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ABSTRACT

This paper tries to investigate the effect of green supply chain dimensions on customer
satisfaction of dairy products with regard to the moderating role of the company's
competitiveness. The purpose of this article is to investigate the effect of green supply
chain dimensions on customer satisfaction of dairy products with regard to the
moderating role of the company's competitiveness. The method used is descriptive-
correlation with the survey method in terms of data collection and is applied in terms of
purpose. The Likert five-point scale was used to convert qualitative information into
quantitative information. The data collection tool is a questionnaire. SmartPLS3 software
was used to test the hypotheses. The population of the study is 695 brands of companies
engaged in the production of dairy products, of which 484 companies have received
licenses from the Ministry of Mining Industry and Trade and 211 companies from the
Ministry of Jihad Agriculture and have a total of 2352 branches in the country. SPSS
Sample Power sampling software was used to determine the optimal sample size. The
minimum sample size was estimated at 298 companies and 305 companies were surveyed
for more assurance. The results show that internal green actions and external green
participation have the greatest impact on green innovation. However, the modification
effect of the company's competitiveness was not confirmed, innovation, performance and
green entrepreneurship also affect customer satisfaction.
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INTRODUCTION

Due to environmental problems such as global warming, environmental
degradation, habitat loss, air and water pollution, resource depletion, etc.,
customers are increasingly considering green factors in their behavior, which can
help improve the planet's environmental problems (Hsieh, 2012; Jones et al., 2014).
The result of such an attitude is that an increasing number of organizations are
paying attention to the green factors affecting their customers (Chan, 2013a). In
order to meet these environmental demands, companies must develop new
strategies to achieve the highest level of customer satisfaction by using green
options in the production and supply cycle of their products (Martinez, 2015). Most
companies in today's competitive and globalized business environment have
realized the importance of customer orientation and customer orientation.
Customer orientation is mainly related to customer well-being. Some also state that
customer satisfaction is the degree to which they feel and perceive positively the
services they expect to receive from the organization, which achieved when the
customer's demand is met at a certain time and in the way she wants. Much
research has been done on customer orientation and the results have shown that
customer orientation leads to better financial performance and higher market share.
Previous studies have shown the significant impact of environmental knowledge
and awareness on consumer environmental attitudes. As a result, companies that
offers their green products in green packaging, advertising and green production
process, and gain customer satisfaction. Due to the green trend, companies that do
not go green fail in their industry because customers want to associate themselves
with companies and products that are environmentally friendly (Yazdanifard &
Erdoo Mercy, 2011). The environment has become a vital and very important issue
for most people, both as customers and as producers. There is a growing desire
among consumers around the world to protect the environment. Consumer
behavior is moving towards an environmentally friendly or green product.
Community concerns about the environment have led to the emergence of new
types of consumers who reflect these concerns in their purchasing decisions, and
the role of green activities in addressing or reducing their concerns is obvious. The
issue of customer satisfaction is one of the issues that is important both theoretically
and practically for many marketers and researchers in the field of consumer.

PURPOSE

The purpose of this study is to study the effect of green supply chain dimensions on
customer satisfaction of dairy products with respect to the moderating role of the
company's competitiveness. One of the most common topics in marketing research
is customer satisfaction. Customer satisfaction is a key concept in new ways of
thinking in marketing that emphasizes customer satisfaction and making a profit in
return. Therefore, customer satisfaction is very important to meet the different



needs of customers and companies. The importance of this issue has led to the
expansion of customer satisfaction research among marketing and psychology
researchers over the past five decades. Pursuing customer satisfaction is a strategic
necessity for most firms struggling to survive and compete. Customer satisfaction
reduces the customer loss and has many effects on attracting new customers
through positive word-of-mouth advertising, as well as makes satisfied customers
come back. Knowing the strategic relationship between customer satisfaction and
the overall performance of the organization, “customer satisfaction” in the concept
of marketing is a vital matter and one of the most important theoretical and
experimental issues for most marketers and researchers in the field of customer.
Customer satisfaction is a key issue for organizations that aspire to create a
competitive advantage in today's highly competitive world. The organization's
understanding of loyal customers, the rate of increase in profits and market share
and in a way the survival of companies depends on the satisfaction of their
customers. For this reason, a large amount of research and a large amount of capital
is spent on identifying the right ways to assess customer satisfaction at the macro
(national) and micro (organizational) level. Now that we are in the second decade of
the third millennium, companies need other tools and approaches to be able to
meet customer satisfaction and expectations, because today customers are more
sensitive to the behavior of companies and their performance in responding to
customer demand. In general, they have become sensitive to social areas and
especially the environment. Therefore, in this study, an attempt has been made to
reduce the gap in this field by meeting the need of companies to be aware of the
impact of using green methods in their supply chain on customer satisfaction. At
the same time, steps should be taken towards the profitability and success of
organizations in competitive markets with regard to environmental protection in
the production and supply cycle.

METHODOLOGY

First, the main variables of the research were identified by reviewing the research
literature and based on the stated problem, and the hypotheses were formed based
on the theoretical framework and research model. Then, the data required for
measuring the above variables were collected by a questionnaire and in the field.
Descriptive statistics with SPSS software were used. The research method used in
this research is descriptive-correlation with the survey method in terms of data
collection and is applied in terms of purpose. The Likert five-point scale was used to
convert qualitative information into quantitative information. The data collection
tool is a questionnaire. SmartPLS3 software was used to test the hypotheses. The
population of the study is 695 brands of companies engaged in the production of
dairy products, of which 484 companies have received licenses from the Ministry of
Mining Industry and Trade and 211 companies from the Ministry of Jihad
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Agriculture and have a total of 2352 branches in the country. SPSS Sample Power
sampling software was used to determine the optimal sample size._ The minimum
sample size was estimated at 298 companies and 305 companies were surveyed for
more assurance. The level of analysis is organizational.

Also, in order to test the necessary test for using SEM, the desired test methods
are used. In this study, in order to analyze the data, Kolmogorov-Smirnov test was
used to determine the normality of the distribution of the studied variables._In the
case of variables that have a normal distribution and data collection is based on
distance or relative scale, from parametric tests; and if the variables do not have a
normal distribution and data collection is done on a nominal or sequential scale,
non-parametric tests are used.

RESULT

The reliability of the questionnaire emphasizing the internal consistency of the
questions as well as the total number of questions related to each variable was
calculated, and confirmed using Cronbach's alpha coefficient and the Composite
reliability (CR) coefficient by Smart PLS3 software. Values higher than 0.4 factor
loads in confirmatory factor analysis indicate the convergent validity of the research
variables (Hulland, 1999; Hair et al., 2006; Hair et.al, 2014; Ebrahimi et al., 2017)
that all indexes have Shown values greater than 0.4. The Fornell and Larcker table
(Fornell and Larcker, 1981) was used to examine the validity of the score. The
results show that the mean root value of the variance extracted for all variables is
greater than its correlation coefficients with other variables, which indicates the
appropriate discriminant validity of the variables. In this study, the SRMR value in
the output of the estimated model is 0.076 and the saturation model is 0.074, which
shows the proper fit of the measurement and structural model.

In the studies performed in the first hypothesis, the value of the path coefficient
between the two variables of internal green measures and green innovation is 0.343
and the value of t-statistic is 5.943. In the second hypothesis, the value of the path
coefficient between the two variables of internal green measures and green yield is
0.151 and the value of t is 2.585. In the third hypothesis, the value of the path
coefficient between the two variables of domestic green measures and green
entrepreneurship is 0.440 and the value of t is 7.629. In the fourth hypothesis, the
value of the path coefficient between the two variables of green participation and
green innovation is 0.528 and the value of t is 9.477. In the fifth hypothesis, the
value of the path coefficient between the two variables of external green
participation and green yield is 0.274 and the value of t statistic is 3.338. In the sixth
hypothesis, the path coefficient obtained between the two variables of green
participation and green entrepreneurship is 0.424 and the value of t is 7.461. In the
seventh hypothesis, the value of the path coefficient between the two variables of



green innovation and customer satisfaction is 0.194 and the value of t is 2.808. In
the eighth hypothesis, the value of the path coefficient between the two variables of
green performance and customer satisfaction is 0.162 and the value of t statistic is
1.987. In the ninth hypothesis, the value of the path coefficient between the two
variables of green entrepreneurship and customer satisfaction was 0.217 and the
value of t-statistic was 3.582, and all of which were supported and confirmed. To
test the tenth hypothesis, the interactive effect approach was used in SmartPLS3
software. The coefficient of interaction effect (company competitiveness * green
performance) is -0.004 and the significant value is 0.153, which does not show a
significant effect. The existence of a significant modifier effect in this hypothesis is
not supported and thus the tenth hypothesis is rejected.

DISCUSSION & CONCLUSION

Studies show that internal green measures and external green participation have the
greatest impact on green innovation and also innovation, performance and green
entrepreneurship have an impact on customer satisfaction but the moderating effect
of the company's competitiveness was not confirmed.

Given the results of the first hypothesis and the impact of domestic green
measures on green innovation, which is in line with previous research conducted by
Wu (2013), it is necessary to increase the level of green innovation in companies,
managers to clarify environmental policies and take steps to improve green
innovation by using environmentally friendly facilities, equipment and methods.
The findings of the second hypothesis and the positive effect of domestic green
measures on green performance is consistent with previous research conducted by
Yang et al. (2013), Dilhani Mallikarathna & Chathurani Silva (2019), Chavez et al.
(2014) and Gholami and Nazeri (2018), so companies should focus on improving
recycling processes that are environmentally friendly and improve it and improve
their green performance. The results of the third hypothesis, which shows the
positive impact of domestic green measures on green entrepreneurship, are
consistent with previous research conducted by Wu (2013). Companies can inform
customers about the actions and investments they make in green activities, the clean
energy used by the company, the green services they provide, and the
environmental precautions. The environment they create will pave the way for the
expansion and improvement of green entrepreneurship. Considering the results of
the fourth hypothesis and the positive effect of external green participation on green
innovation, which is in line with previous research conducted by Wu (2013),
companies should pursue common environmental goals in joint action and in
cooperation and interaction with their suppliers, and seek to reduce the negative
environmental impacts of production and transportation in order to promote green
innovation.
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According to the results of the fifth hypothesis and the positive effect of external
green participation on green performance which is in line with previous research
conducted by Yang et al. (2013), Dilhani Mallikarathna & Chathurani Silva (2019),
Chavez et al. (2014) and Gholami and Nazeri (2018), companies and their partners
in order to improve their green performance must cooperate and work together to
solve problems related to green supply chain processes. Considering the results of
the sixth hypothesis and the positive effect of external green participation on green
entrepreneurship, the results obtained are consistent with previous research
conducted by Wu (2013), companies and their partners must work to provide the
skills, knowledge and resources needed to strengthen the green supply chain and
thus promote green entrepreneurship. According to the results of the seventh
hypothesis and the positive effect of green innovation on customer satisfaction,
which is consistent with previous research conducted by Lee et al. (2018) and Chen
et al. (2015), companies must be constantly looking for innovative green services,
and these services must be such as to make significant changes in the dairy industry,
as well as update their processes and operating systems and focus on and invest in
green innovation, using modern technologies to take steps to increase green
services. Considering the results of the eighth hypothesis and the positive effect of
green performance on customer satisfaction, which is consistent with previous
research conducted by Lee et al. (2018) and Chavez et al. (2014), companies must
pay attention to reducing greenhouse gases, reducing water consumption and
environmental pollution, reducing energy costs and hazards of hazardous waste
disposal, thus ensuring customer satisfaction. The results obtained in the study of
the ninth hypothesis showed the positive impact of green entrepreneurship on
customer satisfaction is consistent with the results of previous research conducted
by Lee et al. (2018), which emphasizes the need for companies to constantly pursue
new opportunities for green investment in order to improve the performance of
their business by carrying out new activities based on green measures and welcome
new or improved processes to gain customer satisfaction. The rejection of the tenth
hypothesis is not consistent with the findings of previous research conducted by
Yang et al. (2013), Dilhani Mallikarathna & Chathurani Silva (2019), Chavez et al.
(2014) and Maboudi et al. (2010). Failure to confirm the moderator hypothesis
shows that although the use of green methods is effective in company satisfaction
and performance and this issue was supported in the present study, in conditions of
high competitiveness, companies have not considered it as a factor in creating a
significant competitive advantage. Studies show that internal green measures and
external green participation have the greatest impact on green innovation and also
innovation, performance and green entrepreneurship have an impact on customer
satisfaction but the moderating effect of the company's competitiveness was not
confirmed.



NOVELTY

This is the first study in the field of dairy industry focusing on research variables.
The use of variance-based methods to evaluate the predictive power of the model
has been one of the research innovations.
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