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Investigating the impact of perceived service quality and
employee performance on customer satisfaction of Red Crescent
population in Bushehr province
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Abstract

The present research examines the effect of perceived service quality and employee
performance on customer satisfaction in the Red Crescent population of Bushehr province.
The main purpose of this study is to identify and analyze the relationship between these two
factors and their effect on customer satisfaction. This research used survey methods to collect
data. Standardized questionnaires were distributed in order to evaluate perceived service
quality, employee performance, and customer satisfaction, and the obtained data were
analyzed using statistical analysis. The results showed that perceived service quality and
employee performance have a positive and significant effect on customer satisfaction. The
purpose of this research is to investigate the impact of perceived service quality and
employee performance on customer satisfaction of the Red Crescent population of Bushehr
province. This research is applied research in terms of purpose and descriptive-survey in
terms of data collection method. The data collection tool is a questionnaire. The statistical
population of this research is the employees of the Red Crescent Organization of Bushehr
province, who were selected using the Cochran formula, 192 people as a sample using the
available sampling method. In this way, by referring to the organization, random sampling
was done from the employees and the questionnaire was distributed among them. The
validity of the questionnaire was determined through convergent validity and the reliability of
the questionnaire was determined through Cronbach's alpha, which was above 0.7. The
research hypotheses were tested with the help of PLS3 and Spss26 software. The results
showed that perceived service quality and employee performance have a significant impact
on customer satisfaction of Red Crescent population in Bushehr province. The results of the
research clearly showed that: 1- Perceived service quality: The higher the quality of service
from the customers’ point of view, the higher their satisfaction. Improving various
dimensions of service quality, such as reliability and responsiveness, can lead to increased
customer satisfaction. 2- Employee performance: high and effective performance of
employees, especially in terms of communication and professional skills, has a positive effect
on customer satisfaction. Employees who are motivated and capable can improve service
quality and increase customer satisfaction. Based on the results obtained, suggestions for
improvement include strengthening training and development of human resources, upgrading
service standards, creating and improving feedback systems, and using new technologies for
human resource management. This research helps Red Crescent managers and other
organizations to increase customer satisfaction and improve the overall performance of the
organization by focusing on improving service quality and employee performance. Also,
future proposals include examining long-term effects, cross-cultural analysis, and using new
technologies to improve service quality and employee performance.

Keywords

Perceived service quality, employee performance, customer satisfaction, Red Crescent
population.




