
��دم دی:��&از�UV�4�m ا
�� �:��ت �����m2 ����وا���د
{��.Hی�J KرL :١٥/٤/٨٨UVWد���U�Sا:���A ;:�١

�}Lر�Y=> K:٢/٦/٨٨UVWرد���٢ ر�]���rا�

WX�5�
b�I�� >��:='( ���) 
-��� 8 z�	 4( �$d�K .: *# (� � 12� T�( 6���J :L��5

:L5($� 6$<	j# ��?>..# 
� M C-� (�  �H) �($Q� 6�; :# �(��X� |0� :) �Q	J 4( $e	 
:	��	 ���' 
��e�( >.</$? �($� Vl.' ���� 0 6$ ? .

����� ��:Z�/�:L5($� :) 
! *8 ,��>U = e # T S	� � 
� ��?>..# L)( :# >��) �J ��
+( = *)�� �6$;�o :D.5 
.L��) ���<= E��!� ��� ���(� ��. ��( �6$�i8 0 �U 0 6��>�; 
:<!5$) ,0�e� 
	��4�' 
-� >	�(>	 n; �) 6( .

T .u�;)V 4(YX:L5($� >N�� 6$<	j# :) ��?>..# �;)� 4( V  � *8 4( ��)0
��$# =/���� =�>U >	( .

Z���% :�U�� 0 ��L)( �� 12� T�( �� ���4 M���� �>�� :���K 3�$� �) 6��>�; 6�;
:L5($� :) ��# 6($) �� =�>U 3�l	( ���?>..#=*Q� �$1� )M�+ =+$'(=�>U 3�l	( �

:L5($� �'�� = .�( &�!K( �m 2N ��� :) 6�;>K(0 :) 
'$<'� =E�Q' ���?>..#
 
��%<	( ,��>U 
)��4�( m@' T�$�y�) ���) �St'�8 0 = E��!� &�!K( �
�($5(

6$<	j# ��) 3�$� ��?>�� 4( �; .

"[  �U\����J
��2� :L��5 � *8 (Community Policing) �,��>U = e �)(Service quality�


! *8 ,��>U)Services of Police(�6$<	j�)Police station(.

ــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1-
��%<	( 3�*+ ��S-	(� 
�*+ =� ;�s+ 
2-
��D��D� :�j+ ��S-	(� �� -	(� 



Y�

���� ������
-

"و ��
�� ���� 
ما

ا
/

لاول
�%

/
ر&اول

��'
()�ر/

١٣٨٨

���I� 

�� � 2� 6�; �=)�� Mx�!� 6�($�� 0=U(�.�� (� 
� �(�� �) ���e<'( 4( ���;(�6�; :<U�.� 

�>� 04(8 VL�  T�>��MK�$�.��( �� 2� �6�; 8 u �>0�8��:�$;:%2E�!��*:6(>5�>

��50 ��(� :� ($)6MK�J�(� MK 6�; :<U�.� >��6(��50 ��(>	��e<�( ��$� :) �(� MK �;6

��(>	�<'( �>� �.L� ��(>	 0<K
T��� ='( �*56�jU =�($/( (� S) �$.0���$� :L��5 ��2�6

*8 ��O'�.� .{ T2� �8 u �>0�8��
�='(.� �0����0(�$�)���Y :X��() ��

� >..�:0� $9.+ *N(
0'�'(
:�1/�� =*8 �:L��5 ��2� (� �� (�T2� ��s� T
�.#>�

���<+( �3�$ :) *8 �0=���-� +��<5(
�Q	J ($)6MKMx�!� ='(.�$C�0� *8 �:L��5 ��2� 

���$D;(� *8 !
='( :� �� �J �(���f� *8 ��)peK �(><�( *U(�
:)��D	� (���l ���<+( 0O*5 

=���-� 3�$� ($)6�'�.�
�0MKMx�!� 8 V�>�J >.<!;.�T�($)�.) (�(�:,��>U *8 !
�)

� e =)y�:)3�$� >.	��:,��>U ��%<	(
$<	j���6�;�,��>U 	0$<�E( �
��%<	(�
,��>U 

�L���¡j8 0...�<N$/
='( :� *8 �
�>	(�� ($)6O*5 ���<+( 0=���-� 3�$��4(�J

���e<'( >.�.>)�T=Q5 ���4�' *8 ��d��=3�$� (� 4( nQ� $��T�U�� 6�; 4�(�)�
�$�*�+ 

��U �($� �(��='( 0�)0���$� :L��5 ��2�6:)��D	� �J ='( :� 4( $���O!� �d��=0

���<+( 3�$� =���-� �Q	J (� �� �'�.�
�,j�-� :L��5 0��(�( ���( *8 !
O*5 >.�.�):5�� :) 

OE�@� 8 V:<e? �(�' *N(
(�T='( :� :L5($� ��?>..� :) $<	j�6��3�S.; ���=/� ,��>U 

:{ �(��%<	(
>	�(� 0$)&�'( :{ �U�� ��;
,��>U (�(�:�>� �'�� $<	j�6�;(�4�(�)�



� >..�.�'�8�� :) '��(��/ w(>;( $�4 ��D	� �
>	��.

���0$� )�( ,��D�$� �) *8 �:L��5 ��2� 0_�9K( ��L)( 0��:eE 6�; � e =,��>U $<	j�6�;.

���U�� T�0>� 6�;� 
)��4�( ex(�( ,��>U =  �'�� �>� :$<	j�6�;.

%�3���E% J

��E�%� G���a�)��%4[JJ�� i�7�  ��8� (

$<	j�66�; M���  �H) �($Q���$<	j� 6�(�$Q� r*<t� ���.� �� :� >.<!; 6�($Q� 

4 0�$%	$W$<	j� $' 6o0 3�l	(  :e
�>..� .$<	j�$' $;6o0 S.;��; 0 ,��%	 :e
>.{ 

$<	j�6) �Q	J ��D��( 0;>	��$/ �
���>U 0 ��(� �>Q+ :) (�  �H) �($Q� 
>.	�� :;(�? 3�l	(


_�s�( �%.�-'$8 n ���N :��.�> �f� �	 �� 3(>t<'( :) ��)$� : 0$6�;m*!� �;(�?
��+�

ــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1. Meese & Ortmeier 



YW

�� ���دو��
ا

� UV� 4� �� 
تا
��:�2

���� �m
��دم &�

mازدی:�

wj<U( MK ���� F$���-� :) $l.� = �s� 3�1� :) z�5�( 0 �>	0$8 M
��' 0�,��>U $

��%<	(
(�( (� z�5� P�)�( :) �:�
>.;�)�($� ��8 �����:Y�(.

���� �<��� 0�", 

K=� (��<��", K����� �<��� 0

•:5�� :) � *8 :L��5 ��2� 0���$� >5�>6='(..{ T�$C�0��6=#��-� @)�d����	�� 0

:L��5 (� �� 
��'�.� ,jC-� 0�:-� 
)�� ��	J 0(> 8 ��$# �(� 
*K :# MC-� (� :) ��� nx(� 4( 

T ) �$D) �� #V;� >;��
�$) �H S	( )��0�	��0$� 0�#0��#�)�����:�.(

•��$S '���(�( ���( 
! *8 :L��5 ��2� (� �� g '0 T�$� 3�Qe� 6�$C�0� ��U:#

3H*<!� $  �� 
	��4�' M)�� :%Kj� 0T��� .) ='( 
� >	(� 0�J(�
+�	 =U�.� 0

T</$�i8 :L��5 �� $ �f�6�(i? $) =�$�>� 0:x(�( ,��>U 
! *8 r�$L� 
�>.#.

•0��=����)�WW� (
�>��?:��(�( ���( � *8 :L��5 ��2����)$� :) $  �� 4$� $C/ 

��(�( ���( � *8 6($) > #f� $) n ;�e� =�>U�w�@L	( 6$�i8���St'�8
:):L5($� 

��?>..��64�!E���>;�-� 0�$#(i� ='(.

•�	�50$� 0$#�)0HC8�
� >.��?:,(�(�( � *8 5:L�� ��2���)(0� 6>�>5 �) �($/( 

@� g��	�� �� :L��5 �($�$) 
� >..# 0:)�Q	J �4�5( $%	��Qo( $<- ) �� T�0>� 

=��E0( 6�; � *8 
*2� (� 
� >.;�.(�T,(�(�( �) $ ?�� ��$# 3�$� �� ���( 
*2��

:5�� � *8 (� :) MK ��$# Mx�!� 0,jC-� :L��5 H�$�<� 
� >.# )���� 0� $*�

����:X����.(

M(�m�U�J�� ",  ���������� �<��� 0

� �08
5
�� '�$)
��U ��L��r00�?7
6�; $�4 (� ($)6*8 �:L��5 ��2� F$@� 
� >..�:

��*8 ��2� :L��5 ��+�	
) ��D��(  *8 ���4�"' 0 3�$� 3��+ TO5�� :� ='( � 

6�1��(:L��5 ��"/� 
����.

��*8 �2� :L��5 ���� P��4�)�*� ��?>
='( :L��5 0 =E0� =���-� g��5 0.

��*8 ��  ��2� :L��5 ����� :L��5 ��� �) �(���f�
���L/ ,��N :) 0 >..� �>.�/>; 

0$���� �($) �'�8 T</�6+��<5( ,j�-� MK 
>	�(� $%	>� (� .

ــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1. Seograve  
2. Weotheritt  
3. Trojanowicz and Bucqueroux 



Z�

���� ������
-

"و ��
�� ���� 
ما

ا
/

لاول
�%

/
ر&اول

��'
()�ر/

١٣٨٨

X�*8 |j� ��2� :L��5 �6�; .<D�
�1� (� :L��5 $) ��2� 0 = n
�>.�.

Y�*8 ��2� :L��5 ��*8 :5�� '� 4( (� � ?>
:)�0� ���(>)��*L� (MK =�' :)

�'�.� ,j�-�
�*8 �) :L��5 �'�� �>�  w�@L� �
���(�.

Z�� *8 �� ( ��2� :L��5 ��P�l
��@)(� 0 >QL� :� >.�) 30(>� *8 T :L��5 0 �

>��) �($�$).

���v� *8 �SE( ��2� :L��5 �6�;>5�>6($) (�6*8 4( 3�$� ,(��%<	(  $L� ��r


� �U�� 0 >.� 6�; �	�.
($) (� 61/��  *8 = (�( ��:
�>;�.

��*N( $9.+ 0� 
'�'( 0
*8 ��2� :L��5 ��+��<5( =���-�
='( M�-� MK 0

( :���) :eE�� 0� T�:) >�? �($� :5�� ���� �4(>	( � >	$.

W����� ����?> �*8 �L� ��2� :L��5 �*� ��
*8 �)  <.' �
��(>	 �4�($,��Q� �;6

*8 <.' �
*8 ��  ��(� �$)��� ��2� :L��5 �.���D+ :)
;>	��4�' 
>K(0 :�; �>l� 6�; 

*8 ��(>	 ,�0$d ��5�� ��0:)H5 ,�KjN( 
�	 ='( 4� .� ���;�?>
���(�.+ $S 


� ($) :� ���6<'�  )�
*8 :)  �Q.� :	 ��2� :L��5 ��4�'4�) �6	��4�' �
 0 ��2� :�*)

	�?$?�
D	�5 :�; :6(� �� *8 M�+ 0 $�e� �� 	 ���� � ='( 4�.

���*8 �:L��5 ��2� w�@L	( i8�$630(>� 
� >D*� �� >	(�<) �St'�86:�; ,�+�d�� 

��Qo�	 >��).

���*8 ' :) ��2� :L��5 � ='� �;|0� 06�; >5�3(>t<'( >�	 O*5 0$6	�!	( 
0

�v� �1��( 	 ��(� 4�.

���*8 >QL<� (� �(���f� ��2� :L��5 �
�$� 4( :� >.��92� � �>	(�i? 0 n*+ M

��0� 6�; �4��J
>..� 3(>�( ��U ,��Q� |�0$8 :) =D!	 .

���*8 ��  ��2� :L��5 ��( (� V1	 0� �(>	0$Q���e
�>..� �4(�$<-� w$� �60

$U�*8 ,��>U �(> !
��(�� �� 0 >.<!; 6�U n; *8 ����; ���� P�!2� �
�>	��.

�X�2� ��  *8 � ��2� :L��5 ��z(�	(�0$? �;6���4�'�:</� �0 |�)0( 0 �h(�(

M2� 6�; $U��>t� �(�� |0$/ 0 >�P�!K :) :L��5
�J�>..�)�g�(�5 :� =�(� :5�� >

�; @� :- 	 ��	�� g *8 ¡�*' 0 >.<! L��5 $; �) �:6(='( ,0�e<� cj��� .($)6¤���� 

*8 �
�@� �(>	0$Q� 4( >	(�� �0J g�5 4( :� >��) :<�(� ��%<	( ��	�� g6� �$:	�U V� �;

��K�>..� =�E�K�� �L��5 :� 
( M)�1� �� �>t� �(�� ��?>..� w$9��=�0�1� 3(>�( T


� >..�)� ����0( 0 ��$����Y:X�Z ��W�.(
$#�)0HC8 0 �	�50$��	 H($") �>"�+ 
"?7�0 >.{ ��" ) ��"2� :"L��5 � "*8 6

ــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1. Trojanowicz and Bucqueroux 



Z�

�� ���دو��
ا

� UV� 4� �� 
تا
��:�2

���� �m
��دم &�

mازدی:�


� .#.����( �Q	J 4( 
U$) :) :# >
����:

����(� ��50 ��(�( ^��U 0 MU(� �� � *8 �(���f� 6($) 3($<K( 0 h�e	 .

���(>	0$Q� ���# ��<'� T  L� �� 0 
��'�.� (� ,jC-� �6��C�; � *8 �)
�>..#.

��� *8 6$�i8 = E��!� �|0� $) �0j+ 6�; 6�(�( �)T �s� H 	 �(>	0$Q� :* '0 :


� ���.

X�,>�4(�� 0 n%.� ��D��( }��<	 M E� :) �(>	0$Q� 0 � *8 ���f� �� � ���<+( V�(H/( 

� *8 6�' :) ,�+j�( ���$5 V�(H/( ~+�)
����.

Y�&$<'� �� H#$�<�$ k ��# $</� �� �� Te*� ��$� 4( �� c�9t� ��(��; � *8 ���f� 

='(.

Z�� *8 ��SE( ='( :	��	 0)� 0 ���� $*�����:Y��Y�(.

q(��Um�J�� ",  ����o������ �<��� 0

��2�(�) : **�E( T
�'®� 6*8 ��($)6L� ���.;� 0 �;��6�;*�+ 
*8 :) ��-� �U
0

*�LE(��<'�
0>� (� �='( ��$� T�0 �(�.+ :) 0 :NjU ��� :) :��?7
6�; *8 �(���f� �

sL) :) ��2� :L��5
�Q	J 4( $�4 F$� :) ����( 
����:

���o0 �*N( r
*8 ��:L��5 :) =�>U �3�$� ��� 0 ��5 4( =o�eK �) 4( z�/�
��.? �

'�'( ��1K ��$�� 3$<2�
3�$� �.L
�(4J �6='( =E(>+ 0 ,(0�!�.

��*8 ���f�  �o0 ��) (� ��U r
n-{ �0>) 0 :	�/$� 3�l	( =�(�
�>;�.

��*8 ���f�  <U( � ��� :) ��	�� P�{��{ �� 0 :	y��!� (� ,(��
��$).

X��*8 ���f� � ��k ,�>� H?$; =/$? >;(�t	 ��� :) (� =	�-U 0 �04 $3��� �� 0

($��1@.� ,��N :) �
($) c�/$N 06o0 3�l	(  ���e<'( ,�>� 4( :e
�>.�.

Y�*8 ��?$;  	��$2� z�d�� �:6(��.-) (��D) � >.�(� O*@� �J4(� �(�.+ :)���U �H	

:S	=�(� >;(�U 	J $S� �o0 3�l	( :� :e�($� ��	�	�� �
� gd0 �$S6>.� �s<�( (� .

Z�*8 ���f�  E�L/ ��(0 ��U �Q.� :	 � =6�; 	 ���� 0 ��!/ :) ��)$�
���� �:�*)

.{ P����( ��(�� T6	 M�2� n; (� ��U �(����; w$� 4( 
�>.�.

��*8 �($/(  ($) �6�<' )�
��S<'� 3��� �) =E(>+ :) 6�; 	�	�� 0 4�l�
��	 0��Q	J ��?>.

����;6�$� >.;(�U .

��*8 �(���f�  �+� �) 0 ��K :�; �� ��4�!E� 0 3($<K( =6	 ��U �(����; �) ��Q =

����;6S.;��; 0
>	�(� (� .

W�*8 �(���f�  <N$/ $; 4( �
($) 6>.�	(�� 0 V	(� m@' ��DQ) 0 �1��( 6�U�$Q) �



Z�

���� ������
-

"و ��
�� ���� 
ما

ا
/

لاول
�%

/
ر&اول

��'
()�ر/

١٣٨٨


� �5�>..

���*8 �(���f�  	�? :) �:6(��</�
�9t� ��D<+( :� >..�
	��4�' 0
:�>U �Q	J �(�

�-	�.( ���:@)(� T�9t� *8 ��</� 0 = <K �
�) �$1� =�>U ,�+�' 4( ^��U �� �>

>��) :	��	 0 �-�$' .

.u�; ($) T6(�*8 :� T >��) �/�� ��:� ='( 34y,��Q� �;634y($) (�6$D;� 6

�jU(
>��) :<�(� .2� �� *8 � !
	(���f� 
(�(� 6,��Q� �;6$D;�6�jU( 
:� >.<!; :

��D1<'( ��2� 4(
�>..� �>	�(� �jU $�/ �>.<!; n�9� 0 g��� �4�'���<+(
� 60 >..�

�9� :) ? n $6k >	�(� �0�) H�$�<�$ �>.<!; M�+ M;( �� �)�)�U :) �($S
$�$) ��D��( �(


� >..� �	 O*� ��92	( >.<! ���.�0� :) (� ��U ��?>
) ��
�>..� �>.<!; ���N 0 ���<'��

E��!� 0 >QL� 0 i8 =$�>	.)� ����0( 0 ��$����Y:�XW ��XY(.

[�(�G���a �
^

4�(�)�"
� e ,��>U =�:D.5 ���"� �� ,0�"s� 6�; ��
� 0 e"
�=�>U ��$)

�".D�60�?7
6�; 	 0 ��U >.�4�6�;(�( ��.���� M��L� ��2	 0�=�>U �>.;� :�:L5($� �) 

$� 4( :� ='( ��?>..���1� ��� :! e � �) �>� ¡(��( = e ��%<	( ���� =�:L5($� �'��

3�l	( ��?>..�
���� .

K=� ([ ��<���(�G���a �

�) :5�� :) 12� ,�1 3�l	( �>� 0��L)( � e =,��>U (�(�:�>� �'�� �Q	J���L)(6:���

z(�	( >K(06�; ���>U
���e<'( �>� ��)�($)6�4(>	( ? $6� e =,��>U �� (�T12� �

P�t<	( >	>�.��L)( � e =,��>U 
*# ��� :),��D+ (>	4(:*)�� =���<+(�E��!� =i8�$�6

��( ��. ��(���;��>60:D.5 $;�o6:�4(�U�� 0$' ��x�� P�t<	( >	>�.E0
eE��:6�; 

��)$� :) (�T��L)(x�# 0 $' �U�� $) �0j+ ��4(�U�� 6�; �'�$12� ,�1 	 HP�t<	( 

>	>�.12� ,�1 3�l	( �>� 0��L)( r*<t� � e =,��>U ��)$� :) �Q	J �� �0>5 ������:)

��� :NjU ��-	 ��(� �>� >	(.

ــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1. Service Quality 



Z�

�� ���دو��
ا

� UV� 4� �� 
تا
��:�2

���� �m
��دم &�

mازدی:�

!��3@ A-�4B:� ��*���d�50U �� 	���D ?�^��� 6/b� 
:���, /���

�...^���:p^

/���:���,

�... 

^��^ 

K=�:dd� 

�($8 �D�

 ���W!�^���:d

��� ��!�... Q

`��`:d�` 

� S%�[

�(� QJ

`���p:

`��_`�� 

� /!�� ���

 �� Q`��` 

:^`_^

������, Q

^d�d:��_�d

 اعتماد*

 مسئوليت پذيري*

 شايستگي*

 ادب*

 ارتباطات*

 اعتبار*

 امنيت*

مشتري شناخت*

 دردسترس بودن*

 ظاهر*

 اعتماد*

مسئوليت*

 پذيري

 اطمينان دادن*

 همدردي*

 ظاهر*

تعهد كاري(قابليت اعتماد*

)وانجام صحيح كارها

اعتماد(روابط شخصي*

)وادب

ظاهر(هاي فيزيكي جنبه*

)وراحت بودن

 حل مسئله*

 خط مشي*

 قابليت اعتماد*

 آساني در استفاده*

 امنيت*

 روابط*

در* اطلاعات

 دسترس 

شكل گرافيكي*

 ارايه اطلاعات

 سابقه كار*

 منابع سايت*

 اعتماد*

ت مسئولي*

 پذيري

 اطمينان دادن*

 همدردي*

 ظاهر*

 كيفيت فني*

 تصوير كلي*

 اعتماد*

مسئوليت*

 پذيري

 اطمينان دادن*

 همدردي*

 ظاهر*

 پذيرش*

ــارت* ــا مهـ ي هـ

 انساني

ــه* ــد ارايـ فراينـ

 خدمات

 كيفيت خدمات*

 ظاهر خدمات*

� ��L)( e:eE��0 $d�K � 12� �� ��/ OE�@� :) :5�� �) ,��>U =  �Q	J :) ��)$� 6�; :)

F$�$�4>.<!; :

_�3�� J�� ����J:(�M��� >L�) T:eE�� ��; 
>.	�� :Ql� 0 34(�E ���) ��>� ,(H �4�0 �D

���) P(i5 Q!� ,j�{ �'0 O'�.� ���>�M0JS<'(�
$;�o 6��.���� ='(.

_"��N ���!�#� �:(�:eE�� M��� >L�) T��; 
>.	�� :�>+0 :) M�+ �MK :) :	����N :�j+

$<-� M�-� �6=�0 �0( �� =�>U 3�l	( �L� =�0 �� =�>U 3�l	(  �� peK 0 �>� T �

$<-� �)(�' 6='(.

_=��� �e, ���J:(�M��� >L�) T:eE�� ��; 
>.	�� :?���J
0��� �(�( :) M���/ :6

=�>U �(�(�8 ,��>U : $<-� :) :</$- �6����$<-� :) ��� M63>+ 0 ,��>U 4( ���e<'( �� 

:) ���<�( � ����(�( 3�S.; �� $S�='( =�>U :.

_!'� � ���  �� :(�M��� >L�) T:eE�� ��; 
>.	�� :	�'� zj�(
	�)4 �) 
($) :�6$<-� ���

>��) nQ/ M)�� �d���� m )H; 0 =�>U ����:.6�; :��)$� �.�( &�!K( / = H���� 6$<-� 


3�S.;=�>U 4( ���e<'( ���.���� ���) P��� �34y ,��Q� 0 V	(� T<�(���.#��# �'�� 

($)t'�8 6�S
�$<-� :)�(�( 0 ���='( O'�.� ,�+�' �� =�>U :.

_!����J:(�M��� >L�) T:eE�� ��;>.	�� 
:,��>U ��$# 
N�9U���'$<'
0 =K(� 

$<-� ���'�4( ���e<'( :) ��z(�	( ,��>U �,��>U 4( ���e<'( ���� ���) P�*@� �P�*@�

($) ��%<	( ���4 ���)6���,��>U =/� �='( ,��>U 4( ���e<'( ,�+�' ���) P�*@�.

ــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
�.
� :5�� ���$<-� 4� 	 0 :1 *' :) :# ='( �.L� T�( :) ,��>U ��$# 
N�9U ���.



ZX

���� ������
-

"و ��
�� ���� 
ما

ا
/

لاول
�%

/
ر&اول

��'
()�ر/

١٣٨٨

,�+�I�� ���b

6> �� 0 
�'�� )���Z(�12� 1
�(�.+ �) �d����.#��# ��</� 4( 3�$� =6$<	j# ;�6

>	( ��(� 3�l	( ��.#��# 0 3�$� ��?>�� 4(  �H) �($Q�.�Q	J �(>L� �Y�� �($Q� $Q� ��.#�' 4( $e	 

6y�) �Q	J T' :��Y='( ���) ��' �:	��	 |0� :) (� 1D� 6$ ?:6(�(>L� 0Z�� ��.#��# 4( $e	 

6$<	j# �;6:	��	 |0� :) (�  �H) �($Q� *K$� >.{ 6$ ?:6(( �� 0 P�t<	( �12� T =�$� �

>	�(� .12� z�	 �$)��� �6g�5 |0� 0�0J6��(� �;N�� e
–8 ���-
���) ='( $� 4( :� ��

���.-'$8 0�:<U�' �12� � ��
($) 6� 0 3�$� �$S6($) 6:) £�D	0$# 6�eEJ O�$d �) 0 ��.���� 

�$� O �W/�0W�/��$<	j� ��.���� $%	 0 3�$� $%	6�;�0J g�56='( �>� .	< �(� ��-	 :l �

='(:� S	� �d� T�$<	j� ��</� 4( 3�$� =6�;� 0 3�$� $%	 4( S	� �d� T���</� 4( 3�$� =

$<	j�6�;$<	j� ��.���� $%	 4(6��(� ,0�e� �
�$� ���� 
K(�	 ��.#�' �P�.5 ���� 0 
)$k

O �$� :) �($Q� 
)$k<- ) ����� 
K(�	 ��.#�' 0 =��d� �(H � T�$ �0 �$� :) 
�$� P�.5

O �$��# ���.#��# ��</� 4( (� =��d� �(H � T�$<6$<	j# �;>	�(� .0 �(�$� =��d� �(H � T )


.L� ,0�e� ��	4 ��(>	 ��50 6�(� .�J =��d� �(H � 0 �($/( T' T ) 4( �; ��.#��# ��</�

6$<	j# �@)(� �;.L� 0 n 1<!� ���(� ��50 6�(� .( M;f<� �($/( =��d� �(H � ��.���� ��</� 4

$<	j�6�;�( :) =D!	- ) �$l� �($/='( $< .���) $�y�) �($/( ,j 92� :{ $; �=��d� �(H �

�# �Q	J='( ���) $< .) :) ��?>..� :L5($� =��d� T S	� � T6$<	j# �;:) :# 6�($/( 0

6$<	j# �;��$C	 :L5($� >	( ��(��.L� ,0�e�6��(>	 ��50 .�</� �U�� ��4�	 :� 6�6($) 

�4(>	( v�2	 4( 3�$� =��d� 6$ ? ��.#��# ��</� 6$<	j# �;M��� �>� ���e<'( :=�(>N �

=	��( 6�(� �6�(�4(� �3j# =e+ ��$l� �) ���U$) �� = L����e*t<� 0 ����=.� �$�)=.�

 �H) 3>+ 0 T<�(iS	 �>� 3�l	( ��# 
���	(����-? 
�0� �3�$� 60$)J 0 =�$K peK �

T<-��U 6�(� �6$;�o = Ld0 
S<'(�J �M�+ =�� �M�+ =2N �M�+ =+$' �4( H ;$8


��U>.� �� LD� 3>+ 0 w�9	( =��+� ���</� 4( H ;$86�;� *8 ,�	��� �) $���� �64�!E� �

=	�-U 4( H ;$8 �=�0 sK 0 
'�.�='( =�>U M2� �� g��� :) ��.



ZY

�� ���دو��
ا

� UV� 4� �� 
تا
��:�2

���� �m
��دم &�

mازدی:�

>�� � ���� ��

� 8 z�	 4( ($5( ¦�2E :) �$d�K :LE�@�='( 
-�� .P�{��{ T�0>� 6($) :C	J T�d

='( �>� :</$? �$Q) H 	 6��.'( :LE�@� |0� 4( T - 8 ,�1 12� $) 6�0$� 0 � 12� 6$%	.

���) �<���J

:L��5 ���J6(�T12� ��:L5($� ��?>..� $<	j�66�; �($Q�  �H) >.<!; :� $) &�'( 

$UJ�T���J :	(40� :) ��� �'�<� ���� $e	 ($)6���=/� ���>U
>.	��:3�l	( 
;(�? �s�(�

n %.� :��.-'$8 ���N�> �f�:���)$� :) 3(>t<'( �� 0$ 	6�; m*!��
;(�? �C+�MKwj<U(�

F$� =��C� $l.� :) M C-� �>	0$8 0z�5�( :) 3�1� 
��s� :) 6$<	j# �;6�($Q�  �H) :L5($� 


� >..�.�(>L� :L5($� ��?>..� :) �e� �$<	j�$'6;����0>5 ������(�(�:�>� ='( 

A-�4 !��3@ Q:?���+ ���=��� ��K!��3@ ���=� ��-F*4������� ,�c���� ���=� ���,���U e�
� 

J
��
%4
.�
��� J��%4. 5��!: J��%4[ �� �%���� G�<���� /�$%��� 

n�� �������������Z���Z���ZX��ZY��ZZ Z�

30� ����������X�����������W��X���X���X���X� ��Y 

3�' ������X���Y���Z�������X���Y��XY��X� �X� 

3��Q{ ����������Z�������Z��XX��X���W����Z���� �Z� 

nl.8 ��W���Y��Y���Y���Y���Y���YX���W ��� 

n-� ������X��������������YZ��Y���Y���YW��ZW���� ��X 

n<e; ��W�������Z����������Z����� ��Y 

n<-; ��������������Y���W��Z� ��Z 

nQ	 �����Z���Z��������������������X���Y���Z�������Y ��� 

k!� �^^ddd 

J��U �%�!% >�� � �%�!% ;*	 

��� �"	�� :��%4[ M�6�%�J��

6$<	j#$' $; 4( :*K$� T�( ����P�t<	( ���' 
/��9� |0� 4( ���e<'( �) 6$<	j# ��

ــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
�.>L) 4( ,($  �� �� ��<U�' � *8 �($Q� � �H) 6�;��<' �($Q�  �H) wiK 0$;>.{ $<	j� $�4 $%	 �� $' 6$<	j� �($� >.</$?.



ZZ

���� ������
-

"و ��
�� ���� 
ما

ا
/

لاول
�%

/
ر&اول

��'
()�ر/

١٣٨٨

>��$?.>)�# O �$� T># :6�; 6$<	j# �;6:<��	 ik�# 60� (Hl� ,��N :) 6$<	j#$' $; 

 $) �� 
/��9� ��� :) 6$<	j#$' $; 4( 0 >� $<	j� >� :�6)�t<	( 
0� $) 6:<��	 �J 

��) �>� �>� :<�(�$).

9�� �"	�� :U �%�!% >�� � �%�!% ;*	��J

�) |$S	 :) ���J �'�<� :	(40� :L5($� ��?>..� :) 6$<	j# �;�.L
����:L5($� ��>..# �) 

���e<'( 4( ���$/ �($#�# nlK :	��	 :) �(>L� �XZ $e	 :D'�2��0��' nQ' $; 6$<	j#$' 

:) =D!	 �t-� 0����� :<e; 0,�+�' r*<t� 40� �) ���e<'( 4( |0� :	��	 ? $6

��e�(�
:	��	 ? $63�l	( >�.

='$Q/ 6$<	j# �;6
)�t<	( 0:	��	 nlK $�:L5( ��?>..� $' :) :5�� �) �Q	J6$<	j# �;6

����� �0>5 F$� :) :��)$��='( .

!��3@ A-�4L:���=� �����=� �� �� �� !�@ 9�b���

J
��
%4
[�
�

;W
�

9�
�

9�
�

9�
�8
X

;*
�,

;+
:

;�
(�

;�
+
�

;8
%

k!
�

���6�%� J��%4[ 5��!: �Z� ��� �X��XX ��Y�����������ZW

�� �%�!% �U���[ �<�� ����Y���W�Y�Y���X�XZ

��7�� k!� ��)J7*� >�� ��"�� � �5��� A� ��

($)64�(�)�
� e =,��>U 4( ��L)( �U�� FjN( �>� ��x��0$' ��)$� :) T�($�(��8 0

�(����;)�WW�rE( 0�W�Z(����e<'( 0>L�) �U -�
	��4�'
:)(�T�U�� �;:/�d( >�.

�U�� 6�; �|��� �>� �) ���e<'( 4( $%	 �(>L�64(��?$DU ��%<	(
FjN( 0��)
4�'6>�.

��� :��.-'$8 ��� M�>� g�5 �0J60�)���e<'( 3$	4( �(H/( spss 03$	 �(H/( E ��H�*2� M

*��+
3�l	( �$?�>.��L)( 0�U�� 6�; ��)$� :) -'$8:��. :) F$� �0>5 ����� X>.<!;:

���; ��� :� -��>;� 
� ��� (�T:��.-'$8 (�(�6��(�'�:)F$� �0>5 �����X='( :

ــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1. LISREL 



Z�

�� ���دو��
ا

� UV� 4� �� 
تا
��:�2

���� �m
��دم &�

mازدی:�

!��3@ A-�4X:Fd1f� - ��*�� ��� ��d���g�� 	���D ?���=� ���

��<�� �� �(=?� ea�� 

��S<'(�J
$;�o 6��.���� 0 T�$�(��8...��W�Z:X� 

��($) O'�.� ��%<	( TE�'6��?>..� :L5($� �($� ��8 �����:YZ 

��Ql� ���) ��>� 0� ��U 0 ,(H 6�; *8 �0 T�$�(��8...��W�Z:X� ��
��

�3
��

J

X��� ��	 ���) H6) 	0$
$<	j� :��2� 060 T�$�(��8...��W�Z:X� 

Y�($) :	����N :�j+6z�5� P�)�( M�-� MK 0 T�$�(��8...��W�Z:X� 

Z��$1� =*Q��� =�>U 3�l	()M�+ =+$'(��80 T�$�(...��W�Z:X� 

��*8 g��� :) ��sK :���K z��0 M2� �� ��($� ��8 ����� :YZ

��2N ��� :) =�>U 3�l	( m�($8 0 �D ...�WWZ:�

W�'$<'��� =E�Q'
>K(0 :) 6�;($5( 
��($8 0 �D ...�WWZ:�

"��
N

�
��
!�
#�
�

�� �n-{ �0>) =�>U 3�l	( =�(� � ����0( 0 ��$����Y:�W� 

�� �����4 M�($) ��6z�5� P�)�( :) ��� 0 T�$�(��8...��W�Z:X� 

�� �� ��� :) ���<�(�(�( 3�S.; �� $S =�>U :� 0 T�$�(��8...��W�Z:X� 

�� �E��!� &�!K( ���) �St'�8 0 =0 T�$�(��8...��W�Z:X� 

=�
�
�

�
e,

�
��

J�X �(�(�z�5� P�)�( :) ��0�-� : �� � /!�� Q`��`:^`_^

�Y ��(�/�� ,�+j�( 0 V	(� T<
0 T�$�(��8...��W�Z:X� 

�Z �k ��)4 0 :lQE �) ��$�	 =D2N �'� $
�($� ��8 �����:YZ 

�� ��(���QD� 0 ���$l� �) g��� ���U$) �0 �h(�(... �($� ��8 �����:YZ 

�� �8 0 3�l	( S $6��� �;��	�� �) �)�@� �($� ��8 �����:YZ 

�W �;$8 H4(�>	0$8 4�'6)
���� 03>+ z�5�( k $�0$d6:)��?�(� �($� ��8 �����:YZ 

�� �� ���U$)���.;(� 0 :	�)�
���?>..� :L5($� O'�.� 0 T�$�(��8...��W�Z :X�

�� �.�( &�!K( ��?>..� :L5($� �'�� =0 T�$�(��8...��W�Z:X� 

!'
�

�
 �
��
 �
�

�� �1@.� ,��N :) ,�>� 4( ���e<'(
($) 06�o0 3�l	( �r� 0 �����0( �$����Y:�W� 

�� ���?>..� :L5($� �� �� :) :5�� 0 T�$�(��8...��W�Z:X� 

�X �($) n� |j�6	 ¡��  ��?>..� :L5($� 4� 0 T�$�(��8...��W�Z :X�

�Y ���� n;6� :���K 3�$� �) ��>��%<	( &�.���� �
���� 

!�
��
�

J

�Z ��+��==E(>+ �� '� ?>
:)���( 0,j�-� :L5($� .���?>. � ����0( 0 ��$���Y:�W� 

������8 /�� G.
($) 6��?>..� :L5($� E�U��	 0 �>..����X:��� 

���*8 =�$� ��$� ,�+��<5( �� �
�($� ��8 �����:YZ 

@
a

�
+
�

%��
��
�

J

�W��(H?$)6�*+ ,�1)�!� �
�4�0 0 
S.;$/
$<	j� �'�� 6�($� ��8 �����:YZ 



Z�

���� ������
-

"و ��
�� ���� 
ما

ا
/

لاول
�%

/
ر&اول

��'
()�ر/

١٣٨٨

��<�� �� �(=?� ea�� 

����(H?$)6��0� 0 &j� �;6�4��J
8 S- $63$5 z��0 4( 

($)6&�(>� 

�($� ��8 �����:YZ 

���	4 =-?
M2� �� 40� :	�D� ��� �� 6�; 	 ���� 4��($� ��8 �����:YZ 

���$<	j��($1<'( M2� ���) O'�.�6E�U��	 0 �>..����X:��� 

���;(�U $%	
$<	j� �$�*�+ ���) �� 3�$� 4( $�<!� 6E�U��	 0 �>..����X:��� 

������, ���������+��, 

($)6'�$) 
(�<2� ��D<+( -'$8 
�:��. ��;:eE�� 6�; )�( 4( �>� ^($t<'( ,��>.) :<'�60

0�($��$? V�>.<U( �� :��.-'$8 OE�� �� ��' ��%<	( ��'�.���� ��
=/$? �($� .4( �8

'�$)
8 0 ,($%	  ��Q.-6�;�($%	 OK�N ���  E0( 3$/ �� 34y ,($ ( :-'$8 0 ��l�:��. 

	��Q
Q� >� :.*2� 4( �8 *��+ M
�eEJ ���4J4( 6($) £�D	0$� 6'�$) 
�8��
��U�� 6�; 

��)
�e� :) �>	��  ( �)S�; :� >� ���e<'( ��L
���J $%	 4( >	��) ��D� M)�� 6.�(�' ��L)( �;

�Q	J :) ��)$� £�D	0$# 6�eEJ O�($d 0����� �0>5 �� Y(�( �>	( �>� :.

!��3@ A-�4W:��*�� K]D�@ ���<-$���� h���-�� 8

��<�� �(�' 
��Q	 6�; O�$dJ�eE 

��!�#� ��"��N �Q�Q�Q�Q���%

J��e, ��=��� ^^Q^dQ^p�^%

 ���  ���!'� ^�Q`�Q`^�d%

J���!� ``Q`�Q`���%

�%����� �+� @a `�Q`�Qd���%

����� ��

	(0($/ �0>5
92�  "12� �� �>..� =�$� ��?>..� :L5($� ,j ����� �0>5 �� �Z

='( �>� ��(� ��-	 .���; �>;�-� :� ���
��($/( ���6>	( :</$? �($� V'$8 ���� :��4(

*� :�0$? �;692� r*<t� *
) 0 ���)  (�(� �Q	J$<-692� ¡�>�  *
��>.<!; y�) :) n*�.



ZW

�� ���دو��
ا

� UV� 4� �� 
تا
��:�2

���� �m
��دم &�

mازدی:�

!��3@ A-�4[:��-��+ A-�4�&��� �0U F� i�SdU F� ,�c���� F*4��� 	=�	���D j�&�� k

�"�L�� kRI� 

H
��
�
�:

��

�
��
�:
��
[

�
%��
��
[

;"
���

;"
���

��
�

s
6
+
��
%

k!
�

�%����� X����X��X����� 

�
�� �����X�������� 

:L5($� �(>L� $<	j� :) �>..� =�$� �($/(6($) 6�������� �0>5 �� ,��>U =/��

(�(�='( �>� :�;����>;�-� :� ���
�) ��?>..� =�$� $��( ��� ($) ��) 0� 4( V6

���>	( ��$� :L5($� =�>U =/� .

!��3@ A-�4V:��-��+ A-�4�SdU F� ,�c���� F*4��� 	�*4��� ���*U �	���D j�&�� k

���<�G�<�� �<���� 

��
��
�
��
��
+
�

��
��
��
��
�

��
�h

�

�
��
,�

�

k!
�

�%����� �Z �WXZ����� 

�
�� �� �X������ 

� S	� T0w($2	( L� ����L)( � e =,��>U $<	j�6MD� 4( *2� M*��+
���0>5 ����� �

(�(�:�>� ='(.���; ��� :� �>;�-� 
� ����� S	� T�Q	J ,0�e� <!5$):6(�)n;>	�(>	.

!��3@ A-�4M:��G���� ;�d���=� 	���D ?���*�� -,�

[ ��<���(���%4[ G���a �J

��
��

�3
��

J

"��
N

�
��
!�
#�
�=�
�
�

�
�

e,��
J

!'
�

�
 �
��
 �
�

��
�!
�

J+
�
@
a

�
%��
��
�

�

[�(�
G
��
�a

�

� S	� T��/�Z�/�Z�/�Y�/�Z�/�W�/�Z�/�

L� w($2	( ���Z/�W�/�WZ/���/�W�/��Y/���/�

"���"��# A���� J<���sa�: � ��<�� /��

:)L� ��%.�   �U�� 0 ��L)( T6�; � e $<	j� ,��>U =6�;�*2� *��+ M
>�J M�+ :).



��

���� ������
-

"و ��
�� ���� 
ما

ا
/

لاول
�%

/
ر&اول

��'
()�ر/

١٣٨٨

�T�($)�.)� �U�� 4( ���e<'( �)
$'����$��E(  T�=*���) ���4J 0���e��($) :	��	 =6

*2� *��+ M
'�$) 
�>��(>1� :�) �J 4( $<-����) >N�� .(�<	 T ) :l :� ='( �J $S	�

($) :	��	64J*2� ��� *��+ M
�e� �=
�>.� .��'�� �:eE �;>	>� wiK :*K$� :) :*K$�

( ���($d :� T�E0( O � :��; :eE �0�!� 4( $�y�) 0 6Y�>N�� �$? �>	>.0 ��L)( ��'

�U�� 6�; '�$) >L) $;
>	>�(��<	 T������ �0>5�� }W>	( �>� ��(� ��-	 .

!��3@ A-�4P:]D�@- ��*�� ��� ��d��D ?��g�� 	�����=� ���

��<�� �� sa�: ���I�t"��# ����

($) :	����N :�j+6z�5� P�)�( M�-� MK Y/��ZZY/�

�$1� =*Q��� =�>U 3�l	()M�+ =+$'(��/����Y/�

*8 g��� :) ��sK :���K z��0 M2� �� �X�/�Y��/�

2N ��� :) =�>U 3�l	( mWW/�����/�

"��
N

�
��
!�
#�
�

Q''$<'��� =E�
>K(0 :) 6�;($5( 
���/��ZZ�/�

����4 M�($) ��6��?>..� :L5($� :) ��� ��/����Y/�

E��!� &�!K( ���) �St'�8 0 =�W/��Z��/� =�
�
�

�
�

e,��
J

(�(���?>..� :L5($� :) ��0�-� :��/�Y�W/�

/�� ,�+j�( 0 V	(� T<�(�
��/�Y��/�

� ���U$)���.;(� 0 :	�)�
���?>..� :L5($� O'�.� ��/WZ��/�
!'
�

�
 �
��
 �
�

.�( &�!K( ��?>..� :L5($� �'�� =X�/��Y�Z/�

1@.� ,��N :) ,�>� 4( ���e<'(
($) 06�o0 3�l	( �rWY/ZY��/�

��� n;6� :���K 3�$� �) ��>��/��ZX�/�

!�
��
�

J

�+��'� �� =E(>+ = ?>
>..� :L5($� ,j�-� 0 ���( :) ��? ��/��Y�W/�

*8 =�$� ��$� ,�+��<5( �� �
��/�Z��/�

�(H?$)6�*+ ,�1)�!� �
�4�0 0 
S.;$/
$<	j� �'�� 6WY/�ZZ�/� +
�
@
a

�
%��
��
�

�	4 =-?
M2� �� 40� :	�D� ��� �� 6�; 	 ���� 4��Z/�YY�/�

ــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1. Kaiser-Meyer-Olkin(KMO) 
2.Bartlett 



��

�� ���دو��
ا

� UV� 4� �� 
تا
��:�2

���� �m
��دم &�

mازدی:�

�%�*� U��J, ����8�+ ��

�) :) :5���:</� 6�; 12� �
�	 �(���<�}$�4��0J ='� :) (� :

��:D.5 $;�o6� e =,��>U >.	��:TE�' ��%<	( O'�.����>� ���) Ql� ,(H 0��	 0

:��2� $<	j�64(L� ��6�; nQ� :L5($� ��?>..� �� 4�(�)�
� e =,��>U P�!2� 	
����.

��*)�� ¦�2E 4( ���<+( =�U�� �6�;:($) ��.���� :	����N :�j+6� MK ,j�-

��?>..� :L5($� �,��>U 3�l	( �� M�+ =+$' �*8 g��� :) ��sK :���K z��0 M2� �� ��

2N 3�l	( '$<'� �� =E�Q' 0 ,��>U m
>K(0 :) 6�; ($5( r*<t�
�L� 4(  ��6�; nQ�

4�( �� ��?>..� :L5($��)�
� ,��>U 
>.��).�T�($)�.) 4( =�(>�-{ �0>) ,��>U 3�l	( 

L� ��6�; ���� :5�� ��?>..� :L5($�=! 	.

��E��!� ¦�2E 4( i8 =�$�6�U�� 6�; :��?>..� :L5($� :) ��� �E��!� &�!K( =

(�( 0�L� 4( ��?>..� :L5($� :) ��0�-� : ��6�; 4�( �� ��?>..� :L5($� nQ��)�
,��>U 


� >.��).� ��� :) ���<�(��(�.+ :) $S�($) �U�� �64�( �)�
� e ,��>U => �f�-	>.

X���( ¦�2E 4( ��(� ��.��U�� 6�; :$<	j� ��.���� ,�+j�( 0 V	(� �6��� 3�l	( �;

��	�� �)�@� �� ���U$)�:	�)� ���.;(�
�.�( &�!K( 0 O'�.�  �� ,��>U ��D� �� =�</�
4(

�U�� ��; 
4�( �� ��?>..� :L5($� :� ='(�)�
� e $<	j� ,��>U =6�;:5�� �J :)


� >..�.��U� ��; 
>.	�� :��$�	 =D2N :lQE �) ���U$)�z�5�( 3>+ 0 ���$l� �) g��� 

)
��S<'� :) ���� 6�; �s�
�	 ��?>..� :L5($� :5�� ���� 
�>��) .E� M> �f�( �>-	 �T

�U�� �;$%	 :)
�( >'��( �� �>..� =�$� �($/( :� >��) T�12� T ) 4( � :L5($� T��?>..�

($)6�����>U =/�3�$� $%	 :u	�.{ 0 >	( ���) ,k ($) �>..� :L5($� $6���/�=�� =�>U 

(�'�$) ��9U T
�J ���<K( ��� 
�( :� �0���U�� T�;	 H> �f� >	��.

Y���>�; ¦�2E 4(�6�U�� 6�; :��>�;6� :���K 3�$� �) ��+� 0 �>��� =E(>+ =

'� ?>
��?>..� :L5($� ���( :) ��U�� 4( ��; 
� :� ='() ��?>..� :L5($ :�>	( ��$� ��

4�( ���)�
� e $<	j� ,��>U =6�;:5�� �J :)
�>..� .9t�
��$# ,��>U �.L


*' O'�.� (� ,��>U 	 0 :1 (�( �$/ $; 4����(� :�L� 4( ��6�; 	 ��?>..� :L5($�
�>��) .��

5�� �J :
����>U =e? �(��
$<	j� �� :� 6�;(�(�:
���>U �����(>	�<'( ,6:� ='( 

($)6�($/( :�; �=2� 0 ='( ��!�$ �f�*' 	 0 :1 	 �($� �($/( 4�
�? �$.

Z�4(¦�2E �U -�
	��4�'
�U�� ��;
>.	��:=�$� *8 ���,�+��<5( ��$��


�(H?$)6,�1)�!� �*+�
�4�0
0S.;$/
�'�� $<	j��6�(H?$)6&j� 0��0� 6�; 

�4��J
8 S- $64(z��0 3$5 ($)6&�(>��=-? 	4
����� :	�D� 40� �� M2� 6�; ���� 



��

���� ������
-

"و ��
�� ���� 
ما

ا
/

لاول
�%

/
ر&اول

��'
()�ر/

١٣٨٨

	 4�0O'�.� ���) M2� $<	j��($1<'(6���� :5�� :L5($� ��?>..� >.<!; 0|$S	 
l.' 

$�<!� 4( 3�$� �� ��9U �$�*�+ $<	j�60T<�(� ���8 G.4(�U�� ��;
>.<!; :� 4( 

$%	 :L5($� ��?>..� nQ� =! 	.
�) :5�� :) }��<	 ��/ ��Q.- 8 
� ���:>.	�� :<�i? 0��$<Q) 4( �J ��(�� $�4 ���� :5�� �($� �$ ?:

��$<	j� �($!/( ,�+j�( 0 V	(� 6�� 40� :) �.

���f$<	j� �(���6?���J 
(�( �>.��) :<�(� (� ��?>..� :L5($� :) ��0�-� :.

��$<	j� �� 6�;2N ��� :) ,��>U m�$'�)�@� 0 g�$ ? 3�l	( ��	�� �)�.

X��f$<	j� �(���68 ��sK :���K M2� �� g��� :)  >..� (>�) g��� ���U$) ��$l� ��

>..�	 =D2N :lQE �) 3�$� ��%	(�� 0 >.��) :<�(�.

Y��f�(��� $<	j�6�)��$�
:�($)6���=/� ,��>U :L5($� ��$� >	( $) ���U ��:	�)� 

:<�(� >.��)��)3�$� :���K ���>��>�;6>..� 0��(�(�:,��>U :) 3�$� =E(>+ (� �+��=>..�.

Z�$<	j�6�;� :��	$) ���H6($) ��U 68 S- $6�d� O*5 0 3$5 4( �:) 3�$� =

�(H?$)6&j� �;��0� 06�; �4��J
($) 6	4 =-? 0 3�$� 
U 3$5 ���.� ��  � �� H


0 :5�� 40� :	�D��>.��) :<�(� �7.

��L� &�'( $) ��6�;$<	j� �$�*�+ ��/ 6�;� ¦�2E 4( e (�( ,��>U =����� �>� :

'�$)
? �($�  �$.

��L� ��6�; � e k 3�$� 0 �>..� :L5($� $%	 4( ,��>U = ($) �>..� :L5($� $6���=/�

���$l� 0 ���Q<� $%	 4( 0 ,��>U $%	 :)
�>.��) ,0�e<� >'�.�T�($)�.) 8 ��Q.-
�:# ���

($)6L�  �U�� T�;63(>� $;�12�  i8 3�l	( :	�?(>5 ���$.



��

�� ���دو��
ا

� UV� 4� �� 
تا
��:�2

���� �m
��دم &�

mازدی:�

k���� 

���8 �($��l� >)����.(����� x3� J�3�� J���� J��%4. ��J ��8� i�7� �

J��!���]� /�<����.�8���:��	 '�.����
>��(.�($Q� :��S-	(� ��<' 0 
;>	��$/ �>C-	(�


��%<	( 3�*+.

���0�	��0$� ��#0��#�) ¤,$)(� .
	�))���X .(���� �<��� 0�",.H#$� :�5$� 

�5�	 :��	$) 0 F$� 6�$)��# ,�1 12� 0 ,�LE�@� .�($Q�:,($/ ,(��-<	( .

��� >�6>Q�6�'�� ¤�
>�2�)���Z.( ��[��[ ����� �� 9��� ���]� T*��

J��%4[ i�7�  ��8� J��.�($Q� :,�LE�@� 0 ,�1 12� ���4�' 
	�!	( g)�.� �>C-;078�5�	.

����� �3(.�;0� $*�E (>..&()����.(C�!��� �� 0�",�:�5$�:$Q*� �d� .�($Q�:

��%<	( 3�*+ ��S-	(� ,(��-<	(
.

�� ��0�(���� �0( ¤��H�8
5
)���Y.(���", ���� � �N4a� ��
� J�3��.

n5$<�:!K $��� T�($Q� �6:12� H�$�  V;078 0 ,�1 6�; �5�	.
- Kang Gi-Du, Jeffrey James. Service quality dimensions: an examination of 

Gronroos’s service quality model. Managing Service Quality; Volume 
14, Number 4· 2004· pp. 266–277. 

- Nor Khalidah Abu, Kelana Jaya. Service Quality Dimensions: A Study on 
Various Sizes of Grocery Retailers - A conceptual Paper. Proceeding 
of IBBC 2004, pp: 327,635.  

- Othman AbdulQawi, Owen Lynn. The multi Dimensionality Of Carter 
Model to Measure Custome Service Quality (SQ) in Islamic Banking 
Industry: A Study in Kuwait Finance House. International Journal of 
Islamic Financial Services; 2002; Vol. 3 No. 4, pp. 1-12. 

- Parasuraman. A,Zeithaml.Valarie. A, Berry. Leonard.L.A Conceptual Model 
of Service Quality and Its Implications for Future Research. Journal 
of Marketing (pre-1986); Fall 1985; 49, 000004; ABI/INFORM Global. 
pp. 41. 

- Parasuraman, A.; Berry, Leonard L.; Zeithaml, Valarie A. Refinement and 
Reassessment of the SERVQUAL Scale. Journal of Retailing; 
Winter(1991-a); 67, 4; ABI/INFORM Global , pp, 335-450. 

- Pratibha, A, Dabholkar; Dayle, L, Thorpe; Joseph, O, Rentz. A Measure of 
Service Quality for Retail Stores: Scale Develo. Academy of Marketing 
Science Journal; Winter 1996; 24, 1; ABI/INFORM Global p. 3. 

- Zeithaml Valarie A; Parasuraman A; Malhotra Arvind. Service quality 
delivery through Web sites: A critical review of extant knowledge. 
Academy of Marketing Science. Journal; Fall 2002; 30, 4; ABI/INFORM 
Global, p. 362. 


