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ABSTRACT 

 

This study seeks to investigate the determinants of customer satisfaction and financial performance of the companies 

producing the good work the development and application integration and improvement in financial performance 

Companies and markets offer. Descriptive research method Survey. That is the objective. The study sample included 

all managers and senior staff Kermanshah city manufacturing companies in the field of supply chain management, 

and decision-making firms specialize and have used it Methods included were selected by stratified random 

sampling. A total of 250 people were chosen as sample. Data collected using the software and SPSS14 Citing 

LISREL software will be analyzed. Methods that are used in this thesis are: The purpose of the test, test, test 

coefficient is significant Pearson correlation (r) between the test in linear regression, correlation and analysis 

Friedman ANOVA test is contemplated. In addition to examining the subject of six main assumptions used. The 

values of the calculated t-value, suggests that that the integration of supplier, customer satisfaction, financial 

performance, supply chain integration, has the greatest impact and have minimal impact on supplier integration have 

the matter investigated. 

KEYWORDS: integration, supplier, customer satisfaction, financial performance, supply chain integration. 

 

1) INTRODUCTION 

 

Since companies today Iranian efforts much to offer better performance in their market and Try to use a variety of 

techniques and tools to Achieve greater customer satisfaction (Kumar & et al, 2004). This study seeks to investigate the 

determinants of customer satisfaction and financial performance of the companies producing the good work the 

development and application integration and the promotion of Companies and financial markets offer. 

Since the review and implementation of supply chain integration With customer satisfaction and financial 

performance could Telecom More powerful than ever, and Economic Value Added For themselves and society to 

survive and be successful, It is very important to study methods that can be implemented Supply chain integration 

on customer satisfaction and financial performance of companies Effect in itself could be a new thread if that 

particular State officials and private organizations in the country. Emphasize the importance of the application of 

effective methods (Choi and Chartly, 1996). In this study it has had on the data gathered in the private sector 

particularly manufacturing firms studied Kermanshah city cannot in itself be considered an innovation. And the 

purpose of the study two aspects of the organization especially manufacturing companies Kermanshah city on 

satisfaction and financial performance pays in kind can be innovative. 

 

2) Theoretical and literature 

The rapid flow of information between customers, suppliers, Supply centers and transportation systems, 

companies to develop Enabling supply chain (Chartly and Choi, 1996). In a supply chain capabilities, Providers and 

customers with similar goals together present and operating (Divine, 1999). Although much research on the 

relationship Supply chain and collaborative relationships between producers and consumers of one-dimensional Or 

suppliers relatively new subject for research (SCI) Is the concept of supply chain integration (Tabarsa, 1999). In an 

integrated supply chain, strong strategic partnerships with suppliers, Understand and predict them to better meet the 

needs of producers It will facilitate the changing needs (Rahim, 2006). Subscription Information Products, 

processes, schedules and capabilities to Producers Program helps to develop and produce the goods on time Improve 
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performance and deliver more recent literature on supply chain management, Manufacturer attempting to integrate 

processes and forms coalition Suppliers that are more focused and more efficient purchasing and parts Supply 

management and recent research on supplier's commitment to the design process. And continuous improvement of 

products and activities, the emphasis is (Bigr, 2003). 

Mahmoudi 2010, in a study to determine the effect of the flow of information on manufacturing supply chain 

model the order is based on a dynamic systems approach to the Concludes that the supply chain network using 

system Dynamic modeling of the Host. Structural dynamic systems approach such complex supply chain networks 

and relationships of key parameters the system is modeled. Efficient modeling of these associations and reciprocity 

is necessary to fully understand the dynamics of the system. And its behavior is an important step in order to 

optimize its performance. 

Hassanzadeh 2011, with an introduction to the research Supply chain management Supply chain management 

to the conclusion that it consists of three main parts, namely procurement, production and distribution. As for supply 

chain management must perform three types of management: 

Information Management 

Logistics Management (support) 

Management relations. 

Olfat 2012, in research as a model for evaluating supply chain performance using the network on Data 

Envelopment Analysis model to the conclusion The confirmation of participation, and intellectual capital to meet the 

pharmaceutical supply chain, Managers and decision-makers to improve their  attention to these indicators. To 

verify the implementation of the proposed research in other industries. And the development of the distribution 

chain may also be considered. 

Shfia 2013, on the application of the analysis process Conway Analytic Hierarchy Process and system for 

ranking tools National standardization to the conclusion that most designers Standardization of existing national 

systems to different groups of customers and stakeholders and the tools to see and have seen the same importance. 

Unlike in the case of default, the results of the application of the new proposed approach showed that on a national 

standardization system ten tools are of equal value. 

Tavalaee Roohollah 2007, in scholarly approaches New to evaluate the performance of organizations 

concluded This improvement can be achieved by taking feedback from Within and surrounding environment, 

analyzing strengths And weaknesses and the opportunities and threats of the organization,  accountability and 

Customer satisfaction, and create and implement a  performance appraisal  system Appropriate pattern created. 

Performance appraisal system a model of flexible plans and objectives Mission is to help organizations in today's 

dynamic environment is remarkable. Assess and measure the performance and development culture and promote a 

culture of organizational needs. 

Abedin Pourzendehmahtab 2012, in the chain of title to use Enterprise resource planning in order to integrate 

the electronic supply it concludes that the supply chain management and planning Resources are growing 

increasingly diverse industries.  Enterprise resource planning systems to help organizations Interactive tasks such as 

inventory control, logistics, distribution, financial and Project Management to automatically sync them. Through 

Information sharing, supply chain management, supply chain parties which enables synchronization between client 

and supplier relationships as needed. 

Lyndrz 1997, as a case study of a group of companies in successful industries, seeks to achieve competitive 

advantage through Integrated supply chain and found that successful companies Due to the high investment in 

information technology is And found that an overall strategy in the supply chain must Development and 

optimization of products to make an impact In terms of cost and quality, to make improvements. 

Lambr 2000, as a model to coordinate production and distribution this model offers Krdnddr demand for each 

product in a period of each retailer is clear. This model seeks to minimize the objective function the total cost, 

including the cost of commissioning, production, transportation, Products to retailers and their related costs. 

Kumar & et al, 2004 integrated model of integrated planning Zero and one R or presented. The objective 

function of the model to follow Minimize the cost of the entire chain, which includes the cost of Fixed cost of 

deployment, operation and abandonment beings, variable cost of production and distribution, The cost of 

transportation of raw materials from suppliers to production centers and finally transport Containing end products to 

customers through. 

Rntzn et al, 2009 model as the model presented. Their model of type integer program management (GSCM) 

global chain Supply is mixed with the objective of minimizing the weighted combination Costs and cycle time 

through the entire supply chain of goods and raw material, through the supply chain. 

Kim 2006, a study on the impact of supply chain integration Competitive ability of the company to the 

conclusion that the hypothesis of Exclude small and large companies and corporations have been accepted Small 
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level of supply chain integration on competitive capability Had no effect on the corporate level Supply chain 

integration is to increase the competitive capability. In the present study, for the following purposes: 

1. Identify the structures affecting the supply chain integration with customer satisfaction and financial performance 

of manufacturing firms Kermanshah city.  

2. Structural measures affecting the supply chain integration with customer satisfaction and financial performance of 

manufacturing firms Kermanshah city  

3. Ranked and reviewed structures affecting the supply chain integration with customer satisfaction and financial 

performance of manufacturing firms Kermanshah city 

4. Structural model of the influence of supply chain integration with customer satisfaction and financial performance 

of manufacturing firms Kermanshah city. 

 

3) Conduct research 

- The supply chain integration in customer satisfaction, manufacturing companies and significant positive impact 

on the city of Kermanshah. 

- Customer satisfaction is the company's financial performance and significant positive effect is produced by the 

city of Kermanshah 

- Integration of supplier satisfaction and significant positive impact on manufacturing companies Kermanshah 

city. 

-  Integration of customer satisfaction has a significant positive impact on manufacturing companies Kermanshah 

city. 

-  Integration of manufacturing supplier of the company's financial performance and significant positive impact 

on the city of Kermanshah 

-  Integration of the customer on the customer's financial performance and significant positive impact on 

manufacturing companies Kermanshah city 

 

4)Method 
The research method is descriptive. That is the objective. The study sample included all directors and senior 

employees of manufacturing companies Kermanshah city in the field of supply chain management, and Decisions of 

firms specialize and have used it Methods included a stratified simple random sampling Was chosen based on the 

formula used to calculate the sample size Finite population, 95%, and accuracy 5% band intended to estimate the 

variance Commercial and industrial experts (Industries and Commerce) Initial sampling method used. The number 

the sample is 250. To check Validity from Cronbach's alpha coefficient was used. As a result, the reliability of the 

questionnaire collected 30 prototype SPSS18 and invoked by software LISREL software the main question of the 

questionnaire was calculated. In this study, descriptive and inferential statistics were used and data collected using 

spss software based Amos LISREL techniques and techniques for the analysis model Kelly will be used. 

 

5) The responses to the questionnaire 

 

Table 1. The responses to the questionnaire 

Standard 

deviation 
average count 

Totally 

disagree 
disagree 

No 

comment 
agree Stronlly agree question 

13/1  0120/4  250 15 16 20 99 100 Q1 

08/1  9480/3  250 12 16 33 101 88 Q2 

10/1  9280/3  250 10 19 42 87 92 Q3 

13/1  8080/3  250 14 21 40 99 76 Q4 

91/0  8800/3  250 5 13 52 117 63 Q5 

01/1  9040/3  250 8 16 43 108 75 Q6 

02/1  8880/3  250 6 20 50 94 80 Q7 
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95/0  1200/4  250 3 15 36 91 105 Q8 

98/0  0760/4  250 5 14 38 93 100 Q9 

04/1  0040/4  250 8 13 48 82 99 Q10 

97/0  9240/3  250 7 12 50 105 76 Q11 

92/0  1160/4  250 5 11 30 108 96 Q12 

95/0  0200/4  250 2 20 38 101 89 Q13 

91/0  0600/4  250 3 12 43 101 91 Q14 

14/1  0800/4  250 10 21 30 67 122 Q15 

17/1  0650/4  250 14 18 26 74 118 Q16 

15/1  1080/4  250 11 19 30 62 128 Q17 

32/1  9480/3  250 25 14 33 55 123 Q18 

09/1  1040/4  250 8 17 37 67 121 Q19 

 

6) Study of normal operating conditions: 

After the descriptive statistics measurable variables in the model, this phase of the research is necessary to determine 

the normality of the variables. To show that the studied variables Kolmogorov-Smirnov test for normality of 

distribution have been used, which shows the results of the normality of the distribution. In this test the null 

hypothesis implies the normality of the distribution. 

 

Table 2. Assessment of Kolmogorov-Smirnov test for normality of the distribution of variables 

Latent variable models Kolmogorov-Smirnov statistic value Asymp. Sig. (2-tailed) 

Supply chain integration  208/1 097/0 

Customer Satisfaction 804/0  422/0  

Financial Performance 118/1  109/0  

Supplier integration  008/1  213/0  

Supplier integration  553/0  624/0  

(Source: Research) 

 

Given the significant level of 0/05 all null hypotheses are accepted based on the normal distribution, so the normal 

conditions of related variables to estimate the unknown parameters is reliable. 

 

7) The overall research model (conceptual model) 

The following model is estimated standardized model to evaluate the effect of variables {supply chain 

integration (Zanjire), customer satisfaction (Rezaiat), financial performance (Amalkard), supplier integration 

(YSAK) and supplier integration (YSTK )} Amos software. 
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Figure 1. Model estimated in software research hypothesis Amos 

 

 
Figure 2. A standardized model in software research hypothesis Amos 

 

According to information obtained from the Software Amos model is a good fit, indicators good fitness level. The 

customer satisfaction with the standard variable rate by 38% impact on financial performance is variable. Supplier 

integration with standard variable rate by 13% impact on customer satisfaction and efficacy variable was 

standardized to 40% on financial performance is variable. The following table summarizes the effects of the Amos 
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Output Software standardized direct, indirect, and all the other variables mentioned in the conceptual model and the 

significance level for each relationship. 

 

Table 3. Standardized direct effects, indirect or independent variables on the dependent variables and a 

significant level of correlation sig 
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Supply 

chain 

integration 

Size  .425  .000  .425  .304  .000  .304  .585  .080  .666  .000  .409  .409  

Sig .013  .000  .013  .007  .000  .007  .004  .015  .009  .000  .006  .006  

 

Supplier 

integration  

Size  .000  .000  .000  .000  .000  .000  .131  .000  .131  .398  .050  .448  

Sig  .000  .000  .000  .000  .000  .000  .012  .000  .012  .014  .012  .015  

 

Supplier 

integration  

Size  .000  .000  .000  .000  .000  .000  .081  .000  .081  -.043  .031  -.013  

Sig  .000  .000  .000  .000  .000  .000  .040  .000  .040  .320  .035  .789  

 

Customer 

Satisfaction  

Size  .000  .000  .000  .000  .000  .000  .000  .000  .000  .379  .000  .379  

Sig  .000  .000  .000  .000  .000  .000  .000  .000  .000  .003  .000  .003  

 

To investigate the structural model (conceptual) there are several indicators of fitness. In various specific models of 

propriety software that uses information extracted Amos is as follows: 

 

Table 4. Fitness indicators conceptual model 

Index optimal level Value reported 

RMR 

 

Near to zero 

051/0  

GFI 90% and above 

914/0  

NFI 90% and above 

951/0  

IFI 90% and above 

955/0  

CFI 90% and above 

952/0  

RMSEA 80% and less 

065/0  

 

8. Adverse findings of researchers 

For this first study variables using SPSS software, and then, using T-test and F-test to determine the significance of 

the assumptions described above. All tests in the first type of error 0/05 (0/95 confidence level) were performed. 

 

8-1. gender variable 

To evaluate the effect of gender on variables as gender has two groups have used the T test. For the study, the mean 

scores of the two groups in gender, we have the following hypotheses: 

Null hypothesis: between men and women, there is no significant difference in the variables 

Opposite hypothesis: between men and women, there are significant differences in the variables 
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Table 5. Examination of the effect of gender equality mean to answer the main research variables (test T) 

average Equality test 

Main variables gender number average 
Standard 

deviation 
T-statistics df sig 

Supply chain 

integration 

man 164 88/3 96/0 

939/0-  248 349/0 

woman 86 00/4 86/0 

Costumer 

satisfaction 

man 164 94/3 73/0 

267/0-  248 790/ 

woman 86 97/3 75/0 

Financial 

Performance 

man 164 00/4 76/0 

982/0-  248 327/0 

woman 86 09/4 69/0 

Supplier 

integration 

man 164 01/4 67/0 

380/1-  248 169/0 

woman 86 13/4 65/0 

 

Supplier 

integration 

man 164 04/4 77/0 

477/0-  248 634/0  

woman 86 09/4 75/0 

(Source: Research) 

 

Because for all variables significant level from 0/05 more therefore, the null hypothesis is not rejected for all 

variables. And concluded that the gender of the response to Variables have no effect. 

 

8-2. age 

To evaluate the effect of age on the variables, since the age variable has more than two groups have used one-way 

ANOVA test. To check out variables in different age groups have the following hypotheses: 

Zero hypothesis: mean all the different groups of variables with no significant difference. 

Opposite hypothesis: At least one out with the rest of the variables are statistically significant. 

 

Table6. Mean equality test of the effect of age on response variables of the study (Test F) 

Variable  Source effect 
Sum of 

squares 
df 

Sum of 

squares 
F  sig 

Supply chain integration 

Between groups 031/1 2 515/0 

599/0  550/0  

 

Intragroup 
650/212 247 861/0 

total 681/213 249  

Customer satisfaction 

Between groups 860/0 2 430/0 

800/0  451/0  
Intragroup 839/132 247 538/0 

total 699/133 249  

Financial performance 

Between groups 076/0 2 038/0 

070/0  932/0  
intergroup 449/134 247 544/0 

total 525/134 249  

 

Supplier integration 

Between groups 224/0 2 112/0 

253/0  777/0  
intragroup 047/109 247 441/0 

total 271/109 249  

 

Supplier integration 

Between groups 047/1 2 523/0 

892/0  411/0  
intragroup 909/144 247 587/0 

total 956/145 249  

 (Source: Research) 
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Because for all the variables are significant for all variables 0/05 is therefore null hypothesis is rejected and we 

conclude that the Department of Education in response to the variables have no effect. 

8-3. Variable Education 

To evaluate the effect of Variable the variables of education, since the education variable has more than two groups 

we used one-way analysis of variance.  For the study, the mean scores of the group’s. Different studies have 

hypothesized the following: 

 

Zero hypothesis: the mean of all the groups in the Variables are not statistically significant. 

Opposite hypothesis: At least one out of the group the variables are statistically significant. 

 

Because for all the variables significantly greater from 0/05 therefore, the null hypothesis can be rejected for all 

variables. And concluded that the Department of Education in the response they have no variables. 

8-4) variables 

To evaluate the effect of Variable the variables, Since the Variable is a record of more than two groups from test we 

used one-way ANOVA. To check out the various groups of variables we have the following hypotheses: 

Zero hypothesis: mean all the different groups of variables with no significant difference. 

Opposite hypothesis: At least one out with the rest of the variables is a significant difference. 

 

Table 7. Tests the equality of the mean of the response variable is a record variable,  

the main effect of Test (F) 

variable  Source effect 
Sum of 

squares 
df 

Sum of 

squares 
F  sig 

Supply chain integration 

Between groups 840/0 4 210/0 

42/0  914/0  
intragroup 841/212 245 869/0 

total 681/213 249  

Customer satisfaction 

Between groups 238/0 4 059/0 

109/0  979/0  
intragroup 461/133 245 545/0 

total 699/133 249  

Financial performance 

Between groups 366/1 4 342/0 

628/0  643/0  intragroup 159/133 245 544/0 

total 525/134 249  

Supplier integration 

Between groups 766/0 4 192/0 

433/0  785/0  intragroup 505/108 245 443/0 

total 271/109 249  

Supplier integration 

Between groups 214/5 4 303/1 

269/2  062/0  
intragroup 742/140 245 574/0 

total 956/145 249  

(Source: Research) 

 

Because for all variables significant level of 05/0 is therefore null hypothesis for all variables will be accepted and 

we conclude that the record of the type of response they have no variables. 

9. The results of the research hypotheses 

9.1. The results of the first hypothesis 

Supply chain integration has a significant impact on customer satisfaction manufacturing companies Kermanshah 

city. 
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Because supply chain integration on customer satisfaction is significant. And standardized direct effect on customer 

satisfaction is 585/0. And the level of significance is the relationship between 0/004 and 0/05 less so the relationship 

is meaningful and hypothesis will be accepted. And the results of the research Chrmchy, 2009 direction. 

9-2. The results of the second hypothesis 

Supply chain integration to integrate supplier manufacturing companies Kermanshah city has a significant impact. 

Since integration is a significant supplier of supply chain integration. And has a direct effect 0/304 standard on 

supplier integration. Because of the significance of this relationship is 0/007 and 0/05 is less significant, so this 

hypothesis is accepted. The results obtained by the research Ghazanfari, 2010, both the direction. 

9-3. The results of the third hypothesis 

Supplier of integrated supply chain integration on manufacturing companies Kermanshah city has a significant 

impact. 

Since integration is a significant supplier of supply chain integration. And has a direct effect 0/425 standard is based 

supplier integration. Because of the significance of this relationship is 0/013 and 0/05 is less significant, so this 

hypothesis is accepted. Research results obtained with two, 2007 direction. 

9.4. The fourth hypothesis results 

Customer satisfaction has a significant impact on the financial performance of manufacturing firms Kermanshah 

city. 

Because customer satisfaction and financial performance is significant. And a standard direct effect on financial 

performance is 0/379. The results obtained by the research Pourzendeh, 2013, both the direction. 

9-5. The fifth hypothesis results 

Integrating supplier on customer satisfaction has a significant impact on manufacturing companies Kermanshah city. 

Since integration is a significant supplier on customer satisfaction. And a standard direct effect on customer 

satisfaction is 0/131. Because of the significance of this relationship is 0/012 and 0/05 is less significant, so this 

hypothesis is accepted. The results obtained by the research SHafia, 2013, both the direction. 

9-6. The sixth hypothesis results 

Integrating supplier on customer satisfaction has a significant impact on manufacturing companies Kermanshah city. 

Since integration is a significant supplier on customer satisfaction. And a standard direct effect on customer 

satisfaction is 0/081. Because of the significance of this relationship is 0/040 and 0/05 is less significant, so this 

hypothesis is accepted. Research results obtained with Olfat, 2012, both the direction. 

9-7. Seventh hypothesis results 

Supplier integration Kermanshah city there were significant effects on the financial performance of manufacturing 

firms. 

Since integration is a significant supplier of financial performance. And a standard direct effect on financial 

performance is 0/398. Because of the significance of this relationship is 0/014 and 0/05 is less significant, so this 

hypothesis is accepted. The results obtained by the Research of Faiezabadi, 2011, both the direction. 

 

9-8. the results of the eighth hypothesis 

Supplier integration Kermanshah city there were significant effects on the financial performance of manufacturing 

firms. 

Since integration is not providing a direct impact on financial performance. And has a direct effect of the standard 

0/043 financial performance. Results obtained with Research, Mahmoudi 2010, and the same direction. 

 

10. proposals 

Based on the results of the Research results for each hypothesis offered the following suggestions: 

10-1. is proposed based on the results of the first hypothesis 

Provided by the supplier of raw materials to the manufacturing companies provide. 

Provide the necessary supplies and materials required by the manufacturer's affordable price. 

10-2. is proposed based on the results of the second hypothesis 

Provide the necessary supplies, materials needed at the right time at the discretion of the manufacturer. 

Provide the necessary raw materials for the company's initial ensuring that intermediaries have a minor role. 

 

10-3. is proposed based on the results of the third hypothesis 

The seller providing the necessary background information on the customer's own product. 

Provide the necessary information on the seller Expose your product to the customer. 

Provide the necessary seller can meet the market needs in a timely manner. 

Infrastructure necessary to provide the goods be produced in time to market. 
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10-4. is proposed based on the results of the fourth hypothesis 

Provided that the product is necessary for the company to be more profitable. 

 Provide the necessary product in the market to stabilize. 

10-5. is proposed based on the results of the fifth hypothesis 

Provide the necessary quality of the goods produced is necessary. 

Provide the necessary consent of the Company have received from the buyer of goods. 

10-6. proposed is based on the results of the sixth hypothesis 

Providing the necessary infrastructure that goods from other similar goods enjoy a better quality. 

Provide the necessary commodity prices get lower than other similar products. 

To provide the necessary background to meet the expectations of customers who purchased the product. 

10-7. the results of the seventh hypothesis is proposed based on  

the seller must provide the necessary information about the customer's own product. 

The seller cannot provide the necessary time to meet the market demand. 

10-8. is proposed based on the results of the eighth hypothesis  

Provide the necessary supply of raw material to the company's time. 

Provide the necessary supply of raw materials to the manufacturer's price. 

 

11. Recommendations for future research 

- Consideration of other factors on the supply chain as an integrated electronic supply chain 

- The integration of interactive behaviors in relation to raw material suppliers and suppliers 

- The introduction of new incentive mechanisms to provide appropriate supply chain customer satisfaction 
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