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Abstract
Introduction: The need to have customer complaint handling systems in universities can be a step
towards improving and developing the establishment of comprehensive quality management in the
products and services of universities, and this will make job satisfaction among university employees
better and more.
Aim: The purpose of this research was to develop a psychological model of customer complaint
management on the quality management of job satisfaction evaluation.

Method: The current research is applied and in terms of the descriptive implementation method - a
correlation survey, the statistical population of the present researcher was all the employees of the
sports departments of Islamic Azad Universities in the northwest of the country (320 people) in 1401,
180 people were randomly selected as a sample. and participated in the present research. The
measurement tool in this research is the complaint management questionnaire. Statistical software
and SPSS version-23 were used to download and design the model.

Results: The findings of the research showed that comprehensive quality management directly
affects the management of customer complaints, but the effect of comprehensive quality management
through the mediating variable of job satisfaction was not effective on the management of customer
complaints. Also, the results indicated the effect of comprehensive quality management on job
satisfaction.

Conclusion: Based on the results of this attention to the factors affecting the job satisfaction of
employees, such as improving the organizational climate, improving the payment system,
motivational and participation-oriented leadership style, and physical conditions can also affect the
way employees respond to customers. In fact, comprehensive quality management by focusing on
empowering employees, improving the accountability system, speed in dealing with customers'
demands, respect for the prevailing values in the society and the organization, as well as having the
necessary flexibility in front of customers and their demands can make the organization in Better
management of customer complaints and their satisfaction is helpful.

Keywords: job satisfaction, complaint management, comprehensive quality management, customers,
psychological model

rostampoor Y, Janani H, Barghi Moghadam J, NajafZadeh M R. Development of a psychological model of customer complaint
management based on comprehensive quality management: the mediating role of job satisfaction. Shenakht Journal of Psychology
and Psychiatry 2024; 11 (3) :161-188

URL: http://shenakht.muk.ac.ir/article-1-1971-fa.html

Copyright © 2018 the Author (s). Published by Kurdistan University of Medical Sciences. This is an open access article distributed under the
terms of the Creative Commons Attribution-Non Commercial License 4.0 (CCBY-NC), where it is permissible to download, share, remix,
transform, and buildup the work provided it is properly cited. The work cannot be used commercially without permission from the journal.



S s (Sl 5 il dloes
L SRS UEIINS T

V2V WM L Ol

1R Sl o g g (e Ob e DLICS o g (SLAT9y S (@9
i coloy (6 Kb

Toal) Lioml e oo « "puie (B g gixa il dwes ¢ 391 i) Chwgy

Ol ple 3 ,5¢ ol :‘jTeg‘u‘Juﬁjgbb‘ S Cw s e}fcsij)j o g ‘_;‘,?f: S il )
[aNANI@iaUL.AC.I1 (U st odki 5) ¢ oDl 3131 Ol o 5 o&Kils o 5 domlg ¢ b o 5 03 8 Lokl Y
Ol oy ool 3131 ol ¢ 3,5 domlg ¢ G S 5 03,5 HLslal Y

Ol e ool 531 ol8tils ¢ 55 domly ¢ b a5 05 8 Lokl P

VEY/ 0y e by el VEANY/YE o S8l 5o & 5b

Dl s g 5 3 S o Golf RH P [PCHIN Ol e SLKE @ ;A:M) St 395 Dy, EVIEY-TY
LaolSssls Olia)lS s 53 Jad uldy 33,8 o Lol ol ol 55 5 350 LnolRils Slodst 5 Y puamen 53 sl oS Sy e
238 e s fa

G g s el SokS Sy pde e Ob ke LI Co e g liilsy Jibe sl Siasn opl Oods i B0l
Sy s il (6 Sl

s ol s (LT amel 03g (Soes £ 5| e = o5 L 0sed 515 3,8 Sl iass 195
o5 wges Olgie a2 WA s VFY Jle 53 GE YY) 5iS O Jlad sl 515T sla o&sls Sios Sbylsl oS,
Gl ol DL Sy e aalin a5l 03 (6,8 oIl 1 pl Ls e OS5 Sl tagh 43 s Olsl Skl Oy son
A% e3linul Y¥=4505 SPSS 4 LT Dl s 31 de (o1 b 5 Lo

B Js sl 81 0L e SUSE Sy ke p plts 5sba el oS Sy pe oS sl 0L g slaasl @b
Sl @l prmen 0255 JME 1 0L e DU Sy e JhE ol (e kte dlalge pale ST Dy ke
el 03 g (i ol el CdST g e 518

ol sli,l (Glosle s 3pgr Aile OUSLIS s Culdy S 51 G, iST6 a ar g ol s olal 106 5 4ol
ME 5T 0l e 4 DS (g Sy 0 Wl or 35 (S Ll 2 5 ) gomn Sl 5 (85800 6y oS 253
Slatl 5 4 (S oy 5> St 0 Somnly (s G OS5 lnindl 5 s plazal b el CohS Sy ke el L
OUT slaaal 5 5 0L e ol 53 03Y Sllanil 51 (o125 5 5 a5 Oljla 5 amaler 53 (STl (Sl 2550 4 pl il (O ke
Wl 0SS OUT L) 5 0L e LSS g a2 Sy it 53 1 Ol Ll 5 o

ity e 0L e cpaler CadST 2y ke COLIKE e o Jid ol 10519 s

ol T shae s S S asle oI (51 i G gia ol

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



e ke e O e SLISE oy e s liilyy die o 55 VS

sbwl Gl moie e 359 3 Slel
ol cpl g5yl 3 Ole,lS 5y Jid Culs,
O Sl e il 1 Oleebl pde Ol 5L 5
Sl sgie o) T @ |y Ol ( Jad L5,
sk 4 s ol 5 3,5 glaejle 5 s
B s a G Mrd Culoy 4 gliwd 55 Jged
b olaT Olojen 5 awlids o Cup b OLS,HS 4
Sy S35 Ll oyl 63 esls Olejle SIblete
CuiS Sl 4 s awsld® b ol sl
dalg e sl Ob i 4 eldd 4] Sleds
5SS Sy ek 4 (YOVF dlis 5 ) L
gm0 2ol s 0L e Luld, 5151 YL ol
Sl e 25 Sl S (g 1 5 a0k
Srd ol b G b S Sl 4 ol 3
S olsle 51 obT GLs 2als bous 5 ols,
4o ,e 53 dd bobjle Ol e laasuss des
ks slaple Lo O 00 30 oled 4 Sl
w5 b (sl Dlewfo (Giln 5 DIl (o
SFens Ll e Sl ulby Coale o
CelKuils S Cuw s Slylsl Sl s il
r$ )5 05g el 0SB 4 g L BT
Sl mle 5 18, sla s o) 53 (6

b e Ol o
2 wolsle CUE S e (Sl Sy Lo o
Gl 5 Sl s Db ghe bis 5 UK
Ll Lol e ol ST Ol 4l OL i
Sladst 5 s dS @)l s olzal 5 L

!'- FU Deshpande

-

doio
Al b slaadge gl 0L rie ol
O P R P E P SR Y
Ol slias 4 0L 2t LIS 35,8 o Ol @
Ol bldle o o e slas, 0L
OT 5 Shas 5 Clod 00w | ol ol oS o
5 S (Glierd e Glaine )3 4ssems
Sy gl Slins 4 ()bl ke poman L]
S LS eslial 4 4 geze G OL e
OF Sleds CadS & Cwlie &S Sl a5 gaee
SOk e DSl 55 e e (Cawl 4s sazes
ST Jols 8 s 45 sazms S5 (63 Sas iS
5 a8 see @ 3955 5l S8 54 2w 09,3 eals
O3k Sl 4o gozen OT Sl (65 Slad g b olize
e SR g 5L 3,5 Sl S oS
b 6wl Ol e Culd)y ST 515k 5o i
Ll 655 Klad (Sl Sl 65
e 5L sl 5 s 3 51 6515 e g 5 5 5
Sodr 0L ke ol Ll OVl L
S a5 Gl B s 65T SR soben
2 S bl pl kb)) mlr CiS
A a lehs (G953 sl alS jatee 5
XY (gdey (hebawl (Sldese) dw)
Gl i K s Sllal) Jid Culsy ooplp osdle
33 e 3 S Jole G Jad o o3l e
3 e TS il s A e iy
S aph Jol okl b (Gl sl 6
n))Tﬁ odrs 5o 55 sl ) e s BB Ol
Sty 18 b Sty S sk Ol oyl

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



\7¥ Q\)\g&» E) L5:L.>-\:A.>

el plosl @ Odidn dpe Cgr OB U
O 551 5 (gisly) sl azils dias oo
45555 Oljle &G s DL Ol 035 ol
Copde BLLI ol 5o S (6 2 ol (Sline
OdeT 35 4 Cob Lly o SLE LT,
- PO S YRR A RPN SR PSP oS
5 0L ke Lol et gl slazel LB e ls
38 kes Sl palr (g5 IS g0 O b o
B 4 S e 5 Gl OS5 oS0
s oL Sl 2l ke el
O i S b s (OFAV S
ol Olods Wy Lo (gl 5,5l Qe 3 ol
Sy e o) 5oy S 53 malr LodS Ly ke
&S slou| el S o pe Sda Sl 0T
sl gla,l 5ep 5l &S Ls’ifi‘\"r"““:‘”l'l(‘%
sz:f}l:- Sl 5 Shee 4 > 53 OWSCie
Comdy 3550 53 Ll el ol G gl LS (o0
A8 o e sbel Oljle Sy &S ols
OFAF 01K 5 (Sdames)3 gai Pl 5 )
ey dil e S5 S S
e S p Slos i S Sl Jsol S (Slas sazes
53 15 330 LS e ol Cl Olojl et
(YY) L 5 ol ol a5 o 8 53 Ol
il 5 i TQMY Lams 53 48" s S 0L
(e g S o203 13 Ol a5 05 55 5
wolel Jol a8 CS 5l 5 et s
cui)'}a.\' Sy 3> Jol aw ol dmea TQM

350 (2Ll 5 Sy 9 Al (Dbl sl

! -Total quality management

ST 4 e Lilg o 5 Sl Al
Okw)asfsﬁw ool am )3 5 e g
L o - OraVe s Kea
Lis ¢l o5l QA R PP
2 el sl & Gl o) laos s OljLe
PRICHUEE Py WO A SIS G NN
ol 4 2ete gl & (A g S5eg 5 (S S0
Olojlo > Shas 554 4 e &Sy 0255 (o0 6 e
Azs S| i) e SLISE 5 5 o 5
5 Olads 35 sl LOT 51 sl e O jlu &
e LS 4 ol o e S ozl 4l @)
3o 4 e S h e Gk Sloy) 4
oplpl 633 8 o Obojle 5 Slas 50 5 Sladst
4 LT Jidw i1 oy pie 5 SLISE & b Lol L
s tiled am g Colige 53 (pulul Jule Olge
S 4 IS o e b O 4 lin o 8 ey
5 skl 2 F e il ol Colual

(VoYY il Sen
Olpde @y oo Golp) olser SolSe oy ke
B R e R LI ST
LS o b5 5 Shas O e o Sladst o
S a0 2t i SG1 s 4y Jgeaes @
g5 S S os oS it S0 Sl
3 Sl)S s o 1) Slds oS 4l
Sl gy Sl a5 (WSS
s (B 0le) Jsb 5o (g he Suls) (ou
Joll oSe (K8 5 s e 555 Al S
Simer 3 Sl > el & e Ob i
Cadst & Gl N 4 S OL e Jodll S

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



e ke e O e OLISE e e liilyy dde o 55 180

Sl S s b oSl e 5L b 5 lizs
Y e 5 st )8 b 56 sl
S5 il O Olge 4 Wlg e JaE Lo,
Spzal 5 85l L= g s Ol sl
wYsle G55 Gl e sl LeylS AW
(s 5 bl (e oty padd
5 35 Candy o Olajle Cod g Oljas ot
5 ) S L welS gledly
(Yo YY) San

Ol s 4 5 S50 Sl ins sy Gillae (IS by
el Caanl Oljle w8 Jad ol 4wl
SplaS Gl Caws 3 ool S e 5 dalsd
Lol 2iw 5 S 0 S5 1 Oljle oS00
Canal opl ply (VFAV 2L K 5 ()lg)ons
o5 125 038 el Ul e 1) s s,
2!y a8 Ll Olajle O e 5 A )87 (695 ,a
el Do ) it 55 W Mg
(XYY L 55l Kae) S s by
Sl e s G Doy gty 6 e LS 05 !
2 LObsle 03 olijl b ook 5 Sl Ol
Llos 57 L 1) LOT a5 0L zéw I (gdoys bl
Cootl 4yt 5 L (Y VY0305 555805 55 o0 yaindie
5 0L smils L 0T ia,l87 5, 45 s 0o 9 WaelKils
Sl 0¥ 0L e Olgie 4 OT b Las e 5131 L
slaslg 5 Olejle pl ys LIS Co e e
5 eSS ey s 0T 4wl
s 0 Foe ol Jl 3 (OFAF 1 s
Sl 4 ar g b 0L e )lsly Ol sl

Shylsl w8 Jas Sols) 8o LOT Sleds

55 () s 5 oo Ll S )5 4y
oy 8 sloml 5 25,5 LS S L3S 0Ly
2 sl bl 5l K (S oolse 4 Sl
5l 238 o e kS Zopde ol
IS5 ol A D5 el kST Sy ke
P Sopte SE Gl oy e 08 Slaglslk
5 SR Luld) e (LS etes g wl
5 D)l amsi S a3 Slr 4 Ly 4 e s
(gl Sen

3B bes BF Shpe slaiasy il
bGP oS Sl padge cpl e (070 51,800
5 0l 4 OUT (g5lsb5 5 0L 2ie Culs, Ao s Al
ol 65,05 (Ko 0L 2t b die )8 b5, i
ol Sl G cwbe sla gy, ol
Ol il dgns . Cnl Sl (5,0l Ol jle a8 s
b S aylS 4 Sleyoluas K8 JUS s
LUlge LAY amy 5 25T cglotiadly
Ot Olge 4 )8 050 Jad ols) 4 e
e M Ol j2 4 e (65,5 5 (53 Al mite
b o bl Gl Coldal Giss S 5 1)
53 Olalis 4 T G 255 5 Slypa ol
dal SIS Ol i J1os LS
(VY Bhan 5 es)s g

S Wlazals Olge 55 (YY) 5L 57 B S
5 Sl Ol ool STy Sl g5 &S il
Sl fn Jlsedgs (Sladl 65,5 5 035 !
Lyl s 55 ok 55k w55 (pl ) g Kl ples 5 o>

5 ke Jolge (lpls 13 ol Sl ()

! Meyer - Waarden, L., & Sabadie, W.
2 Forrest, J. Y. L., Nicholls, J., Schimmel, K., & Liu, S
3 Miquel -Romero, M. J., Frasquet, M., & Molla-Descals, A.

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



\77 Q\)&N‘ E) L;L>-\:~>

5 Obgte DL & (S, slapies
5 e g 3 o8 Wl ST slaol&sls
)Q‘ﬂjmpcl?g.:é;g.iﬁm,\p\w,:
338 o el al ol 55 5 555 elasls Sleus
5 7 3T GlaelKiils die )8 o 53 Jid Culs,
i Olg o oty (VoY )3 S i
qlé,om&\}\,aﬂaixza\{@-}sl{e&
4 b Olojle Cales 5L s 4 5 WOl OLs
o S e sl 5L s Ol ew b s 6,8l
5 DL @ ey b Sleds ciS slal G
s Lol 5 sdig s B I Lot
oocp S el 4Bl g 5 BB s s el
o3l c.u\.l Jlsm a\«gﬂ\f@\ QTﬁé}é SR
e BB s Jad Solo) amile 48 S 550
$8 Obste SLKE Sy e plr S

Sl

>

Sl ol & 5 s i
g & 0 S gl Jis & sy ol Sl
Cald) 5 Gl s Ssim ile A &S Sl
Sopde p o plr CuiS Sopde Sb s Jas

Sl 4K 0L e DL
bl 5 Gole (6 i Comal g aor § L pioman
Sy s pe oy5iS T Glaeails 55 Ol e
b Olejle 53 Ol be DL Sy e (Slapt
S ke L;LA}.{H Solw el g o da\f
L o e s ylukal) (1ISO10002)0 oran
Sy 8 5ysb 4 (Y YV (g de) il (O e
SLg e Bsim a1 (2L 0L i DL
o) 3335 o 0L e 3l azes OT Od lslsa Esls
S eslitul 5 gl oliws 53 pgr sl Al
Oleds LhS oga 53 Sy cwla il

. é . .. .
3ems Do9pt NS Sae S 3y el O e

G

BOYG

SR o sete Je ) S

WA AP Y Foled ¢ ool Jlo coslis S5l 5 omliiilsy does



e ke e O e SLISE oy e e liilyy de o 55 VSV

3 Sl glgee 5 ol 2lay 2L e
Wlel 518 Ve Ll s eds &1 glaaw S
- P - . . é..
)|J3 d&))) ““‘i}.’.”\" 0y 3 up_.,a_‘x:,a Gﬁa&.&;\:
o s Aol slaslgiig 5 Sl 4 a5 L. 23 S
bosbesls Wb L R ol ot
AVE jliie 5 (/0 51 i Ollas Hldie) Jele
Lo aelids p oLl 5 (/0 51 ziw o gllas lude
df.lf.[f. 9 CL;}; ‘_ngT “'.’J“p )‘ ol
I3 Al sysm GV 51 iy Collas i) oS 5
S e 3l e esls o 5 s shie 4 s 8
PES I Y NPCH VOW IS { E S B T PP

R EIPLME o

(s 3k (bl (st eSSy e
(Slos EBI (s Ful (S Al oL
il o (Sl ey il 55 5 S 6,8
Calides Olalllae 3 oS e asliiow . SLL 5 o)
ol @l ol 485 I Oliisee AL 34
o ks Al SPSS,158le 5 51 eslizal L 1) aelin
JS LS GWT Olpl Gl eop oo Sl
J 'CL;,; WT ass 5o 5 /AFY asliien
Syedd ol 50 /AY asliin

Sl 8L

53 (s Comer (sl Sy aelidn ;4 a2 5 L
Comer Olasein 4 bgw b osls Cad ol
S A 5 SKize 7 (bl glages olis
OB g 2050 Hid gy G S Syl OLS,

(iR 53 oS S 5 4 VA Cw}\&e@;

90
Llod a4 5 63,0,8 (da bl 1 zags o
5 3 (s — o5 daesls (555T5,5 i,
RPNV G PP KW U AL GG B ST
O e DL e e (58 Sy !
Gsim Sl b pale CohST Rl e
Sl sl ps el Sl s sl s
Sty 558 Ope Jled Dl 51T laal&asls
O sles ol g (bl anels )0
o8 et ol ST laelisils 25,5 sl
gars LS GBI @5 b s a8
Sgad Olge 4 5 W 08 s — e S s
B3 03 5 ekl STl ol O sen s
Ldsliion p (op gl 51 uy Adged OS5 LS

)1}3‘

b asliin s osls (gysT = Sy o dolidw
(T ) Jds gl 0L e SLISGE & e
GIAE gagn 53 OT bl & Jige YO lyls
2308 GBS sl el el kST D e
sl 5 ol gl e 53 S I Y s
e Jad Syl 5 /A 0T oLl (YY) ke
Chames BT s 534S e V4 (6lyls Usa

Sl el S 4 +/AS anliien 5 HLL (YY4Y)

D3 o el 0L 20 SLIKE e anliiin
Glaz s O plis ¢S alal 5 Hll ol (Y0
b5 s 5 ok e e o8 oS s O S

23 sy 08 Jl;u‘ a.b'j_:fﬁ S QY‘}#}‘@‘

! - Steves and Seidel

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



VPR OS5 sl e

5 s 4 by OMeand mha Jlsl 3 0 S
el GE VO VIVY 1515 Aoy L ol (3

05 (Ao 3 YE/NY) a5 80 55,0 (Ao s FYIAN) L5 11O
FOLYP fwos)y 4 byyn s Loy o YL Ly
Wl 00 (VL & bgy o s Zands (7S 5 Jl
S @ s 33 S e gl 4 b ol
5 AY) do s VN L bl o s o 55 0T

odld RIF S0y (W) y

C,.wlou\.&a.a)}TLaubG)}Su:biijdC,.p-d‘,awkd\;}djfoy)T@bﬂ)J)u\:-):

Lodld 395 389 Sy ol Cuge By il — B F ol g8 03T i) Jooo

RITSIRE R Sig z N ORI R S pike
G e 5 Laesls s VAR VAVN YAY (S g OLICH e
G e aesls w558 AR /NPY YA &l Cods Cy g
G o baosls w5 5 /e VAR VA rcoloy
C,.w‘ ol @;JE)J PS'/'& L;)‘J&.&A c’é.»/‘).)
uw@bélﬁ}hw wb‘ﬁcbﬁ@adﬁuﬁ(\)d)&_)éfﬁjfow

G sl ol (Sacen Hldie albe 3 b Sl LaL
Loy 2le OT comlie Slis 5 aculous cojlo OT b ojle
Slele DL @15 55 (1444 Cud ) Sl /F 1 i
5 b om el S Sl Qe ol Sl
o3l 0T S oslul gl bl 31 0T sl asls
3 dbe gl 2l 5l el Jele glayl ol o3 zi

! P L oLasy d)u\}

' -Howland

ples obslns o B el — 55 8 palS 0 505T
75 el m5g W el 0=2/10 oS laad 5
GOl Glaad p oy oskite 4 ams )3 Sl Jlo
Sl 3l eslial b )kl S¥sles e iy,
o5 ol ol I (S Sy s eslinl PLS
RO PRSP PR P

dle 5310 romir g (555 o310 (gl Je 251
sl 5 18 alay patle oL SISl
bl e 1y el bl s S eslind | 51
SWT (ole lasl ulpd Slas 4w Jold ¢ Sg)s
O 180 glsy il (255 b 5 FlisS
5 03ls Ol 1y 35 Slaasly b ojle o Soan
23 e la Lol oS daily Ol 551,515 21,
ol b boste OT alaly b duu e

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



e e O 2t SLISE e lilgy e o g5 154

OBIH S ke & b w5 Jole b celpo Y Joua
shole sk b adfgo

AR P05 Ob ke sl o OSG 03 5 a3
‘5&_})} Ul‘..}’.“:" QL:&J; C L;]ou‘ﬂ 6LAJM§ t.S’.‘JL 6‘,7 ol o3ls u.oL.é:a-l tS“" cLﬁ
Y 85 5 s e b b g o s 0t Ty DL

Sl g bslgin Sl (5555 0L mie SNl s 5 3

305 GOl 53 abie 313 Lo 5 SLIE (2515 5 s s
Olejlr 3 YL ol po s 4 (18555 0L e DLISE HIST 35 gl ol (gl 255 i 5
5503 Ol e DU 4 g Sl Olo S gy Slas bkl s
VA0 s SOl Lo 5 SUIKE 3l s b g ol Slal 3 3
=S Glslae w5 b it b (3555 DL o 5425

Dbl o 5 4 320 g i Sla Ola 3 Cas o5

/A 305 S Ol (LB1L 0L e SLIKE o 5 4 2 g s (Glo 2w D3 o013

s SLEE Sy e by plowil 6l (65082 5 TS Sl Il 3 5 \'33
ANV s Lol 51 SLISE by e el 11 5 Ca
ATV 055 Ds 31 L ol sl 5 s
/AvY S et 5b 4 (8555 S0l Sl 3 akd(s5 5T DENLT 3 b Sl Ll b5 g

C/ANF CiS 5 gy g LS 1 (6, Ky st 4 DL IS Sledb! Sl aslizal Ol

VAWM AP e led ¢ passl b et Salsy 5 el aloes



We ohKes 5 Glades

5503 Olsbe 0L e (Bls Sy e 5l AT 2w Ol g 4 DL GO

CJAYY OLS I8 Sledbl 5 Sy sl

AR O s j5 5 S %;Q\JI:\J:QL:{JKJ,.&LSAUT

&l cuwts Co g

s Cowlin 5 dade S 4 e 3De QLS LIS S o 5 0ylsl s

o Pl SIS e o 4 a5

G b cle 5, 5 2

+/VPR G 4 Olads 4141 s Lg)lﬁ Slles f""'ﬂ 055 (gl 5 sdaline 3,
S e
a)
o e kaichaiiee T
/AN L;fiu«.:»\.iéb\&b-l»'w;éw):j\otﬁb\
+/YFA ‘_;J:.:“,JQQu?|f,¢§,mouwljt‘5ﬁf,1?6&&&,&;:,1!4:51”&;&\ a2
M Al i 3
2

+/74% L;jLwJw&L@#Cﬁ)%l{)‘l{@u&)’@)‘}é}fﬁ%}ééw

ol &, Slads éxs Sl 5 Ol &L‘i) Sery

/AN a;‘b‘.]a.sz;..n):ﬁq‘_gji&ﬁ@A&e)‘écd&)&h—\id‘ﬁ‘@ﬁ‘j T
T I I |
A Slodst 1 3 slozel st 4y 6 22 L OIS e daly 525 )

gl 4 Cuys 5 mdly sk 4 DBl Gl 5 aa 5 53 DL o 5 o odalin

+/AOY S 4 g Sladss 1,1 IS s Olejle Oy ,8e ool sl s Syl Collans!
T -

+/NF¥F Q‘)Kﬁﬁﬁbquw‘)écﬂwﬁﬁ)bjb): 6}1"1*-)”‘”‘ S '3,;
B e e

AV gg;:“,wl,,.jv:\,.u;u;al,ub;j,w@.,: 3

o
Ol

VAWM AP Feled ¢ passl b et Salsy 5 el aloes




e e O Szt SLISE Sy e Ly s e (55 IVA

AR Erroobl Lok, 5o Gk S )bl Lo g (Dl sla 551 Cules 4ol
ASS Sl 5 S L amlie Ll s G S 3§ KY
q— 3
S M Rl bbbk T \
A %
+IAZA OS2l DUl Y sle s 'g

u"L“"" C,K a5 odaline 3l (g3 gl

U 53 Jos 6305T 5 Izl bl

e)|.>‘).>:‘}‘b:‘m‘}hd.ﬂ.&‘j}jﬁ)}bwaﬂéﬁ-_’

S L LSS 6 Sas k5 3y

3,

_ .3

Y

CJAFA o lal 53 O, 5 & pte o o 5Ke bLs,l 5 ‘3

LM s Ss bTe BS L p e jp

78t 35 S S peas 5 S ke Lo 5 OUS SIS 515 e MLl Il G

B T
+/VA¥ Jlf,]a._:u)‘,} u\ﬁ»}éﬂa slad 05 5 wlie q{‘
o Skt Sk P g

SV s 4 by e ol 5y biasin dule syl
wled &S 55 Ol Olg o ol gl bl o/F
Ja) Wles gy Hla, 5 1 (emlin (2L 51 b et Lo

K\

303 sy 55 650 slae obl delous ) skites
OT awlowe 2w By & Cad glas i, &
b OT & 5 2505 ol pon 1) s S WT absya,

o 5 bl 9 ELay W
w3 S ol 0T & 5 38 S Fls S GWT
G oiasOlis (bl o (51 KNS sl
Sosbolar .l ool OVl 5y o8 S
slr Lol S o S
Sl bl G0 Soer ol oL
5555 5 Golee T 1 el e 5 das
3B Camd ) 03 (080) CELS) el Y

w‘a..&.w 030> m\)lb d}bJJJL&A )‘QS“'Jb;

!'- Cronbach

VAWM AP Feled ¢ passl b et Salsy 5 el aloes



WY 0hea 5 Gl daa

S5 ebl i 2she «S(CR) 55
bojle 2Ll 8l OT 53 #U5 8 WT & s
Ol oS 5 ol 8lp 55d o onlizul b lons
elie Y YL g Sslus

S 4y b Sl Gl Sypon 8

Ol bae jL
dlows Sl mpan 338 o S L
L) Caeal i Jule 5L L la e s OT
ol 93 (bl g et Gl sy Ll
Jsdr 55 55 sbme ol VAVA ¢ LL) Cl s S5

el ol 031 u:"iL“" ¥

Wl Db l0 7 Jgur

¥ S bl Wy Wl

Jolgs /ol

+/4Y)

S pdy Slaxil

/Y'Y

Juk 9 4

VAR

S| MEWN Y

+/30Y

e colo )

+/AYY

L LTS

AYY4

A1 30 Cas gw

/440

+/AYY

e i Sl cao

+/AVY

OV R LN RTEYY

*/AYA

S £

ALY

C/AYS

310

-[0F

35

VAWM AP Feled ¢ passl b et Salsy 5 el aloes



S e e O Szt SLISE e Ll y e 5 AV

OIS S5 bl g oS il plie 4 gL
oled d9d e odaldie &S pobilen Y Joda p3 o
@Vl S5 bl g g Wl lade (gl Lo yite

| en 2l 5185 s
Filp sl S Sl G K5 slee 18 s
Vsl (gledde B @ Seslul gladde
OAAY) - SHY 5 Jos s 02,88 okl
1, (AVE) e gl (uibjls Jaw e 51 eslinal

Alas S slgig 18 Slzel 1y obme Ol

Gl Sl a) bl esmaplis o wile -/
welidup cuslie (55 (2bl Bbdjl a2 5 Elogs
rom|

osls il AVE 03 Calbe 5l o5 (golas
TP sl s .l 270 ) SV g solus 35 s
Ll 0k 0313 isld AVE ¢l e 51 s 5
ol Siblei mls 35 8 0 Sl o8 (55 b0ken
cwl (AVE) 18 lsy Dbee O3y

[Ren 19y 2l e FJgu

*oud gl Pl Lyl Mg tawgie

Jolgs /ol

+/VFF

S 2y Slasil

+/YVO

Jukxi 9 4

+/YVY

S lwnioilys

/%Y

G celo

8N

sl 2l

ALY

L1 0 S g

id

Cadlad

| ‘

ARY

Sy B o

+/OFY

CadaS S P

Wiar

S £

VAWM AP Feled ¢ passl b et Salsy 5 el aloes



WE Ol 5 Sl e

L /VYY
CIACA
+/YOA
AR

/\nd

2l
RN
310
J &S
35

e 53 bojl o dlasly Shamin (g1 Hlms o 5 ol
53 el TVAIUES (g )lstine sliel (g bl jiow)
SOW s zin V/AF 3l slael ol lds ST S s
b i b ez 53 5 b ol o dal) S
e 5 S8 53 .l 780 Oliebl e 53 ias

el o 11 T-vVAlUBS ,5lis 4 by e

= 335 o > F oy 53 &S (gysboles
cwle Kbl AVE Lasls ¢l Je Sl s 5

2wl (AVE) 1 Kes o5, Jbas 055
53 3 e, S eIl dee 8Ty als) esp S
5 s sk s oY e Soes gl e S
&S5 alas Olas opl bl s 5d o eslimal SN
33 o5k &S5 S Sl 0T 1 Sl Jie &S J 53 6
Lot bl K gl 4 Cos Je
S 0 0L (VAAY) SN 5 fys oyls e jestls
Oljee oS ol S5 BB mlaw 55 55 1515 olss
OT o S50 bols 51 i o5le o sl AVE
s PLS J3 il Jue 53 Ko sbaojle 5 o5ba
) Sl 358 or Jolo (g e dhow gty ol
3 bojle e (Somr ol i ol e Sl

C,..A.u\ a)ijbm.}aj:JAAVE ﬁ.’&ﬁ)u\}

Sl Jao g5l 9
Jibe (6, S o3l de oLl 5 olsy Lo 51 e
05Se lajsze om Lils, b 3 bl
SOl s 53 Sl e 5,8 a lF (s 23050
ol Jde 5l 6l bajlae op 53 )8 5 5l
Glslme oo ¢ als Loyl cpl Sl odioslizl

9 sl Sl S Sl o s el e

!'- Average Variance Extracted

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



e e O Szt SLISE Sy e s liilg s e o 55 IV

51K Lty t-values) (g lstms oo o .Y JSSE

o T Jldis s ole 5L 5 K L ool sla Jule
Je 53 gy 3530 S o SIS p s by je 5

] ol U‘;)‘Jfa d)'\" DL U':'Aj}-'-

Ko b Lol b bl 31 e & Tulgy (T-values) (sylobae cu yo O Jyua

P Values T Statistics (|O/STDEV|)

R b o (Sl ole 3 5 Lufy

e A/¥Y4
e Y/ 9F
AN 1/048

Ol o OBICH o g0 — ol Cads™ o g

G Cloy — aolr Cud” Co g

OLICS o poo — Jrd culo)

palae "J‘l':"l.gi‘ Syse 1308y piie Lowg 1509,
u})\j'/?‘/ c‘b.w};'.ﬁ u;)1f~/\"r“ (s U‘:’J‘J’./\q

s e 53 130500 058 Sl e lp B

obd o 5 (S8 5 b s i nd 5 5 4 oL
Blsy i Gy oo e polie Ol
Gb (Y o 5 lis) Gl i (i)

St S Gy e G1305)5 e ¥ Jsd

WA AP Y Foled ¢ ool Jlo coslis S5l 5 omliiilsy does



W& ol 5 Gl dae

G 31130855 Sl mite ple s VU 4 Ja e 351,

5ol LS Sy pde laadl jekiian Hla) 5 68 R oy o
38 0Lt SLKE Cupde dad Culs, e &G 308 1 eine &5 o (5,30 05l 0l 51
ol sladlpe o Lulgy 5 Sl Sls gae 5 V/AF 358 g oolital el o s 13 ME 130550
S VAP 51 5eSa S 0L i SLISE Co e 5 Jas e D h S da s Lo das e 0L el

. CM&:-; ‘)‘3‘5:8.4

Je (5150958 S ykio o i y2 sbae Y Jouar
3l Ol et Jolge/ lasf

s# AR & 2 Slast

- AV oo 9 455

s # SVIA S 3luckinilgs

ez YR S gl s

— KAl S b

, ‘

¢s A G5 38 Cas g

X VY - Blas

X ANY S i S o b

s <NYA n 15 pla

' ‘

&
(v

[CEd AR

‘

G
te

[CEd + /AP

©h  JAVF

G

VAWM AP Feled ¢ passl b et Salsy 5 el aloes



S e O Szt SLISE e 2t lilyy e 0 55 IV

dB s g8 5 ke (s o D586
53 Q% [l &S 55053 30 ojle OT laasls
Ol 8L o 1 a8 b Lo 150555 o5l 55 350
e 0T 5 dbe s lassle o Lauly, a5 5505 0T
4 5k Jde a5 Sl odld ol (9554 150350
Sydd odasOlis Hlas b ST 55 syls k!

UV daw e 3 VY im0 19/0

G505, Glyiie Vo s Gb 8 Sl
2l sVl g Lo (2515 516 pte DL Sy e
ol s sy 2 B Al 3 50053 la e
il shils s bl J.A»Afcﬂw!u;:m&iu\.g

ol o e G

! Sy ) o Hlxo
4w UC}})) ajl.w d{.: S)y40 )3 Q2 )‘..Lin 456.7)}\&)3
OLis o 5 4 edilas ST 1) /FD 5 /A0 /0 Y lkie
SR o DOy A Joo
o o SN F S ey DN Jolge/ lasf

|
‘&,

/oM S 2y Slasil

<5 /FVA

Jukoei 9 4 yoxd

Lo e /YAy & Sloinilgh

, |

Y + /¥4

e celo )

o /or Sl ol

X Anid L1 50 o gu

©$ «/54Y Cudlad

X /YAY S i S o b

L e ars eSSy plts

S </YAQ R al)

s /00_ v:‘)?.‘;\i

VAWM AP Feled ¢ passl b et Salsy 5 el aloes



WA 01 5 gl e

S o /F
X OV
Iz < /VVY

310
J s
31

S5 o3l /1D (Lo e Sl o3Il /10 (S S Sl oIl o/ Y

s 3 5l e ol golslme ol S feol
B T T e PV -2 W+ RS-
23 dedr 5 dbab s why mB oy baes s

ol a.\.jocjb

S8 glyls Jde 358 0 jesie A Jgda 4 a5 L
o5l olad s S Syl &S | Ll (68 S e
el /D S 55600 YL S gyl s

SR S 4o ¥ o)l
Jbe 5 &, Selul gdis i3l oy 3w

5 op w bdde cwle 51 oRals g (g ble

J9l 4o Oge3T A Jou

FER P Values T-value 0 il 3 B9y (Sl i S
Ao PS5, VAR YY/P¥ UM Cgloy < aals Cub g e

S

T Lsﬂbhslmo)u"-b’b&&;iu)&‘ﬁ:ﬁj‘wja

Llas oo s YY/08F L ol value

il g el LS Sy e Ab Kb s b oyl
Wb tags o3 VU Jadr bl oy Jis

M/ ¢ pal S S pde &S Do pd Osd g0

Srb culoy g alr Cads” cu g (T-values) (s obae o po Of o 1 CH

WA AP Y Foled ¢ ool Jlo coslis S5l 5 omliiilsy does



o pile e 0L zie SLISE Cu e gt litily) Je s WVA

P95 4o § Oge3T N+ Jguar

o P Values T-value ) ) 3 B9 Y (Sl i S
,é..au.é_}ébJ VAR A/YY4 /N %ﬁ.\g <—— ég[? w C"l)l“
b
1 0L e SLISE Sy ke s 1 o AT (sl 2ol SiS opte g Sl ws s
o ML L T value gyls gae oyLT L A YL sl wlal 5 5p 0L ie SLISE &y e
Ll o S Ly e & Dy g0 g 58 (o b s

Ol o DLICE Co o g dolr Cudss” cu g (T-values) (s 1oban o o Of a0 F s

Pow 42 OgadT ) Jgur

s P Values T-value - )y O 9% S ko
o o Al AN V/04% AT Cogde < b culoy
O s
Sl el s V /088 L Ll T value (gl one
W (P =NV s fnn (T opde p b s, S Sl s ol

233 02 A YL s el 3 0L e DL
VP Ll e ad uli Sl w3 g g

osleT L1y Ol jzie SLIKE o pde Ol 3 o s

WA AP Y Foled ¢ ool Jlo coslis S5l 5 omliiilsy does



e ohea 5 Glardaa

REz

Re3

rrc

[T

Ol o LIS Cu g0 g kb culoy (T-values) (s 1oban o o Of a0 O <o

Poler 4o B 0ol Y Joue

P Values T-value o ) 3 BG R A 45
VARE \/08Y /+4) OIS Cy g <—— (Jrd Coloy<— x> Cods Cu g
S el

MSHB31| | MskB32| | MSHE3)

o9k 26 Jaw (T-values) g yloliae cu po Ol 3w .2 SS

LSS o e Jid Culo, ool e dawla S sk n asia (8) JS& 5 (13) Jgld> bl

Sl @l pmes e S 0L DU Sy s paiens ) gbty el Sk g ke

By b Sl melr Sl Iy e (6,131 G NA { U RSN (I

VASIM AT el cpasil Jl e ls S5l 5 omliiilsy does



o e e Ob i SLISE Cu e gLty e i VA

Shol 4o B @AY Jouer
4 45 dois PValues T Statistics  _y o gy s 5
(|O/STDEV))
o 298 A YYPE /A S iy < @l CudS g g
o PP AR AT /AT OIS Sy e < ol Cudas” S g
o P il AR VSV VAT D SLICE g g <—— kb culoy
S o B usl VARR! \/08Y SR <m i celoy<— il CudS S g

S Fue DLICS <9 pore

5 SV g CoaS el b 4 S Sl Ol
b Oljle bwg Ob gie Sols, Rl 5 Slus
asy il oy T3 fols 5, cul 355 e eslizad
& Ll ptn 35 4 Ol pn) Agn 5 Slajle a5
3 Ses )3 g 4l ge G 55 Jad ol e b
23 e o Jrd Sl Ll Obesle 18
il 4 S DS e 35 Sl 5 i
Lo 3 Shee 5 03500 clgns 2l Comsm 5 3,15
S o e s ES 5 O3 L1355 3 s e
b5 3 5 o 5o Ol & s (TQM) ol
Gt A el b 255 s ol 5 ol il
Sasske s ils, » TQM opall ot 256

5 GSer Ll Eeb TOM iodlebes 2l 581 )
o T B Oy 53 OSLET e Sl
565 VL e 4y e 45T S a5 0l (55l
Al Ol e 53 Jules

25l 1 oS S LTQM a5 4 o Sl Y
Gl 5 Lol e Bl el (s e a3 o
A dal = 0SS s

Ssim 5 2B 5 el CdS Iy pile g3 4

LJ‘U J&L:: and B pl 4l (G4l Sae j:?L" Shig g

S sl Ol Sragn mile 4 Jsdr laasl
Ab s ol dalsa mlr CiS Sy
DI (6 e LIS Sy e e 3 Sl

o

sLilyy Jde pali Gt pl gl ol 51 o
ol S o ey e 0L e SLISE g ke
or b s sl ey xSl o Kol 2B
Sl 035 5 7 4 gl ek 03,51 Slaans

A s ol p el S Sy e sl 4
CaiS o e 3T Kl ans b cpl )L (gyls gne
PP ol i il g JrS ols) n mls
kS e S Do iy sh e b R
bl b1y Jxd Sl Ol s 5l Ao ys AVA el
S el o s YY/PF Ll T VAlUR (g)l5 e
sty S ol @l:.? L oodeTwwsan @L“J
3 oaT s 4y s 5 (YY) 21,80 5 0505 s
5 Lo (YY) 5 Ser 5 63 pd o™ iass
S (TQM) ol S8 Sy ke ol 0351 suned

@8 5 5 Shes 35 gl odd a30bjle G,

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



WY 01 5 Sl e

Cda g5, ST LTOM e Jolse s 0
OT s 55 gl 1 lin oy 551

DL o e melr kS Sy e s 4
S Kb as s ol oyl gyl gae ST 0L
25 0L e SLKE Sy gt p il CodS ke
b b b sy 4 YL dpie bl
Ol s 512y AY (aalr S S pde S oy g
T obame )bl L1y 0l mie SLIKE & ke
Jol b b4 Chli oo oS ATTAL i Value
5K b g s 38 Sppe sla gy
oad (Y18) 251,800 5 Sl 5 (Y410) 5l (Ken
Total ) Pl ST e sl o3y Ll oa
Sl 3,5, < (Quality Management
Gk 5 Slds 5 OY g CukS 35 4 oS ol
5,505 opl 33 e Dbl glas! pled S )l
S Slp 8 Sl mlie gt BT 3 Jols
Ly 4 Ol s Shas 5 i

Ob e SLKE &y ps p el Sk g e ST
ol ) S8

5 DY pame bS5 5 bl pie il SR
Db ke 5 b oo a8 SLISE § by Jlez| (Dles
s 5 oS IS Do

S ke e 5 (6121 b0 2t slazel 21531
My Oljle @ (s 2t sletel Ob 2t (68 CoiS
Lol Ok 5 GLKs &S WS’ o el 5 LS 0

Db S s

! Findikli
2 Malik

5 s G 3l BT, el odS s
s oo Ol &S Sl /AYR il el cpl s o 8
5 BT Sl i 1 a3 AY/A ol S Sy e
T olsgnn o T L1, O 2is o 5 (g 6 5 52
b ans b ol S ¢S o s \WWAYA L i, Value
CaS s (YR LKen 5 6 Jiass Sl ol =
& Sl 03 g gunn 5 Ll en (Y019) 251K0n
Olse 4 (TQM) molr i8S g it el 255
CatS 53 Shas 35 5l 0k aliljle Sy, oS
SLEE Cope 5 ol SE 0Ll
5 e iyl 4 6ol Caenl TQM L5405 0L i
Lis 5 0L gie Sols, Rl ddnT 3 gbT,l8
s TAM o daly pdis bl 55 53 L8 5 S
Dk r 530 e DLISE Sy ke

ST, aSTLTOM (b 4 5 Sty )
b S o ¢SS Lol a4 T 8 (clas bl
4 S Jlsl s gladn T3 55 1) p5Y las g
sl Sonaly 0L e DL

5 e ASTLTOM : filee mlio 03,87 1y Y
LS oo ST sl 4 Olejle pebaw 55 Plaw J
o sl 1 Ot SUSE 5 Bl Lol e &
Al

S slul s uSTLTQM 6 e sl i ¥
£ s 25 5 S031 5 S )San T (5,5 sLab
3505 0L 2ie Sl bis 4 ¢SS (s

2 65T LTOM g zie glas, 5 5L S eslizal F
S5 el 5 e Sl e (slas, 5l e 55,
Jsd J6 (63,50 LOT b, e S LOT cles

sl

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



ey e Ob 2 SLISE oy e oLl Jde o g5 VAY

Sotbl 5 O o (6l i cliun 21,
S e O (5 e L)

O mie b i 51, OLSLI: Jues 5 bls 1Y
0T sla 15 & i 3 S a 5132 330 B3
SRS 5 g Ja b i e 0L Jen
& i SIS ¢S s 50y 55 4 bl 5 ke
o SIS T gy e 5 A5 S
Jo 3 loges 1, 0L, taltes o slac e ¥
3L dleal 4 LT dzus SO 5 5l dlis
33 58,8 o Cews w1y 0L e DL S
4 e &S LS 0 ) e o ool o8l g

g n S Jilus gy S pite

Fr o dls e ad Culs, 0 gl F
Salby Y s 3,10 S 0L, ol
fn 3 5350 jaS glamle 4 e Ll e RS
Sl S 25k sl 5o 5 g 2 b ST g5

Wl 5 pgee Ob s SIS S5 Sy it

L So&s byl as ol i glle Kin 0
lem 3 ot ()8 Lasee ¢ s ls Jlojlu a5
sl Sy ) (65 g (6 e 0K 5 il 5 e
o 1y (6 e DLISE B i 5 oo G 55 QLSS S
ST (6 Sn a0T 4y (S ks sl 5 45,

JB sk 4 g Jrd Culs) st sk
DL Sy e 5 OIS 2555 0 xS
SS 95 i ol O, IS S oL e
Sl K 4 S 5o 4,8 5 a¥es (b3
e Capte 4 e Gilg 0 S A g R

38 o S uld)y e s ke OLSS

e pal CatS Sy e 1 s GladiT 3 55 ¥
Calg 53 o8 558 00 DLl (oo o T 5 550 4
g o O i SLIKE 5 bales 2alS 4 e
Gl 12| L iOSe Jo 4 dgm Rl ¥
J= Uy «dl seg Ol (S e
Sk s LS o 4 db b 4 g 5,08 |y OO
ol kS Dy e ol ply 05 0 s DL e
ot g @5 Dl et s e ST
Cald) 53, Shes 5 5 40 e 5 2,1 0L e LS
255 g O e

SLEE Copte p Jrd L) el 4
S S s s ol oyl ol gae 5T 0L e
el gz 35 0L ke DL &y ey Jad LS
Sl oy e 2 g b hags 5V Jods
o ple Dled 51l s VP il 5 e (ad ol
Ap T value gls gms oybT L1y 0L zie SLISS
= NN Sl gme sleT a5 1Ll sulas s ) /049
Soge St b el pl ml S el (P
5 TN B 5 "l bug oas wf
03 g Ll or 5 suer (Y1) 5L a 5 "KL g
o5 2 sy JB 5T L5 b uls)
2o 35 Ol ie DL 4 LS (S,
A bl s sl axdls 0L mie LIS JST &y e
Copde 5 Llg o Mad Lold) o 305 55 el
5,3 L5b ol e oL

S S s b ol OLSLISI0LS I S Lk
Y e (S s 4 e Ll 5 on ol iz 0350

55 Jrd e Sldia, 871,05 658 0L jzie SLIKS

! Solfema
2 Topalovic

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



W 01 5 Sl e

Sb das e Ol 1y Oolal 51 ide 4 laws 5o
Olsle gl 1y sy 5 iS55 5 ol O
LBl s s o LS ST osjle s ol b
S W s Gl il Npd s 0L e
) 3 ol e Sl STl 315 (855G ale s
5 bwesly wale (b Ll b oSS b
L obKs oo pde sl 2B psle Sl s 50

(1YY 351K 5 (gdases)dins ol

5035 Iy 555 (eslasl Ll d s Sol 4 a5 b

u.vjv.g.a ‘w‘)‘yﬂ;)\w sza‘ .«\aJo-Ls g_,.l:-

)w‘d\; Lou::-‘]aabjbbu\b;&\.vgd)lf
Sy G ke b o Ly slul glaely I S
Sl g 5o 0L e DL 4 Ol 5 Cnls

S 5 ) opl 51l LOT Lis 5 S 9S Ob 2is
Sledails 4 plaal b male CdST Zypde
j@,)aaﬂc&,@gwéw)h&)lf
53 (S el 4 pll Ol e glaaal s 4
oY Olasl 51 (ols, 55 2 popan 5 Olejlu 5 anslr
Iy Ol Llg oo OUT (laamnl = 5 Ob 2ie 4l 5o
OUT ol 5 0L e DU fig ar pa Sy il 50
Sl sS4 ar g Ks sgm Sl Ak eaiS oSS
o ooep Wl w8 Jad culs, , IS
,&}ﬁtéﬁ,&c&bﬁrwdww@u;u
0w g Ll 5 (s luld e Sl
odde 4 il S ST O e 4 de)lS g Sy
ol 0L sie 5l ey B oL (YY47)  Sslis
S5 1y Oljle bbb (doys $45 LS L SuSG
L LeylS 5y 5 el s Ol opl 5 AiS e

Ob i (gs g d}b-)‘.u)‘.fuﬁf‘jgb

e (6,15 Lame S sl 2 b s Ol (ol ol
SLEE Sy e 5 510 OIS, Sl Sl
ol 3 ool 4 Gillae ST 55 5 4uiST S a5 0L i
Copls ) oiies jgbay el CodS Sy e (o)
Copde b Jyoscl I8 S 0L ie LIS
5 S Lo, (mibe pite 53 dbalse male DodS
Ol e SLIE Sy ey 5948 Gsi 51 AETT
SHE S5l (Sl b e e I
BT 5 Jas Culo,  amls iSOy

D3 SN S O o

b 1 b Olojle ¢ S8 e 5 Jgmete Ll 5 s
b o gl Sl s s 5 e sl TS«
gl o) B 5 & L BL Olbods s Slatal
25 G B I Jade Olejle OL i 5 (Sl
Sl 533l 5SS (tia,lST o st 5 (S
LT 5 Shes 5 oL &8 Col Ola Jad Cunss
b i 1y e 550 00 S s 8 s 5T
Jsrin O j3 a8 Sljle JSTL 5 dly (e 4l
S g plil S BT (505500 el acils 5,18
(k) S5 Fbe Ol ke syl 4 (S
daly Lobejle Ly 9 65905 5m 503 S aw 5 .(\TAF
S 3513 Ol e Syl ar s b S 5 i
Coloy Gy L 4 o s Ol SFee )
w3l DL Gy e s 4 42y O i
b Jgmame 51 OUT SIS s e 5 O ke oL,

Olojle i 40 Oljpe 401 0 gde Siladst @11 0 gous

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



ey e Ob e SLISE g e Ll dde o g5 YAD

2l St 5 Ob e i S s oplas Joke
3 ke @b anles ¢SS Sleas &1y 51 OUT
4 kS e (6,8 S 4 4 das e DL Olido
Loljle > Shes 2t S0 W5 s25n 50 55k
By 5> (Y S b (S (g ) ge) Bl axdls
Wb e S350 GRIPI L melr CdST Sy e Al 3
S S 8 a5 Sledst 1)l 5 pg (Slalasl halS
ST Olejl 6l 5 0L rte ol 4 Ll s mbie
= G i (WA (et 5 Sl ) wlas
Pl kS o pde & Sl OF 51 (S ey
ols S, Jas culs, o obame LSb
he o Sl Lols, S S Jipc;)l..&sg
P JJ‘J‘SZ—;AJJ% s 8 4 Al asls S5 YL
adls Obejle & S leile dgm 59, oyl
Ol (WY)W dlo csole (tass mls sl
S ja g Sl CulS )5 S pde Jga &S sls
Sl (sl 5 Sledkiadls 25 5eT) OT slal
BB LS 5l goblas 5 Cote S 0L, Jas
Olgllanl 5 0L S Conl suan o= Zagh
(IS Ty ) 5 (110) Tmsudlg ((IFAV)
Gy eSS a ax g oS Wsls olas (Ye¥ed o ¢ uasd
Syl Wle Dledss & s mel CaaS o g
O e i Soldy o pe g Sl lezel oS
sl 238 o SLSE 55 5 e Zopde s
SLEE Sy pe p s ol 6,18 5E 4 by e
Dls sme 6)bT S 51 abaly o) &S sl Hlis Ol e

a4 Ll Sl G 53 pw) p 3 ee amalr 3 9 S

! - Molinero, Salguero, Marquez
2 - Topalovié¢
3 - Forrest, Nicholls, Schimmel, Liu

o Ay ok ol Sl Jel b e 5 Ll
cLo&isls SR s Dbl o gl 4 - &S 54l
(e é{i sul bosgd e slglin Ol 5T
Lir g 53 bt SLKE 4 S Kaales
Asled S A 0L i Cdar (e 0L e
23 gl CohS Cu e Coeal 4 ar s L ries
33 Ol 358 o slgiiny 0Lz SLIKE &y i
a9 6)‘}5;3 5 03,5 Jas LS, Sl eslanl
Gl ronty OUT lp ol g rbe BjseT
IRz o) Slasgdee S tlas plal 5!
5 on ol LT amlr Oap spdee 4 015
R O T L
5 0315 and shie 4 4 3005 050 S15T sl
35S 55 bl amal b Jhags ol Sl g alol>

3,8 N s 3050 das e OGSl L
Jyame 5l 6 e 2oL s ¢ phe SLISE
o 335 el Olojl &5 OLSHIET L 5 Sl
57 o o n O e DLISE e 8l S5
(Sl 1) 3 5y 5 a8l 5l AET caza 5 Olej s
338 o Oljle s 5 0L ie Lyl 5 Laim
S (B S Gy 5 WKE o
50 (0L e 35 3 e o a4 e Olejle
ol by mls 5358 o Ole)lS Spg 5 Al b
x5 I o 5T Ol 3 See , aw
ol 4w s Ll 058 e Olesle 53 (5)sTs e
AE op 4 Sl sy 5 ke s
2R ld) g mlr CdS Ly ke Wil (gl e
Ghas Sl s Ok gte SLKS Sy pu
S L ustls iSO Jled slT gleol&asls

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



W0l 5 Sl e

o p Nl 5 (S Bl g e Sl
AsL S ST 0L rie 4 0L, o Sl

Sl Rl

508 S ke a2y 53§ 5S> Al il LS dlie
Ot 5 ol VY e s 55 ST o&sls
Sl adlas 5 QB USES 5 Sl 58 s LSl
.uUJ\JGA

Bl o8

63,55 83 b ol e 08t 5

References

1. Omidi, M., Aidi, M., & pourashraf, Y.
A. (2022). Designing a Model for B2B
Customer Complaint Management in the
Home Appliance Industry. Consumer
Behavior Studies Journal, 8(4), 251-
279. doi:  10.34785/J018.2022.379
(Persian)

2. Sanoubar, N., Jabarzadeh, Y., & Ranjbar
Areshtanab, Z. (2023). The impact of
perceived discrimination on customers
complaining  intention  with  the
mediating role of customer angry and
the moderating role of reaction
power. Consumer  Behavior  Studies
Journal, (), 31-40. doi:
10.22034/cbsj.2023.62915. (Persian

daly cpl QLS Jad Culs, 05wl e
Sl o lis Hls Jxe

S 5 Ao
jawsjd}b-wju)l.{)lfa\fs\s Ol s
Contl @ a5 L LI S Culs) Cotls ol
Lis gl Lol 3 5 Oljle gl O j2ie
St s ol b4 o sees Sl p5Y 0L
Shylsl ys CEls y Cardy vy o by Al Jgde
ey g 303 Dby S ol b led A
S 8509 Ol e o 5l QLS 5 G 55 (Y4IA)
Aol s sl Sl B8 s sals,
5 ol eyl o 1y LT e 5 Sle zals
GhE Lo, s lens ST s G
Iy 58S ol Ll b a4 ax g L auils OLS 8
(ool 5585 Sl (g0l ider (g b Sl 5 058
IG5 0L e b Lalss bl QT oy g
5 orlin Sy (s 0e b s Ll sloul (slael,
b e Gl 3l Cgr 53 0L ade DL & o gllas
4 g drg gyl Ol Gl LOT bas 5 SsS
DS (s3lakiadl 5 4 plazal b molr kS s ke
T O T o AP
By rfl:- s iyl 4 (a\,b-l Ol ie glaaal
(xﬂ Ollasil 51 ylsy 5 5 oman 5 Olojle 5 ansl>
1y Olejle Ll 55 oo OLT (glaatal s 5 0L 2he ol 5o
OUT a5 0L e DL g a8 Sy pite 5o
Sy sSE 4 g Koo (Gpu I Bl oS oSS
e b O, ks culs, IS

,@ﬁ\éﬁ)&w‘@l;ﬁ(w&w,u@u;u

!'- Solfema, Wahid

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



e e Ob e SLISE g e 2Lkl Je o 55 VAV

Asgrenjad Nouri, Bager, Saeb Nia, Somia,

& Begi

Firouzi, Allahyar. (2021).

Investigating the factors affecting the
complaining behavior of customers in Iran's
airline industry. Scientific Quarterly of
Standard and Quality Management, Y\ (Y),

Yv-y, doi:
VoYY Y EfjSgm.Y S YY,TIYA £, Ve,
(Persian)

3. Norouzzadeh, A. (2023). Pathology of

Complaints in Rural Cooperatives
Ardabil Province with Sustainable Rural
Development Approach. Rural
Development Strategies, 10(2), -. doi:
10.22048/rdsj.2023.338948.2015.
(Persian)

Shams Ravandi H, Sharifi H, Ganji H.
(2020). The presentation a structural
model for predicting job burnout in
professional football referees of iran
based on big five personality factors
mediated by self-esteem. Journal of
Psychological

Science. 19(94), 1307-1318.
URL: http://psychologicalscience.ir/artic
le-1-710-fa.html. (Persian)
mohammadiani, Z., Esmaeili, M. R., &
Vahdati, H. (2018). A Study on The
Effect of Strategic Thinking on Total
Quality Management and Customer
Satisfaction in the Banking
System. Strategic Management
Researches, 24(69), 57-82. . (Persian)

Sadeghi moghadam, M. R., & Momeni,
R. (2017). The settlement of soft TQM
philosophy based on APQC pattern
presenting a structural model (case-
study: Saman bank branches). The
Journal of Productivity
Management, 11(2), 7-30. . (Persian)

Mohammadi, M., & Sohrabi, T. (2018).
Effect  of Electronic ~ Customer
Relationship Management (E-CRM) on
Customer Satisfaction. Business
Intelligence Management Studies, 6(22),

10.

11.

12.

13.

14.

107-128. doi: 10.22054/ims.2018.8522.
(Persian)

Shakarian, Hamed, & Asdalahian,
Fereshte. (Y+)VY). Investigating the
effect of comprehensive quality

management on improving production
performance with the aim of improving

customer satisfaction. Business
Management, ) «(TV), Y3
(Persian)

Mohammadi, Jiran, Bagheri, Mozhgan-
Elsadat, Safrian, Alavi-Barozjani, &
Seideh-Azadeh. (Y+)1). Explaining the
role of party games in employee job
satisfaction and performance.
Organizational Resource Management
Research, Y)(1), YoA-YYA_ . (Persian)
Rahmani Nouroozabad, S., & Rostami
Noroozabad, M. (2014). relationship
between total quality management and
customer satisfaction in manufacturing
firms in Sanandaj city. Organizational
Culture Management, 12(3), 461-481.
doi: 10.22059/jomc.2014.51519.
(Persian)

Jafar Behari *, Sadegh Salehi, Marjan
Bejaleh. Y«\Y. The effect of
management's commitment to service
quality on employee job satisfaction in
the hotel industry under study: five-star
hotels in Tabriz city. Tourism social
studies. .©1-YV ., (Persian)

Alavi, S., & Abootalebi, S. (2021).
Evaluating banks' performance in
handling customer complaints during
the COVID-19 outbreak via DEA and
based on 1SO-10002:2018. Research in
Production and Operations
Management, 12(4), 1-20. doi:
10.22108/jpom.2021.128382.1368.
(Persian)

Ebrahimi, K., Azar, A., & Chitsazian, A.
(2020). Designing a Model for
Measuring  e-Government  Service
Quality — The Case of Governmental
Kiosks. Research in Production and
Operations Management, 11(1), 89-109.
doi: 10.22108/jpom.2020.121911.1250.
(Persian)

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes


http://psychologicalscience.ir/article-1-710-fa.html
http://psychologicalscience.ir/article-1-710-fa.html

15.

16.

17.

18.

19.

20.

21.

22.

Hassani, M., Sharif, A., & Zandian, F.
(2020). The Impact of Customer
Knowledge Management on
word-of-mouth via Quality of Electronic
Services (case study: Tehran E-
retailers). Iranian Journal of
Information Management, 5(2), 97-119.
doi: 10.22034/aimj.2020.110790.
(Persian)

Forrest, J. Y. L., Nicholls, J., Schimmel,
K., & Liu, S. (2020). Impacts of Culture,
Structure, and Leadership. In
Managerial Decision Making (pp. 155-
179). Springer, Cham

. Morgeson Ill, F. V., Hult, G. T. M,,
Mithas, S., Keiningham, T., & Fornell,
C. (2020). Turning complaining
customers into  loyal customers:
Moderators of the complaint handling—
Customer loyalty relationship. Journal
of Marketing, 84(5), 79-99.

Shin, H., & Larson, L. R. (2020). The
bright and dark sides of humorous
response to online customer complaint.
European Journal of Marketing, 54(8),
2013-2047.

Miquel-Romero, M. J., Frasquet, M., &
Molla-Descals, A. (2020). The role of
the store in managing postpurchase
complaints for omnichannel shoppers.
Journal of Business Research, 109, 288-
296.

-Meyer-Waarden, L., & Sabadie, W.
(2023). Relationship quality matters:
How restaurant businesses can optimize
complaint  management. Tourism
Management, 96, 104709.

Peddireddy, K., & Banga, D. (2023).
Enhancing Customer Experience
through Kafka Data Steams for Driven
Machine Learning for Complaint
Management. International Journal of
Computer Trends and Technology,
71(3), 7-13.

Fu, W., & Deshpande, S. P. (2014). The
impact of caring climate, job
satisfaction, and organizational
commitment on job performance of
employees in a China’s insurance

23.

24,

25.

26.

27.

28.

29.

company. Journal of Business Ethics,
124(2), 339-349

Findikli, M. A., Yozgat, U., & Rofcanin,
Y. (2015). Examining organizational
innovation and knowledge management
capacity the central role of strategic
human resources practices
(SHRPs). Procedia-Social and
Behavioral Sciences, 181, 377-387
Johnson, R. D., Stone, D. L., &
Lukaszewski, K. M. (2020). The
benefits of eHRM and Al for talent
acquisition. Journal of Tourism Futures.
Kamath, V., Rodrigues, L. L., & Desai,
P. V. (2016). The significance of
knowledge management, innovation on

firm performance in the Indian
manufacturing sectors: an empirical
analysis. International  Journal of

Business Excellence, 9(2), 178-191.8-
Molinero, O., Salguero, A., & Marquez,
S. (2012). Estrés-recuperacion en
deportistas y su relacion con los estados
de éanimo y las estrategias de
afrontamiento. Revista de psicologia del
deporte, 21(1), 163-170.

Malik, T. M., Khalid, R., Zulgarnain,
A, & lIgbal, S. A. (2016). Cost of
quality: findings of a wood products'
manufacturer. The TQM Journal.
Solfema, S., & Wahid, S. (2018). Job
Satisfaction as a Contributing Factor of

Educators  Performances.  European
Journal of Education Studies.

Topalovic, S. (2015). The
implementation  of  total quality
management in order to improve

production performance and enhancing
the level of customer satisfaction.
Procedia Technology, 19, 1016-1022.

Zehir, C., Ertosun, O. G., Zehir, S., &
Mdceldilli, B. (2012). Total quality

management practices’ effects on
quality performance and innovative
performance.  Procedia-Social  and

Behavioral Sciences, 41, 273-280.

WA AP Y Foled ¢ ool Jlo coslis Sl 5 okl dloes



