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Abstract

Customer satisfaction and service quality in water and wastewater companies are among the core
dimensions of public service management and key indicators for performance evaluation. Considering
the vital role of water in everyday life, understanding customers’ perceptions of service quality and the
mechanisms shaping their satisfaction is of particular importance. In recent decades, various models
have been developed to measure customer satisfaction and service quality, each based on a specific
perspective regarding the relationship between expectations, perceptions, and actual performance. This
article adopts a review-analytical approach to examine more than fifty studies published between
Y«++and Y:Ye in reputable international and national databases such as Scopus, ScienceDirect, and
SID. Well-known models such as SERVQUAL (Parasuraman, Zeithaml, & Berry, Y4AA), SERVPERF
(Cronin & Taylor, Y44Y), the American Customer Satisfaction Index (ACSI), and the European
Customer Satisfaction Index (ECSI) are comparatively analyzed. In addition, complementary models
based on Total Quality Management (TQM), the Public Service Performance Index (PSCI), and
multi-criteria hybrid models such as the Analytic Hierarchy Process (AHP) and fuzzy methods used in
satisfaction measurement are also evaluated. Furthermore, domestic studies conducted in Iran—such
as the model proposed by the Iranian Water and Wastewater Engineering Consultants Company, the
citizen satisfaction framework of the Ministry of Energy, and academic studies adapting the
SERVQUAL model to urban services—are reviewed. The findings indicate that in water and
wastewater companies, classical models with localized modifications (such as adding dimensions like
“communication capability,” “tariff transparency,” and “social responsiveness”) show the greatest
compatibility with the structure of public services. At the same time, several limitations remain
evident in traditional models, including insufficient attention to cultural factors, institutional trust, and
the quality of digital communication services (such as online payment systems and fault-reporting
platforms). Accordingly, the article emphasizes the development of an integrated framework based on
a localized SERVQUAL-CRM-ECSI approach that can more accurately reflect Iranian customers’
perceptions of fairness and efficiency in water service delivery. Finally, it is recommended that future
research adopt data-driven approaches and comparative studies across different regions of Iran to
enable the assessment of customer satisfaction within diverse cultural and economic contexts.
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