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Case Processing Summary

N % Reliability Statistics
Cases Valid 200 100.0 Cronbach's
Excluded? 0 0 Alpha N of Items
755 19
Total 200 100.0

a. Listwise deletion based on all variables in the procedure.
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One-Sample Kolmogorov-Smirnov Test

Transformationa Structural Employee Customer

| leadership empowerment satisfaction Satisfaction
N 200 200 200 200
Uniform Parameters?® Minimum 2¢ 4 17 21
Maximum 2 5 21 26
Most Extreme Differences Absolute .640 210 .310
Positive .360 .160 .310
Negative -.640 -.210 -.240
Kolmogorov-Smirnov Z 9.051 2.970 4.384
Asymp. Sig. (2-tailed) 144 .232 .072

a. Test distribution is Uniform.
b. Calculated from data.
c. The distribution has no variance for this variable. One-Sample Kolmogorov-Smirnov Test cannot be performed.
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Model Summary

Model R R Square Adjusted R Square Std. Error of the Estimate

1 .4382 192 .023 .018

a. Predictors: (Constant), Structural empowerment

Coefficients?

Unstandardized Coefficients | Standardized Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.904 .044 43.089 | .000
Structural empowerment .030 .012 .168 2.397 .003

a. Dependent Variable: Transformational leadership
bl 5 pow (5 andyp w8 (o0 )8 (i p yee 1) QLSBT Call; g Slesle il welles G G 6 alail) pgd s
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Model Summary

Model R R Square

.324

Adjusted R Square
.006

Std. Error of the Estimate

1 .5692 .052

a. Predictors: (Constant), Customer Satisfaction, Employee satisfaction

Coefficients?

Unstandardized Coefficients | Standardized Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.515 .551 4.560 .000
Employee satisfaction 143 144 .081 .992 .004
Customer Satisfaction 134 174 .063 773 .001

a. Dependent Variable: Structural empowerment
5 90 Ay piie plgie 4 g9z, byl Cols) g Jiie e plaie 4 QLSS Cols) e 55 ST a8
cCel w318 L Lasl 0 Jede Dgo 4 mls aS 58 e 3
Pz 4058 30 (Fiunad cayd g (gen Sy b dloles 1  Jgur

Model Summary

Model R R Square

.560

Adjusted R Square
.246

Std. Error of the Estimate
.008

1 .7482

a. Predictors: (Constant), Customer Satisfaction

Coefficients?

Unstandardized Coefficients | Standardized Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .593 .268 2.210 .002
Customer Satisfaction .604 .074 .500 8.129 .000

a. Dependent Variable: Employee satisfaction

& 458 oz sl ool sy glo el 51 S o (5055 Wolne : Jols (gl ol sl a8l gy maz « Zales o

03,5 (oo Ve g &0 a3kl 028 g g (Seed 0 pS (mesS G pd ol pen 4 gk ()
g% Sl b 51 Sy o b el Coeal b culyd 5 (igems Ty Jas dlolae s V¢ Jga
Om apd ot g pd S sl o 2 Oge Sy Jo aloles Mgy Sl b
AAY FYA AZA Y=1.904+0.3x Jl 428
ARA 074 <A Y=2.515+0.143x P30 4 yb
yvy D74 Py Y=2.515+0.134x Py s b
O YEA R Y=0.593+0.604X | ey



www.SID.ir

INTERNATIONAL CONFERENCE ON &, '\ enllo)] {1y yuuilj8is

MANAGEMENT AND
SUSTAINABLE DEVELOPMENT

Iran — Tehran

Jlub aewg g upLo

Olpl = ol

Sy dmii— F

b (S i y5 397y Cosl WSl Glojles (g3l il 5 8 S50 6y by oy SRR S Al
. ..\..5‘59 g_)La.s‘ ‘) p...a...m.o‘_g djagl)s VJS..\} L Constant M)‘..\.O.A . Sl 4.'44‘) U)‘ S99 S [JE -0 ul.ma ‘,f\ﬂ/\ oj‘..\.;‘
B emap 90 dhaly e plpie 4 QLS Culs) 5 Jiee piie plyie 4 Slojle sile sl pes s )b o
OleS  azgi b 5 paew 4o )8 )0 (Sed o e el 2,079 dhaly cpl o Sen (oo Jlaae L aid 3
SYFA s b gl i <ol 9 QLS cals) G by 5 o)l 6 4028 0 il (o0 Sl 4 pg g pgo 402
Slesy8 den jo Sl odw; OL3T a4 A Jgaz 50 g )T, Lt dlolee coll Jlade 09 Codie 9 (Saod oo Slp
5l oael Cows @ el ey b wls o oldll, sdel Cuws s polie o4 o S aS 03 ao b ply sig Slode
&“526@‘56“%5°H@&M(R )M%)mo|ﬁﬁgomks)5|é&6boo‘égkl;u54%)’?u
Al (( Kod Cuypo jodome Ojg0d 4 R? Slade  aile g pdy ol eiie sl e 5l g0l Gl 4
3 e a0 Sobee b Sl SR peite by 5 o3 et S ol IS 0B S0 o ams o liiogd o
JJ[B )JQLM ‘u""'bﬂj" u.:‘ 6‘)4 U'“'“"J w)..o av\.aT Cawd )JOLM 05....4 u...a...’)' J.a...,....a )...l...a .E..uy AJ‘BJ ° d.........v‘g ).AJ.A.D
L g oog o callie Slsyd ol ;0 (3 5 A 9V sla o) Coefficients Jslo> s Constant cob Jlais 3,k
2l b ey G b st plaS a5 (S e U &S s SS Lo 4y jlade cpl ol aily i e ,5U
Es75 byl Culs, g0l Jlas 36 ¢ LSS Cold ) ds ) o Ll ool s @ gl 4 az g b oS ls atisly ate
caas glojle ;o )0 Cudbge o el Sl el 0 o) 9590 s i )'lg_ii).adsilqd])’l Aol asls
3bj spdy b 5l e ol il s plal Slawl aleS GLS IS 51 sael Cass 4 ls A Az boow, oo Ll 4
Casl sl ol a4 36 Gl S Suls) 65, Slele sakailss ¢ LSS suiels, 5l gex, byl culs,

Slolgais — Y

L bl o, 09l (oo s bﬁ] Sladod 4y bgspe Slolgiion 5 (60 ,5,15 Sllpiinn (6 dwd 90 o Lidgh pl Slolgiiny
Lt Spste poinits B Sy e sleiiy Lzl 3ym el 55 gy ol i 0588 85 5 s g S il
il el sl ol (55 6L 56,5 1 b s o w3l 5 e sl sl ST b sl
e 5 bl 4l £oz) ol b wlepas lolas (S ) pll il tees plol sl aeaS 48 egsz, byl 4 bogy e
ol iy pai slasjllin] Gl u)s loy yo 1y abgrye josl ez, SLl a4 bgpe sla)lS plxl 4 ol (lis aBle
ol 48 @ QLS @ dgze sla )l Al ogdle ¢ Camsly (o0 el Gl Ba0 jolate g il ploxl 4 Dless 055>
S OUSE  (rAl Jgzs smm) 50 698 slo Sl 4 ax g s adlse |4 S anly o el g enge 5l a5 atil,
il Ll b ggm ol jo 5 a3 S 18 55 055 Ghled)l5 Colam 590 005 1,55 55 gl a¥ole sblze 5 3ok
ol cloil )3 (B 5wy 5l (eslin il i 6 SITL Glejl 55 (Bl U5 50 bawgs QLSS (S ot
S Sl coge Wiy oo a5 Canl alge [0 5l oo oSG 5l blaie o gl a5 G ) Kan 5l o o e
ol cyels 55 1, 92y byl als, 4ot 5 g 000 ,F SIS Lawgs gy loas

"-R Square
- Standardized Coefficients


www.SID.ir

MANAGEMENT AND
SUSTAINABLE DEVELOPMENT

Iran — Tehran

Olpl = ol

3 08 (oo olpiin oal Al oad el glayrie b o blil sgzg a4 ey ol jo aS0 4 axgi b

el o (6,105 51 e caend @ e ools iy Judos ale (b e LS00 slaylil 605 L 4 b ST sla Liegh

IRVELY ‘5»...’ U’““" (5’5i” .)L?u‘ aQ s:\.fL‘}A P ‘_g)ldf u,u))‘ u.o..o 9 4.._’>L>).v ( chM...A ‘_ng).a.:...a l.u )LSM"))" Sy90 ‘_ng)...L..a »

sy (ady L) glas sl ol jo LSS ,L3, ol

i A

LS, G o u..)_ﬂ Js5 6, 9 Sl Ko 3 o adal, (AWYAF) L o ¢ i (g Ll g pelB ¢ (6,0l 5 de (LG (\
VA0 YVA LT Ly« Yoylads o el Copin 50 98 28ld, _idgieale anlilad . Lo )lb slo s JS ol

J975 ey S Oz ably 50 ol Sles 5 Sl Gigr (R s (VFAF). (g cmbas 5 Ll g5 5008 5 e (LU (Y
YV = VA B ool o (6t o ppoio doliliad (Lolos ity (619,08 (6330 axllla) SIS (i & Lo, b ol pako a1

65 oo b ale cla slael Jid o ,Shoe 1 oyl U5 oyemy 53l OFAF) e sombe gl 7oy 5 allae o D (¥
V=18 paaome g podad o jleds (eied Jlo (90 S o cli,y dolilad . s (6,5 0

b3 sl (LS Glojlo dges o dad Lyl g (Jad cols,  liidly g sleaieiles 5B OIWAY) etdl s jan (F
A ‘W 0)5.)‘ A O)Lo.ail “Sa]c uL?uL:)Q—‘ ‘SALbJ_J‘ U""‘é aollad ‘(6;)9 ul}ul.))o—‘ uL...J‘ ‘SAUG.:.J
DY -VE X5 o)lods ¢ ags Jlo ¢ ol sy ool 4,0 ¢ (£52) byl pe,S5) o @) Bloas S 5l Lol

Jo 3l S ppte aolilad c(s 590 axfllan : (Jid Cold) pspie comle G OFA))o,05 ¢ (Sig 5 awbualies 5 e vl (7
IABA ‘[°)L9;.>, O)Lmi sJ5| 5)50 an'

Be Sl 9 J..u‘).e 6)519; 9 w‘)s—‘ J?’L’ Sy .IGLJ)| (\v%?)l‘o].:.l.c séél.:—‘fm u:hi,.: 9 Oy “J“Jj)d 9 o> 5&.}5‘) (V
OA- 55 oY o5l VY 0,90 .yl pl (g ldp Gigh du i . e (Siis pale olSisls Cotiie (Lbjgel ol Lo

5 b bl s sy omibon LB by iS5 saiallsi s Slojlo clae 3l OYAR)aol clsley 5 4l ol b ooy (A
POV (piid 5 Canmg 0yl ¢ i Yo g S ppie o anlilad . S5y pole oSl slo o L 285

c’.)l?u.b u,aj.b dalfd.o 9 ool A.E.ab r (\qu)p.a)a 3 GWMO 9 Do ¢ éu!.»a S g 41)‘..\.».“- GLMJ)L‘ 9 (5‘“ ‘U‘)M‘ ALES) (‘\
VIV = VF0 TV o lads uiin Jloe@ldiyl s oisel oibyl oale a,hs alilas pas g Jobs ey bl U5 ooy oS b
D3l e ¥ odilate GBy5m g Obgel 50 Jeld (i b (U aalllas 890 )5 4 sl g on Bl Jso5 sy S s S
W NN ipges ol i Jlo o dnols 5 5 gy cale aclilad

F IS e e 5l eolital LBk e Suls) pr Fge Jelse (o) pO TS « (LS 5 g Folo dazme ((Jled 93058 bg ("
YAZ-YYY ‘(?)‘SJLJ o)l.o.«f: (PG o)Lon P9 JL...\ Ty <5’L.’.)|)l) Slagass w&jf—@h dolilasd

G0 50) QLSS (s3el 5055 1 (n Al J525 6y S 3l (VWA (g0 ¢ )T DS § B, (g ypaite ol (Y
FY-FA VY o)l g5 5 drwgd Co o aloxe (JSows 5 o),)] ol o
cdlas g by Sew ¢ Glojle 93 cr dlaly el (VYA Do e ol ol g dllol (g0 5 ol s (sllas yg0 ks Oy

axly oMl oljT olKiils ailul 150,50 anlllas ) Slojle sam 65 b p e Slojle b B85 oS L Slejle
WYY Bepg0 0,las oo loz Jlwe o jge] o poe Slidios ipgh sode dolilad (doxe

LSS id 2l b Slojls olezel cilis ol bl )l (VYRF) jgass ol oo (6 ybatiasl 5 ppal] Gled «pncds Of
ARAVYAIAAY o)&& PG g Comnd JL.» ‘(Jj?u 9 Oge )w).uxo ‘5‘.«.&5)4 ‘_,’_olc aolilad
oy Jlo dob Sl mlie aslilad (gl 5 el i ) iS5 gjle Al YA oLiSen 5 oles wsilbas (10

O-YY. WS" 9 Covnns O)Lo.ﬁa

- Data Envelopment Analysis (DEA)

Jlub aewg g

INTERNATIONAL CONFERENCE ON . \ enllo)l (L yuuiljeis

LupL0


www.SID.ir

MANAGEMENT AND
SUSTAINABLE DEVELOPMENT

Iran — Tehiran

ulpl = ol

elosz] ol ol ys s Cu e s AT U5 60y G by oz - VYD gl il 5 il ol (7
N )oY i o 0l i o (g0 S pite Sl aalilad s Ltz Jlors oz ol

J975 6oy ole LU 5o (Al o pae (sl danly (285 (VWD) (oime LSy 5 2lo (A g 9 oo il 6 (v
YAF e @ s g S 0jlad i Jlo ¢ 3o Ca e Sl aslilad . Slojls (5155 5 081

OESLE oyShes 5 (lb 3855 05l aAbaly ()2 VYAV 0 10 gyl 9 doomo (e egy Ceani g doee (ol (ool (A
YV-FY pgd o)lod (hn Jol Jloo ¢ (9o Cu e &l (chmghy (sale alome (g (liw g Dl plie &5 101 (6990 aalle)

Joe bl p (GElsdly) (giluwsialys abuly oy OTADIG izl Sb3 9 4ndpe @l obinl § o500 (L3 (4
SLSESS 5 5l ol (s RS (eesd )5 el (S pole meler oSS GLSLIS s Sy e b Tyt g 50 el

o pde

oloslo 5 Glajles sga 5 3l J525 ey alaly - OYAT). glasl gyl Gomms g ogan s ol 5 anbld g Lt (v
VE-Q0 G g 00595 0 lous ¢ o Jloo ¢ g0 o e Sl dnlikadii)] 105 50 By90 9 Lo)gal

3 90)lgal5liils u—'ﬁi J8 G, 50 (Kimpd hen (i (VWAB). dgmune ¢ 00y el golem o oo She g b, (Do (v
AV =WV Fe ol o lads i Jloo ¢ YA sodlol olSidls jo K )8 . ()05 oKl raalllas

6oy, (55l diailys olasl sy OV YAN) edase (ganine g dilove )b g 5 oyl jsmdl (g2, o dblay 00l e g0 (vy
¢ Sleal ez aged oRiils i pale e (ol axdllas 5,50 sl laslis 5 SO (S 0,50 ) o slo plesle yo Sl
YO-27 oY o,les Y-VA Jlos o 0,50

Js7S sy sla S bl VA7), ol (il pai g 500 ) s b g sl sidnl cgozmo g ol palline ¢ Gm o (vv
oyleds s g Cons 0,90 @] (S pole olKils coke aloepdll et @Gla yliw lon GUSI oile deilys b Jobs g o]
V-V pge

Slesloe (s 50 Slojlo (55158 9 CudMS 22 (0 Bl S92 (6585 136 (o (VTAF) Ao 050 (pulie 5 el (i (vt

VY=V e DA oleds iy Jlo cs0 ) o e sl gl - 6 LSl SYolee Jow (e WSl (e ally) (s5ledoe 9 j508

Ye) Aga, D. A, Noorderhaven, N., & Vallejo, B. (2016). Transformational leadership and project success: The
mediating role of team-building. International Journal of Project Management, 34(5), 806-818.

Y1) Alhelalat, J. A., Ma’moun, A. H., & Twaissi, N. M. (2017). The impact of personal and functional aspects of
restaurant employee service behaviour on customer satisfaction. International Journal of Hospitality
Management, 66, 46-53.

YY) Arokiasamy, A. R A., Abdullah, A. G. K., Ahmad, M. Z., & Ismail, A. (2016). Transformational
Leadership-of School Principals and Organizational Health of Primary School Teachers in Malaysia.
Procedia-Social and Behavioral Sciences, 229, 151-157.

YA) Banks, G. C., McCauley, K. D., Gardner, W. L., & Guler, C. E. (2016). A meta-analytic review of authentic
and transformational leadership: A test for redundancy. The Leadership Quarterly, 27(4), 634-652.

Y4) Boamah, S. A., Laschinger, H. K. S., Wong, C., & Clarke, S. (2017). Effect of transformational leadership
on job satisfaction and patient safety outcomes. Nursing outlook.

¥+) Bouwmans, M., Runhaar, P., Wesselink, R., & Mulder, M. (2017). Fostering teachers' team learning: An
interplay between transformational leadership and participative decision-making?. Teaching and Teacher
Education, 65, 71-80.

YY) Cekmecelioglu, H. G., & Ozbag, G. K. (2016). Leadership and creativity: The impact of transformational
leadership on individual creativity. Procedia-Social and Behavioral Sciences, 235, 243-249.

YY) Cetin, M. O., & Kinik, F. S. F. (2015). An analysis of academic leadership behavior from the perspective of
transformational leadership. Procedia-Social and Behavioral Sciences, 207, 519-527.

YY) Cheng, J. C., & Yi, O. (2018). Hotel employee job crafting, burnout, and satisfaction: The moderating role
of perceived organizational support. International Journal of Hospitality Management, 72, 78-85.

Y'¢) Giddens, J. (2018). Transformational leadership: What every nursing dean should know. Journal of
Professional Nursing, 34(2), 117-121.

ve) Hetland, J., Hetland, H., Bakker, A. B., & Demerouti, E. (2018). Daily transformational leadership and
employee job crafting: The role of promotion focus. European Management Journal.

Jlub aewg g

INTERNATIONAL CONFERENCE ON ‘ '\ callo)] by guuilyais

LU0


www.SID.ir

INTERNATIONAL CONFERENCE ON
MANAGEMENT AND

enlloJ! Ly yuuilhis
Jlub aewg g upLo

AATYS
!

SUSTAINABLE DEVELOPMENT

Olpl = ol

1) Khoshlahn, M., & Ardabili, F. S. (2016). The Role of Organizational Agility and Transformational
Leadership in Service Recovery Prediction. Procedia-Social and Behavioral Sciences, 230, 142-149.

YV) Li, J., & Yuan, B. (2017). Both angel and devil: The suppressing effect of transformational leadership on
proactive employee’s career satisfaction. International Journal of Hospitality Management, 65, 59-70.

YA) Liu, C. H. S. (2017). Remodelling progress in tourism and hospitality students’ creativity through social
capital and transformational leadership. Journal of Hospitality, Leisure, Sport & Tourism Education, 21,
TA-AY

¥4) Niessen, C., Méder, I., Stride, C., & Jimmieson, N. L. (2017). Thriving when exhausted: The role of
perceived transformational leadership. Journal of VVocational Behavior, 103, 41-51.

¢+) Ojha, D., Acharya, C., & Cooper, D. (2018). Transformational leadership and supply chain ambidexterity:
Mediating role of supply chain organizational learning and moderating role of uncertainty. International
Journal of Production Economics.

£Y) Phaneuf, J. E., Boudrias, J. S., Rousseau, V., & Brunelle, E. (2016). Personality and transformational
leadership: The moderating effect of organizational context. Personality and Individual Differences, 102,
Y..Yo

£Y) Spies, L. A, Gray, J., Opollo, J. G., Mbalinda, S., Nabirye, R., & Asher, C. A. (2018). Transformational
leadership as a framework for nurse education about hypertension‘in Uganda. Nurse education today, 64,
VY-V

£Y) Wang, H. J., Demerouti, E., & Le Blanc, P. (2017). Transformational leadership, adaptability, and job
crafting: The moderating role of organizational identification. Journal of Vocational Behavior, 100, 185-
195


www.SID.ir

INTERNATIONAL CONFERENCEON P, /- 3¢ '\ llo)] {1 gl

MANAGEMENT AND
SUSTAINABLE DEVELOPMENT

Iran - Tehran

Jlub aewg g upLo

ulpl = ol

The Impact of Transformational Leadership on Employees ‘and

Customers' Satisfaction
(Case Study: Imam Khomeini Relief Committee of Alborz Province)

Davood Moazzen
PHD of marketing management, instructor, Moulana inistitute of higher education, Abyek
Email:davood_moazzen@ut.ac.ir

Samad Alinia

M.A student of Business management, Moulana inistitute of higher education, Abyek
Email:Alinial375@gmail.com

Abstract

The organizations seeking growth and survival must. choose:a performance that satisfies
employees and customers and also realizes the goals of the organization. Governmental
organizations are generally affected by job recession of employees, low motivation, lack of
hope for growth, and lack of successors. Pushing followers to a higher level of ethics and
motivation and encouraging them to follow collective goals rather than personal interests,
Transformational leadership can be a good way to create organizational change and can
motivate employees and clarify organizational goals to accelerate achieving the goals. This
research was carried out withthe“aim that transformational leadership can lead to the
empowerment of the organization and, therefore, the satisfaction of the employees and the
customer. This research is an applied research in terms of results, and is a cross-sectional one
in terms of time, and is _an inductive one in terms of implementation logic, and is a
descriptive-case one in terms of aim and is a quantitative one in terms of implementation
process. The statistical population of this research includes 414 employees of the Alborz
Relief Foundation in 2018. 200 members of this population were selected as samples using a
randomized stratified sampling method. The data collection tool was a questionnaire of 27
questions with Cronbach's alpha of 0.755. The statistical tests used in this study include the
Komologlov-Smirnov test, the hypothesis of correlation coefficient and regression test. By
proving all the research hypotheses, it has been shown that in comparison with the other
variables, there is higher correlation between employee satisfaction and customer satisfaction
based on transformational leadership pattern. Sincere interaction of the employees with the
customers, the provision of services in accordance with the standard, employee support by
employers, and the allocation of fair salaries and benefits to the employers can increase
satisfaction.

key words: Transformational leadership, Structural empowerment, Employee satisfaction,
Customer Satisfaction
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