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1- Customer Orientation

2- Competitiveness

3- Service Quality

4- Customer Satisfaction

5- Customer Loyalty

6- Attract and Retain Customers
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1- Customer Satisfaction

2- Service Quality

3- Need

4-Want

5- Competitive Differentiation
6 -Efficiency

7- Price Offered

8 - Logistics Industry
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1 - Global Logistics

2 - International Monetary Fund

3 - The World Bank

4 -World Economic Forum

5 - iran chamber of commerce, industries, mines and agriculture
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1- Items Physical

2- Reliability

3- Responsiveness

4- Communication

5- Creditability

6- Security

7- Competence

8- Courtesy

9- Understanding the Customer
10- Accessible
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6- Gerrard
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1- Customer Satisfaction
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3 - Success

4 - New Customer

5 - Old Customer

6 - Gantasala & Prabhakar
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1 - Logistics Industry
2 - Global Logistics
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1 - National logistics
2 - National production
3 - Logistics Performance Index
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Abstract:

According to the World Bank's Logistics Performance Index and documents
countries, including twenty-year-old visions and general policies of the sixth
Development to the role of the Iran logistics industry at the regional and
international level; measurement and identification of affecting factors on
quality of services, customer satisfaction and loyalty is one of the main
objectives of managers in service firms for different sectors of the logistics
industry (Transportation, Warehousing, Loading and Unloading) in order to
achieve the ultimate goal is to keep and attract customers and increase market
share. This applied research Conducted in relation to the influence of service
guality on customer satisfaction and loyalty in Iran Public Warehouses and
Customs Services Co. as founding member of the International Federation of
Warehousing and Logistics Associations and one of the largest companies in
Iran’s logistics industry with the aim of improve the quality services and
performance of logistics. In this study, it was investigated the impact of service
quality on customer satisfaction with SERVQUAL model and customer loyalty
with Net Promoter Score (NPS) model with by field distributing questionnaires
among Three hundred’s customers. In order to analyze the data and
relationships between variables, the software was used SPSS and Correlation
coefficient and multiple regression analysiss. The results show that there is a
significant relationship between service quality and satisfaction and there is no
significant relationship between satisfaction and loyalty. So reception
customers' expectations from terms of services quality, leads to more the
customer satisfaction and loyalty for propose this services to other customers.

Keywords: Service Quality, Satisfaction, Loyalty, Warehousing, Logistics Industry,
Servqual, Net Promoter Score
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