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Introduction: Tourist satisfaction is one of the most important indicators for
evaluating service quality and competitiveness of tourist destinations, playing
a decisive role in tourist loyalty, return visits, and sustainable tourism
development.

Purpose: This study aims to investigate the factors affecting tourist
satisfaction and rank these factors in Chalus, Iran.

Geographical area: This descriptive-analytical research is based on
questionnaire data. Due to the unknown number of tourists, the sample size
was determined as 192 using Cochran's second formula and selected
randomly. The questionnaire's validity was confirmed by experts, and its
reliability was verified with Cronbach's alpha coefficient of 0.78. Data were
analyzed using factor analysis and appropriate statistical methods.
Methodology: The study area is Chalus in Mazandaran Province.

Results and Discussion: Factor analysis results showed that the most
important factors affecting tourist satisfaction are respectively security,
accessibility, information technology, quality of information technology,
economic factors, superstructure infrastructure, and staff behavior. Ranking
results indicated that accessibility ranked first and staff behavior ranked last.
Conclusion: Enhancing security, improving accessibility, developing
infrastructure and information technology, and improving service quality can
increase tourist satisfaction and, by strengthening loyalty and return visits,
provide the foundation for sustainable tourism development and realization of
economic goals in Chalus.

Highlights:

1.Security, accessibility, and information technology are the most important
factors affecting tourist satisfaction in Chalus.

2.Accessibility received the highest priority, while staff behavior received the
lowest rank among factors affecting tourist satisfaction.
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Introduction

Tourism is a highly complex activity with various effects that must be considered in planning to prevent
negative outcomes. Tourist satisfaction is one of the most important areas in tourism studies, yet literature
remains limited. Destinations offering unique environments have significant competitive advantages, and
coastal tourism substantially contributes to overall tourism and national economies. Chalus is one of Iran's
most important coastal destinations due to its location between the Alborz Mountains and the Caspian Sea,
hosting over 10 million tourists annually, with 2,073,000 visitors in 2022 according to the Cultural Heritage
and Tourism report. This research examines components affecting domestic and foreign tourist satisfaction,
aiming to identify and rank the most important factors. The study seeks to answer: What are the most
important factors affecting tourist satisfaction, and which factors in Chalus have higher priority for
satisfaction?

Purpose

This study aims to identify and prioritize the most important factors influencing tourist satisfaction in
Chalus, Iran. The research seeks to examine the components of overall regional characteristics, willingness
to revisit, tourism management, and accommodation and catering services that affect domestic and foreign
tourist satisfaction. The overarching goal is to provide empirical evidence that can inform urban planning
and policy-making to foster more inclusive, equitable, and sustainable tourism development in Chalus,
thereby facilitating tourism development and economic growth.

Geographical Area

Chalus, with its unique natural and historical attractions, is considered one of the country's premier
nature tourism regions, annually hosting over 10 million travelers and tourists. The city is located between
35°47" North latitude and 50°34' East longitude, situated in the north-central part of the country, bordered
by the Caspian Sea to the north, Tehran and Semnan provinces to the south, Gilan and Qazvin to the west
and southwest, and Golestan Province to the east. The presence of waterfalls, hot and cold mineral springs,
forest parks, caves, springs, lakes, historical monuments, hundreds of accommodation and catering centers,
and especially the proximity of mountains, sea, and forest have established this region as a major tourism
hub nationally and globally.

Methodology

This research is applied in nature and employs descriptive-analytical methods based on field studies
(questionnaire and observation). The statistical population consisted of tourists entering Chalus. Due to the
unknown number of tourists, 192 samples were selected using the second type of Cochran's formula. After
reviewing numerous domestic and international studies, indicators and items were extracted, and a
questionnaire was developed and distributed randomly among tourists. The validity of the questionnaire
items was confirmed by several academic researchers, and its reliability was calculated using Cronbach's
alpha test at 0.78. Factor analysis was used for data analysis to identify the most important factors affecting
tourist satisfaction, and fuzzy TOPSIS was employed for ranking. The research identified eight factors:
security, accessibility, information technology, quality of information technology, economic factors,
superstructure, infrastructure, and staff behavior.

Results and Discussion

Factor analysis results revealed that the eight extracted factors explained approximately 44.84% of the
total variance. Security emerged as the most important factor affecting tourist satisfaction in Chalus, with
the highest eigenvalue (2.763) explaining 6.575% of the variance, followed by accessibility with an
eigenvalue of 2.580 explaining 6.143% of the variance. The fuzzy TOPSIS ranking showed that
accessibility ranked first with a similarity coefficient of 0.539, superstructure ranked second with 0.529,
security ranked third with 0.475, quality of information technology ranked fourth with 0.455, information
technology ranked fifth with 0.459, economic factors ranked sixth with 0.432, and staff behavior ranked
seventh with 0.429. The KMO measure (0.761) and Bartlett's test (1109.24, p = 0.000) confirmed the
appropriateness of the data for factor analysis. These findings indicate that tourists in Chalus prioritize ease
of access to destinations, services, and facilities, followed by the quality of accommodation facilities and
security considerations. The results align with previous studies by Yoon and Uysal (2005), Wang and Qu
(2006), Marcussen (2011), and others, confirming that accessibility, security, and infrastructure are
fundamental to tourist satisfaction.

Conclusion
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The study concludes that tourist satisfaction in Chalus is primarily influenced by accessibility,
superstructure, and security factors. These findings reflect the reality that Chalus, despite its natural
attractions, faces challenges in providing adequate infrastructure and security for the large number of
tourists it receives. To address these challenges, local authorities and tourism managers must prioritize
improving accessibility, developing accommodation facilities, enhancing security measures, and
strengthening information technology infrastructure. Practical recommendations include: improving road
infrastructure and access routes; developing accommodation facilities with attention to diverse tourist
needs; enhancing security through visible but non-intrusive policing; improving information technology
services; regulating prices of souvenirs and services; and training staff in customer service. Adopting a
comprehensive approach to tourism development is essential for sustainable growth. Future research should
explore interventions to bridge infrastructure gaps and examine the role of community participation in
tourism development.
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Table 1. Research Components and Indicators
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Figure 2. Geographical Location of the Study Area
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Table 2. Demographic Characteristics of the Research Sample Respondents
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Table 7. Ranking of Tourist Satisfaction Factors
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