicating that accurate performance evaluation in service facilities requires
simultaneous attention to customer-perceived service quality and resource productivity.

Originality /Value: The contribution of this study lies in proposing an integrated framework for evaluating service organizations by
combining customer-perceived service quality with operational efficiency. Unlike one-dimensional approaches, the proposed framework
makes it possible to identify stations that may perform well in terms of service quality but inefficiently in resource utilization, or vice
versa. This approach can assist fuel industry managers and urban policymakers in improving service quality, increasing productivity, and
allocating resources more effectively.

Keywords: Service quality, Data envelopment analysis, Analytic hierarchy process, Performance evaluation, Fuel stations,
Servqual model.
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Figure 1 - Servqual model [11].
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Table 1- List of CNG gas stations in Khorramabad city.
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Table 2 - Final weight of service quality of gas stations based on the analytic hierarchy process.
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Table 3 - Efficiency of fuel stations.
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Table 4 - Optimal input and output values of fuel stations (before — after).
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Table 5- Efficiency of fuel stations.
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