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Abstract.

This study aimed to demonstrate the importance of customer satisfaction in public services
and introduce the Kano model as a method for measuring customer satisfaction. The research
addressed whether the municipality of Bougtob could determine the classification and
importance of the services it provides from the citizens’ perspective. To achieve this, a field
study was conducted, applying the Kano model to a sample of 115 municipalcitizens. An
electronic questionnaire was designed, and the results were analyzed using statistical
measures such as frequency distribution. Excel was used, and SPSS was employed to compute
the Crombach’s alpha coefficient.The study revealed the classification and importance of
various services provided by the Bougtob municipality according to the Kano model. Most
services were categorized as “must-have,” although there were variations in their perceived
importance. Consequently, the Kano model can be utilized by the municipality and other
public service entities to assess and improve their services based on customer feedback. These
findings serve as a valuable reference for evaluation and strategic planning.
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