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ABSTRACT

This study aimed to deter mine the status of communication skills and predict customer satisfaction (teachers) infirst
education zone of Ardabil area (Iran) using descriptive correlation research techniques. Sample size 292 individuals
among all teachers, an education area, which are selected through multi-stage random sampling, based on the
Cochran formula. Measuring means included SERVQUAL satisfaction surveys and resear cher made communication
skills of staff obtained from the management questionnaire. Validity of the questionnaires were analyzed and
calculated. Using T-test and stepwise regression analysis suggests that, the communication skills of administrative
staff a customer satisfaction are at average level. Stepwise regression analysis showed, respectively, increased
empathy, verbal / non verbal, feedback; and notification rate will also increase customer satisfaction.
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INTRODUCTION

High client satisfaction is the kind of insurangmimst possible errors, which related changeserstirvice of their
occurrence, is inevitable. Faced with such situastimore permanent clientele are negligible, bectheserevious
pleasant experiences, few errors organization dioiction High client satisfaction is the kind of imance against
possible errors, which related to changes in tineicee of their occurrence, is inevitable. Facechvaitich situations
more permanent clientele are negligible, becauseptievious pleasant experiences simply ignored dewwrs
organization. It is not surprising that client s&ction is the most important task of organizatiand institutions.
Client conservation involves matching clients wilieir needs of goods and services. It also req@resmplete
understanding of clients and deciding to continle in between relationship [12]. Draker cleverlgalés that
"within four walls," the result is not achieved. &bnly real result is that each organization haatisfied clientele.
Having the client's concerns, the most importaotdfais the success of any organization. The mabuorify in any
organization is to attract and retain clients. Rting quality service is perhaps the most importelements of
customer satisfaction and only organization caerdffis service to sustainable that the clientéenasmprehensive
vision and commitment to them. Having the cliemtsicerns, the most important factor is the sucodsany
organization. The main priority in any organizatigrto attract and retain clients. Failure to inmpéat this means
instead of profits, not growth, lack of jobs andraobtely, loss of organization. If the organizatidaims to have
quality services, but in practice it has no commitinto service quality that indicates the orgaimzais not
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considered a real priority. As Tom Peters recomradrtd the organizations, clients look to your desatsto your
actions [17]. One of the most important factorduiaficing client satisfaction (teachers) in the aigation is
appropriate behavior [4]. Due to increasing sugspbf services in modern organizations, a growimgdj @mplex
communication, and many other factors, it seemessary to view and ask people in communicating pébple
and organizations (as clients), society. That caichhbe said surviving and sustaining the orgarimathaving
dynamic, deep and effective relationship referialaecessary [7]. Education is among the orgamizativhich is
discussed as one of the main institutions of sp@etl is the cornerstone of community’s culturad &aducational
system. Due to the important mission of educatiorihis field and as the cradle of education, préidncand
development of science is raised [11]. In thisardgif the administrative education staff have mamication skills
(part of the human skills) which is the most basidministrative staff's skills, they can provide it
communication with clients (teacher) and provideipecal relationship between areas of client fation
(teachers) [13]. Results of recent surveys on custcsatisfaction in one of the service sectorsram,l suggested
that client satisfaction, quality of service evancases where not expected, has been the highdeealse of the
appropriate client staff behavior (communicatioilsk[8]. Communication skill is one of the imgant skills and
an administrative tool for administrative staff amas a great impact in their success and effedsgeim attracting
and satisfying the client [9]. Based on reseaBthjcation and Research Council of Tehran, beliexapathy
(respect and dignity) of Education administrativighvetaff (Teachers) is effective in clients’ s&ition [14]. One
other important factor in order to satisfy clieohamunication (teachers) is having a good feedbadnsmitter and
receiver perceptions about motives should be tdbtedigh the feedback [] (Mezinanli, 2011). Hamilt®006) has
turned over a lot of communication skills (awarenesnic, verbal / nonverbal, written, empathy, &wtlback)
which play a decisive role in creating customeisgadtion. MirKamali (2008), communication skilise one of the
main skills as working tool in the success and atffeness of their administrative staff, has a giegact on
customer satisfaction attraction and increase. ®{@009) based on the ported result of human ressuresearch
and administrative development of South Khorasawvipce’s county, conferred significant differenoetween the
degree of client’s satisfaction about governmemiggncies communication skills and clients satigfactvhich
indicated clients ‘satisfaction is 3.76 percent entinan administrative staff. Farahmandpour (20@x)sitlering
client’'s polls reported the amount of administratstaff's empathy inappropriate. Masudirad (200@)ducted a
research on the communication status and belicvedtaffs’ communication abilities above averagehizadeh
(2008) believed customer satisfaction is high imeistrative staff and therefore administrativeffstare high in
audition. Rabavi (2001) put administrative staffdndnigh audition. Satisfaction of services has begorted at an
acceptable level.

MATERIALS AND METHODS

The purpose of this study is to investigate stafshmunication skills and predict customer satisfac(Teachers)
status in administrative staff in Ardabil Educatidhe current study is a descriptive correlatiordgturhe study
sample consisted of all teachers in the first etioicaarea of Ardabil province including 1200 teashé he sample
was selected randomly at several steps and sarzglevas 292 which were based on the Cochran forniida
collect information two questionnaires were useduding SERVQUAL (1980) and communication skillsdan
researcher made questionnaire used by employeaplasavhich in order to determine the reliabilityitfms of two
guestionnaires after its implementation on a sangflesmaller (25 patients) alpha coefficient of 9@dy
communication skills questionnaires and for sattéf@m coefficient alpha 93.0 was obtained whichrespnts
internal consistency of questionnaires. Validityboth questionnaires was approved in regard t@dapinions in
management texts and professional professors icatidnal management field. The ratings of both tjoesaires
were based on Likert scale 5.

RESULTS

How is the status of communication skills (geneirabhe administrative staff?

The data in Table 1 shows Average of 91.21 for @amication skills and standard deviation of 26.2@8h
standard error 1.68. That at least varied betwde®03 155.00 and skew of- 0.345 and calculated T1 @59 with
significance levels more than 0.05. That is sigaifitly more than average and is moderate.

2 - How is the status of information skills of adhistrative staff?

According to the data of table, an average sitmatif 17.26 was for information skills, and SD 08% with a
standard error of 0.53. That at least varied betw®80 to 30.00, skew and calculated T was -0.4% -a2.90
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respectively; at level of less than 0.5 was sigaift which means it is significantly different afmver than
average.

3 — How is the administrative staff status in lisig?

An average situation of 20.64 was for informati&ills, and an SD of 5.49 with a standard error @50 That at
least varied between 00.7- 00.35, the calculatgdcea between- 0.274and calculated T of -1.025 wdtlsignificant
difference of less than 0.5 which means it is ingriificantly different.

4 - How is the verbal / nonverbal administratioaffsskills status?

An average situation of 17.5 was for informatiofillskand SD of 5.54 with a standard error of 0.BBat at least
varied between 6.00 to 30.00 the calculated a dbetween -0.268 and calculated T of 1.354 with $icgmt
difference from average and also verbal/non-vesk#ilis medium with an average of 18.

5 - How is the status of administrative writingl&d

An average situation of 11.43 was for writing skiland an SD of 3.33 with a standard error of 0T2@&t at least
varied between 4.00 to 20.00 the calculated a sRekv6nand calculated T of -2.841 with significdifferent from
average and also writing skill is medium with ae@ge of 12.

6 - How is the status of administrative empathysKi

An average situation of 12.41 was for writing skiland an SD of 4.03 with a standard error of 012t at least
varied between 4.00 to 20.00 the calculated a skevt9 and calculated T of 1.726 with significaiffedence of
0.5 from average and also empathy skill distribut®omedium with an average of 12.

7- How are the skills of administrative staff feadk?

According to data from table 1 average situatiodbf71 was for administrative staff feedback skiéisd an SD of
3.99 with a standard error of 0.23. That at leasied between 4.00 to 20.00 the calculated sletwden0 .101and
calculated T of- 1.219, with no significant difface from average and also administrative staff Haeld's
distribution is medium with an average of 12.

Table 1. The status of communication skills and itsomponents (information, audio, etc.)

Variable N Min Max Mean SD StErr Skew T Sig
Communication skills 243 31.00 155.00 91.214 26.283 1.686 -0.345 -1.059 0.291
Information skills 275 6.00 30.00 17.261 5.850 0.353 -0.441 -2.090 .038

Listening skil 28€  7.0C 35.0( 20.63¢ 5.94( 0.351 -0.27¢ -1.02¢ 0.30¢
Verbal/non-verbal 277 6.00 30.00 17.548 5.548 0.333 -0.268 -1.34 0.177
Writing skills 278 4.00 20.00 11.431 3.335 0.200 -0.276 -2.841 0.005
empathy skill 287 4.00 20.00 12.411 4.034 0.238 -0.749 1.726 0.085
Feedback skill 290 4.00 20.00 11.713 3.999 0.234 .101 -1.219 0.224

8 - How is the status of customer satisfactionctteas)?

According to data from table 2 average situatio®@®67 was for customer satisfaction, and an SD8d67 with a
standard error of 1.14. That at least varied batv&&00 to 100.00 the calculated skew of -0.372abculated T of
-0.285 with significance difference level more tttah from average and also distribution of custosagisfaction is
medium with an average of 60.

9- Which of communication skills is a better predioof clients (teachers) satisfaction?

Table 2. The status of client satisfaction (teachsy

Variable N Min Max Mear SD SiErr  Skew T Sig
Clients’ satisfaction (Teachers)267 20.00 100.00 59.674 18.674 1.142 -0.372 -0.285 0.776

As data in table 3 showed respectively predicti@gables in the regression analysis step by stdprathe first step
was toward empathy a correlation coefficient 0f49.8In the second step, adding the feedback, cimfti was
reached to 0.885. The added correlation coeffidierthe feedback was 0.036. In the third step, reglthe verbal /
nonverbal multiple correlation coefficients was aleed to 0.900. The correlation coefficient added the

verbal/nonverbal skills was 0.015, respectivelytdtal, these four variables can explain 81.14 &zé satisfaction
which 72 percent belongs to empathy, 4.6 percerieedback, 6.2% of the verbal / nonverbal and Tqudrto

information. Thus, 72 percent satisfaction is duestempathy.
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Table 3. Stepwise regression analysis based on ntisatisfaction, communication skills component

The correlation

Communicative skills’ components Multiple c_o_rrelauon R coefficient Estimated
coefficient Squared h SD
Adjusted
empathy 0.849 0.720 0.719 9.88194
empathy feedback 0.885 0.784 0.872 8.71396
Verbal/ non verbal empathy feedback 0.900 0.810 1®.8 8.18257
Verbal/ non verbal empathy feedback Informing 0.904 0.817 0.814 8.05128

In the stepwise regression analysis over step fiong six-component, two components of writind andition
were significantly p=0.99 and p=0.58 are respebtigecater than 0.01. That stepwise regressiorbkas removed,
thus, based on Table (4) they have not been alaledount for client satisfaction (table 4).

Table 4. Elimination of the predictive variables

T B R Sig
audition 0.005 0.000 0.000 0.996
Writing  0.550 0.035 0.037 0.583

P =0.01

In the regression analysis using stepwise durimgg fitial notification, verbal/ nonverbal feedbackdaampathy
entered the regression equation to predict cliesatisfaction. Respectively, as shown in Table ta lier empathy
factor was 0.849 with the p<0.000, beta for verbalt verbal factor was 0.414 with p< 0.000, betaidformative
factor was 0.325, 0.000> with 0.128, p< 0.000, jmtadcrease in satisfaction.

Table 5. Beta coefficients of predictive variablemfluencing satisfaction

Non-standard coefficient Standard coefficient

Predictive variable: B Standard error B T Sig

Fixed amount 12.025 2.123 - 5.663 0.000
empathy 3.847 0.162 0.849 23.814 0.000
Fixed amount 8.011 93.1 - 4.123 0.000
empathy 2.356 0.235 0.520 10.042 0.000
feedback 1.900 0.238 0.414 7.996 0.000
Fixed amount 5.381 1.882 - 2.859 0.000
Feedback 1.488 0.271 0.328 5.493 0.000
empathy 1.425 -0.238 0.310 5.956 0.000
Fixed amount 1.092 0.198 0.325 5.511 0.000
Fixed amount 4.230 1.895 - 2.232 0.000
Empathy 1.474 0.267 0.325 5.531 0.000
Feedback 1.335 0.237 0.291 5.621 0.000
Fixed amount 0.826 0.216 0.246 3.824 0.000
information 0.406 0.142 0.128 2.858 0.000
Feedback 1.335 0.237 0.291 5.621 0.000

Variance analysis verbal skill component associatiédl administrative staff (empathy, feedback, \arbnonverbal
Information) (Table 6), showed the significant 3@ smaller than 0.05 and F=242.174 therefore ssgre model
components above (empathy, feedback, verbal / mbalvaformation) were significance.

Table 6. Analysis of variance components of commuration skills (empathy, feedback, verbal / nonverbddnformation)

Model Total squares df  mean of Square F sig
. 6794.494 4
empathy, feedback, verbal/ nonverbal Informatior'?egrfsglon left 14066.623 217 156%93'26323 242.176 0.000

768861.117 221

Status of communication skills (general) of Edimatadministrative of Ardabil is moderate. The fimgs of this
study are in align with [J(Rababa et al in 2011yd&ih, 2010), which is estimated to have a high llefe
communication skills. Also, in a survey carried bytMasoudirad (2006), he believed the status ef®el (staff
communication skills) was acceptable (above avéradech are non-aligned. The role of skills of adisirative
staff in creating and increasing client satisfattievel (teachers) is significant.
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Education is implied by the administrative staff Afdebil, don't have the necessary knowledge antlss&f
communication, with is their main communication liskiand therefore they cannot have established tuahu
communication relationships with their clients (leers) and provide background to their satisfact®tatus of
administrative Education information skill in Ardhls low. This research findings is align with Afehiyan (2002),
who held the shows lowest score in informationlskdkmong communication skills and is not in aligth Rababa
et al research (2011) which meets the satisfadéwmsl of information skill So it is necessary, imaping the skills
of the employees, we create a situation in whieff 81 addition to having sufficient knowledge tosaver questions
for teachers (the client), in contact with the migefollow courtesy and humility in a way that dlie can trust them
and feel more comfortable in contact with them.ti&aof Ardabil Education administrative staff'stéining is
moderate. According to research results [1, 6, 1B}, are not in align with the administrative staff highly
listening skills. Also, is not in align with Shabig2003) which estimated that the lower staff levand believed
listening is commonplace and considered less impbrto the staff. Listening skill is an evidence lofing
respectful to others in social communication. Basedhis result, to improve listening skill in Ecion Office of
first section, teach art of good listening so thifice workers can make empathy satisfy teachdien{s) to upgrade
it to the level of a successful organization, yaustiisten to the expectations of teachers (cljesmisl take them into
consideration when deciding using various methadkiding information sheets, revision and reviewguis groups,
visiting clients, collecting information accordinig a report sheet to and feedback is needed infiths In this
regard staffs get necessary trainings, and reaibddesls and journals. The verbal / non-verbal Iskibf
administrative personnel of Ardabil education @fics moderate. These findings are not in alignifty previous
findings, including [15, 10, 5]. Verbal / non veliskills are considered to be the ability to infige and persuasion
power of people (clients). Therefore it is necegssaliministrative staff, respond to teachers' qaastwith patience
(client) and with clearness respond. In this regatedfs get necessary trainings, and read perilsdaad journals.
Status of Education administrative staffs’ empathifls in Ardebil is moderate. These findings a im aligning
with Doaei (1998). Doaei estimated that empathgll®@f the administrative staff is higher than ageraAlso are
not in aligning with Farahmandpour (2007). Empatlily increase the capacity of human understandirige most
important types of empathy include: active listgnireflecting feelings, reflecting the content pkech, emphasis
on certain words related to verbal/ nonverbal beltavEmployees must pay special attention to tdieso that a
teacher out of the office does not go out officehef without receiving good service or the coraatwer.

Feedback skills status of first section educatidmiaistrative of Ardebil is middle. These findingse not in
aligning with Farahmandpour (2007). Mezinanli estied feedback skills of the staff, above averagd an
Mohammad pour estimated the amount of feedbackppeopriate. Feedback is considered as key to cathsta
improving, if the feedback is operating properlgri is maximum alignment between teachers andsstedftainly
we will see constantly improvements in servicesotw clients which follows teachers’ satisfactiolased on
research findings, first section administrative eadion office staff in are not enough qualifiedisinecessary, staff
compliance with effective and practical viewpoiptevide feedback on strengthening communicatiowéen their
clients. The teachers will also be continually eswéd and analyzed and that helps feedback to tfeni@ation. In
understanding dissatisfaction of teachers, expjodareas of raising the quality level, comparingeotbections of
Ardebil Education office, identifying client needmd a better selection of appropriate opportuied conditions
is necessary to be successful. There are impostemices in the organizations, including educati@edback
received from clients, so that it may lead to theation of new services necessary for innovatiosh production.
Services exactly required by clients and in solvingir problems. Status of client satisfaction ¢tesr) is middle.
These findings are not in aligning with previousdiings, including [2, 8]. Diane, estimated the ager of customer
satisfaction in Education office in South Khoragamovince to be 3.76 percent, which is higher thaarage.
Mezinali”s findings also client satisfaction waiglth and in Forouzandeh'’s studies, satisfaction 2@$ per cent,
fairly reasonable. According to previous findinggan be concluded that first section Educatioicefbf Ardebil,
has the lowest level of satisfaction than otheranizptions. Thus the role of Education administeatstaff in
communication skills and client satisfaction lev@gkachers) will highlight the organization’s growtnd
development. In the regression analysis using ssepduring the final notification, verbal/nonverbigledback,
empathy, clients’ satisfaction entered the regosssuation stepwise. According to available evigefTable 3) in
the sum these four variables can explain 14.8kfaation variance which 72% of variance in satisfsc was
related to empathy, 6.4 feedback, 2.6% verbal Yedral and 7 percent to information. Thus, 72 pareatisfaction
is due to empathy. There is a direct and positalationship between skills of empathy, feedbackbak/ non
verbal, information and client s’ satisfaction. $bdindings are in aligning with previous findingscluding [8, 1,
2, 5, 14]. One of the most important factors affegctcustomer satisfaction (teachers) in organinstidas
communication skills (behavior) appropriate to fstéfi this regard, if the Education administratisaffs have
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knowledge and skills needed to have communicatiith thie application of those skills which plays iamportant
role in the business successful of organizatiohprdvide satisfaction ground of the clients (tezrsi).
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