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Abstract

This study evaluates the quality of supporting transportation services within the Haram Mosque,
specifically electric golf carts and manual wheelchairs, amid the increasing number of pilgrims and
visitors and the accompanying challenges in crowd managementand efficient service delivery. The
study aims to measure user satisfaction—aparticularly among the elderly and people with
disabilities—in terms of comfort, safety, and ease of use, alongside assessing operational
efficiency and overall user experience. The analysis is based on extensive field data collected from

V,V41 golf cart users and Y, . Ao wheelchair users.

Additionally, the study identifies key strengths and opportunities for improvement based on user
feedback, supporting the enhancement of mobility experiences within the mosque and improving
service quality in line with the objectives of Saudi Arabia’s Vision Y.Y.. The results indicate high
satisfaction levels for both services, with approximately A1/ for golf carts and 4.,0Y] for
wheelchairs, highlighting the quality of staff interactions, safety measures, and operational
efficiency. Conversely, service pricing emerged as the primary challenge affecting user satisfaction,

along with aspects related to vehicle comfort, guidance, and peak-time management.

The study also reveals that user experience is influenced by an integrated set of dimensions,
including economic, operational, human, and technical factors, emphasizing the need for a
comprehensive approach in service development. Based on these findings, a set of
recommendations is proposed, focusing on revising pricing policies, improving demand
management, enhancing comfort and safety, and developing clear guidance and organization,
thereby contributing to a comprehensive and effective transportation experience that supports

high-quality services for pilgrims.
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