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Abstract

Purpose: The aim of this research was to provide a customer complaints management model

based on applying comprehensive quality management, citizenship rights and job satisfaction in

physical education departments. The research design is descriptive-survey method that was

conducted on the employees of Islamic Azad Universities in the northwest regions of the country.

Methodology: 180 people were randomly selected as a research sample to complete the

questionnaire. Standard questionnaires were used to collect data and measure study variables.

The reliability and validity of questionnaires were confirmed by academic professors specializing
in the field of sports management. Convergent and divergent validities were also checked and
confirmed using Average Variance Extracted (AVE) and Fornell-Larker matrix. Descriptive
statistics and confirmatory factor analysis methods were used to analyze the data and structural
equation modeling techniques using SPSS and Smart PLS software. Before testing the hypotheses,

the external, internal and the whole research model were fitted with related indicators. Results:

The findings showed that comprehensive quality management has a significant impact on

customer complaint management (p=0.001), job satisfaction (p=0.001) and awareness of
citizenship rights (p=0.001). But this relationship is not significant when it is mediated by job
satisfaction and awareness of citizenship rights (p>0.05). Also, the model fit indicates that the
relationship between the awareness of citizenship rights and the management of customer
complaints is not significant (p=0.523) and also, there is not significant correlation between the
job satisfaction and management of customer complaints (p=0.111). Conclusion: Based on the
results of this study, comprehensive quality management directly affects the management of
customer complaints, job satisfaction and awareness of citizenship rights, but the effect of
comprehensive quality management does not affect the management of customer complaints while
mediating with job satisfaction and awareness of citizenship rights.

Keywords: Complaints management, Quality management, Job satisfaction, Citizen rights,
Physical education
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