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Abstract

The purpose of this research is to provide a qualitative and quantitative scale for customer satisfaction in the textile and apparel
industry. The study population for the qualitative section consists of knowledgeable individuals in the field of management
and marketing related to the textile and apparel industry. For the quantitative section, the population includes managers and
employees of online stores and users of social networks. Data collection in the qualitative section was done using a semi-
structured interview tool, and in the quantitative section, a researcher-made questionnaire was designed. For the analysis of
qualitative data, the thematic analysis approach by Braun and Clarke (2006) and MAXQDA software were used. For the
quantitative data, fuzzy Delphi and confirmatory factor analysis methods were utilized. Based on the experts' opinions in the
qualitative section, customer satisfaction indicators in the textile and apparel industry were categorized into four main themes:
organizational culture, management capabilities, store characteristics, and typology of pleasure. These themes further
consisted of nine sub-themes and 44 base themes. According to the obtained results, the kappa coefficient for the level of
agreement was excellent. Through the fuzzy Delphi method, six factors were removed from the research indicators.
Additionally, all components had desirable factor loadings, indicating acceptable correlations between the indicators and the
main structure.

Keywords: customer delight, management capability, organizational culture, store characteristics, typology of customer
delight.
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