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Abstract
Customer Satisfaction is a major concern and a precondition for competition in today's global
market. In today's world, providing products and services tailored to customers' needs and
satisfying them is an important competitive advantage for organizations. The purpose of this
study was to identify and validate the factors affecting customer satisfaction in the shipping
company of the Islamic Republic of Iran using the AHP method. In this regard, after studying
the existing theories regarding customer satisfaction, library resources and previous
researches, the components affecting customer satisfaction were identified. In order to collect
data, a group of 20 experts and experts from the shipping industry were selected. These
individuals were selected from experts and managers of this industry who have a master's
degree and work experience of over 15 years. They were selected by simple random sampling
method. By integrating the criteria identified by the experts with the components derived
from The literature of the research, 35 criteria were introduced. Due to the recurrence of some
of the components and their screening, 32 criteria were finally identified. By examining these
criteria and categorizing them thematically, the component was divided into seven main
categories with the titles of features Physical, quality, staff, location, safety, cost,
infrastructure, were divided. Then, in order to raise the level of reliability of the research, a
questionnaire was prepared based on the Likert spectrum and factors affecting satisfaction
were provided to 327 customers of the Shipping Company of the Islamic Republic of Iran in
Bandar Abbas, Bushehr, Khoramshahr, Assaluyeh, Chabahar, cluster They were randomly
selected based on Morgan's table. After collecting the results of customer feedback, in order
to rank the identified criteria, the AHP method was used and the collected responses were
provided to experts and experts, and answers were answered by Expert Choice software.
Were combined. According to the results, the physical dimension is in the first priority,
followed by the quality, staff, infrastructure, cost, place of activity and safety. This paper
seeks to investigate the satisfaction of customers in the shipping company of the Islamic
Republic of Iran based on the identified components of the response of the experts.
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