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Evaluation of the quality of services and facilities from
the perspective of pilgrims with special needs in Holy
Mosque- Ramadan 1439H

Ayman Mohamed Mostafa , Sami Yasin Barhamin
Custodian of the Two Holy Mosques Institute for Hajj and Umrah Research — umm Al-Qura University
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This study aims to evaluate the satisfaction of pilgrims with special needs (handicapped- pilgrims accompanied with
children- elderly pilgrims) on regard to the quality of facilities available and services provided to them in the Holly
Mosque. This evaluation is performed through a set of criteria (Accessibility- Ease of use, security and safety- worship
ease — duration) as well as an array of key indicators, in order to determine the level of the quality of services promoted
from pilgrims’ point of view. The research concluded that the most important positive results such as easy access to the
water of Zamzam and accessibility of upper floors with escalators and ease the performance of Worship .and some
difficulties concerning the drop-off and pick-up operations within the Holly Mosque’s piazzas. In addition, the lack of
shade in exterior corridors and Mataf was one of main concern, as well as the lack of guidance and absence of

designated lanes for pilgrims with special needs.
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Preiser, Wolfgang F. E.(1988) Post-occupancy evaluation , New York : Van Nostrand Reinhold.

http://www.who.int/ar/news-room/fact-sheets/detail/
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