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2. Awada
3. Relationship Marketing Questionnaire (RMQ)
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. Communication Skills Test-Revised (CSTR)

. Queendom

. understanding message

. emotional regulation

. listening skills

. insight to the communication

. assertiveness

. Researcher-Made Customer Satisfaction Questionnaire (R-MCSQ)
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Abstract

The purpose of this study was the discriminational role of relationship marketing and
communication skills in predicting customer satisfaction. The research design was a
two-group diagnostic function. The statistical population of this research was the
customers of Digikala store in Tehran in 1400. in this study 100 of these individuals
were selected by convenience sampling method and were asked to relationship
marketing questionnaire (RMQ) of Akbari and et al (2015), communication skills test-
revised (CSTR) of Queendom (2004) and researcher-made customer satisfaction
questionnaire (R-MCSQ). For this purpose, 50 people with high satisfaction and 50
people with low satisfaction were selected and after this step, the collected data were
analyzed at two levels of descriptive (mean and standard deviation) and inferential
(discriminant analysis method) with SPSS software version 24. The results of analysis
showed that relationship marketing and communication skills can help to prediction
customer satisfaction and function discriminant analysis assigned 94 percent of the
people with low and high satisfaction.
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