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Abstract

The aim of this research is to examine customer complaints management strategies in physical education
departments, focusing on the link between Total Quality Management, citizenship rights, and employee job
satisfaction at Islamic Azad Universities in northwest Iran.The research design is descriptive-survey method that
was conducted on the employees of Physical Education Departments of Islamic Azad Universities in the northwest
regions of the country. 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 were used for data analysis, and SPSS and
Smart PLS software were used. 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). Based on the results
of the present study, establishing proper relationships with customers and handling customer complaints is
effective in increasing current customers and keeping them. Therefore, paying more attention to comprehensive
quality management with an emphasis on empowering employees as well as having the necessary flexibility in
front of customers and their demands can help the organization in managing customer complaints and their
satisfaction as best as possible.
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The primary goal of any business is not just to
sell products or services, but to meet customer
needs and ensure satisfaction. Organizations
that quickly understand and address customer
needs achieve greater profits. Effective
complaint management is crucial for
maintaining customer loyalty and enhancing
company reputation. The implementation of
Total Quality Management (TQM) has been
recognized as an effective method for
improving competitiveness. This study aims to
develop a customer complaints management
model based on TQM, citizenship rights, and
employee job satisfaction in physical education
departments of Islamic Azad Universities.

This research is applied in purpose and
descriptive-analytical in methodology, utilizing
a correlational field approach. Its main
objective is to develop a customer complaints
management model based on Total Quality
Management, citizenship rights, and job
satisfaction for physical education departments
at Islamic Azad Universities in northwest Iran.
The study involved a sample of 180 employees
selected randomly from a population of 340.
Various validated questionnaires  were
employed to gather data on individual
characteristics, complaint management, total
guality management, citizenship rights, and job

satisfaction, with data analyzed using SPSS and
PLS Smart for statistical insights.

The aim of this study was to develop a customer
complaints management model based on Total
Quality Management (TQM), mediated by
citizenship rights and job satisfaction among
employees in physical education departments at
Islamic Azad Universities in northwest Iran.
The research, conducted with 180 participants,
found that while TQM significantly influences
customer  complaints management, job
satisfaction, and awareness of citizenship rights,
these variables do not mediate the relationship
meaningfully. Results indicated that TQM
accounts for 83% of the variance in customer
complaints management, highlighting its
critical role in organizational performance.
However, awareness of citizenship rights
showed no significant impact, suggesting a need
for further investigation into employees'
understanding of these rights.

The study emphasizes the importance of
building strong customer relationships,
especially in today's challenging economic
climate.  Properly addressing  customer
complaints enhances retention, while focusing
on Total Quality Management—empowering
employees and fostering a fair work
environment—can improve job satisfaction and
responsiveness to customer needs.
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