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Abstract

Performance appraisal is a set of actions and information that is used to increase the level of optimal
utilization of facilities and resources to achieve goals in a business-driven, cost-effective way. Without
performance evaluation, it can not be used for growth and development. Although hotels are considered
in the service sector, in fact, they include three types of industrial activities (room, food and drink), and
their contradictory structure makes it possible to apply a different set of performance criteria. in this
research, the paper processes the opinion of experts using analytic hierarchy process (AHP) techniques
to identify and prioritize indicators of hotel service performance evaluation. The study concludes with
research and practical implications. the present study is descriptive and case study type. The technigque
used in this study requires that information be obtained from experts of this field in Guilan province
and hotel industry specialists. After extracting the dimensions and indicators of the research using the
literature review, 10 experts from this field were used. By designing the ISM model, income growth
and return on investment as the most influential indicator and customer satisfaction were identified as
the most impressible indicator. Impressible indicators do not mean it’s not important, Instead, the
customer satisfaction index shows that all other factors try to influence it and ultimately increase it.
High impact also means the need for these indicators to work and their high importance.
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