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An overview of customer satisfaction measurement methods and
models
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Abstract

Customer satisfaction is the main factor of success in many organizations, and numerous
researches have pointed out the relationship between customer satisfaction and word-of-
mouth communication, loyalty, repeat purchase and increase in the profitability of
organizations. In service industries where providing services requires communication and
interaction with customers, the overall satisfaction of customers is based on how they face
and experience the organization. Therefore, it is not surprising that companies spend
significant resources on measuring and managing customer satisfaction. In order to improve
customer satisfaction and loyalty, economic enterprises should research the factors affecting
customer satisfaction and repeat visits and achieve customer loyalty through ensuring
customer satisfaction. This research deals with the library method on customer satisfaction
measurement methods and models.
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Satisfaction, customer, customer satisfaction measurement models

aaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaa

1. Master of Public Administration, Finance, Islamic Azad University, Research Sciences Unit,
Tehran (Central) Unit, Arak, Iran

2. Associate Professor of Business Administration, Faculty Member of Azad University, North Tehran
Branch, Iran.

3. Master's students, Department of Business Administration, Shamim Danesh Navin Higher
Education Institute, Ardabil, Iran



