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Abstract
Problem statement: In recent years, the central and historical areas of cities have faced 
challenges, including physical deterioration, declining environmental quality, reduced 
livability, and the gradual departure of residents. These conditions have highlighted the need 
to understand residents’ perceptions of neighborhood livability and examine their effects on 
residential satisfaction and neighborhood loyalty to support sustainable urban regeneration.
Research objective: The aim of this study is to investigate residents’ perceptions of 
livability in Shahrood’s central neighborhoods, explain its effects on residential satisfaction 
and neighborhood loyalty, identify environmental improvement priorities, and examine the 
mediating role of residential satisfaction in strengthening residents’ loyalty.
Research method: The study combined Importance–Performance Analysis (IPA) and 
Structural Equation Modeling (SEM). Data were collected through a researcher-made five-
point Likert questionnaire from 384 residents of central neighborhoods surrounding the 
historic bazaar of Shahrood. IPA identified intervention priorities, while SEM tested the direct 
and indirect relationships among perceived importance, perceived performance, residential 
satisfaction, and neighborhood loyalty.
Conclusion: The results showed that, despite performance deficiencies in some livability 
dimensions, especially social aspects, spatial quality, and the built environment, residents’ 
loyalty exceeded residential satisfaction, indicating strong emotional and social ties. Perceived 
livability performance had a significant direct effect on residential satisfaction (β = 0.56), 
while residential satisfaction strengthened the relationship between perceived performance 
and neighborhood loyalty (β = 0.89). IPA identified security against crime, social cohesion 
and participation, street lighting, safety for women and children, and visual appeal of building 
facades as the highest intervention priorities. Overall, the findings emphasize human-centered 
environmental and social interventions to enhance satisfaction, strengthen loyalty, increase 
residential stability, and support sustainable regeneration of central neighborhoods.
Keywords: Neighborhood livability, satisfaction, loyalty, Shahrood city, 
importance-performance analysis
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Introduction and Problem Statement
The central fabric of Iranian cities, especially 
neighborhoods adjacent to historical markets, as 
the identity-giving centers of social interactions 
and economic-cultural activities, has faced serious 
challenges of livability in recent decades, such as 
physical deterioration, reduced environmental quality, 
traffic and accessibility issues, social insecurity, 
and the gradual departure of original residents. 
Despite the inextricable link between the historical 
market of Shahrood and the surrounding residential 
neighborhoods, the increasing development of 
commercial-service functions and neglect of 
residential needs have caused instability and reduced 
satisfaction of residents in these neighborhoods, and 
the change of use of residential houses to warehouses 
or commercial stores around the market (abandoning 
the place of residence and the desire to invest in 
other neighborhoods) is one of its objective results. 
Residents’ satisfaction and loyalty are considered 
the main factors in maintaining the life and socio-
economic sustainability of these valuable contexts 
(Besen et al., 2026; Zhong et al., 2026). When residents 
of a place, as a result of satisfaction and loyalty, 
promote that place and recommend it to others, it will 
have a much greater impact than incentive policies in 
the form of regeneration plans, and in this way, it will 
play a significant role in reducing the phenomenon 
of urban shrinkage and decline (Dunstan, 2007) and 
preventing the development of new neighborhoods 
or the waste of urban resources and infrastructure 
(Slingerland et al., 2023). It seems that many of 
the programs and interventions implemented in 
these neighborhoods have been carried out without 
considering the perceived priorities of residents and 
the mismatch between the subjective “importance” of 
livability indicators and the actual “performance” of 
the environment, and this gap between what residents 
consider important and what they actually receive has 
not only reduced their satisfaction, but also weakened 
their loyalty to the place and their desire to stay in the 
neighborhood (Mantey, 2021; Salaripour et al., 2021). 
According to previous studies, improving the 

environment and promoting livability in degraded 
areas are fundamental to urban sustainability and 
urban regeneration (Dunstan, 2007; Lee, 2021). 
Therefore, the disregard for residents’ perceptual 
priorities and the mismatch between the subjective 
“importance” of livability indicators and the 
actual “performance” of the environment and its 
impact on reducing satisfaction and loyalty to the 
neighborhood are the issues of the present study, 
which was conducted with the aim of identifying 
intervention priorities and led to the formulation of 
the following questions:
- Which of the livability indicators in the 
neighborhoods adjacent to the Shahrood historical 
market is of high importance from the residents’ 
perspective, and is its current performance far from 
the importance expressed for it?
- In the neighborhoods adjacent to the Shahrood 
historical market, what is the relationship between 
the variables “perceived importance of livability 
indicators”, “perceived performance of livability 
indicators”, and “satisfaction” and “loyalty” of 
residents to the neighborhood?
This study used the Importance-Performance 
Analysis (IPA) matrix to examine the gap between 
perceived importance and performance. By 
prioritizing urban development criteria using IPA, 
the importance of a criterion can be identified in 
the minds of residents, and its performance can be 
assessed by residents (Lee et al., 2021); in this way, the 
provision, allocation of credit, and project definition 
can be made to address existing deficiencies. This 
can lead to reduced time and capital waste and 
to improved public participation and attention 
to public expectations and demands in changes 
and interventions in urban neighborhoods 
(Alikomak et al., 2024; Pasanen et al., 2024). 
According to previous studies, awareness of the 
subjective aspect of livability can clarify the situation 
beyond objective indicators and enable planners 
and policymakers to identify factors affecting 
resident satisfaction and what residents really need 
(Leby & Hashim, 2010).
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livability has not been given much attention. On 
the other hand, the examination of the background 
is carried out as two separate concepts and terms: 
“satisfaction” and “loyalty”. In the second case, 
a review of the literature shows that in some 
studies, the effect of neighborhood livability 
on residents’ satisfaction has been examined 
(Zhan et al., 2018; Mouratidis & Delclòs-Alió, 2026; 
Petrovici et al., 2026; Purwanto, 2026) and in some studies, the 
effect of neighborhood livability on residents’ loyalty 
to the neighborhood has been examined with similar 
literature (Fu et al., 2024; Olanrewaju et al., 2024; Li 
& Managi, 2025); also, in some studies, the effect 
of satisfaction with the place on the perception 
of the place and loyalty to it has been confirmed 
(Zenker & Petersen, 2014; Lee & Xue, 2020; 
Ochoa Rico et al., 2022). However, a look at the 
history of the subject shows that examining the three 
variables simultaneously has not received much 
attention in research. Considering the aforementioned 
input, in the present study, considering the variable 
“perceived importance” as an independent construct 
and explaining its relationship with perceived 
performance, as well as explaining the relationship 
between the variables of perceived importance and 
perceived performance with “satisfaction and loyalty” 
is a new and innovative aspect of the present study.

Theoretical Foundations
•  “Neighborhood livability” and “satisfaction 
and loyalty” to it
Livability: In response to the excessive development 
of cities, urban decay and decline (Iyanda et al., 
2018; Ahmed et al., 2019), and pressure on the 
limited space and resources of the urban environment 
(Sheikh & van Ameijde, 2022), the concept of 
urban livability has been proposed. With increasing 
urbanization and global concerns about sustainability 
and climate change, attention to the quality of local life 
and the design of livable neighborhoods has become 
a global priority (Sultana & Asad, 2021; Kourtit et 
al., 2022; Mouratidis & Yiannakou, 2022). Livability 
refers to a place’s ability to meet the basic needs of 

 Research Background
The research problem raised two issues: 1) the 
mismatch between the subjective “importance” of 
livability indicators and the actual “performance” 
of the environment, and 2) the impact of perceived 
importance and performance on satisfaction and 
loyalty to the neighborhood. Regarding the first 
issue, a review of the research background on 
livability in urban studies shows that it has been 
examined across various dimensions to date. In 
some studies, objective aspects of neighborhood 
livability such as housing quality, access to 
services, and safety have been considered 
(Stimson & Marans, 2011; Ahmed et al., 2019). In some studies, 
the perceptual aspects of indicator performance have 
also been considered (Norouzian-Maleki et al., 2015; 
Mouratidis, 2018; Pasanen et al., 2024). Looking 
at the scope of research conducted, although the 
objective and subjective dimensions of livability have 
been considered in various studies, the simultaneous 
examination of the perceived importance of indicators 
and the subjective evaluation of their performance 
has received less attention. It should be noted 
that attention should be paid to the importance of 
indicators (Okulicz-Kozaryn, 2013) as well as to the role 
of cultural and social contexts in residents’ subjective 
prioritization (Dunstan, 2007; Norouzian-Maleki et 
al., 2015; Campomanes V et al., 2026). In addition 
to differences in the importance of indicators across 
neighborhoods (Nasreldin et al., 2017; Mouratidis, 
2018; Elmahdy et al., 2021; Tolfo & Doucet, 2022), 
this underscores the need to consider indicator 
importance alongside performance evaluation. 
Regarding the second issue, two general cases for 
“satisfaction” and “loyalty” can be examined. On the 
one hand, the examination is carried out as a general 
term “satisfaction and loyalty” in the marketing 
literature. Even though, in recent years, in the field of 
urban studies, some research has focused on examining 
various factors in the subject of “satisfaction and 
loyalty” to places (Plunkett et al., 2019; Ochoa Rico 
et al., 2022; Bose et al., 2023; Hou et al., 2026; 
Suhartanto et al., 2025), the impact of neighborhood 
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its inhabitants and to provide favorable conditions 
for living, working, social interaction, and personal 
growth (Hedayatnezhad Kashi et al., 2025; 
Rakhshaninasab & Salari, 2025). In other words, 
livable neighborhoods are communities with relatively 
high population densities that offer balanced, 
satisfying living conditions for their inhabitants 
(Tennakoon & Kulatunga, 2019). Livability reflects 
the quality of the person-environment relationship; 
how well the built environment or services available 
in a city meet the needs and expectations of residents 
(Kovacs-Györi et al., 2019). Livability is a measure of 
the objective quality of life and residents’ satisfaction 
(Okulicz-Kozaryn, 2013; Badland et al., 2014). 
In some studies, the importance of neighborhood 
livability in achieving sustainability (Gough, 2015; 
Ahmed et al., 2019) and neighborhood resilience 
(Zyari & Hosseini, 2016) has been considered.
Livability and Satisfaction: Creating a livable 
environment is the beginning of satisfaction, 
and satisfaction is the cycle of space-to-place 
transformation; an event in which the role of 
the environment in creating a high-quality self-
image leads to the formation of a deep emotional 
relationship between a person and a place. In 
urban studies, a place’s strong livability can help 
distinguish it in the eyes of its residents. People 
who live in livable neighborhoods tend to be 
happier (Okulicz-Kozaryn, 2013). Neighborhood 
satisfaction is an important predictor of mental health, 
life satisfaction, perceived safety, and intention to 
move (Grogan-Kaylor et al., 2006). Neighborhoods 
that fail to adequately meet residents’ perceived 
needs are prone to outmigration to areas that better 
meet these needs (Chapman & Lombard, 2006). 
Neighborhood satisfaction is not only an element 
of a socially sustainable neighborhood but also an 
intrinsic component of quality of life (reflected in 
life satisfaction), which is determined by both the 
opportunities created by the built environment and 
individual assessments of what is essential in life 
(Mantey, 2021). Neighborhood satisfaction and 
neighborhood happiness are key indicators of urban 

livability and predictors of subjective well-being 
(Mouratidis & Delclòs-Alió, 2026).
Satisfaction and loyalty: When residents are satisfied 
with a place, they are more likely to be loyal to 
it (Babalola, 2022). In the business literature, 
satisfaction is also a prerequisite for loyalty, and it 
results from a mental process in which the perceived 
performance of a product or service is compared with 
standards (Deng & Pierskalla, 2018). Satisfaction 
is considered a short-term goal, while loyalty is a 
long-term goal that includes continued purchases, 
recommendations to others, and sustained preference 
for a brand (Oliver, 1999; Haumann et al., 2014; 
Babalola, 2022), and in it, loyalty can be examined 
at three levels: attitudinal (expression of interest), 
behavioral intention (intention to revisit and positive 
recommendation), and actual behavior (number 
of visits and purchases) (Tanford, 2016). In urban 
studies, residents’ willingness to recommend a 
place and their readiness to promote a place by 
sharing positive and engaging descriptions of it 
with others (Tsaur et al., 2019), participation and 
volunteering for its development, and willingness 
to invest extensively are among the factors that 
have been emphasized in place loyalty. Social and 
environmental psychology research has shown 
that residents’ identification with a place leads 
to several desirable outcomes, such as increased 
commitment and satisfaction with residence 
(Zenker & Petersen, 2014).
•  Conclusion and formulation of hypotheses
In view of the theoretical foundations presented, 
in response to excessive urban development and 
neighborhood deterioration, livability, as a platform 
for meeting residents’ needs, provides a basis for 
satisfaction. Satisfaction also leads to attachment 
and loyalty to the place through positive emotional 
responses to the environment, including permanence, 
positive recommendations, participation, and 
investment in the neighborhood. Considering the 
variables of “perceived importance of livability 
indicators”, “perceived performance of livability 
indicators”, “satisfaction”, and “loyalty”, in the 
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research sample, the research hypotheses are stated as 
follows:
- (H1): In the case study, it seems that some livability 
indicators are more important from the residents’ 
perspective, and the current performance is far from 
the residents’ expected importance (importance-
performance gap).
- (H2): It seems that there is a significant relationship 
between the variables “perceived importance”, 
“perceived performance of livability indicators”, 
“satisfaction”, and “loyalty” to the neighborhood. 
Perceived importance affects perceptions of 
performance, and satisfaction mediates the 
relationship between performance and loyalty. 
Performance also serves as a mediating factor 
between importance and satisfaction.

Research Method
•  Development of research metrics
In livability studies, some studies have 
emphasized “public services and neighborhood 
structures” as an important factor in livability 
and have introduced safety and socio-
economic dynamism as important factors in 
realizing a livable city (Tapsuwan et al., 2018; 
Alikomak et al., 2024; Magnuszewski et al., 2025; 
Tennakoon et al., 2025). Some studies have focused 
on the “quality of the physical environment” (Raman, 
2010; Satu & Chiu, 2017; Mouratidis, 2018; Guturu 
& Schwai, 2022). In some studies, “spatial qualities” 
have been considered (Kourtit et al., 2022; 
Mouratidis & Yiannakou, 2022). Some studies have 
also been conducted focusing on different dimensions 
of “social components” (Slingerland et al., 2023; 
McClanahan et al., 2024; Pasanen et al., 2024; 
Zhong et al., 2026; J. Kim & Ware, 2026; Besen et al., 2026; 
Istrate et al., 2026). Considering the studies conducted, 
the components and indicators of livability in the 
four areas of “facilities and infrastructure”, “built 
environment”, “spatial qualities”, and “social 
relations and neighborhood” can be presented, 
along with the indicators of satisfaction and loyalty 
components according to Table 1.

•  Case study and reasons for its selection
According to Fig. 1, Shahrood is the center of 
Shahrood County and is located in Semnan Province; 
it lies between two types of climates: dry and desert 
in the south and humid and rainy in the north. 
According to the 2005 census, its population was 
132,379. This city is located on the northern edge 
of the desert plain and the southern slopes of the 
Alborz Mountains. The area under study is also 
located in the central part of Shahrood City, and part 
of the city’s initial core was formed there; subsequent 
development occurred in the 1950s and 1960s. 
Due to its historical background and commercial 
prosperity, the area under study has a special place. 
The presence of old buildings and textures has given 
this area a distinct cultural identity, and economic 
activities and local markets have made it one of the 
most prosperous urban centers. Historical monuments 
in this area include the bazaar, the Qale mosque 
and school, the Sheik Ali Akbar Mosque, the Tekye 
Saadat, the Haj Taghi bathhouse, and the Qale school 
reservoir. According to the Shahrood master plan, 
this area is in District 1 of the municipality, including 
neighborhoods 3 and 4. This area includes parts of 
the Shabdari and Qale Vali Abad neighborhoods 
(Tarh Memari Mohit Consulting Engineers, 2019). The 
study area is surrounded by 22 Bahman Street, Tehran, 
15 Khordad Street, 17 Shahrivar Street, and Shahid 
Madani Street. Shabdari Street and Mazar Pedestrian 
Walk are the two main streets of this area, which, 
as important and busy urban axes, play a significant 
role in the neighborhood’s physical and functional 
organization. The reasons for selecting the case study 
include:
- The study area is facing the departure of old residents 
from the area, and the houses are being converted into 
warehouses for commercial spaces,
- The existence of obvious challenges in reducing the 
quality of livability, such as physical deterioration, 
social insecurity, traffic problems, and access, and the 
reduction in the quality of the environment and public 
spaces,
- The possibility of generalizing the results due to 



I. Karami & F. Shahhosseini

.....
.....
.....
.....
.....
.....
.....
.....
.....
.....
.....
.....

..............................................................................
56 The Scientific Journal of NAZAR research center (Nrc) for Art, Architecture & Urbanism 

Table 1. Explanation of research metrics. Source: Authors. 

 Indicator Key References Code
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tru
ct
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e

Access to public infrastructure (water 
supply, electricity, gas, sewage, etc.)

Saitluanga (2014), Norouzian-Maleki et al. (2015), Tennakoon & Kulatunga 
(2019), Lee et al. (2021), Nath & Karutz (2021), Sultana & Asad (2021) I1

Access to public services (healthcare, 
educational, cultural facilities, etc.)

Saitluanga (2014), Norouzian-Maleki et al. (2015), Mouratidis (2018), 
Tennakoon & Kulatunga (2019), Lee (2021), Lee et al. (2021) I2

Road and street safety
Chapman & Lombard (2006), Dunstan (2007), Saitluanga (2014), 

Norouzian-Maleki et al. (2015), Lee et al. (2021), Sultana & Asad (2021), 
Baobeid et al. (2021), Chan & Li (2022), Pasanen et al. (2024)

I3

Quality of public transportation
Clark et al. (2013), Dunstan (2007), Norouzian-Maleki et al. (2015), 
Lee et al. (2021), Sultana & Asad (2021), Ochoa Rico et al. (2022), 

Pasanen et al. (2024)
I4

Access to major road networks Dunstan (2007), Pasanen et al. (2024) I5

Cleanliness and sanitation Dunstan (2007), Lee et al. (2021), Nath & Karutz (2021), 
Sultana & Asad (2021), Ochoa Rico et al. (2022), Pasanen et al. (2024) I6

Availability and quality of green and 
recreational spaces

Dunstan (2007), Lee et al. (2021), 
Sultana & Asad (2021), Ochoa Rico et al. (2022) I7

Quality of sidewalks and pedestrian 
pavements

Dunstan (2007), Saitluanga (2014), Norouzian-Maleki et al. (2015), 
Ochoa Rico et al. (2022), Sultana & Asad (2021) I8

Traffic volume and vehicle speed Norouzian-Maleki et al. (2015), Ochoa Rico et al. (2022), Sheikh & van 
Ameijde (2022) I9

Energy efficiency Khorasani & Rezvani (2013), Radaei et al. (2020), Ommati et al. (2022) I10

B
ui

lt 
En

vi
ro

nm
en

t

Satisfaction with housing conditions 
(ownership, views, spatial quality, etc.) Dunstan (2007), Pasanen et al. (2024) B1

Quality of public green spaces Dunstan (2007), Pasanen et al. (2024) B2

Availability of neighborhood resting 
spaces

Dunstan (2007), Saitluanga (2014), 
Satu & Chiu (2017), Pasanen et al. (2024) B3

Urban furniture Taleshi Anbohi et al. (2019), Manuchehri et al. (2020), Dolatshah (2023) B4

Disaster safety and preparedness Lee (2021), Sheikh & van Ameijde (2022) B5

Visual attractiveness of building 
façades

Sahachaisaeree (2012), Norouzian-Maleki et al. (2015), Lee et al. (2017), 
Prompayuk & Sheikh & van Ameijde (2022) B6

Physical quality of housing Basolo & Strong (2002), Saitluanga (2014), Satu & Chiu (2017), Lee et al. 
(2021), Nath & Karutz (2021), Pasanen et al. (2024) B7

Conservation of historic buildings and 
heritage sites

Norouzian-Maleki et al. (2015), Lee et al. (2021), 
Sheikh & van Ameijde (2022) B8

Access to daily shopping facilities Saitluanga (2014), Lee et al. (2021), Sultana & Asad (2021), Sheikh & van 
Ameijde (2022) B9

Sp
at

ia
l Q

ua
lit

y

Absence of noise pollution Mouratidis (2020b), Sultana & Asad (2021), Ochoa Rico et al. (2022), 
Pasanen et al. (2024) S1

Air quality and pollution control Lee et al. (2021), Sultana & Asad (2021), Ochoa Rico et al. (2022) S2

Spatial hierarchy (public–private 
transition)

Dunstan (2007), Raman (2010), Norouzian-Maleki et al. (2015), 
Mohrekesh et al. (2019) S3

Legibility and wayfinding Raman (2010), Norouzian-Maleki et al. (2015), Ochoa Rico et al. (2022), 
Sheikh & van Ameijde (2022) S4

Quality of the street network Norouzian-Maleki et al. (2015) S5

Safety of women and children Khorasani & Rezvani (2013), Taleshi Anbohi et al. (2019) S6

Adequate natural lighting and 
ventilation Zyari & Hosseini (2016), Mohrekesh et al. (2019), Veysi nab et al. (2023) S7

Appropriate enclosure and spatial 
proportions

Prompayuk & Sahachaisaeree (2012), Norouzian-Maleki et al. (2015), 
Sheikh & van Ameijde (2022) S8

Protection of natural landscapes and 
environmental assets

Dunstan (2007), Clark et al. (2013), Norouzian-Maleki et al. (2015), Lee 
(2021), Lee et al. (2021), Pasanen et al. (2024) S9
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Rest of Table 1.

the similarity of the present model with the model 
of the central neighborhoods of most historical cities 
in Iran,
- The existence of economic and social diversity and the 
possibility of benefiting from a variety of perspectives,
- The inextricable link between the market and 
neighboring neighborhoods, and the possibility of 
developing intervention strategies to preserve and 
continue this identity.
•  Field study and analysis methodology
In this study, livability indicators were designed as 
a researcher-developed questionnaire with a Likert 
scale that measures both the “perceived importance” 
and the “actual performance” of the indicators from 

the perspective of residents. Based on statistical 
data from Shahrood, the study area’s population is 
approximately 4,800. The minimum sample size 
was determined to be 384 people, based on a 95% 
confidence interval, an estimated variance of 50%, 
and a margin of error of 5%. The questionnaire was 
distributed using a two-stage cluster sampling method 
in neighborhoods adjacent to Shahrood Bazaar. The 
sampling was designed to select a minimum number 
of participants from each alley to achieve maximum 
coverage of people living in the neighborhood; 
however, due to practical and accessibility constraints, 
only available participants from each alley participated 
in the study. The research team clarified the questions 

Indicator Key References Code

N
ei

gh
bo

rh
oo

d 
Li

va
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lit
y﻿

So
ci

al
 R

el
at

io
ns

hi
ps

 a
nd

 N
ei

gh
bo

rh
oo

d 
C

oh
es
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n

Safety from crime and urban violence Dunstan (2007), Grogan-Kaylor et al. (2006), Lee (2021), Lee et al. (2017), 
Saitluanga (2014), Satu & Chiu (2017), Sultana & Asad (2021) N1

Social cohesion
Basolo & Strong (2002), Grogan-Kaylor et al. (2006), 

Saitluanga (2014), Norouzian-Maleki et al. (2015), Lee et al. (2017), 
Mouratidis (2020b), Lee (2021), Nath & Karutz (2021)

N2

Community participation and influence Grogan-Kaylor et al. (2006), Dunstan (2007), Saitluanga (2014), 
Pasanen et al. (2024), Alikomak et al. (2024) N3

Access to social opportunities Dunstan (2007), Norouzian-Maleki et al. (2015), 
Saitluanga (2014), Satu & Chiu (2017), Pasanen et al. (2024) N4

Informal social surveillance Grogan-Kaylor et al. (2006), Sheikh & van Ameijde (2022) N5

Social trust Grogan-Kaylor et al. (2006), Saitluanga (2014), 
Sheikh & van Ameijde (2022) N6

Opportunities for religious practices Saitluanga (2014), Tennakoon & Kulatunga (2019) N7

Control of social overcrowding Saitluanga (2014), Lee et al. (2021) N8

Neighborhood reputation and social 
image Tennakoon & Kulatunga (2019), Mouratidis (2020b) N9

Accessibility for people with disabilities Mohrekesh et al. (2019), Taleshi Anbohi et al. (2019), Veysi nab et al. 
(2023) N10

Security of property ownership Nath & Karutz (2021), Babalola (2022) N11

R
es

id
en

tia
l S

at
is

fa
ct

io
n Overall satisfaction with the neighborhood  Lee et al. (2021), Chan & Li (2022),Ochoa Rico et al. (2022) R1

Strong willingness to continue living in the 
neighborhood Lee et al. (2021), Chan & Li (2022) R2

Positive emotional attachment to the 
neighborhood Mouratidis (2020a, 2020b) R3

Low intention to relocate to another neighborhood Chapman & Lombard (2006), Chan & Li (2022) R4

Positive overall evaluation of the neighborhood Tsaur et al. (2019), Chan & Li (2022) R5

N
ei

gh
bo

rh
oo

d 
Lo

ya
lty

Willingness to recommend the neighborhood as a 
place to live

Tsaur et al. (2019), Lee et al. (2021), Ochoa Rico et al. (2022)

L1

Encouraging relatives and friends to live in the 
neighborhood L2

Preference for this neighborhood over other 
neighborhoods L3

Intention to continue living in the neighborhood 
in the future Comstock et al. (2010), Lee et al. (2021) L4

Willingness to invest in the neighborhood Comstock et al. (2010), Weaver & Lawton (2011) L5
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Fig. 1. Introduction to the case study: Location and urban land use map. Source: Authors.
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as participants completed them. After collecting the 
questionnaires, the status of the livability indicators 
was assessed using the Importance-Performance 
Analysis (IPA) method. In this method, the average of 
the total scores is determined by intersecting lines in a 
matrix grid, yielding four quadrants. The Q1 quadrant 
focuses on high importance and high performance. 
The Q2 quadrant is characterized by low importance 
and high performance. The Q3 quadrant has a low 
priority, indicating low importance and performance. 
Finally, the Q4 quadrant indicates high importance 
and low performance (Lee et al., 2021). In this study, 
confirmatory factor analysis with SPSS Amos software 
and the structural equation modeling technique were 
used to analyze the effect of perceived importance-
performance of livability indicators on satisfaction and 
loyalty to the place. The values related to reliability and 
validity are presented in the hypothesis-testing section.

Findings
•  Descriptive statistics
The study’s demographic variables are presented in Fig. 
2. In general, the descriptive results indicate that the 
study’s statistical population is relatively concentrated 
and homogeneous with respect to demographic 

characteristics. The majority of respondents are men, 
and in terms of age, the data indicate the dominance 
of the young population and those in socially and 
professionally active ages. Finally, households are 
mainly small, and the highest frequency is in small 
families. The dominance of tenants over owners 
in the distribution of the questionnaire reflects the 
migration of owners from the neighborhood and their 
replacement by tenants, which is probably due to the 
low rent compared to other urban neighborhoods.
•  Hypothesis review
- Review of hypothesis 1: Analysis of indicators 
from the perspective of importance and performance
To examine the first hypothesis of the research, the 
mean test and IPA analysis were used. Fig. 3 shows 
that the average overall livability of the studied 
neighborhoods (2.96) is lower than their average 
importance (3.03), indicating a gap between the 
current situation and residents’ expectations. Among 
the livability dimensions, “quality of the built 
environment” with an average importance of 3. 10 has 
the highest priority from the perspective of residents, 
while “social and neighborhood relations” with 
a performance of 2. 87 and a gap of -0. 17 shows 
the greatest distance from the desired level and is 

Fig. 2. Demographic characteristics. Source: Authors.
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Fig. 3. Mean scores of the research variables. Source: Authors.

recognized as the most important area requiring 
intervention. In contrast, “facilities and infrastructure” 
is the only component whose performance (3.02) 
is slightly higher than its perceived importance 
(2.97) and has a relatively favorable status. Also, the 
average resident satisfaction (2.92) was lower than 
desirable, while neighborhood loyalty was higher, 
averaging 3.08. This finding indicates that, despite 
relative dissatisfaction with some environmental 
conditions, residents still have strong loyalty to their 
neighborhood due to social ties, historical identity, 
and a sense of place.
Fig. 4 presents the status of livability indicators in 
an IPA (Importance-Performance Analysis) network, 
which visually depicts the relative positions of 
indicators based on residents’ perceptions of their 
importance and performance. The comparative 
analysis of performance and importance shows that, 
across many indicators, performance is lower than 
perceived importance. That is, there is a gap between 
importance and performance in the neighborhood. 
These findings highlight the need for targeted 
planning and resource allocation based on residents’ 
real priorities. Also, indicators with high standard 
deviations should be examined more carefully, 
as they may indicate inequalities. According to 

the importance-performance matrix, the livability 
indicators can be classified into the following 
quadrants based on their location:
Indicators located in Q 1 (consolidation): Satisfaction 
with road safety (I3), cleanliness (I6), adequate green 
or recreational spaces (I7), public green spaces (B2), 
urban furniture (B4), safety against natural disasters 
(B5), quality of housing conditions and necessary 
amenities (B7), noise level (S1), informal social 
control (N5), social and religious restrictions (N7).
Indicators located in Q 2 (revision): Satisfaction with 
housing, building type, ownership, residential floor 
and having a green landscape and abundant views of 
it (B1), outdoor recreation areas (B3), preservation 
of historical sites and buildings (B8), public services 
(government, cultural and commercial institutions 
and health centers) (I2), access to traffic routes 
(I5), air pollution control (S2), opportunities for 
recreational activities Common (N4), Crowd Control 
(N8), Security of Property (N11).
- Indicators located in Q 3 (Release): Access to 
basic services (such as water, electricity, toilets, 
sewage) (I1), Public transport (I4), Proper condition 
of sidewalks and pavements (I8), Vehicle volume 
and speed (I9), Energy efficiency (I10), Sense of 
hierarchy between public and private spaces (S3), 
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was 0.87, indicating a very favorable reliability of 
the research instrument. In addition, the Kaiser-
Meyer-Olkin sampling adequacy criterion for the 
data set was 0.83, and Bartlett’s test of sphericity was 
significant at p < 0.001. These results indicate that 
the data are suitable for factor analysis. According to 
Table 2, the confirmatory factor analysis improved 
the measurement models, and items with factor 
loadings below 0. 5 were removed. In the second 
stage of the confirmatory factor analysis, the latent 
variable of importance and performance, which 
included 4 other latent variables, was examined 
and then entered into the model. Finally, the final 
model, including the latent variables of importance, 
performance, satisfaction, and loyalty, was entered 
into the structural equation modeling analysis. For the 
importance construct, which is a second-order latent 

Readability (visibility and clarity (S4), Usability of 
paths (S5), Preservation of natural areas (S9), Access 
to daily necessities (B9), Ease of access for people 
with disabilities (N10).
Indicators located in Q 4 (focus): Sense of security 
and fear of facing crime and insecurity (N1), 
social cohesion (N2), possibility of influencing 
neighborhood decisions (N3), social trust (N6), 
neighborhood reputation (N9), street safety for 
women and children (S6), proper lighting and 
ventilation of buildings (S7), proportion and enclosure 
(S8), attractiveness of building facades (B6).
- Examination of the second hypothesis: Structural 
relationships between the variables of importance, 
performance, satisfaction, and loyalty
To examine the second hypothesis, validity and 
reliability were first examined. Cronbach’s alpha 

Fig. 4. Importance–performance analysis (IPA) of neighborhood livability indicators in the case study. Source: Authors.
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Table 2. Standardized factor loadings of the measurement model. 
Source: Auhtors.

Performance

Perceived Performance Standardized Factor Loading

PE1: Public 
Services and 
Infrastructure

0.69

I1 0.60

I2 0.56

I3 0.52

I4 0.69

I6 0.67

I7 0.63

I9 0.55

I10 0.61

PE2: Built 
Environment

0.69

B4 0.71

B5 0.76

B6 0.73

B7 0.65

B8 0.69

B9 0.69

PE3: Spatial 
Quality

0.69

S2 0.76

S6 0.79

S8 0.76

S9 0.71

PE4: Social 
Relationships 

and 
Neighborhood 

Cohesion

0.54

N1 0.73

N2 0.74

N3 0.69

N4 0.76

N6 0.52

N8 0.71

N9 0.75

N11 0.66

Importance

Perceived Importance Standardized Factor Loading

IM1: Public Services 
and Infrastructure

0.65

I1 0.72

I2 0.76

I3 0.68

I5 0.69

I6 0.74

I9 0.73

IM2: Built 
Environment

0.54

B1 0.74

B3 0.73

B4 0.74

B6 0.70

B7 0.75

B8 0.76

B9 0.70

IM3: Spatial Quality

0.67

S1 0.71

S2 0.72

S4 0.77

S5 0.67

S6 0.73

IM4: Social 
Relationships and 

Neighborhood 
Cohesion

0.66

N1 0.74

N2 0.73

N3 0.71

N4 0.70

N7 0.69

N11 0.72

Rest of Table 2.
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Table 3. Convergent validity, composite reliability, and discriminant validity of the measurement model. Source: Authors.

Fig. 5. Structural Equation Model of Neighborhood Livability, Satisfaction, and Loyalty. Source: Authors.

Construct AVE CR Importance Performance Satisfaction Loyalty

Importance 0.400 0.73 0.632

Performance 0.430 0.75 0.119 0.656

Satisfaction 0.580 0.87 0.640 0.700 0.762

Loyalty 0.730 0.93 0.650 0.750 0.870 0.854

variable explained by four other latent variables, the 
chi-square ratio to degrees of freedom is 0.948, the 
goodness-of-fit index (GFI) is 0.953, the comparative 
fit index (CFI) is 1.000, the normalized fit index (NFI) 
is 0.944, the Tucker-Lewis index (TLI) is 1.000, 
and the root mean square error of approximation 
(RMSEA) is less than 0.001, all of which indicate 
an acceptable fit of the model to the data (Table 3). 
Also, for the performance construct, which consists 
of one second-order latent variable and four first-
order latent variables, the chi-square ratio per degree 
of freedom is 1.08, the goodness-of-fit index (GFI) is 
0.946, the comparative fit index (CFI) is 0.993, the 
normalized fit index (NFI) is 0.92, the Tucker-Lewis 

index (TLI) is 0.992, and the root mean square error 
of approximation (RMSEA) is 0.015, all of which 
indicate an acceptable fit of the model to the data.
According to Table 3, the average variance extracted 
(AVE) values indicate favorable convergent validity. 
Composite reliability (CR) values are also high, 
indicating acceptable composite reliability for the 
measured constructs. Although the AVE value should 
be equal to or greater than 0.5, in some studies, AVE 
values less than 0. 50 have been considered acceptable 
when the composite reliability (CR) is greater 
than 0. 60 (Huang et al., 2013; Pervan et al., 2017; 
Maruf et al., 2021; Jiang et al., 2025).
The conceptual model presented in Fig. 5 examines 
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the relationships between the latent variables of 
importance, performance, satisfaction, and loyalty in 
the four main dimensions of infrastructure, built form, 
spatial quality, and social characteristics. In evaluating 
the structural model, the chi-square ratio to degrees 
of freedom is 1.101, the goodness-of-fit index (GFI) 
is 0.868, the comparative fit index (CFI) is 0.984, 
the normalized fit index (NFI) is 0.852, the Tucker-
Lewis index (TLI) is 0.984, and the mean square error 
is 0.016. These indices indicate that the structural 
model has a good fit to the data. On the right side 
of the model, the importance construct, as residents’ 
subjective perception of the value and priority of 
each dimension, is related to the four dimensions 
through direct path coefficients. These coefficients 
for infrastructure (0.66), physical form (0.56), spatial 
quality (0.67), and social dimension (0.63) indicate the 
perceived importance of each component in the minds 
of the respondents. On the left side of the model, the 
performance construct, standardized path coefficients 
for infrastructure (0.71), physical form (0.66), spatial 
quality (0.72), and social relations (0.51) indicate 
that the perception of actual performance, especially 
in spatial quality, has the greatest impact. This 
perception of performance is also directly related to 
the satisfaction construct, with a coefficient of 0.52 
and a test statistic of 7.3, indicating that improving 
performance in environmental dimensions directly 
increases resident satisfaction. According to the 
structural equations, the following can be examined 
in the second hypothesis:
- Importance had an effect on performance with 
a coefficient of 0. 46 (test statistic 4.91) and was 
statistically significant. Also, from a correlation 
perspective, a strong relationship between 
performance and satisfaction was observed, with a 
coefficient of 0.7. Also, performance had a strong, 
direct effect on loyalty, with a coefficient of 0.75, 
indicating its importance as the main prerequisite for 
residents’ loyalty.
- Although the relationship between satisfaction and 
loyalty was positive and significant, the correlation 
coefficient of this relationship was higher compared to 

the effect of performance on loyalty, with a coefficient 
of 0.87, indicating the main role of satisfaction in 
affecting loyalty.
- According to the correlation coefficients, the 
moderate relationships between importance and 
loyalty (r = 0.65) and importance and satisfaction 
(r = 0.64) indicate the indirect effect of importance on 
these variables through performance, the increase of 
which simultaneously increases residents’ satisfaction 
and loyalty.
- The mediating role of performance on the 
relationship between importance and satisfaction was 
examined. The findings showed that performance 
has a mediating role in the relationship between 
importance and satisfaction. The overall path 
coefficient is 0. 64 (test statistic 3.93), which is 
statistically significant. Also, the mediating role of 
performance in the relationship between importance 
and loyalty was examined. The findings indicate a 
weak relationship, with a coefficient of 0. 07 (test 
statistic = 3.24). That is, performance does not mediate 
between importance and loyalty. Importance also has 
no effect on loyalty. In other words, the importance 
of indicators for residents has little relationship with 
loyalty to the place of residence.
- The role of satisfaction as a mediator between 
performance and loyalty was examined. The findings 
showed that satisfaction acts as a mediator between 
performance and loyalty. The overall path coefficient 
is 0.58, and the Sobel test statistic is 5.03. Also, 
satisfaction acts as a mediator between importance 
and loyalty. The overall path coefficient is 0.7, and 
the Sobel test statistic is 4.33. It is worth noting that 
if performance and satisfaction both mediate the 
relationship between importance and loyalty, the 
path is statistically significant, and the overall path 
coefficient (test statistic) is 3.83.

Discussion
The most important finding of the present study is 
that despite some functional shortcomings, residents’ 
willingness to stay or recommend the place to others 
remains high. This means that hidden loyalty occurs 
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in historical contexts in which emotional, identity, 
and social ties can sustain loyalty despite 
dissatisfaction with environmental performance. This 
could be due to emotional factors, social capital, a 
sense of attachment to the place, and even historical 
features and belonging to the neighborhood. This has 
been confirmed in several previous studies 
(Grogan-Kaylor et al., 2006; Tsaur et al., 2019). It 
seems that the existence of social capital and 
collective memories, the formation of deep emotional 
bonds with elements such as the market, mosques, 
and takayas, and the attachment formed towards the 
place over many years, make residents unwilling to 
leave the neighborhood or express negative attributes 
about it, even in conditions of dissatisfaction with the 
performance of some indicators. Living in a 
neighborhood with a historical identity is still 
considered a social status because it signifies 
authenticity and historical roots. However, other 
factors, such as low rent, may lead to a false sense of 
satisfaction, and loyalty may not stem from 
satisfaction but from necessity. In such a way, direct 
performance does not lead to loyalty, but the path 
from satisfaction to loyalty is meaningful. Therefore, 
the current loyalty of residents is mainly based on 
habit, historical attachment, and economic constraints, 
rather than satisfaction with the environment’s 
performance. This type of loyalty depends on the 
continuity of external factors, and as soon as a suitable 
economic opportunity or better housing is provided to 
residents, the likelihood of their departure increases. 
Therefore, urban management should not consider the 
existing relatively high loyalty as sustainable, but 
should increase real satisfaction by reducing the 
importance-performance gap in the Q 4 indicators and 
transform loyalty from a type of “inevitability” to a 
“sustainable emotional commitment”. The findings 
showed that the importance of livability indicators 
does not lead to loyalty. This is possible only when 
this path passes through “satisfaction” or both 
“performance and satisfaction”. Consistent with the 
present study’s findings, other research has shown 
that resident satisfaction mediates the relationship 

between perceived overall performance and resident 
loyalty, while the relationship between perceived 
overall importance and resident loyalty is mediated 
by perceived overall performance and resident 
satisfaction (Lee et al., 2021). A comparative analysis 
of performance and importance also shows that, 
across many indicators, performance is lower than 
perceived importance, which could indicate spatial 
inequalities or significant differences in user 
experience. In other words, in the neighborhoods of 
the central context of Shahrood, the “importance” of 
livability indicators is a subjective perception; but 
loyalty is an emotional and behavioral commitment 
that is formed only when this awareness crosses the 
path of “desired performance” and becomes 
“emotional satisfaction.” The lack of a direct path 
from importance to loyalty indicates that a positive 
mindset or the importance of being convinced cannot 
alone be replaced by a positive lived experience that 
is the result of a positive perception of performance 
and satisfaction. Any urban intervention in this 
historical context should first focus on improving 
performance on indicators that residents have 
identified as important, rather than on expert opinions 
or predetermined budgets. This approach, while 
respecting people’s priorities, will bring about 
sustainable housing and loyalty. In this regard, a study 
found that emotional reactions to the neighborhood 
environment can also shape neighborhood 
satisfaction, and an unsafe neighborhood environment 
can elicit negative emotions, which in turn may lead 
to lower neighborhood 
satisfaction (Mouratidis, 2020a). According to the 
findings, high performance does not lead to loyalty; 
this path is only possible when it passes through 
satisfaction. It can be said that functions that fail to 
meet the social needs of residents cause “absence of 
dissatisfaction”, not “existence of satisfaction”. Any 
performance improvement should positively affect 
residents’ satisfaction. The mediating role of 
satisfaction in the relationship between positive 
perceptions of environmental performance and 
loyalty to the place of residence has also been 
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confirmed in several previous studies 
(Haumann et al., 2014; Lee & Xue, 2020; 
Ochoa Rico et al., 2022; Babalola, 2022). The 
findings showed that perceptions of importance can 
affect perceptions of indicator performance. In line 
with this study’s findings, research has shown that 
residents of deprived neighborhoods may still 
experience lower levels of neighborhood satisfaction 
and emotional responses to the neighborhood due to 
differences in neighborhood characteristics such as 
safety, noise, and place attachment 
(Mouratidis, 2020b). When residents assess an 
indicator as important, attention to that indicator 
increases, the assessment is carried out more carefully, 
and if its performance is poor, residents rate it lower. 
Therefore, it is necessary to improve objective 
performance on the same indicators that residents 
assess as important, and, secondly, to inform residents 
so that these changes are reflected in their subjective 
assessments. According to the findings, the strongest 
path is the direct path from satisfaction to loyalty. In 
the neighborhoods adjacent to the historical market of 
Shahrood, satisfaction is an emotional perception 
resulting from the sum of positive and negative 
experiences of living in the neighborhood and is the 
strongest and most direct predictor of loyalty. As a 
result, the most effective strategy to retain original 
residents, prevent population outflow, and reverse the 
trend of residential use change in the historic context 
of Shahrood is to comprehensively improve resident 
satisfaction by addressing key priority indicators, 
rather than directly increasing loyalty through 
sectional incentives. A study found that the perceived 
quality of urban public services, including physical 
and environmental aspects, has a significant impact 
on citizen satisfaction, and that satisfaction plays a 
key mediating role in fostering loyalty, such as the 
desire to stay in the city (Ochoa Rico et al., 2022). 
According to the findings, increasing performance 
can simultaneously increase resident satisfaction and 
loyalty. In this regard, the average performance and 
importance scores in the infrastructure dimension 
indicate a relatively favorable alignment of 
infrastructure services with residents’ expectations. In 

addition, in the built environment quality component, 
the significant difference between importance and 
performance indicates a gap in user experience 
compared to their expectations. In line with the 
research findings, a study also found that place 
attachment is related to factors such as social ties, 
greenery, local amenities, environmental quality, and 
even architectural style and physical identity 
(Aksel & İmamoğlu, 2020). In line with the present 
study, a study found that access to amenities, 
streetscape diversity, and walkability in 
neighborhoods with lower levels of resident 
satisfaction are critical issues that necessitate place-
based policies (Kourtit et al., 2022). In the central 
neighborhoods of Shahrood, the significant gap 
between importance and performance in the spatial 
quality component, especially in the indices of 
proportionality and enclosure, light and ventilation, 
and traffic safety for women and children, stems from 
the difference between traditional spatial design 
patterns and contemporary residential needs. Today, 
the historical texture has suffered from disruptions in 
proportionality and enclosure due to increased motor 
traffic, marginal parking, and the installation of 
heterogeneous facilities such as air conditioner ducts 
and commercial signs, so that it no longer conveys a 
sense of a safe, relaxing space to residents. The 
deterioration of the fabric and the lack of compliance 
with modern building standards have deprived many 
residential units of sufficient light and ventilation, and 
narrow streets are considered unsafe, especially for 
women and children, due to inadequate lighting and 
uneven surfaces. Also, the influx of shoppers to the 
market by car at different times of the day has reduced 
the possibility of safe traffic for vulnerable groups. As 
a result, although residents consider “desirable spatial 
quality” important, everyday experience has taken 
place in spaces that are far from today’s livability 
standards, and this gap does not stem from the lack of 
awareness of designers, but from the conflict between 
the commercial-traffic function of the market and the 
residential needs of the neighborhood. In line with the 
present study, a study identified low deprivation, 
green and blue spaces, safety, and resident influence 
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as key factors in urban and suburban livability in 
Finland (Pasanen et al., 2024). Also, based on the 
findings, the social component has the largest gap 
between importance and performance, underscoring 
the need for social interventions or strengthening 
social ties at the neighborhood level. It can be said 
that residents, based on the neighborhood’s historical 
memory and identity, expect high levels of social 
cohesion, trust, participation, and security. However, 
factors such as the change of residential to commercial 
use, the increase in temporary tenants, and the 
decrease in social capital have caused the performance 
of the neighborhood security, cohesion, participation, 
trust, and reputation indicators to be far below their 
importance. Unlike the dimensions of infrastructure 
or the built environment, which can be improved to 
some extent with physical interventions, social 
weaknesses cannot be compensated for simply by 
defining development projects and require the 
reconstruction of neighborhood networks, 
strengthening informal supervision, and creating 
opportunities for participation. Therefore, to increase 
residents’ satisfaction and loyalty, urban management 
should prioritize reducing social gaps through 
participatory, community-oriented approaches, the 
development of collective spaces, and the organization 
of public areas. In line with this, a study finds that 
social structures have a powerful influence on the 
practicality of policies to improve livability 
(Slingerland et al., 2023).

Conclusion
This study showed that livability is not simply a set 
of objective features; rather, residents’ subjective 
perceptions of the importance and performance of 
these features are the main determinants of the quality-
of-life experience in a neighborhood. Satisfaction 
acts as a connecting link between environmental 
quality and loyalty to place, and without it, physical 
improvement alone will not bring the desired result. 
The findings show that aspects such as security 
against crime, social cohesion, local participation, 
night-time street lighting, the safety of women and 
children, and the attractiveness of facades are very 

important to residents but are weak in practice; 
therefore, these should be prioritized in regeneration 
programs. The existence of a deep emotional and 
social connection with the neighborhood, even in 
conditions of low overall satisfaction, indicates 
strong social capital and a sense of belonging to the 
historical context that encourages residents to stay; 
however, when the performance of the environment 
improves, satisfaction increases, and this satisfaction 
leads to commitment, recommendation to others, 
and long-term investment in the neighborhood. 
Finally, the central neighborhoods of Iran’s historic 
cities, despite the challenges of deterioration and 
commercial pressures, have a high capacity for 
revitalization through simultaneous attention to the 
objective quality of the environment and residents’ 
subjective perceptions, and by prioritizing social and 
safety aspects.
The adverse economic conditions prevailing in the 
society, increasing inflation, and the orientation 
of residents’ mental priorities towards subsistence 
needs and its effect on assessing the importance 
of indicators; chronic dissatisfaction with the 
performance of the urban management institution and 
its effect on the negative bias towards the evaluation 
of the performance of indicators and even reducing 
the score of components with relatively desirable 
performance; unsuccessful experience of participating 
in previous research and not observing tangible 
changes in the neighborhood environment, and as a 
result, respondents’ distrust of the effectiveness of 
surveys and considering the questionnaire as a useless 
activity; fatigue, lack of motivation, and limited 
literacy in part of the target community; and the focus 
of distributing the questionnaire to younger and more 
educated age groups; observing ethical considerations 
and respecting the privacy of residents; and the 
researchers’ inevitability of sampling in public places 
and residents present in alleys; and the inability to 
access all resident groups; limited generalizability to 
other cities; unavailability of data or the inability to 
provide them due to some considerations, limitations, 
and obstacles to the present study. Also, using 
combined interview and observation methods along 
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with questionnaires to gain a deeper understanding 
of the causes of the gap between importance and 
performance, conducting similar research in newly 
developed neighborhoods and dilapidated contexts 
to generalize the findings, including moderating 
variables such as age and gender, etc. in structural 
equation models, using expert weighting along 
with residents’ opinions, conducting longitudinal 
research to monitor changes before and after urban 
interventions, examining the role of social capital, 
collective memories, and place attachment as 
alternative mediating variables to comprehensively 
explain high loyalty despite low satisfaction, and 
using stratified random sampling and distributing 
questionnaires at different times and days to cover a 
more diverse range of residents are suggestions for 
future studies.
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