5 Ll V) 5ylads i Lo cnasgd 5 6, 550,5 oyl - cole Lolilad

FY-A+ oo

625 55 i 33 Sig S 5108 gy HIAF 5T Jolge o lwbiss

Ol Sboy 2 5 351 0 g (i b Sogudd taxille 8 yg0

Y Y A DR RN .
Lg“\"‘ﬂ IALQ‘” ¢ WMP 4.:‘))_9 ¢ 6:‘9..0) L.a)..\.o.?m

WAF[B1+Y i Gh iy gl WAF/ANE el s g,

R

L Glp Goere 4 Slad (nl 5,84 (Seig Sl Sleas (933l Coeal 4 axgil
Slediay Wy 9 2olsy (gl mie )l (Seig Sl loas 4y (6)lolg 5 Cenl oal has b5y
Wiy Cato )3 (S gl bs, lra O ol 3Rl 5 G5IEST S L 03950l 090
b (K005 Caio dengi 5o pote b ole (ltie (Sg Sl (Il g Ko 8
Sl Seg Sl laas 4 g loly » Fige Jalse Giomiw Gl aole (oo 3925 950005l 09,0
Lol Sy BB g3 (6,500 5 Sleas Lo o g g

e Sale o LR85 (S xSl (g Il 5o belse g pole el o
Cold; ol Sy Sl ol 2 She bole aw nlply ol linatis ol STye 4
Jole aw o She Glaatld uimes 5 (Seg Sl CudsS Sy iUl slael ((Sosg Sl
b Suale ol ie 515 YA Glee aol iy (gaiod Jow ol 5l e asals glolis
Sloas 5l (Kew g ol QB ool Bolai g pSaiges Gybjl &5 ol (epE ST s
Joe sl como g 5Ll g (5 5laex 5Li0 00 (slaools s 2555 cidgs 03,5 soliiuwl (Sig xSl
33 Gl S¥olee 5 (Wib)ly 5 S5 Jelos e hole Jlod 1l Julod sl ok osiomin
Slads EoisS 45 el ) Sl ks ol b 4155 600 SPSS o il s el cslaliile
el S50 (6 X835 Cunio )3 (b e (5 loly S 45 g Cals) g sletel (S Sl

4 Seg Sl 6,loly bl wgarenls; ((SaigySll Sload CudeS igualS slaojly
Olindine sl (20,85 She g (Sl Sale

rrezvani@ut.ac.ir ;f a5 ofails (Ll s saslails sbwl
Ol « Kz 3 g pde oBiils (6,50 ,5 Co e (6,550 (ggziils Y
Ol « Ko 8 g ple oBiily (6,850 ,5 o pae (6550 (gemiils ¥

7Y



S Sb0 5 Cariuo o (Sig iUl (5 )llg 55 S Jolge o Lulih OhlKes g (Jlgs ) Lo oo

doddio
sloalanly 4 (5 lalsy dacS i b5k slooged jo ol 5100y Soliil 5 iyl @ yw o) b
S Jolgze) ool ot Jias Sleas Gis 40 Gk sly Bles G ete 5 (S o Sy Sl
Sk ae LS g wije0 03, 1) Glajle (sl oS ol iiee gyl Slear SLaiBl o oS 1z (V4 0¥
glo ol dangi Gl (g i8S 5 Llnl 5l 6xSoe Gael U6, L e wlle
Sy 13 (St A j9,459) Seig Ul Slaas oS (6 Ko S Caio 3 el (pl el a5 LB
g5 by bi &y laglojls 39 5l (onlplis sl 1,93 50 (slofag Coel 1 5 S o sl ]
Laas g 0090 Cawdds o Cudbge bag] Sl Bas g ailes,S o bles s loldy (slaasl p 5 b5
o3l ool 887 3yt 03950 (VN Tl g (alyskiST) ol Gl s Same 5 b
W50 a5 sl o S Sl Bleas pgatar o] Sleas b0 saxte laolS e 5 ylejle
ColiSes 5 (5) Wgyen St plosle sy Saenils 5 pslage plaaleps g jloldy oL it
15 el ol 4 il o Jb g (Seip Sl Sloss CopieS S lgise ooalplis (Ve A
Sgag «lads CudS A g Gl (6,500 ,5 slolejle (60515 sladal p Sl b Culbge s
092 5 @bl ) B, Cuje Lis oy 5 (SeisSIl s )bls olml 5 sleiel e (lens
b obT e L)l 5 olyite oy godge (V+o¥ Tignle) 55 salys oS oS s
6oy oSl Aalllas .l 1555 55 Slold Comanl 51 (6,550,5 clylosles Sedg Sl (ool o
S B4 ol i 4 azgl lagleile 05h 0 s a5 Sl 4z g LB Bl ol Sl L ke
OlFse 16 583)5 Caro o 0l e (Sig S 6 loldy S5 Jelse plulid baijlen loas
P8 4 a0 5 08 55 bl g eyl 1) bl slaailis 5 il e GlaisS w
(s 2 Fhe Jolse 4 azgi b plgiee eimen wd P plosle Slaal 4 (g gielqibse
5 Sowacly lacdan | (S eculple VAV 1) 08 ot i w0l e ol it
Sloss 5l a5 olag] pegasa g, 5505 slapboile Culbye 5 (6 K805 Coio dawg sl (2l
SV erSoste Sz ol i (Sidg Sl g ol (05] Cansdy Wiy S o 0y Sy xSl
solols s cnl 5l SYgame sazme w3 g sletel & btie cof g SEe Sl Sless
Grin Ve 5o 5l osle e e, Sy a6 i Loy b gyl (U85 (Slis o 1y X008

IR CEUN IRWSRSC VNG DT IR SREASK USSR S ) [ 35 BEROUE R SUCTPRRNTL

1. Zeithaml

2. Egblopeali & Aimin
3. Gee et al

4. Santos

5. Kotler

6. Lim

4



A5 oLl ) 6ot ity JUuo Argi § 6 ,503,5 idgi — sole Aoliliad

S5y Slosls Lo (L2 ol e culdo i pglian (5, L3, 40 el anils (IS8 &Sl gt
(Sdazme) SIS go Jiie S0 pi3 Ve 4 Jlax | 093 Loyl o 5l e oz 5l ey 5 aiiS e
s dze (LS b i SBlaolS Gl il pln b wae b e Qi sl 4 a2 L TAY
O 5 (pdlyzans) Wls sysloge (Jgere byiie 5l G Sy (b ie o CuS g e
| bl s aad ol ,o (Kool s 5l olyide Cls, o5 ools ol Sligiss (VYA
Cags g Lo adge gz ol 1AV qud) 338 o 3B BT s B ) g a8 e s
S eails 1y il 5 055 B, oKyl dxwgi g Lii diads o5 lanlesle ol byt (sl
5 oollie Sl CoinS o5 il Gledl Glgie Lal) mad 0 sl 5,55 (slofg Caoonl
5 olszan) Cool plytine (SuigSIl 6yoly p JSE St Jelse et 5l sareals,
OYAS (o San

By 5 ald, ol e 5 (S Sl Slons ColS p (lolse az cunils sl cnlnly
Ol ma e el e oSy i8Il Sless Sl saome Bsliial 4 Jled sl ((Se S
A1y o)l vgzy SeodlST Slalllas o (SigiSll Sloas CoeS Shomi e slogubiie
LYY oMK 5 i) wlowds 55 ate s puitie Sl Sgaome (slacsesme » 35250 (sla s
‘YQ‘)&"-"’ 5 OISR, D)5y So plgear ((Sg Sl Dleas 3 CedlS Coeal (28,5 s
9 Sgrte ysbiiods «((Suig ISl Dlosd CodS Ghomiw 5 S0l sla )i (3L pgyl (V-7
Olo b (Y. -9 ‘le)Li@ 59y Cwl Sy BB He5d (6 X005 Cavo jo Sleds Co s
23,5 Wbl (Sig 2SI 5,138 sl (ralar e

OloygaS 55 o885 (S iSUl )l3lg 2 S5 Jelse b o (5550 dalllas (ST
SEo Sl )y Fse Jelse (2l ar ol (grw dllde (nl )0 cnlple ol 48305 ©)50
5 ol Spala ogh wislsy plasdies by (208 ST 5 (Sl Sals )3 K205
P Sl G e g ojliuzy 9 )k Gl )y Jo VY I plasatns sl (oo & S
ol 5 g gl Gudspn 097 @IS 5 0 Q! oRSL g GlS Al G o)) wiile
00D JoSaT g g8 5 Clow oo wile 6, X005 slacSlu ;o By jo Jld oS,
Siomes Joe Ay ol (lagh Jue s oo il dile 5 (T (6,850,5 Sless o5
Ll (S xS Oleas Cao 0 (5,l0lg g sleiel iols) wwunS

1. Beheshti et al
2. Gan et al
3. Rod et al

70



S Sb0 5 Cariuo o (Sig iUl (5 )llg 55 S Jolge o Lulih OhlKes g (Jlgs ) Lo oo

Gl Aoy 9 510 (Sl
anxlie cod) lojle 4 Lol ol i g aiis oLy coly b yiie a5 col Jol S ol
SO J TR SO P [ IR IECT- RPN N E TR P TR L PR COUSIRIER JPS IR gt
| PR P SO SN SRR 1 JSICIN [P S PYCT 1 JCH DREE LN [P PUUSIPNPC  P F1F
lad jo Bl «od 5SS owilg b 5 s ol py g adlrgs Laily, 5 Jolss 5l lsise
Slools )13 593 5 dmgl i | T i 35 08 e Slead laolosle 1 5 ks 0390l (Fr o
esgraiely o )l) Celap] Glyie 5 laglejle o BL) S slr solS )l oS
3 eSS Ol (508 (6,05 )5 aST > 09l co Cgmie Culd) galdS Il g mSI Dlens
coiS 5t Sla b gy (¥ o VFAA (s0l0bl) 800 50 1) b i Gialidl 5 gaiecals,
g yp cwas &l oleas coaS (Vo) (o )Ken 5 oe) canl )b g by o Sleas
@izl (OYAY (5,6l 5 oad) o)l |, o el jUanl gyiie a5 cusl o> 5l 5 Jla
5145 (leas &) byms 5l BT Conl 5 VYAA (L Kan 5 Sloll) Sloos CuinS a5 )| Copon
Bl 53 e Cuje )85 Gl ) g e Shele S Sl Sledd Sl (6K F
S pete Ll oloul cdeds « g SISl b albls )| g Sledbl (6,9l aST > 13945 o oguuzxe
Sloas (6,5 54 (I TAP cemgotilsg o 5,b) ol S, 50 6,880 )5 w5 CuiS o
Cowl 08,5 amm0 00,58 Culd; g il Sl e Gylpl 4 1) 6, X00,5 slaleslu (S 2SI
e sbas il shls a5 Slaclesle plate bbb ©y08 ((VYAF (Cegoailsy 5 s,L)
Sl Sess 5 ialidl asile lele st mblie 4y saie Sl nl Ly el oad ol aies
< . P . & . H e & ¥ - oa . <. s~ 1.4
82y 30 S S Il (655 B 05h o0 Jhl e 35S 9 st Lads iy 25 Sl
&l 0 il cpl caanS Coeal [SOLES a5l aincolo ) U jaw 4 puenal e 5l e, K00 )5
Gloise 10 (6,K80,5 whms IS Sloas 5 5 g Sl Sloas ,3b ol JolS ceas
(5 e Sla 5] o S 2SI 455 ekt oKeig 2SI 5y lotos (oSeig 2SI lys gl

1. Heskett et al

2. Customer focused
3. Cross sell

4. Customer retention

24



A5 oLl ) 6ot ity JUuo Argi § 6 ,503,5 idgi — sole Aoliliad

b cond 4550 Sl cplnly sl 00,95 05 (i Culd) & ColS parde S sba
5 shs) Sl (65978 j9 el (HB, Larme ;o Cudge g L wols) sbml gl s e 4 CuiS
5 ol o3l, Sloas Bl oS 5 0950 5l (g iin a5 Celine ol & Culs, (Yoo 0 (ol Ken
SUlg & culs, Jole (123 Saul o) ol 05,5 Jos 3390 (6 yiien Lai> 5 i 0 lojles
0Y T es 5 s o)l Sy lie Sllasl 5 bajlris el )5 Ceas sanS )|
Cols, & (o liel 5 alisde B saiscdl s coles cdea wloss cuaS IS sba
3 e Lol am0 e s |y Gl ite (510l (FaiSTy bLS )| cnl 5 050 i (5 e
0 Sg S (K805 Eomy 5o oS Cenl G b Jpame il s 3 b5l iie 5L a8, cnlens
Ol 4 e2l)b ol i aed o S5 1) ()] Ceas b Jgame il e Sy iSUl ol s 5l cols,
Ol 5o goleiel g e e2LU (gt Aty sy Bl plyide ple 4 e OB
Saldy ol (Vo) Topessd) 39t e (s)lolly 25 &) Culeiys 5w (oa Sl s
Obyie g oy 5 wols, 55 b b wlead cuaS a5 cul cusal Bl gl
Y Sl e g g0) ol 35,50

Sorte Hohriedr lyde Culs) p Fhe Jelse ) n  VTVY Lo o zalin Lojsexe
& ary Gkl bolele a5 wes e Gl Gados opl 5l Jelbs mls cwl asley ljle
Sltie gareiold; Slrge wloas &l oS (Bl (red il oo 395 L i slajls
VRPN PEAJCRE

Sloas CudsS p She Jolse qwy? Glgie b oo 10 VWAL Jlo jo (olyebl o,
19 See Sl 6, 500,5 Sleas CuaS slal glolid ay &l 6,580 ,5 sbolKyy g S
ROOWH IPCES RV A% RV BN P S P AN oY

Lol 0als &l ) Lo e J3Is Olaass Ao Y Jaa o

oSt cleas Bl a4 bkl 5L 5 (Swe Sl Gless Cais o sadalxl Slidss
5 oolitl b ecrm 50 lojle &ped p o] sl 5 loas cuiS dile o o o oS oo oSG
ol ) olosle Sl 5 (SeeSI Sleas coaS 85U a5 wd Sbs,l e sl dolee 565!
(Vo0 ) San g ) 5,5

1. arasli et al
2. Hallstead
3. Olivaetal
4. Nweman
5. Huetal

44



S Sb0 5 Cariuo o (Sig iUl (5 )llg 55 S Jolge o Lulih OhlKes g (Jlgs ) Lo oo

1 g5y Aoy V9o

Jbo fosims g i g s L)

50 Suig pSIl Sloas dxwgi g el aslol Jelse pw)ypm 4 (Buiod ol o
CodnS 3 oo (LS Baio bl Lcwl eals asly e gl g Gl Ll \

ol Phe (b iie (g5loly g culs; wlael 5 (S pSIl Sleas

WS (§35 y 085
\YAD

Slods Sgne 9 drwg o ;0 Ll 5 Blse (o) n 4 GBS Gl e
YYAD (gl 25T e | 2 el OSie oy lis Badod gl ol aisls y ylew )b SSL o (S xS Y
ol P (Sdg xSl Dloas 4y (5,08 g ) i Culs, g slezel

Seis Sl 5 loldy 5 culs; wleiel weetsS Gloo Laly) (omyp 2 2ok cn 5o
eobledgs sloy s | cudS slal o ipge a5 ol lis Jool> ol ab axsly )y )b Jie cans o

YAYF ), 5 «olwoy (b ol (i o b9 9 2857wl 1l cwl Ole (Ssg ST

008 6o ,8

5o le aiw) opl jo a8 T8 50 Sladss ple

B LR duday Y gue

Gz L Ol gy G,

Slods s Cwds Jp Cudle 5)L0 (g e ddlbdaes Oglad (Olas collS
oS olul sas oo i Buizs bt .l 0al iy ] &z oo b aline YooV (Joles \

Lol 5 b e g0y 5 slazel ccols, n leas

dlayly Costi cel a5 conl jemeiyinl 5 jemmlgioe Dleas Jold (Sig o8Il Gloas | )8 g 19, (50

ol B0 Gl yite Cols) p (g Sl Dleas ot 04 g0 00BICwAS g (S yiine Yool

5 Sl 4 ogame Glojle 5 ste blie daly (] jo o5 oy (e Dleas 5 lrolr 5w
ON A IRIER PPSIES IR FOL RSN

a5 Conl o] 51 (Sl gl ol b tin Colwoy p (e (Sleod « Sesg xS loas
o ysmil
9 FPOR
il ol g slaiel csaiacyld, Spmgr  1sSapm Joo » oiims Slaas CopinS ol el ¥
' Yool oo, Kon
UV RS PR PR 000

SloeSt oyl e 1) 650y 3 e IS ) (S Sloss kS

YooV (ogile A
el J5e 5l iz slazel ol wos oo LA s Ll (Ssg 2SI

Copis ¢ (Gl gazd 5l as e Sig pSUl Gleas coaS b5l 50 o Jole s "
Sy 2SI Slons ks olad ams oo bt gl St 5 Teaiel T sl S s | i 5:&’“’ 5

1. Personalization

2. Queue management
3. Responsiveness

4. Security

5. Convenience

ZA



s dl}.mgu M SJM oot JLN my,dﬁé)fs&&5}v_snlcioum3

G (0940 Joo (e
oo ool lis NV JSS gllae (gubid sle i o dbaly sy g Slsyd g OYIGw b))

S _sogibo Joko 1) S
S Sl Biloas S8 glaygslé

$ilo patd I

[ Ol s (5 loldy

g

oliie cals,

.

L NN

o)

il

d.i...u._l!, e u"‘”'""’ l.';LnJ"M-.I_ J""’"‘“__ i.‘;u)‘m. =

Ob e (gylolag g slezel ol Closs oiS oLl e Jole =y 51 (Joo ol yo
By Glie p Slend oS 5l Ol iie ol g sletel (lBl ST riaren 39 o0 (L
Dgd e byl eadall )l Sleas coaS 5,bsl Ol it j5 calolml (g,l0ls STl o 5 Julos

Hloaile (SSg Sl Slead CudsS byl 0 e Jolo @ cemstde Joe wllyp
(=) 5 Sl (@5 Eml o Sy pae (silegatd

Glojls b cosline Sloas 4g5 0 oo lais b ol 5l conl o jle (lu pamds g5l padels
Sl o s (508 Slhuogas 5 lajls b Sleas Gl (g5l pami ;o .5 e g9,
(V8 L onlys 5 JU) 290 Cunns 5 (g e SRS L)

STl ogdoo Bro Sldos JooS5 (gl a5 3l o)Lal Gloj & o g e o cy e
S ool g Sl Sloss 51 il sled coiiad dxlye Sloj Cadgame b ol e 099l

1. Ball and Dwayne

£



S Sb0 5 Cariuo o (Sig iUl (5 )llg 55 S Jolge o Lulih OhlKes g (Jlgs ) Lo oo

8)ky0 s e JHRBl a8 Sl cote Julo s Sloas &) S 300 655 Ol &S
(Yo el )08 oo il clons ol CanS

85 el 9 OMCie (53,5 Bk )o (S S Sless SUlE 4 58 25wl i 5Bl
CS i ol adlyys 1,15 0Lt ppmmms ozl 5 oolil _pguas yo <8y &yl 45 (5 yituo SVI5s &y
5 Sk, Bk ams e L (JSin G e (i 4y il g cenlie DD Ay o 1,
Slosd SehsS e 5 pte ole i iptn 295Nl (V00 F Tl Sen 5 L) o lSen
AV T g el Sy Sl

&3l 5 Jlo ol ((Sosd el Sy g sl I b (Sogul g 4 ol reaisl
bt Lt Copial 530 ks 3,15 0 L] S Sl Sloas il cyasl Sloss D1l 4y g and
S JroSS BB peal 5 Glirebl b (Seig iUl SYolee a5 enlie (ol 2 0l )l (IS Cimd
RARES SARANC SV TR

S e 13 Fom (shol Jule (Sgpew) (S2]; 45 0iS (o0 Gl 59 OhSen 5 SYY o,
Lol 5 Slods CoieS 89S oy Jole o, oy ppogdle sl SKedg 2SIl Sloss 51 snlical 4,
VY s)lsdl) 09,00 Jlediar e 2l sl Sb>

5 OLSLE s oo L8 Caglsl jo 1) 095 lie 5 (LS bl a5 Sl sslesel
lap] cibge 5 Gl aplejls (5yslosm sish oo jolis 5 aiS o slazel Glojles @ Gl yie
@ Wy oo 5 005 (2l pedlae 51 (S GUseenS Z,b 5l sloyen o 50 wlaelaly oo )]0l
AVNY O50) 098 e osllae gl

ol olaoely  Suig S Sloss i a5 el ol Sl )20 Slidow osd dipdey
BanSTyol Gla )l o sitie 5,00y (ol Cald) wazme 35 wad (elil Sl
Olytie SAl as wleols lis ladme B0 0,00 ol jends 1) (6t CulilodSs ¢ Lar> g b i
Sl eolol cnl 0900 o] (0)hgs utS5h) dazme w3 b 5 wledel wgas sl 4 2
Sloas CoiS 4 gl slotel 5 055 it agad whaw Gl 4 hle 6,550,5 glaglesls
Sl Sllllae it 353 by (292 0W e Gl Lo 4wl aites 355 (S xSl
@970V e g (SSg Sl Slead CodS (pm Sote dlall) (pu)p 4 &S 0 S92y (oS
|y 6 o i) 5 0T Sloss oS Corte Alail, 5925 5lsgd! T V) Lo )0 3515 3 o0 (5 yioo

53 2 5 olatel Cla slaaiae) i 51 (o b yiie DA a8 ol Gl eizmes il S 4

1. Al-Hawari

2. Yang et al

3. Chiu

4. Maenpaa et al
5. Hau



A5 oLl ) 6ot ity JUuo Argi § 6 ,503,5 idgi — sole Aoliliad

5 S Alaly o (65978 <37 W Sl (KBS T Cio pgaa imlie (g 2SIl lame
Glran T og 0ez gl (S 0 Ol g OV game ] sase soliiwl caw wgas Ll L
G558 Caio 1 Sug Sl Sleas jl oolitn] CuiS Seb oe swmdye St g Kl
Wy or byl o8 lie oli8l Gl g ol Gliie ages Laas g ) ol Gl eie 2,
A A yonie (S mSUl Sleas CuaS a5 ol lid 0g Gaisd 0 (Y)Y Loy (g)lsed!
oo > Sl il s byt 5 aneiiin bl nluepdle Spbie olite
Das zals sl ce 095 LKoo a4 Sals 51 as 1) Sluebl sae wlgs o 1y camlacJled

iy Jiae slo e S @ 09,5 s 5 legorme anllln (pl 53 ooy sl piie
load (gandiws ) £ 8 4 (ke

Olyde 5385 1) Cunl &l atnly st )

oy el £ g5l 15l i sk S ke 5l a5 e S sl it ¥

G e Cold; «g it Slazel sl asle (2le slo i Y

Bl o )le ados slaars B waddll Joo Gululy

Sl 5 e 5l o5, K,5 Cuaio 3 ¢ Sy 2SI Slass S )

el 50 it Slael o5 K85 ,5 Canio 3 o Saig 25U lass S Y

el e )byt Colo, g6, RK00,5 s )0« Sig Sl Slons ol S Y

ol Fhe b yiie (g By e6 K0 5 Cariio [0 Siig Sl Cleas CoaS 4 slesel ¥

el phe Ol it ()I3ly (6,800 ,5 Caato ;0 (( Soig Sl Slond CodS Sl culs, D

G (9
dallas 5l gaion cpmlyo canl (60, )5 Gadow Ban Ll 5l g (WS bools Jlas 5l Lols gaass b,
soliiul (oMbl g yglans jo ()5 g (A3 OYlEe 5 polie pizen 5 glAbulLS § Slose
| 00

VY 5l s conl plardiue sl (2o, SThe o cobow Soale iogh cpl )0 axlllas 590
Jorg ulal Gew o)l wile (28 3SThe 5l (0295 9 o)l @l g Lz e Gl o
sl 359> 50 Jd oS 18 g g 9ol mdown 9z elamli] g (o0 lilpl olKab
Gy, Dloas aS Cowl ouls | g g ien g cZbow zge wiile (6, X005 slocSley;
S i e &S Jols o ol o @bl dmels aims e )l T g ]
Sleas 5l oolatwl & 20 a5 conl lasdiue ol (2, 510 5 dxbew Sale degoze )
lasls |y (S Sl

\al



S Sb0 5 Cariuo o (Sig iUl (5 )llg 55 S Jolge o Lulih OhlKes g (Jlgs ) Lo oo

S5 oo 51 oolial b il i &bty i3l 51 e olie ol (5,518,5 jslateas

Y sae flisS Wl gy dmsloms 3l oolital b oy el 5 ool 00t (6,50 s ol
bl A 83 L5l sy e jshitedr 08 0l Al iy (bl a5 el casay
sl 00 35 415 PAY (LS55 Jsosd 5l oolitiul U ciged pomm s 4335 0,0 (5,550,5
leodg paid g pobey g cad g Shlol den 4y cwiws 9 5 )bl Al (I was il

Sl o0l oolaiwl soluw GBOL&J 6)1:4-39&-3 o9y

i gloazsly
oabad F b s oy sl aslh adsgl Wl &5y abiwn YAY (iagh cpl o

Ceol # 50 F ¥ Joloam 7,8 4 (Baseszuly Olasie

wiges grosls Slglyd @sje8 ¥ Jgur

e Slgly Sl ey | Syl iz
YA YAIS \0- o5
Ve £1/¥ YY'f 5ye
Ve YAY Js

igai 38 s &1 bgr o (o gi slol :F Jgur

Slexo Byl Sl (o (o ot REIe 3 Sl i
O/YA Yv/f 70 YA YAY e

Ozt o g digad godls Jlglyd aa595 B g0

= (Slgl &gl woye Sl lazs
Y10 Y va ool 5 5] S
AZIY l44A) YOO b5
Ve Y o SV s asl lis s
Ve YAF Js

S Cardg s ) digad godls Jlgl 8 @598 F Jgur

o Sl Slglyd oo Sl b Cumdg
OAF DA/ YYO (cBgaled) Jels
A-IY ARTAY N4 (Cdgoyly) Jelis
Ve Va4 Al Jils

Voo YAT Js

\Al



A8 bl N & loud eind Jluo Argi § 6 ,503,5 idgi — sole Aoliliad

o3ld ogp Jloy Cardg a5 el o3V (g lo] (slayge;] sams was gl e e eejl (sl

s oolitw] i yaowl (39,5 5058 yge3l 5l el [0 45 0gd astiie

G 5yt 091 oy Cmdg (o 1Y ooz

@fesl [ ol | cul el B Gy | culsy | sleel e
o ™
YAY YAY YAT YAY YAY YAY YAT YAT olass
YIVASA | oYY YIYA Y/0 /2 IV Y/o vI¥ OoSks Pa“i;’ﬁn”;férs
V- AVEA Ve V8 VA v/ Voo VY V/-F SLese Gl
-1oYY AN S Y24 N IRV AV BRYA 2N AN YT O N IRV 2% Z s ol g 5 g0l
-/ar4 MY | NN | eipAY - JAAY “IYAD </9A | eAvs (sig) s lobine oy

Jloy @595 adly 5 (miloe Jiins S| pel Goiond (sla e den 93] (al @S el
A5l

ool (ygm oy (e Jolod 5l Gighy sl ite Jslae 5 Clde Laly) (o) olateds
ol 55 el ke 55 e Bl Bd 5 £ et (Sly olel 6l (K o aalos,S
Lol jesite 99 Gloo (Knrad S 5o ooliluls g lojlins JI (S (Snoer oo L,
Olgca |y iie 98 o 0wl Cawddy ( Siwad L] a5 ol (pl  Sicon o po (5 loline pgaie
3)IS Sg2g (Sucad yaiie 55 Hheo Lidly L g cousls ol

g Sudo Giod (o piie ST (o (Shed (e sl ools (LAY gz j0 &5 j5biylea
il 2 T b 4 Beiod (Lol sl piie 4y by e (Siued oo el jlolins

g Sete €Sy i8Il Sleas 4 0l i 5l 5 Ko S pae? pite 90 (Al
e IYAD Al ! 6l gy S a5 sl folinn

5 Sote € Sg Sl laas 4 Lt (o)l g (il gy pite g G dlal)
ol +IYBY alnly ) (6l gy (Ko ety sl Joline

g Sode (SS9l lass 4 lide )l g € pSELLY pite g (po dlal, e
el VYN alail) ol sl Ggm i (e oo el Jlobine

Slolne g e € (SS9 Sl Oloas 4y )b i (g lolBg» g €l jsis g0y dlail, @
el S IVVY abayly ol 6l gy (SSad  po ]

Sl 5 Cue «( Soig Sl Sloas 4y (b i (6)l0B9» 5 €SI p pite 93 (o A, @
el [OVR alal) cnl Sl g (Saed i pS Eanl

g Soe SS9 Sl Slass 4 (bt 5l g (5 i Slotieh pite g9 (o Al @

Yy



S Sb0 5 Cariuo o (Sig iUl (5 )llg 55 S Jolge o Lulih OhlKes g (Jlgs ) Lo oo

€ Sg y Sl Bloas 4y )b yiie (g g ¢ €6 i gualo P e g0y dlayl, @

EN LIPSV TN IR CIWNVY T g PR

\ Y Ay A N 4 Y A
Pearson 1 874~ | 939" | 862" | 318" | -024 | 637" | 285"
Correlation
o ca e sig. (2-tailed) .000 .000 .000 000 | .723 | .000 .000
N YAY YAY YAY YAY YAY YAY YAY YAY
Pearson 874 1 886™ | 746™ | 3427 | -127 | 5737 | 352"
Correlation
&l i . .
Sig. (2-tailed) .000 000 000 000 | .063 | .000 | .000
N YAY YAY YAY YAY YAY YAY YAY VAT
Pearson .939” 886 1 907" | 4297 | .066 | 583” | 271
Correlation
T . .
Sig. (2-tailed) .000 .000 .000 000 | 333 | .000 | .000
N YAY YAY YAY YAY YAY YAY YAY VAT
Pearson 862" | 746™ | 907" 1 564~ | 3697 | 6317 | 313"
Correlation
Sl
Sig. (2-tailed) .000 .000 .000 000 | .000 | .000 | .000
N YAF YA YA YAY ¥Af | vAf | va¥ YAY
Pearson 318" | 342" | 429" | 564” 1 | 623" | 5177 | 579”
Correlation
@‘.9‘ B ) )
Sig. (2-tailed) .000 .000 .000 .000 000 | .000 | .000
N YAY YAY YAY YAY YAY YAY YAY YAY
Pearson -.024 -127 066 360" | 623" | 1 | s277 | 492
Correlation
dlose!
Sig. (2-tailed) 723 063 333 .000 .000 000 | 000
N YAY YAY YAY YAY YAY YAY YAY YAY
Pearson 637" | 5737 | 83" | 317 | s | s | 1 709"
Correlation
ls,
Sig. (2-tailed) .000 000 000 000 000 | .000 .000
N YAY YAY YAY YAY YAY YAY YAY YAY
R 285" | 3527 | 2717 | 3137 | 5797 | 4927 | 700 1
Correlation
&ololg
Sig. (2-tailed) .000 000 .000 .000 000 | .000 | .000
N YAY YAY YAY YAY YAY YAY YAY YAY

\A



s Oll.mgl}' M 3)'.».{2: oot JLN my,d)iwé)fwg}v_snlcioums

(tvalue) «s lslis slasl b 5 oass Jiliul Sl )« g wles Joe oF 5 ¥ USS 5o

RGO PR WA K QL.M.: 30> Qs uL..o)B LS‘)% Lg}l.‘&b SYoleo J..\.o C"L" aods e g

S ylaibiw! cpmosi <l 58 (g b lu @Yol Joo ¥ JSb

Df=72,x2 = 189.81, P-Value = 0.0000, RMSEA = 0.032, GFI=0.922, AGFI= 0.907, NFI-0.933

&olobxo cdle jo g sl WY olro Juwo Y Sl

-
. 6.18
473 484
6.12
8.32 5.25
3 531 \E
N

748

6l (Seg S Sloas S Jol b 3 10 s oo Hlid s Judod gl a5 5kl

CobsS pgd ded 8 )0 Cpizmen (1= 0.41, t= 6.18) o)l b ie sleiel 5 peiies 5 S
ib o .(r=0.89, t= 5.25) o)l ol yiie culs, p s lobine g cute 3l (Siig Sl Sloas
r= 0.58, t= ) ol odd 9l ol ytie 6 0ol p  Seg Sl Gloos CuiS puitons il pon
0By paditne g Cuie (653l (Sig Sl Sload kS 4 oletel ooz Lnys o (748
Sy ySl Sloas coaS 5l b i Cols) ey 458 0 (1= 0.53, 1= 4.73) o )b oL i

[(r=0.62, t=8.32) 5,l0 ()l e (5,00l puiiine 3 oo (5,50

Yo



G P38 Caxuo 55 (S yiSUl (5 yI0lg 1 HIAS 3T Jolge oLl OhSes g (Sl L juexo

9 Sl )l0y93 5 (orlie Sundg I Jae 45 a0 o0 (LS 55 e (B3lp (26565 slaasls
5B Caro y by (5ol 2 (Sig S Dlass kS 1B ) (Sl sl Joa
Ao oo ol st ol Jow slp ) g LSl SYsle Jaw bl ) Jeoe ol

o295 IS Jowe ¢l g silisle oY olee Jowo gl s :f Jgus

Pl oy | T prolie g lobme slael | 9L b

> it cdlo (t-value) aiyp

Ob e slesiel Sy yiSUl lods oS 5l /%7 FINA anb

Ol ol (S Sl leas oS il -/f4 AT ol

Ol ytie 55oly Sy yiSIl Sloas CudS il <10 VITA anl

Ol yiie (5 olbg 5 (Sig Sl Slass kS @ olozel S -JoY /vy b

L TCR PP NEYRE JEACE J JCH PRSI o RONES] -1PY AIY ol

Df =72, y* =189.81, P-Value = 0.0000, RMSEA = 0.032, GFI= 0.922, AGFI= 0.907, NFI=0.933

Joe po3lp (2859 b aslh b Jgu

Camdg P ol Cuxdg Pl lade L o g Lo

ol Ty Joe (o3l (658 2 906l Cuns

Joe Giile (Se5s Yol 5SS \liavd -
KXY R HEESS

Joe csls A5 5L “[AYY Joe ey el GFI

Joe el 1351 YL AR Jae cals a3l AGFI

sz Slay e (1250ke 4y )
Joe clss oA ) SSasS R ol 1) Jae canlss (3,91 RMSEA

Mdu;n

G a9 Sy

) caldsl)l cogehe Joo pol> Gubiod o6 K00 )5 o [0 (5 in (5)lolg 859 Cusal waxgily
ol bl 1y 558 elge 55l (limn mmms 5 (oo Sks (P05 (2ol Sl 0 yitn 5
e Pl e@aios (pl )0 rigred il paeni (6,X50 5 slaglole ple 4 Wl o aS w0 ST Jdos
ol Sl il Gl Gltie ylely g sleiel (uls) p Sleas CuisS 2L 5o e oo
b byl g Jelos s lly (e p Sleas coaS @ lagl slesel 5 (b i 2ol

\t4




A5 oLl ) 6ot ity JUuo Argi § 6 ,503,5 idgi — sole Aoliliad

250 Se Sl Sless cuiS Jgl ded b 10 was oo lis e Julow gl oS jebyles
CodsS pgd dub,8 )0 izmen (r= 0.41, 1= 6.18) o)ls L s sleiel 5 conlines 9 Sl
iby o .(r=0.89, 1= 5.25) o)l ol yiie culs, p s lobine g cute 3l (Siig Sl Sloas
r= 058, t= ) cewl oo ol b i 6 0oy 5 (SeigSIl Glods CoisS o il cpges
oLy s 5 e (8l (Sig S Slosd CohS @ slaiel p)loz Eao by (748
Sin Sl lens CoiS 5l ol it Sl ey dedyd 4 (1= 0.53, 1= 4.73) ol ol e
(r=0.62,t=8.32) 3,l5 ol i 5,l5lg i puiions 5 Cuie (6,50

5 SeipiSll Slass kS by slaite gl | wnse i 3k @l
Sl s (IBA) (6 loly 1y 31 s plindis ol ol Syl 4 Bl sloS 15
Sloas CodS @ sleiel i Sbg pSUl Gloas colS 3l ol i Colo) (uizren )
o5 VL aaz gl o)ls (T 8)kgs cutSil 5 lyiie 6)lls 5yt (6,5 1 (S 25
b Laspe pobic i) (Jon slajmitie plo ariaras (5)lly » (Suig i8Il Sloas CoasS 50
CoeS ol BT (B @l o el Jloje3 sy (slofay ol (g Sl Sloas CoiS
Sig Sl Sledd Sk wsd e o8 ST 8 (SesrS)l Gleas CuaS Ly oleas
ey o o 5l 0 he Caedl o e gl L g canl BT Gy b asSiuly
bl lp 45 8,5 Al Glgie /YA 5 SFY G SFY e IFF s b il said 5 Caol
Ol aes 13 Jlae 1) (398 jobie Wl oS 09l (b placl s Wl (g xSl ol
Sleslaiul o conl 5 mn) ST aiejls « Sig mSIl (g lolg ol (gl o ol i low Sipale
b yie Oglite lails g @Me b g ouS ol w3 50 ol wla! il e pup g cly o]
Sleas coiS dagl (isle Jolaio b 5 60405 slaasli (ol 9525 & )jp0 50wl oads Gulaie
LU sl i o s wolss ol slazel g Culs, amasys 5 ol smlys ) Cylucg
St )d al walys oy (S pSIl Slaad 4y ()l it 9 0l salgs Lads () i b el
9 Wl (2B)law oS oS Sleas BLI &bl Sy iUl 6ol slml b oS 0 o6 K88 5
49 Ny e L) 5l Oleas Bl o willg oo S (o0 S8 (e 0L S b g (e
gl JU ol

( S9SN sl )S gennS (aled 998 oo Sleiiy (B (pl )o it 990 yolic waz gl
S5 lsiees ool e Sais ASI 5,105 5| sl 05290 slo Jon 51 (ledlbl e L plSan
sk yo )L*fr-’l-’ S,lnl 51 (S Co il s ansz o el (0B, 55k jo LS, 5l 58,
3ibe ol Gaslo o511y 093 ik g 9,65 a1y ol 58 Gy @ Wl o5 (5555 5 sl g0l

Yy



S Sb0 5 Cariuo o (Sig iUl (5 )llg 55 S Jolge o Lulih OhlKes g (Jlgs ) Lo oo

sloJas 58 e wdying 0 o] Cueal § Sy iSUl (6 K505 8959 wazgil s (6,558 5
91595 5 5yl SUSl drwgs Coenl a5z tenl (colul Slogile I (g 5ie (5l0lby il
don )90 izl gloan] o gd e peleal i jo,a59, (2bll (g gl 5l ealatal 4,
Sload 30l 1) Seig sl lons o, 800,5 Cmio dloz i) mbio (slod o bS5
sl lagSl g wigd a8 in ol (pl jo aS oS )8 5 Lol (plpls oS wialys g sax
Coddge 43 L) hlae ;o 5 cuils wialss Ll 5l (6 itan e w5 00l 1y (Siig xSl (5 )lolg

b asalgs P g i

&L

ol 0 Sleds CoaS dslie 5 o ((VYAA) & ol oo ¢ ads o ¢ sonin o o Sl
(SYSTRA-SQ) Sl wloss oS (gl lobias soios ol 5l ool b lpisl 8 Lo SOL
YV-0 oo ¥+ 8leds ( Jlojlu K2,8 Oy ko

Sl o Kyt (UL gy 5 dresyd e o Lol 5 flae (o OVVAD) Sl
ORIl RF (i daed olCiils )l (ol IS aate &abbly bl

Ol K805 sloolly (Kog ST Slods CodsS p Jige Jolse oy OTAN) 5 eolpably
Ol eyl e ydcan 5 o Riils wolaidl § g yae 5uSiiils ol )l ol IS Al )Ll

Sllesl: ol ey Sl )l pale o i slatg, (VYA gl o e tg B3
451

SgrSl colo; b (g Sl Sloas CodS Ayl (VRS (g Sl 65 «s5lge 17 cool3 S
X5yl (g pale jo Slbls,l g Sledlbl 5,508 aalibad coly axly (oDl of3T olSisls )b gmmails
AY-FY o

oy lpd o) Bl 5 wilye syl 1 i i ) (VYAP) 00 Sl 9 o cosly i

Ol Lulgy oy OYAF) L (Go9)55 0 cope (mid 0 (S8 b @ skl ols,
e w5 R80T dewsd 5 Spytoliy dle (s 3 o ;5 (S iS5 )by 5 culs) wleiel oiS
VV-0Y oo Y 5 las AF

Ol 53 Syt (5 uST dnssi 5 il il Jolse s YAD) 5 S (538 o
Olnl ool bz sl 5 Gl oliils 0l (il IS alado &ebpbl bzl 5 b

bolyos ()15 5 oolaizl pgle sloingsy o e Sl 5 iz )5 (VYYA) & ol Sl
9o Sape (0l 3 50 S G5 ol e e

6oy 5 Sleas s 3L Ll 5l Joe (VYA Lo s winl o | BB 6y copsler o
OF-FY ao B 5,led qpavoe Jlo (Kool i ()59 Dlods ()l i

YA



A8 bl N & loud eind Jluo Argi § 6 ,503,5 idgi — sole Aoliliad

AS-BY o B 5 )l 50, lg> lelllan dloeo (Slons oS Jko slive s Linlans) el

2,8 Oleas dwdo 100 Jol Glafas, Ol o S5 (gl s o (VYAY ) (goore
FY-A Lo Lo,

Coio 3 (Seig pSI &l blite 13l (Sig iU (6 ,880,5 OVYAP) 2 eamgaainloy i sk
VWAS olo,3T )l 05 ¢ Sag Sl )l o ialed ooz (6, K0 ,5

Al-Hawari, Mohammad Ahmad. (2011). Automated service quality as a predictor of
customers' commitment: A practical study within the UAE retail banking context. Asia
Pacific Journal of Marketing and Logistics, Vol. 23 Iss: 3, pp. 346 — 366.

Arasli, H., Smadi, S. M., & Katircioglu, S. T., (2005). Customer service quality in
the Greek Cypriot banking industry. Managing Service Quality 151, 41-56.

Ball, A. Dwayne; (Coelho,Pedro S; Vilares, Manuel J.). (2006). Service
personalization and loyalty. Journal of Services Marketing, 20(6). pp. 391 — 403.

Beheshti Zavareh,Farnaz, Mohd Shoki Md ,Ariff; Jusoh,Ahmad; Zakuan,Norhayati;
Bahari,Ahamad Zaidi;Ashourian,Mohsen, (2012). E,Service Quality Dimensions and
Their Effects on E,Customer Satisfaction in Internet Banking Services. Procedia. Social
and Behavioral Sciences, 40 ,441 — 445.

Chiu, Chao-Min; (Chang, Chen-Chi; Cheng, Hsiang-Lan; Fang, Yu-Hui), (2009).
Determinants of customer repurchase intention in online shopping. Online Information
Review , Vol. 33 No. 4, pp. 761-784.

De Ruyter, Ko;( Wetzels, Martin; Kleijnen, Mirella). (2001). Customer adoption of
e-service: an experimental study. International Journal of Service Industry Management,
Vol. 12 No. 2, pp. 184-207.

Egblopeali, A. Y. and Aimin, W. (2011). Reoseurly on Effects of Corporate Image,
Customer Satisfaction and Switching Cost on Customer Loyalty in Togolese Telecom
municationCompanies, Proceedings of the 7th International Conference on
Innovation & Management.

Gan, C; Clemes, m; Limsombunchai, v; Weng, a (2006). A logit analysis of
electronic banking in New Zealand. International Journal of Bank Marketing, 24 , 60-83.

Gee, R. Coates, G. and Nicholson, M. (2008). Understanding and Profitably
Managing Customer Loyalty. Marketing Intelligence & Planning, 26, (4), 59-374.

Hallstead, D (1999). "These of Comparison Standards in Customer Satisfaction
Research and Management™, Journal of Marketing Theory and Practice.

Hau, Le Nguyen; (Ngo, Liem Viet). (2012). Relationship marketing in Vietnam: an
empirical study. Asia Pacific Journal of Marketing and Logistics. Vol. 24 Iss: 2, pp. 222-
235.

Heskett, J. L. Jones, T.O. Lovemann, G.W. Sasser, W.E. Jr., and Schlesinger, L.A.
(1994). Putting the Service-Profit Chain to Work. Harv. Bus. Rev., 72, (2), 164-174.

Hu, H. Cheng, C. C. Chiu, S. I. and Hong, F.Y. (2011). A Study of Customer
Satisfaction, Customer Loyalty and Quality Attributes in Taiwan’s Medical Service
Industry. African Journal of Business Management. 5(1), 187-195, Available at:
http://www. academicjournals. org/AJBM.

va



S Sb0 5 Cariuo o (Sig iUl (5 )llg 55 S Jolge o Lulih OhlKes g (Jlgs ) Lo oo

Ibrahim, E.E, Joseph, M and Ibeh, K.I.N (2006). Customers perception of electronic
service in the UK retail banking sector. the international journal of bank marketing,
Vol.24, Iss. 7, pp. 475

Kotler, P. (1997). Marketing Management: Analysis, Planning, Implementation, and
Control. Chicago: Upper Saddle River, Prentice-Hall, Inc.

Lim, S. J. (2006). “The influence of service quality on customersatisfaction,
attitudinal loyalty, and behavioral future intentions forparticipation of fitness centers in
South Korea: A structural equation modeling approach”. Dissertation, United States
Sports Academy, p: 68.

Méenpad, Katariina. (2006). Clustering the consumers on the basis of their
perceptions of the Internet banking services . Journal of Internet research , Vol. 16 Iss: 3
, pp. 304-322.

Newman, K. (2001). Interrogating SERVQUAL: A Critical Assessment of Service
Quality Measurement in a High Street Retail Bank. Int. J. Bank. Mark, 19, (3), 126-139.

Oliva, T. A. Oliver, R. L. and MacMillan, 1.C. (1992). A Catastrophe Model for
Developing Service Satisfaction Strategies. Journal of Marketing, 56, (3). 83-95.

Parasuraman A., Zeithaml V. A., Malhotra A (2005). E-S-QUAL.: a multipleitem
scale for assessing electronic service quality. Journal of Service Research; 7(3): 213-33.

Rod, Michel; Ashill,Nicholas ; Shao, Jinyi; Carruthers ,Janet, (2009). An
examination of the relationship between service quality dimensions, overall internet
banking service quality and customer satisfaction A New Zealand study. Marketing
Intelligence & Planning , 27 ,103-126.

Santos ,Jessica. (2003). E,service quality: a model of virtual service quality
dimensions. Managing Service Quality, 13, 233 — 246.

Surjadjaja, Heston;(Ghosh, Sid; Antony, Jiju). (2003). Determining and assessing the
determinants of e-service operations. Managing Service Quality. Vol. 13 No. 1, pp. 39-
53.

Yang Z., Jun M., Peterson R.T.(2004). Measuring customer perceived online service
guality: Scale development and managerial implications. International Journal of
Operations & Production Management; 24(11): 1149-1174.

Zeithaml ,V (2002). Service Excellence in Electronic Channels. Managing Service
Quality, 12(13), 135 -138.



