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Investigating big data management and its impact on customer
satisfaction and organizational performance in the Iranian retail
industry

Rahil Kordheydari* , Ali Ghasemian Sahebi™, Mohammad Hossein Kiani
Gohar™, Negin Sangari™™

Abstract
Objective: Due to the ever-increasing growth and competition in the retail industry,
organizations active in this field need new approaches to gain a competitive
advantage. The discussion of big data in the retail industry is a new approach that,
despite its high potential in gaining advantage, little study attention has been paid
to it. Therefore, the present study aimed to investigate the method of big data
management and its effect on customer satisfaction and organizational performance
in the Iranian retail industry.
Methodology: done in a mixed way and is of descriptive-exploratory type. To
achieve the goal of the research, first of all, from an open interview with 50
managers, specialists and staff experts in the field of retail in Tehran, who were
selected through snowball sampling, data related to identifying components and
prioritizing the importance of components were extracted and these data were
analyzed using Grounded theory and content analysis method. In the continuation
of the research, due to the unlimitedness of the statistical population, 385 people
were selected as a statistical sample and the data were collected using the
questionnaire and sampling tools available from experts in the field of retail in
Tehran, in the fall of 2023, and using the software SPSS and Lisrel were subjected
to correlation analysis.
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Findings: The findings of the research include identifying 56 concepts and 27
categories in 7 dimensions and prioritizing and extracting two-way strategies and
analyzing social networks and database model tools and hiring skilled human
resources for big data management, which will lead to capabilities such as
customization in the retail industry. , that these capabilities will increase customer
satisfaction and ultimately improve the organization's sales as the most important
components investigated in the research.

Conclusion: The results indicate that big data management strategies and tools have
a positive and significant effect on creating retail industry capabilities such as
extensive customization, and these capabilities also have a significant effect on
customer satisfaction and increase sales of Iranian retail industry organizations.
Keyword: Big Data Management, Customer Satisfaction, Organizational
Performance, Retail Industry.
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