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Abstract

Today, customer satisfaction is the key to the success of any organization, which uses
customer relationship management and service recovery as strategies for gaining competitive
advantage. The purpose of this research is to investigate the effect of customer relationship
management on customer satisfaction with service recovery moderating in footwear and
leather industry of Tehran province. Therefore, the current research is applied in terms of its
purpose, in terms of its descriptive-survey nature, and of a quantitative research type. The
statistical population of this research is the customers of the shoe and leather industry in
Tehran province, who were selected by random sampling using Cochran's table. A
questionnaire was used to collect data, and SPSS and Smart PLS software were used to
analyze the data. The results showed that service recovery does not moderate the effect of
customer relationship management on customer satisfaction. Also, the moderating role of
service recovery on the effect of customer attraction on customer satisfaction has also been
rejected. However, two other hypotheses regarding the effect of customer interaction on
customer satisfaction with service recovery moderating and the effect of customer retention
on customer satisfaction with service recovery moderating were accepted in Tehran shoe and
leather industry.
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Customer relationship management, customer service, service recovery, satisfaction.




