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ABSTRACT

The quality of urban life is a crucial area of urban studies, encompassing social, environmental, and economic
aspects. Sharm el-Sheikh, a popular tourist destination in Egypt, faces challenges in balancing tourism devel-
opment with citizen satisfaction with public services. This study aimed to assess citizen satisfaction with key
urban services in Sharm el-Sheikh and identify areas for improvement. A survey was conducted by the South
Sinai Urban Observatory, employing stratified sampling to ensure a representative sample across demographics.
The survey utilized a combination of closed-ended questions with a five-point Likert scale and an open-ended
question for additional feedback.

The analysis revealed that citizens expressed satisfaction with road and traffic services, government office
services, the City Council, and security services. However, dissatisfaction was also identified in areas such as
educational services, access to qualified doctors, the sanitation system, the availability of safe drinking water,
and cultural services.

Based on these findings, the study recommends that decision-makers in Sharm el-Sheikh prioritize addressing
these areas of lower satisfaction. Regularly conducting citizen satisfaction surveys and fostering trust between
citizens and the government are crucial for ongoing improvement in urban and tourism services, ultimately

enhancing the city’s overall quality of life.

1. Introduction

Urban areas are vital for economic, social, and political growth
which have been shown to be the most desirable places for wealth
employment, creation, and innovation. However, they also present a
number of challenges, including social exclusion, insecurity, unem-
ployment, economic inequality, physical and environmental degrada-
tion, traffic, and lack of housing [1]. Planners and policymakers stress
the role that cities play in improving human life quality [2]. The concept
of the quality of life has been proposed to address these issues and
improve urban quality of life. It offers a means of tracking community
development plans and gauging the fulfillment of material and psy-
chological requirements [3].

The impact of life quality on happiness and welfare has been the
subject of scientific research and theory in recent years, drawing
attention to the quality of life. The strategy is to establish a healthy city,
provide everyone with municipal services that are appropriate and
available in the context of sustainability, and foster satisfaction [4].
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Quality of life is a reflection of one’s sense of health, influenced by so-
cial, economic, and environmental conditions in a city [5]. It consists of
elements like street patterns, speech intelligibility, local characteristics,
and identity. The physical layout and construction of cities have an
impact on the environment’s quality. Improved economic factors like
income distribution, public service accessibility, growth, productivity,
and capital are contributing to the rising quality of life in modern
countries [6].

Municipalities and cities provide their citizens with a range of public
services that ensure a certain standard of general comfort in their
neighborhood [7]. Because of globalization, ICT improvements, and
citizen-centered governance approaches, local government employees
now have different needs and expectations. In order to measure public
satisfaction, local governments today strive to provide services that
satisfy the needs and expectations of the people [8]. In this context,
gaining the residents’ respect, support, and gratitude as well as
responding to their opinions—whether favorable or unfavorable—about
such services have grown in importance for governments [9].
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This study aims to address a critical gap in understanding citizen
satisfaction with public services in Sharm el-Sheikh, a major tourist
destination in Egypt. While the city experiences significant the impact
on resident satisfaction with essential services remains under-explored.
To bridge this knowledge gap, this research seeks to answer the
following key questions:

e What is the level of citizen satisfaction with core public services in
Sharm el-Sheikh, including education, healthcare, culture, leisure,
and sports?

e How do these satisfaction levels vary across different demographics
and service categories?

e What are the key strengths and weaknesses of public services in
Sharm el-Sheikh, as perceived by residents?

By answering these questions, this study aims to:

Provide a comprehensive assessment of citizen satisfaction with
public services in Sharm el-Sheikh.

Identify areas where service delivery can be improved to enhance
resident well-being.

Offer valuable insights to inform future planning and decision-
making processes, ultimately contributing to a higher quality of
life for Sharm el-Sheikh’s citizens.

2. Literature review
2.1. Quality of life (QOL)

Quality of life, or QOL, is a multifaceted notion that includes a range
of elements that impact people’s well-being, including personal
freedom, social relationships, economic stability, physical and mental
health, and environmental quality [10]. Because quality of life is sub-
jective and differs between people and societies, there is no one defi-
nition for it [11]. However, common factors that are often considered
important for QOL include physical and mental well-being, social in-
teractions, financial stability, the state of the environment, and indi-
vidual freedom [12]. It can be difficult to measure QOL, but there are
methods that can help, like focus groups, interviews, and surveys [13].
QOL measurement is crucial for determining the factors that matter most
for people’s well-being, monitoring changes in QOL over time, and
comparing QOL across other populations [14]. People’s views of what
makes for a high quality of life are shaped by cultural and societal
variables, which also have a substantial impact on how they perceive
values, beliefs, and priorities [15]. Therefore, it is crucial to take these
factors into account when evaluating QOL to guarantee that the
assessment covers the pertinent characteristics and reflects the values
and priorities of the population being researched [16].

Sometimes, cities are conceptualized as collections of services that
are available to citizens. The people’s needs and preferences align with
the city’s social and economic processes. The former places a strong
emphasis on citizen satisfaction, cooperation, and interaction [17]. The
latter emphasizes economic specialization’s industrial and functional
characteristics more, implying employment from the citizen’s point of
view [18]. Demands for improving people’s quality of life are reflected
in vision statements for urban planning and design. Physical charac-
teristics, accessibility, livability, character, communication, and per-
sonal freedom are what define an urban environment [19]. The
dimensions and placement of urban blocks, buildings, streets, walkways,
and open areas are examples of physical features. While livability is
about survival, access to healthcare, personal health, and safety,
accessibility is about having easy access to a variety of amenities [20].
Transportation and telecommunications technologies are included in
communication. A sense of location, time, stability, warmth, and beauty
are all indicators of character [21].

In this study, the physical, social, environmental and economic
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features of the city are complemented by institutional factors that reflect
the quality and efficiency of services provided by the local government
as important determinants of quality of life, well-being and happiness
[22].

2.2. Citizen satisfaction indicators

The idea of satisfaction in general refers to the psychological plea-
sure, assurance, and satisfaction that come with achieving objectives.
Examples of this include the satisfaction that arises from achieving one’s
goals in life and at work. Additionally, satisfaction is a psychological
state that one experiences to the degree that one’s needs are [23].

The phrase “consumer satisfaction,” or “customer satisfaction” was
first used in business contexts. Similar words were employed in the
services sector: Citizen contentment, beneficiary satisfaction, or receiver
satisfaction [24].

Numerous studies are included in the literature review on citizen
satisfaction indicators. One study highlights the use of citizen satisfac-
tion data as a performance indicator by examining the relationship be-
tween survey results and internal performance metrics [25]. In a
different study, the expectancy disconfirmation model is used to gauge
citizen satisfaction in the public sector. This study emphasizes the sig-
nificance of citizen satisfaction in fostering citizen-government trust
[26]. Furthermore, a research study employs the American Customer
Satisfaction Index (ACSI) paradigm to examine how satisfied rural res-
idents are with municipal services [27]. Another study uses structural
equations to gauge the perceived and expected quality of public services
as it looks into citizen satisfaction and loyalty in the Guayaquil metro-
politan area [28]. Lastly, an article highlights that citizen satisfaction
statistics may not always accurately reflect service performance and
addresses the possibility of misusing it as a performance measure [29].

Chen, R., Hsiao, J., & Hwang, H. (2012). Measuring customer
satisfaction of Internet.

banking in Taiwan: Scale development and validation. Total Quality
Management &.

Business Excellence, 23(8), 749-767.

http://dx.https://doi.org/10.1080/14783363.2012.704284.

Overall, these sources offer information on metrics of citizen satis-
faction across a range of categories, such as municipal and public ser-
vices. They talk about the implications of citizen satisfaction indicators
as well as various models and methods of measurement [30].

Based on the search results, here are some of the most commonly
used methods for measuring citizen satisfaction:

e Citizen satisfaction surveys: In these surveys, people are asked to
rank how satisfied they are with many areas of public services, like
public safety, waste management, and transportation [31].
Expectancy disconfirmation model: Comparing citizens’ expecta-
tions of service quality to their actual experiences is how this model
measure’s citizen satisfaction [26].

o American Customer Satisfaction Index (ACSI) model: This model
is used to measure citizen satisfaction with municipal services in
rural [27].

Structural equations: This technique compares the perceived and
expected quality of public services in order to look into citizen
satisfaction and loyalty in the Guayaquil metropolitan area [28].

In general, citizen satisfaction surveys are the most commonly used
way to measure citizens’ satisfaction, and will therefore be used in this
research by applying to citizens of Sharm el-Sheikh.

Citizen satisfaction surveys have advantages and disadvantages.
Advantages include providing anonymous and unambiguous insight into
citizens’ thoughts and perceptions of public services, identifying areas
where improvements are needed, and tracking changes in citizen feed-
back over time [32]. Surveys can be administered in different formats,
including online, email, paper, mobile, and telephone surveys,


https://doi.org/10.1080/14783363.2012.704284

E. Metwally and E. Samir

depending on the best way to reach the target citizen base [33]. Dis-
advantages include the potential for surveys to not always reflect actual
service performance, not capturing all aspects of citizen satisfaction,
being subject to response and social desirability bias, and being costly
and time-consuming to administer [34]. While citizen satisfaction sur-
veys can provide valuable insights into citizen satisfaction with public
services, they also have limitations and potential biases that should be
considered when interpreting the results [35].

3. Material and methods
3.1. Case study

Sharm el-Sheikh is situated on the southeast coast of the Sinai
Peninsula in Egypt and is well-known for its stunning beaches and ad-
vantageous location near the Gulf of Aqaba’s entry [36]. Sharm el-
Sheikh is known for its role in tourism, hosting numerous interna-
tional conferences and diplomatic meetings such as the UN Climate
Talks (COP27) in 2022, which agreed on important conclusions to
address climate change, also held in Sharm el-Sheikh[37]. as it won her
the title of “City of Peace.” The city is characterized by diverse marine
life and hundreds of coral reef sites in the Red Sea, making it a major
destination for divers and eco-tourists. Sharm el-Sheikh is one of the top
three diving sites visited worldwide, and has diving and shipwreck sites
attracting advanced and recreational divers from around the world to
discover. The city is also home to historic religious sites, such as St.
Catherine’s Monastery, offering various activities, including hiking,
quad biking and safari camping. Citizens’ satisfaction is an important
aspect, as it contributes to the overall image and competitiveness of
Sharm el-Sheikh as a destination.

3.2. Methodology for designing an effective citizen satisfaction survey

The following steps have been taken when designing an effective
citizen satisfaction survey in Sharm el-Sheikh:

1. Determining the purpose and objectives of the survey [38]: A
great method to improve your city and engage with your community is
to clearly define your major purpose and participate in a citizen satis-
faction survey offered by the Urban Observatory on Urban Services. By
becoming involved, you can ensure that your voice is heard and
contribute to the future of your city.

4 Choose the correct scanning method: The best survey approach
for the target group is one of the two: online or mobile phone surveys.

3. Develop clear and concise survey questions: Simple-to-
understand survey questions with a focus on clarity and conciseness
have been prepared. Additionally, technical phrases or terms that could
be confusing to responders have not been used [39].

4. Use a combination of closed and open questions: The collection
of both quantitative and qualitative data involved the use of both open-
ended and closed-ended questions. Open questions yield more accurate
and detailed answers, whereas closed questions offer organized data that
is easier to evaluate and has been more heavily depended upon in the
survey [40].

5. Test the survey: To make sure the questions are understandable
and unambiguous, a small sample of the intended audience participated
in the survey’s testing. The ambiguous questions were changed, and all
of the survey’s notes were taken into consideration.

6. Ensure anonymity and confidentiality: To promote truthful and
accurate responses, make sure the survey is private and anonymous
[41].

7. Analysis and reporting of results: Decision-makers received a
clear and comprehensive analysis and report of the survey results, which
helped them to understand the advantages and disadvantages of the
services offered to residents, pinpoint areas that needed improvement,
and create plans of action to address those issues [27].
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3.3. Sample methodology of citizen’s satisfaction survey in Sharm el
Sheikh city

1st Survey Delivery Format: The survey employed two primary
delivery formats to reach a wider range of Sharm el-Sheikh residents:

e Online Survey: An online survey platform (Survey 123 3.18.123
software version provided by Esri) was utilized. The South Sinai
Urban Observatory team disseminated the online survey link through
various online surveillance tools, aiming for maximum reach among
citizens with internet access.

e Mobile Phone Survey: The survey was also made accessible via mo-
bile phones, allowing participation for those with smartphones but
limited internet access.

2nd Mode Randomization: We acknowledge that the survey de-
livery format was not randomly assigned to participants. This could
potentially introduce mode effects, where response patterns differ based
on whether someone completes the survey online or via mobile phone.

3rd Minimizing Mode Effects: While random assignment wasn’t
implemented, the South Sinai Urban Observatory team took steps to
minimize potential mode effects:

e Data Verification, Filtering, and Cleaning: Rigorous data verifica-
tion, filtering, and cleaning procedures were implemented during
both online and mobile phone data collection. This helped ensure
data quality and consistency regardless of the delivery format.

e Survey Design: The survey itself was designed to minimize potential
biases inherent in online or mobile phone surveys. This included
clear instructions, balanced question formats, and minimizing op-
portunities for social desirability bias.

A representative sample of citizen satisfaction survey was selected
randomly by the South Sinai Urban Observatory team through online
surveillance tools and mobile phones using Survey123 3.18.123 version
by Esri to reach the largest number of citizens to share their views ac-
cording to the following methodology:

1. Target Population: This survey targets citizens in Sharm el-Sheikh
in the age group (18 years and above). This age is chosen to be the
individual with a high degree of awareness of the various services
offered by the governorate so that he can answer survey questions
and express an opinion in those services.

2. Sample size: The sample size was calculated in cooperation between

the urban observatory in South Sinai governorate and the Central

Agency for Public Mobilization and Statistics on the basis of the

method using the percentage of the phenomenon in question. This

method is calculated on the basis of several variables:

Percentage of phenomenon studied according to previous surveys or

administrative data

e The degree of confidence in the estimates or indicators extracted

from the survey results based on this size of the sample, was (90, 95,

99 %) and the degree of confidence of the estimate is correlated

positively with the sample size, i.e. the higher the level of trust

required by the sample followed by an increase in the sample size
and vice versa.

The level of accuracy of the estimate, which is the allowable margin

of error, is any difference between the true value and the estimated

value of the parameter for which an estimate is required using the
sample data.

Thus, the sample of this survey is calculated according to the number
of qualified individuals (18 years and older) based on the method used
the ratio of the phenomenon studied using the following formula:
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_ Z2PQ(1 +r)*D
~ E2*HHsize

Where:

n: Calculated sample size.

Z: Corresponding table value of confidence score 95 % = 1.96.

P: The default ratio will be used 0.5 to achieve the highest possible
variation.

Q: Supplementary ratio for P = P-1.

r: non-response rate and used at 10 %.

D: Number of domains on which the data will be published.

E: Target error margin = 0.049 which is the difference between the
true ratio and the estimated ratio.

HHsize: Average household size in the age group (18 years and over)
=2.4.

According to the potential bias associated with using online surveys
for sample selection in our study. To mitigate this bias and ensure a more
representative sample of Sharm el-Sheikh’s population, we employed a
two-pronged approach:

1. Stratified Sampling: The sample size of 2,365 was calculated using a
previous standard statistical formula and represents approximately
15 % of the total population of 15,765 citizens (CAPMAS, 2023). This
sample was further stratified to ensure proportional representation
across key demographics, including:

o Age: All adults over 18 years old were included.

e Gender: The sample reflects the city’s male-to-female ratio (64.11 %
male, 35.89 % female).

e Education: All education levels were represented, from illiterate to
those holding university degrees or higher.

e Employment: The sample included individuals from various sectors,
such as government, private, and this questionnaire does not include
tourists in the city, whether they are analysts or international.
(CAPMAS, 2017).

3. Sample Size Justification: The sample size of 2,365 provides a 95
% confidence level with a 5 % margin of error, ensuring statistically
significant results representative of the Sharm el-Sheikh population.

4. Analysis Plan:

Descriptive statistics will be used to summarize the demographic
characteristics of the respondents.

Chi-square tests will be conducted to analyze potential relationships
between demographic factors and satisfaction levels.

Thematic analysis will be employed to identify recurring themes and
categorize the qualitative data from the open-ended question.

5 Survey Validation:

The survey instrument was reviewed by experts in public service
delivery and citizen satisfaction measurement to ensure content
validity.

e A pilot test was conducted with a small sample of Sharm el-Sheikh

residents to assess the clarity and comprehensibility of the ques-

tionnaire and refine it before full deployment.

6. Collaboration with the Urban Observatory: We collaborated with
the established working group of the Urban Observatory in South
Sinai for survey distribution. This group has experience con-
ducting surveys and employs in-person interviews to ensure data
collection reaches all citizens, including those with limited tech-
nological access. Additionally, the Urban Observatory team fol-
lowed up with participants to ensure each individual completed
the survey only once and that the system functioned optimally.

By combining stratified sampling with the expertise of the Urban
Observatory, we aimed to achieve a more comprehensive and
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representative sample of Sharm el-Sheikh’s population, minimizing
potential bias due to online survey methods.

3.4. The design of citizen satisfaction survey in Sharm el Sheikh city

The survey was designed to measure citizens’ satisfaction with the
services provided to them in Sharm el-Sheikh as shown in Fig. 1, with
the aim of measuring their satisfaction with those services and knowing
the strengths and weaknesses of those services to present them to de-
cision makers correctly and clearly to help them identify areas of
improvement and the most inadequate sectors in the city and develop
plans for improvement and follow-up to improve the quality of life
deserved by the city’s inhabitants.

Additionally, the researchers proactively engaged with key stake-
holders at different levels to achieve this goal.

e His Excellency, the Governor of South Sinai: I had the privilege of
meeting with the Governor to discuss the research objectives and
receive feedback on the questionnaire’s clarity, relevance, and po-
tential impact. He provided valuable edits, including merging and
deleting certain questions, that ensured the survey captured infor-
mation aligned with his vision and the wider context of the region.

e The Mayor of Sharm El Sheikh and City Council Employees: I further
collaborated with the mayor and city council employees to gain in-
sights into administrative practices and ensure the survey resonated
with their daily work experiences. This input helped refine the ter-
minology and approach used in the survey.

This comprehensive approach, involving both high-level leadership
and ground-level practitioners, has significantly enhanced the relevance
and comprehensiveness of the survey by incorporating diverse per-
spectives and expertise.

The survey included a set of questions related to all public and
government services that people deal with and selected according to the
offered services needed from the local governmental ministries, as
shown in Table. 1 and Fig. 2. such as measuring satisfaction with the
main sectors supervised by the ministry of local development in South
Sinai governorate, Sharm el-Sheikh city. The main services like educa-
tional services, including measuring satisfaction with the quality of
teachers, classroom density, and proximity of the school to residential
areas. Additionally, health services will be measured to determine citi-
zen satisfaction with hospital efficiency, availability, doctor efficiency,
availability of pharmacies, radiology and analysis centers, as well as
measuring their satisfaction with the comprehensive health insurance
system. Satisfaction with environmental services will also be measured,
for example the regular dumping system for solid waste containers,
street cleanliness and beautification, and the availability of parks and
green spaces in city neighborhoods. The importance of measuring
satisfaction with security and civil defense services will also be
measured to determine the extent of control over theft, begging, and
fires, as well as the availability of security patrols for the importance of
citizens’ sense of security in the city in which they live. Satisfaction rates
for cultural services will also be measured for their important role in
society and their strong impact on the quality of life of citizens, such as
measuring satisfaction with support for talented and creative people, the
availability of activities in libraries and cultural palaces, the availability
of theaters and cinemas, and the culture and arts of women and children,
as well as training workshops for teaching traditional handicrafts.
Satisfaction with infrastructure and facilities will also be measured,
whether it is the quality of drinking water, sewage, and electricity, or the
quality of the road network, paving, lighting, and the suitability of
pedestrian and bicycle paths. Finally, citizen satisfaction with the ser-
vices provided by the city, such as Egypt services, technological centers,
post offices, and the city council, will be measured. The sample targeted
all categories of people in the city, and the survey was designed to be
administered in various formats, including online, email, paper, mobile,
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South Sinai Governorate N

Sharm el-Sheikh City
Urban observatory in South Sinai governorate

Distribution of samples to the districts of Sharm el-Sheikh
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Fig. 1. Distribution of samples to the districts of Sharm el-Sheikh Source: Google Earth modified by authors.

kiosk, and telephone surveys, depending on the best way to reach the
target citizen base. To ensure alignment with community needs and
priorities, a two-pronged approach was adopted for identifying relevant
indicators for assessing citizen satisfaction with urban public services in
Sharm El-Sheikh:

e Needs assessment: This stage involved meetings and interviews
with representatives from the local community. These discussions
aimed to gather insights on the real needs of citizens and establish a
baseline understanding of the existing services offered.
Collaborative indicator development: Based on the needs identi-
fied during the meetings and interviews, a questionnaire was drafted.
This process involved collaboration between the local community
and decision-makers. The questionnaire was iteratively refined and
voted upon by both parties, ensuring it captured aspects relevant to
actual needs, opportunities, limitations, and the strategic plan for the
city. This collaborative approach aimed to ensure the selected in-
dicators effectively measured citizen satisfaction in relation to their
quality of life.

4. Results and Discussion

Statistics is a way of collecting and analyzing the survey’s results and
data so that we can obtain an appropriate description of the circum-
stances In the statistical analysis, we are also trying to draw a compre-
hensive picture of the data collected and draw valid conclusions about
the degree of citizens’ satisfaction in the city, Since the figures them-
selves are meaningless by conducting the survey and assessing the
resulting data, we will get patterns that allow decision makers to make
meaningful decisions to improve citizens’ quality of life.

The IBM-SPSS statistical analysis program 29.0.10 software version
will be used to analyze the results of the citizen satisfaction rates survey
in Sharm el-Sheikh. The following statistical treatments (repetitions and

percentages, mean, standard deviation) have been used, measuring
satisfaction rates by five levels according to the quintuplet division scale
(fully satisfied, satisfied, somewhat satisfied, dissatisfied, not entirely
satisfied).

The data is processed and entered on the IBM-SPSS Statistical
Analysis program to analyze the repetitions and percentages by using
the list of analysis and selecting Descriptive Statistics and then selecting
the differentiated indicators for the survey and then selecting the mea-
surement of both mean and standard deviation to get the results of in-
dicators of citizens’ satisfaction with different services such as
education, health and culture....... etc.

The average satisfaction with the level of roads and traffic has been
measured at 4.12, which means a large percentage of citizens’ satis-
faction with them. The highest rate of satisfaction with the ease and
streamlining of traffic is about 4.25. The percentage of full satisfaction
and satisfaction with this service is about 83.1 % of the total number of
participants in the survey due to the expansion of the number of road
lanes and the increase of its efficiency, especially during the period of
the COP27 in Sharm el-Sheikh. Followed by average satisfaction with
the suitability of bike routes and availability of public transport is about
4.22 and 4.21 respectively, where the percentage of complete satisfac-
tion and satisfaction is about 81 % and the lowest average satisfaction
with the appropriateness of walkers’ paths represents 3.97 as shown in
Table. 2 and Fig. 3.

The average satisfaction with the level of health services was
measured at about 3.8 The highest rate of satisfaction with the avail-
ability of pharmacies is about 4.05, where the percentage of full satis-
faction and satisfaction with this service is about 75.1 % of the total
number of participants in the survey. Followed by average satisfaction
with the speed of response of ambulances when needed and the effi-
ciency and hygiene of health service delivery places is about 4.03 and
3.90 respectively, where the percentage of full satisfaction and satis-
faction is about 70 % The lowest average satisfaction with the
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Table 1
The public services and government services in Sharm El sheikh city.

Main sector Indicators

Satisfaction with the level of roads and Road quality and excavation treatment
traffic Availability of road and street lighting
Easy and smooth traffic
Suitable for pedestrian paths
Availability of public transportation
Convenient bike paths
Satisfaction with the level of health Effective control of diseases and
services epidemics
Availability of health centers in the
neighborhood
Availability of specialized hospitals in
the neighborhood
Efficiency and cleanliness of places
where health services are provided
Availability of qualified doctors in all
specialties
Availability of pharmacies
Availability of laboratories and
radiology centers
Comprehensive health insurance system
Ambulance response speed when
needed
Street cleaning and beautification
Availability of parks and green spaces in
the city’s neighborhoods
Regular emptying of solid waste
collection containers
Free from sewage leaks and permanent
maintenance
The lands are free of construction waste
Availability of baby daycare
Availability of schools/universities
Close to schools/universities
Quality of schools/universities in terms
of construction
Quality of schools/universities in terms
of class density
The quality of the teacher/faculty
members
Quality of school/university
administration
Control thefts
Controlling the phenomenon of begging
Controlling the phenomenon of street
children
Control the phenomenon of homeless
individuals
Fire control
Availability of security patrols
Availability of good places for
entertainment and tourism
Availability of shopping centers
Availability of places for exercise
Services provided by Sharm el-Sheikh
Museum
Availability of gardens equipped with
facilities and children’s games
Hotel services
Beach services
Satisfaction with the level of sports Availability of youth centers
services Availability of vanguards and scouts
Availability of sports competitions
Availability of conservative support for
athletes and their families
Availability of open playgrounds
Drinking water quality
Domestic water quality
The quality of the sewage network
Quality and regularity of electricity
services
The speed and regularity of the Internet
service
The abundance of water supplied to the
homes through the network

Satisfaction with the level of the
environmental situation

Satisfaction with the level of education

Satisfaction with the level of security
services and civil defense

Satisfaction with the level of leisure and
tourism services

Satisfaction with the level of services and
facilities
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Table 1 (continued)

Main sector Indicators

Electricity utility bill

Water and sanitation utility bill

Gas utility bill
Satisfaction with the level of culture Support talented and creative

services Availability of library and culture

palaces activities
Availability of theatres and cinemas
Women'’s and children’s culture and arts
Training workshops to teach Bedouin
handicrafts
Post office
Police station

How satisfied are you with the level of
performance of the following public
institutions? court

Social Solidarity Services Centers
(Solidarity and dignity

Housing Directorate services (licenses
issuance — reconciliation of violations —
etc.)

Passport service

Civil affairs

Electronic portal services

serving Egypt

Citizens Service (Technological Center)
chamber of commerce

Digital Egypt Services

Civil Defense

local unit

Source: by authors

availability of qualified doctors in all disciplines is 3.45. Many citizens
have registered their displeasure with the level of competence of doctors
present in Sharm el-Sheikh and having to go to Cairo in critical illness
cases. This is as shown in Table 3 and Fig. 4.

With regard to the level of environmental status, the average satis-
faction of citizens is 4.06. The highest rate of satisfaction with the hy-
giene and beautification of the streets is about 4.23. The percentage of
satisfaction and satisfaction with this service is about 82.7 % of the total
number of participants in the survey due to the interest of the Sharm el-
Sheikh City Council in the aesthetic and urban image. Followed by the
average satisfaction with the regular discharge of solid waste collection
containers and the availability of gardens and green spaces in the city’s
neighborhoods where the central park was established to reach 4.06 and
4.05 respectively where the total satisfaction and satisfaction ratio is
about 73 % and the lowest average satisfaction with sewage leaks and
permanent maintenance is 3.97 as shown in Table 4 and Fig. 5.

In addition, the average satisfaction with the level of education was
measured to 3.78. The highest satisfaction rate with the availability of
nurseries is about 3.87, where the percentage of full satisfaction and
satisfaction with this service is about 65 % of the total number of par-
ticipants in the survey. Followed by the average close satisfaction of
schools/universities and the availability of schools/universities is about
3.84 and 3.82 respectively due to the availability of many schools at
various levels whether government schools, experimental schools, pri-
vate schools or international schools in addition to the Japanese school.
University education was also provided through King Salman University
The lowest average satisfaction with the quality of the teacher/teaching
staff is 3.68 with a satisfaction ratio of 58.2 % of the total number of
participants in the survey. Citizens suffer from poor educational capa-
bilities of schools as shown in Table 5 and Fig. 6.

In terms of satisfaction with the level of security services and civil
defense, citizens’ average satisfaction is 4.1. Citizens enjoy a high level
of security in terms of control over thefts, begging phenomenon, street
children and availability of security courses, which represents the
highest satisfaction rate of 4.27. The percentage of full satisfaction and
satisfaction with this service is about 85.3 % of the total number of
participants in the survey “, followed by an average satisfaction with the
control of thefts and fire control of 4.24 and 4.23 respectively, where the
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Fig. 2. Satisfaction rates with the level of government services and services in Sharm El Sheikh city on Survey 123 app by ESRI Source: by authors.

Table 2
Satisfaction with the level of roads and traffic services in Sharm El sheikh city.
Satisfaction rates with the level of Completely satisfied Satisfied Somewhat satisfied not satisfied Not satisfied at all Mean  Std. Mean
government services and services % % % % % Deviation
Road quality and excavation 35.9 34.2 27.8 1.3 .8 4.03 0.87 4.12
treatment
Availability of road and street 35.0 38.4 21.1 5.5 0.0 4.03 0.88
lighting
Easy and smooth traffic 44.3 38.8 14.8 1.7 4 4.25 0.80
Suitable for pedestrian paths 33.8 39.2 19.0 6.3 1.7 3.97 0.97
Availability of public 41.4 40.5 16.0 1.7 4 4.21 0.80
transportation
Convenient bike paths 42.6 40.1 14.8 2.1 4 4.22 0.80

Source: The authors analyze using the statistical analysis program SPSS

percentage of complete satisfaction and satisfaction is about 81 % and
the lowest average satisfaction with the control of the begging phe-
nomenon is 3.78 as shown in Table 6 and Fig. 7.

The average satisfaction with the level of leisure and tourism services
was measured at around 3.95 The highest satisfaction rate with the
availability of good places for recreation and tourism is about 4.08. The
percentage of full satisfaction and satisfaction with this service is about
74.3 % of the total number of participants in the survey due to the
presence of many hotels, beaches and various tourist resorts in Sharm el-
Sheikh. Followed by the average satisfaction with the availability of
shopping malls and the availability of sports venues at approximately
the same rate as 4.05 where the percentage of complete satisfaction and
satisfaction is about 75 % and reaches the lowest average satisfaction
with beach services and represents 3.71 as shown in Table 7 and Fig. 8.

The average satisfaction with the level of sports services was
measured at about 3.8 The highest rate of satisfaction with the avail-
ability of youth centres is about 3.97, where the percentage of full
satisfaction and satisfaction with this service is about 71.7 % of the total
number of participants in the survey. Followed by average satisfaction
with the multitude of sports competitions and availability of vanguards
and scouts is about 3.95 and 3.90 respectively, where the percentage of

complete satisfaction and satisfaction is about 68 % and the lowest
average satisfaction with the availability of provincial support for ath-
letes and their families is 3.68 as shown in Table 8 and Fig. 9.

As for measuring satisfaction with the level of services and facilities,
whether drinking water, drainage, electricity, gas or telecommunica-
tions, the average overall satisfaction with such services is 3.5. The
highest satisfaction rate with the abundance of water received by
housing through the network is about 3.87. The percentage of full
satisfaction and satisfaction with this service is about 66.8 % of the total
number of participants in the survey. Followed by the average satis-
faction with the quality of drinking water and the quality of the water of
domestic use is about 3.72 and 3.71 respectively, where the percentage
of complete satisfaction and satisfaction is about 59 % and the lowest
average satisfaction with the quality of the sewage system is 3.97 as
shown in Table 9 and Fig. 10.

The average satisfaction with cultural services was measured at
about 3.6 The highest satisfaction rate for Women’s and Children’s
Culture and arts is about 4.15. The total satisfaction rate for this service
is about 79.4 % of the total number of participants in the survey. Fol-
lowed by average satisfaction with Availability of theatres and cinemas
and Training workshops to teach Bedouin handicrafts is about 4.13 and
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Fig. 3. Satisfaction with the level of roads and traffic services in Sharm El Sheikh city Source: by authors.
Table 3
Satisfaction with the level of health services in Sharm El sheikh city.
Satisfaction rates with the level of government services and Completely Satisfied Somewhat not Not satisfied Mean  Std. Mean
services satisfied % % satisfied % satisfied % at all % Deviation
Satisfaction with the Effective control of diseases and 25.3 40.5 28.7 4.6 .8 3.85 0.88 3.8
level of health epidemics
services o ,
Availability of health centers in the ~ 23.2 38.8 27.8 8.4 1.7 3.73 0.96
neighborhood
Availability of specialized 24.9 36.7 27.0 10.1 1.3 3.74 0.98
hospitals in the neighborhood
Efficiency and cleanliness of places ~ 30.8 39.2 21.9 5.5 2.5 3.90 0.98
where health services are provided
Availability of qualified doctors in ~ 18.1 31.6 31.2 14.8 4.2 3.45 1.08
all specialties
Availability of pharmacies 35.4 39.7 21.1 2.1 1.7 4.05 0.89
Availability of laboratories and 25.7 39.2 25.7 7.2 2.1 3.79 0.97
radiology centers
Comprehensive health insurance 23.2 35.4 29.5 7.2 4.6 3.65 1.05
system
Ambulance response speed when 34.6 38.4 23.2 3.4 4 4.03 0.87
needed

Source: The authors analyze using the statistical analysis program SPSS

4.08 respectively where the full satisfaction and satisfaction ratio is
about 81 % and reaches the lowest average satisfaction with Support
Talented and creative and represents 3.44 as shown in Table 10 and
Fig. 11.

Finally, the average satisfaction with the performance level of public
institutions such as postal, city council and Egypt’s services has been
measured to reach 4.10, which means that citizens are satisfied with a
large proportion of them. The highest satisfaction rate for Sharm el-
Sheikh City Council is about 4.28. The percentage of full satisfaction
and satisfaction for this service is about 83.9 % of the total number of
participants in the survey due to the availability of the technological
center of the City Council which helps citizens to complete their appli-
cations as soon as possible, followed by average satisfaction with civil
defense and citizen service. (Technological Center) is about 4.06 and
4.05 respectively, where the percentage of complete satisfaction and
satisfaction is about 76 %. It reaches the lowest average satisfaction with

the police station and represents 3.83 as shown in Table 11 and Fig. 12.

The survey results revealed variations in citizen satisfaction across
different public services in Sharm el-Sheikh. Residents expressed the
highest average satisfaction (4.12) with the level of roads and traffic.
This was followed closely by security services and civil defense, along
with the performance of other public institutions, which received an
average satisfaction rating of 4.1. Conversely, the findings indicated the
lowest average satisfaction scores for cultural services (3.6) and other
services and facilities (3.5). These results highlight areas requiring
particular attention from policymakers to improve the overall quality of
life for Sharm el-Sheikh’s citizens. Addressing Service Weaknesses:
The most concerning service weakness identified is sanitation. Many
residents reported experiencing persistent sanitation issues on the
streets. To address this, significant improvements to the city’s sewage
systems are necessary. Enhancing Cultural Services: In addition to
addressing sanitation concerns, the study suggests that cultural services
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Fig. 4. Satisfaction with the level of health services in Sharm El Sheikh city Source: by authors.
Table 4
Satisfaction with the level of the environmental situation services in Sharm El sheikh city.
Satisfaction rates with the level of government services and Completely Satisfied Somewhat not Not satisfied ~ Mean  Std. Mean
services satisfied % % satisfied % satisfied %  atall % Deviation
Satisfaction with the level of ~ Street cleaning and 43.0 39.7 15.2 1.3 .8 4.23 0.81 4.06
the environmental beautification
ituati
situation Availability of parks and green ~ 37.1 36.7 203 55 4 405 091
spaces in the city’s
neighborhoods
Regular emptying of solid 36.3 39.2 19.8 3.8 .8 4.06 0.89
waste collection containers
Free from sewage leaks and 30.8 41.8 21.9 5.1 4 3.97 0.88
permanent maintenance
The lands are free of 30.4 44.7 18.6 5.5 .8 3.98 0.89

construction waste

Source: The authors analyze using the statistical analysis program SPSS

require greater focus. This could be achieved by organizing more cul-
tural events and training workshops, potentially focusing on promoting
traditional Bedouin handicrafts. It’s worth noting that Sharm el-Sheikh
has already undertaken some cultural initiatives, such as hosting a two-
week book exhibition and establishing the Bedouin Heritage Village, a
permanent space dedicated to showcasing and selling Bedouin products.
These efforts serve as a positive foundation for further development of
the city’s cultural offerings. Data Visualization: Detailed results
regarding citizen satisfaction levels for each service category are pre-
sented in Table 12 and Fig. 13.

The findings of this research, focused on citizen satisfaction in Sharm
El Sheikh, offer valuable insights that can contribute to achieving the
goals outlined in Egypt’s Vision 2030, particularly those related to
improving the quality of life for citizens. While the study concentrates
on Sharm El Sheikh’s unique context, it is crucial to acknowledge the
broader framework of the South Sinai Governorate’s plan and its
alignment with Egypt Vision 2030.

The strategic plan for Sharm El Sheikh outlines a vision 2020 — 2045
focused on improving various aspects of the city, including tourism,
services, infrastructure, and quality of life. However, to assess the

effectiveness of the plan, it’s crucial to compare the found citizen
satisfaction levels with the pre-existing expectations or targets linked to
the plan’s implementation. While the plan itself doesn’t explicitly state
numerical targets for citizen satisfaction, it emphasizes improving
various aspects that might indirectly influence citizen satisfaction like
accessibility of services and quality of life.

Further investigation is needed to identify the specific expectations
or targets held by different stakeholders, including citizens, policy-
makers, and other relevant actors. By comparing these expectations with
the found citizen satisfaction levels, we can gain valuable insights into
the plan’s perceived effectiveness and areas for potential improvement.

Additionally, while the plan mentions a projected annual increase of
6 % in satisfaction based on the mayor’s statements and City Council
data, it’s important to critically analyze the methodology behind this
projection and acknowledge potential limitations in drawing conclusive
inferences.

Regarding the potential challenges of using both closed-ended
(Quintuplet Division Scale) and open-ended questions in the same sur-
vey. While the scale provides valuable quantitative data, the single
open-ended question allows citizens to express additional concerns
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Table 5
Satisfaction with the level of education services in Sharm El sheikh city.
Satisfaction rates with the level of government servicesand ~ Completely Satisfied Somewhat not Not satisfied Mean  Std. Mean
services satisfied % % satisfied % satisfied % at all % Deviation
Satisfaction with the Availability of baby daycare 26.6 38.4 30.8 3.8 4 3.87 0.86 3.78
level of educati
evel of education Availability of schools/ 29.1 34.6 25.7 105 0.0 382 097
universities
Close to schools/universities 27.4 38.4 24.9 8.9 4 3.84 0.94
Quality of schools/universities 27.4 37.6 24.5 8.9 1.7 3.80 0.99
in terms of construction
Quality of schools/universities 23.2 35.0 29.1 11.4 1.3 3.68 0.99
in terms of class density
The quality of the teacher/ 22.8 37.1 31.2 7.2 1.7 3.72 0.95
faculty members
Quality of school/university 24.9 37.1 29.1 6.8 2.1 3.76 0.97

administration

Source: The authors analyze using the statistical analysis program SPSS

beyond the predefined categories. Here’s how addressed the analysis of
the open-ended responses:

1. Thematic Analysis: We conducted a thematic analysis of the open-
ended responses. This involved a systematic review of all responses
to identify recurring themes and categorize them accordingly.

2. Coding: Each identified theme was assigned a code for easy tracking
and analysis.

3. Frequency Analysis: We then analyzed the frequency of each theme
to understand the prevalence of specific citizen concerns.

For example, some of the key themes identified through this process
included:

o Cost of Living: Concerns regarding high prices in supermarkets and
unstable pricing across shops.

¢ Healthcare: Shortage of qualified doctors and high rent prices.

e Education: Overcrowded classrooms, lack of experimental schools
in Ruwaysat.

e Youth Development: Support for handicrafts, job creation initia-
tives for young people, and development of youth centers to serve the
city and tourism.

10

e Social Services: Provision of safe drinking water outlets at afford-
able prices, focus on autism and sports education for low-income
children.

The findings from the open-ended question analysis provided valu-
able qualitative insights that complemented the quantitative data from
the Quintuplet Division Scale. These insights helped us gain a deeper
understanding of citizen priorities and concerns, informing recommen-
dations for improving Sharm el-Sheikh’s public services.

In addition to the citizens of Sharm el-Sheikh are really interested in
helping out and getting better services for their city. They’re also very
involved in making their community a better place to live. It took a lot of
work to build trust between the community and the citizen in charge,
but by listening to what citizen need and want and taking action based
on that, things are getting better. The teamwork of the urban observa-
tory in charge are also good at explaining why the survey is important
and how the information is used to make decisions, which keeps citizens
interested in filling it out every 3 months and seeing the results and
changes that come out of it.

While this research provides valuable insights into citizen satisfac-
tion with public services in Sharm el-Sheikh, we acknowledge the
following limitations:
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Table 6
Satisfaction with the level of security services and civil defense services in Sharm El sheikh city.
Satisfaction rates with the level of government services and Completely Satisfied Somewhat not Not satisfied Mean  Std. Mean
services satisfied % % satisfied % satisfied % at all % Deviation
Satisfaction with the level of Control thefts 44.7 38.4 13.9 2.1 .8 4.24 0.83 4.1
i i d civil
chf:;g services and civi Controlling the 30.4 32,9 23.6 10.5 25 378 1.07
phenomenon of begging
Controlling the 40.1 32.1 19.8 6.3 1.7 4.03 1.00
phenomenon of street
children
Control the phenomenon 37.6 39.7 16.5 5.5 .8 4.08 0.91
of homeless individuals
Fire control 45.6 37.6 12.2 3.8 .8 4.23 0.87
Availability of security 43.5 41.8 13.5 .8 4 4.27 0.75
patrols

Source: The authors analyze using the statistical analysis program SPSS

e Limited Existing Research: A comprehensive review of existing
literature revealed a scarcity of studies specifically exploring citizen
satisfaction with public services in tourist destinations with a similar
demographic and economic profile to Sharm el-Sheikh or other cit-
ies. This limits our ability to draw extensive comparisons between
our findings and those of other research efforts.

Focus on Data Collection: The primary focus of this research was to
gather data on citizen satisfaction levels in Sharm el-Sheikh. Given
the limited existing research in this specific context, further inves-
tigation is needed to develop and evaluate potential policy in-
terventions aimed at improving service delivery.

Discrepancy between Service Circle and Actual Service Provision:
The gap between citizens’ perceived service circle (what they believe
is covered) and the actual service provision warrants further dis-
cussion. This could involve exploring potential reasons like limited-
service coverage awareness, inequitable service distribution across
districts, or the disconnect between perception and reality. By
delving deeper into this topic, we can highlight the importance of
clear communication between service providers and citizens.
Spatial Correlation and Dissatisfaction: While the current iteration
doesn’t explicitly analyze the correlation between respondents’ lo-
cations and their satisfaction levels, we can incorporate a spatial

11

analysis to identify any geographical patterns in satisfaction for
specific services, such as sewage networks. The revised discussion
section will include maps or visualizations depicting these patterns,
providing a more comprehensive understanding of citizen satisfac-
tion across Sharm el-Sheikh.

Despite these limitations, our findings provide a valuable baseline for
future research endeavors. Additionally, framing the findings as a
foundation for future policy development emphasizes the practical
contribution of our research and looking for studies that examine:

e The discrepancy between perceived and actual service provision in
citizen satisfaction surveys.

e The importance of spatial analysis in understanding citizen satis-
faction with public services.

One acknowledged limitation pertains to the survey delivery format.
While the research team employed online and mobile phone surveys to
reach a broader range of citizens, the format was not randomly assigned
to participants. This could potentially introduce bias, as demographic
groups with varying technology access or preferences might be more
likely to participate in one format over the other. Consequently, the
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Table 7
Satisfaction rates with the level of entertainment services in Sharm El sheikh city.
Satisfaction rates with the level of government services and Completely Satisfied Somewhat not Not satisfied Mean  Std. Mean
services satisfied % % satisfied % satisfied %  at all % Deviation
Satisfaction with the level Availability of good places for 38.0 36.3 22.4 2.5 .8 4.08 0.88 3.95
of leisure and tourism entertainment and tourism
services Availability of shopping centers  36.7 38.8 186 4.2 17 405 093
Availability of places for 34.6 39.7 23.2 1.3 1.3 4.05 0.86
exercise
Services provided by Sharm el- 27.4 38.4 24.1 8.4 1.7 3.81 0.98
Sheikh Museum
Availability of gardens equipped ~ 28.7 44.7 23.6 2.1 .8 3.98 0.83
with facilities and children’s
games
Hotel services 28.3 41.4 27.4 2.5 4 3.95 0.83
Beach services 25.7 35.0 26.2 11.0 2.1 3.71 1.03

Source: The authors analyze using the statistical analysis program SPSS

generalizability of findings to specific sub-populations within the city
may be limited. Despite this limitation, we undertook several efforts to
enhance generalizability:

e Sample Size: A statistically significant sample size of 2,365 partici-
pants was employed, representing approximately 15 % of the total
population.

e Stratification: The sampling method utilized stratification to ensure
representation across key demographic groups (age, gender, educa-
tion, employment sector).

e Collaboration with Urban Observatory: The collaboration with the
South Sinai Urban Observatory, with its experience in conducting
surveys in the city, facilitated reaching a diverse range of citizens.

The researchers acknowledge the potential benefits of incorporating
multivariate analysis in future research. By employing a larger, more
representative sample and potentially focusing on specific service cat-
egories, future studies could leverage multivariate techniques to identify
the most significant factors influencing citizen satisfaction with public

services in Sharm el-Sheikh. By acknowledging this limitation and
explaining the rationale behind the chosen analysis methods, you
demonstrate a thoughtful approach to data analysis and pave the way for
future research using more sophisticated techniques.

Additionally, the comparison between citizen satisfaction rates with
relevant quality indicators for each public service domain would provide
a more holistic understanding of citizen satisfaction by linking it to
objective measures of service quality. However, incorporating this
analysis in the current research was not feasible due to the following
reasons:

e Obtaining comprehensive data on relevant quality indicators for
each public service domain in Sharm el-Sheikh proved challenging
within the scope of this research.

e Focus of Current Study: This study prioritized establishing a baseline
understanding of citizen satisfaction levels across various public
services.

research endeavors can from

Future significantly benefit



E. Metwally and E. Samir Ain Shams Engineering Journal 15 (2024) 102841

Satisfaction rates with the level of entertainment services

4.20 - 1.20
)
® 4.10 - 1.00
= e
c 4.00 o
] - 0.80 =
B 3.90 ke
8 - 060 3
5 3.80 o
© - 040 <
3 3.70 2
o
o 3.60 0.20
(]
= 3.50 e - 0.00
A Availability
Availability . . .
of good Services of gardens Satisfaction
places for Avallabll.lty Availability = provided by equlpped Hotel Beach rates with
. of shopping = of places for Sharm El- with . . the level of
entertainme . . e services services N
centers exercise Sheikh facilities and entertainme
nt and . | N
X Museum children's nt services
tourism
games
m— Mean 4.08 4.05 4.05 3.81 3.98 3.95 3.71 3.95
Std. Deviation 0.88 0.93 0.86 0.98 0.83 0.83 1.03

Fig. 8. Satisfaction rates with the level of entertainment services in Sharm El Sheikh city Source: by authors.

Table 8
Satisfaction with the level of sports services in Sharm El sheikh city.
Satisfaction rates with the level of government services and Completely Satisfied Somewhat not Not satisfied Mean  Std. Mean
services satisfied % % satisfied % satisfied % at all % Deviation
Satisfaction with the Availability of youth centers 31.6 40.1 22.8 4.2 1.3 3.97 0.91 3.8
level of sports Availability of vanguards and 30.4 38.0 24.1 6.8 8 3.90  0.94
services
scouts
Availability of sports 26.2 46.8 23.6 2.5 .8 3.95 0.82
competitions
Availability of conservative 20.3 38.8 31.2 8.4 1.3 3.68 0.93
support for athletes and their
families
Availability of open playgrounds  21.5 40.9 29.1 7.2 1.3 3.74 0.92

Source: The authors analyze using the statistical analysis program SPSS

Satisfaction with the level of sports services

4.00 0.96
o 3.95 0.94
= c
© 3.90 092 §
c 3.85 090 ¥
o —
= 3.80 088 3
o 3.75 0.86 O
2 -
= 3.70 0.84 =
2 3.65 0.82
s 3.60 0.80
= 3.55 0.78

3.50 T 0.76

Availability of Satisfaction
Availability of Availability of | Availability of | conservative | Availability of with the level
vanguards sports support for open
youth centers . of sports
and scouts competitions athletes and playgrounds .
: S services
their families
I Mean 3.97 3.90 3.95 3.68 3.74 3.80
e Std. Deviation 0.91 0.94 0.82 0.93 0.92

Fig. 9. Satisfaction with the level of sports services in Sharm El Sheikh city Source: by authors.

13



E. Metwally and E. Samir

Ain Shams Engineering Journal 15 (2024) 102841

Table 9
Satisfaction with the level of services and facilities services in Sharm El sheikh city.
Satisfaction rates with the level of government services and Completely Satisfied Somewhat not Not satisfied Mean  Std. Mean
services satisfied % % satisfied % satisfied %  at all % Deviation
Satisfaction with the level ~ Drinking water quality 22.4 38.0 30.4 7.6 1.7 3.72 0.95 3.5
f servi d faciliti
ot services andfactities s mestic water quality 23.6 36.3 29.5 8.9 17 371 098
The quality of the sewage 12.8 19.2 21.8 37.2 9.0 2.90 1.19
network
Quality and regularity of 13.7 20.5 25.2 31.2 9.4 2.98 1.20
electricity services
The speed and regularity of the ~ 17.5 35.9 30.8 12.0 3.8 3.51 1.03
Internet service
The abundance of water 27.7 39.1 27.2 4.7 1.3 3.87 0.91
supplied to the homes through
the network
Electricity utility bill 20.3 39.7 31.0 7.3 1.7 3.69 0.93
Water and sanitation utility bill ~ 15.4 34.2 32.9 13.2 4.3 3.43 1.04
Gas utility bill 16.3 279 38.6 12.9 4.3 3.39 1.04
Source: The authors analyze using the statistical analysis program SPSS
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e Std. Deviation 0.95 0.98 1.19 1.20 1.03 0.91 0.93 1.04 1.04
Fig. 10. Satisfaction with the level of services and facilities services in Sharm El Sheikh city Source: by authors.
Table 10
Satisfaction with the level of culture services in Sharm El sheikh city.
Satisfaction rates with the level of government servicesand ~ Completely Satisfied Somewhat not Not satisfied Mean  Std. Mean
services satisfied % % satisfied % satisfied % at all % Deviation
Satisfaction with the level ~ Support talented and 15.9 32.8 35.8 10.8 4.7 3.44 1.03 3.6
of culture services creative
Availability of library and 19.8 32.8 38.4 6.0 3.0 3.60 0.97
culture palaces activities
Availability of theatres and 34.6 46.0 17.7 1.3 4 4.13 0.77
cinemas
Women'’s and children’s 38.0 41.4 18.6 1.7 4 4.15 0.81
culture and arts
Training workshops to teach ~ 35.9 39.7 21.5 2.1 .8 4.08 0.85

Bedouin handicrafts

Source: The authors analyze using the statistical analysis program SPSS
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Satisfaction with the level of culture services
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Support library and Availability of . , :
children's workshops to = with the level
talented and culture theatres and )
. . culture and teach Bedouin of culture
creative palaces cinemas . .
S arts handicrafts services
activities
. Mean 3.44 3.60 4.13 4.15 4.08 4
e Std. Deviation 1.03 0.97 0.77 0.81 0.85
Fig. 11. Satisfaction with the level of culture services in Sharm El Sheikh city Source: by authors.
Table 11
Satisfaction with the level of performance of the following public institutions in Sharm EI sheikh city.
Satisfaction rates with the level of government services and Completely Satisfied Somewhat not Not Mean  Std. Mean
services satisfied % % satisfied % satisfied satisfied at Deviation
% all %
Satisfaction with the level of ~ Post office 27.4 39.2 29.5 3.4 4 3.90 0.86 4.1
?;ﬁg?:"cstﬁcme Police station 23.6 42.6 27.8 5.1 8 383 0.87
o owins P court 29.1 443 241 2.1 4 400 081
institutions . s .
Social Solidarity Services 31.2 44.7 20.7 1.7 1.7 4.02 0.86
Centers (Solidarity and dignity-
Decent life)
Housing Directorate services 30.4 43.5 23.2 2.1 .8 4.00 0.83
(licenses issuance —
reconciliation of violations —
etc.)
Passport service 29.5 43.9 23.6 1.7 1.3 3.99 0.84
Civil affairs 31.2 43.5 22.4 21 .8 4.02 0.83
Electronic portal services 24.5 45.6 26.2 3.4 4 3.90 0.82
serving Egypt 29.1 43.5 24.5 1.7 1.3 3.97 0.85
Citizens Service (Technological 31.6 45.6 19.8 2.1 .8 4.05 0.82
Center)
chamber of commerce 321 38.8 23.6 4.2 1.3 3.96 0.92
Digital Egypt Services 33.9 47.9 16.5 1.7 0.0 4.14 0.74
Civil Defense 30.6 47.2 19.6 21 4 4.06 0.79
local unit 45.3 38.6 14.8 1.3 0.0 4.28 0.76

Source: The authors analyze using the statistical analysis program SPSS

incorporating the reviewer’s suggestion.
5. Conclusions

The quality of the urban environment has been one of the new
challenges for planning and management institutions in recent years.
Responding to housing and service needs, particularly in Sharm el-
Sheikh City, has led to the fact that this issue is important and influen-
tial in measuring urban quality of life by measuring citizens’ satisfaction
with these services, whether in education, health, culture, sports,
entertainment, services, facilities, etc. Thus, the urban observatory in
South Sinai governorate designed a survey to measure citizens’ satis-
faction and distribute it to all different categories to determine the
current situation of the extent of satisfaction of the residents of Sharm el-
Sheikh city on all services provided to them. Therefore, the citizen’s
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satisfaction with certain services was monitored in a large proportion
such as road and traffic services, government office services and the city
council in addition to security services. as well as monitoring the range
of services suffered by people and there is a proportion of dissatisfaction
with them as a teacher at school and the need for tutoring at the level of
educational services, There are also shortages in the number of qualified
doctors present at the level of Sharm el-Sheikh hospitals at all levels of
the international, private and governmental levels at the level of health
services In addition, there is a permanent complaint from most citizens
in the survey, thus obtaining the lowest satisfaction rate for the sewage
network and inadequate drinking water at the service and utility level,
There are also shortcomings in the city’s cultural services.

In general, decision makers in Sharm el-Sheikh should take care of
the results and analyses resulting from the citizen’s satisfaction survey
and develop plans to strengthen services that have received citizen’s
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Fig. 12. Satisfaction with the level of performance of the following public institutions in Sharm EIl Sheikh city Source: by authors.

Table 12

Average citizen satisfaction rates in Sharm el-Sheikh.

citizen satisfaction rates in Sharm el-Sheikh Mean
Satisfaction with the level of roads and traffic 4.12
Satisfaction with the level of health services 3.8
Satisfaction with the level of the environmental situation 4.06
Satisfaction with the level of education 3.78
Satisfaction with the level of security services and civil defense 4.1
Satisfaction with the level of leisure and tourism services 3.95
Satisfaction with the level of sports services 3.8
Satisfaction with the level of services and facilities 3.5
Satisfaction with the level of culture services 3.6
Satisfaction with the level of performance of the following public institutions 4.1
Average citizen satisfaction rates in Sharm el-Sheikh 3.85

Source: The authors analyze using the statistical analysis program SPSS
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2 33
s 32
3 31
[
©
Q
>
emm@u \ean

satisfaction to maintain the level of such services adequately for citizens.
In addition to developing urgent improvement plans for the weaknesses
of services that have received relatively low satisfaction rates in order to
improve the quality of life of citizens through the provision of urban
services suitable for important city and tourism such as Sharm el-Sheikh
and the importance of working towards the continuous activation of the
citizen satisfaction survey periodically to follow up on citizens’ views on
a continuous basis and to build lasting trust between citizens and the
Government to ensure quality of life.

6. Availability of data and materials

Not applicable.
No funding was obtained for this study.

Average citizen satisfaction rates in Sharm el-Sheikh
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Fig. 13. Average citizen satisfaction rates in Sharm el-Sheikh Source: by authors.
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