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The psychometric properties of the job satisfaction questionnaire and customers’ satisfaction
questionnaire in the bank Saderat Iran”

Mohammad Khodayarifard, Ph.D', Syed Mohammad Mirkamali', Ph.D., Gholam-Ali Afrooz, PhD', Mohsen
Paknejadz, Hooman Hydarali, PhD?., Ahmad Beh-Pajooh, Ph.D.?, Shokr — Kon Hossain’, PhD. Hossainian Simin PhD®.,
Yazdi Syeddeh Monavareh, PhD’., Bagher Ghobari-Bonab, Ph.D.?, Mohsen Shokoohi-Yekta, Ph.D.4, Rabi — Zadeh
Mohammad®, M.A., Ali Naghi Faghihi, Ph.D’, and Hossaini Hossain — Abad Fatemeh'®, M.S.

Abstract

The Bank is one of the public services that have their responsibility to offering services and quality
of services has big impact on getting investments and customers. Research discovered from seven
important factors that has effects on customers satisfaction, the employees encounters styles with
customers is most impact (Aref Kashfi, 1999). The bank employees how to responds and behaves
with customers are consequences of their job satisfaction (Mirkamali, 2004). Nowadays, the
different questionnaire published to assessing of job satisfaction and customers' satisfaction in the
world. The aim of percent paper was developing and reporting the psychometric properties of the
scales that measuring the bank staff job satisfaction and customers' satisfaction. The method was
descriptive-survey. Two separate questionnaires namely, Job satisfaction, and customer satisfaction
specialized for Bank Saderat were formulated and developed. Through a pilot study their
psychometric features were studied. The final questionnaires were administrated on two separate
samples including the bank employees (N= 873) and the customers (N=350) in the bank branches in
Tehran. The samples were selected randomly through stratified sampling method. The results of
explanatory Factor Analysis confirmed the initial theoretical structure and extracted seven factors as
main factors contributing in job satisfaction as follows: meeting material- non martial needs,
relationship with colleagues, and customers, nature of work, relationship with supervisor,
responsibility and respect, workplace conditions, and organizational climate. The level of
employees’ job satisfaction was average. The lowest scores of job satisfaction were found in
following factors: organizational climate, meeting material-nonmaterial needs, and workplace
conditions. However, there were favorably satisfaction with collaboration and sympathy among co-
workers, and others, as well as supervisors’ competence and merit. Explanatory Factor Analysis
showed customer satisfaction confirmed the theoretical model, and extracted four factors in meeting
customer satisfaction as follows: satisfaction with staff, and the bank procedures, physical condition
of the bank, obstacle in equipment for the bank services, and obstacles made by human resource for
bank services. The level of customer satisfaction for the bank was satisfactory.
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