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2- Customer Satisfaction

3- Perceived Image

4- Perceived Quality and Perceived Value
5- Loyalty

6- Praise

7- Price insensitivity

8- Complaint Behavior
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Figure 1- Structural relationships of model of customer satisfaction index for hypermarkets
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1- Latent Variable

2- Manifest Variables

3- Measurable variable

CotS Cuiy PQS 5 PQP @Sig,8 4 gual Image G5° wYoleo 5> -4

o8 ydce culisy Lasls CSI STl (o5, PV cwless g &Y guamme STyl

— oy 4 Comp 4 P.InSen Praise 5. sl - b6, Loyalty
W1 o)Ll (Sl Hld) g Caand 4y Caplis pis (g e Myzmed g Ly S

5- Mean Squared Error

6- Interaction effects

7- Moderators
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Table 1- Latent and Manifest VVariables of Model
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(variety of products and brands, quality of products, quality of products keeping)
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(Perceived Quality of productions)

ol asye loss STyl cuas
(Perceived Quality of Services)

Olods

(Full shelves, enough funds, the suitability of the Shopping Hours , ordering products, staff

behavior, other services)
ciasd (95 cawlio d2olSig 8yl b duslio ;0 aciosd (05 cawlio ot pMel Cuad b y55,8,05518 cisllao

. . . . ot o . Perceived

(Matching of Fish with announced prices, being more affordable of prices in compare with ( Value)
other stores, being affordable of prices in compare with quality of products)
(Suitable place and parking space, good atmosphere, beautiful decoration and view, (Ima “e)
environment hygiene, personality of customer) 9

oo b dunlio )0 Glosd g OY guaze S jl cols) dacuesd jl ols) wlodd § Y gae cutS il culs, o

loalE.se & o ol

97° (Customer

(Satisfaction with the quality of products and services, prices, satisfaction, satisfaction with
the quality products and services compared to other stores)
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Satisfaction Index)

(traversing long haul to buy, do not change the selection in the case of the introduction of an (Loyalty)cs,t,
additional store, visit in recent weeks, come back in the future, consider the store as the first
choice)
O 4 olKdg b dpog @lSidg b jl iy yas iy
(Praising the store, recommend the store to others) (Praise)
SV clbciad o g olKbgyd jl b B s 5 didiend 4 Comlus pas bpasd 4 Comlus pie

(Insensitivity to prices, preferring to buy from the store even in higher prices)

(Reporting problems to staff, Responding to complaints of customers)

(Price insensitivity))

(Complaint )oK

oasls Yy x o>
(32 Indicators) (Total)
S Olaye JBlas (g, 4y S 390 S Y Jos
Table 2- Results of Estimating Model in PLS Method
(Effect Direction) ,sb eg>s PLS GME (Effect Direction) .36 eg>s PLS GME
BBy g rie il 0.66™ 077
Customer satisfaction—Loyalty Shdl iyl closs STl cuas 043" 0.73
o ol o 028" 027 PQS—Perceived Value '
Image— Customer satisfaction ' '
oS )by 042" 077 e by ENpare Sl oS 0.08 046
Loyalty—Complaint PQP—Customer satisfaction
iy yaie— g lolég 067" 0.78 pyaie— Y gamo Sl oS 0.24™ 0.66
Loyalty—Praise PQP—Image
oo & Sl past—s by 42%%% 057 S il N gpas Sl i 024" 0.65
Loyalty—Price Insensitivity PQP—Perceived Value
S yiio Culd je—loss ‘_,"SI)J‘ mﬂ 0.08 0.38 . &y Colisye— STl u:’)')‘. . 0.45™ 044
PQS—Customer Satisfaction Perceived Value—Customer Satisfaction

PQS—Image

Perceived Value—Image
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**Significant in 5% level, *** significant in 1% level
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Table 3- Results of Estimating MSE for PLS and ME Methods

(Relationships) g, PLS GME (Relationships) g, PLS GME
Gl (i cols,
Customer 0.002 0219 ie ol 2l b5 0.003 0.189

satisfaction—Loyalty

@ibe Sals sl G004 0142
Image—Customer satisfaction

Perceived Value—Customer Satisfaction

2y Sl 3) 0.003 0.133
Perceived Value—Image

39 Ol sl yusiito 2 1339 0 ST (sl puie 36

) 0.004 0.153  Effect of manifest independent variables on latent independent ~ 0.003  0.140
Loyalty—Complaint variables
. .‘(_ I Lé -
L;‘;’;;’;ty _j;:a:s . 0.002 0.167 139y ey (sl yusice o 139y ST (sl puiito p3
i Effect of manifest dependent variables on latent dependent 0.002  0.396
R e PAETTEORD 0,004 0.457 variables

Loyalty—Price Insensitivity
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4- Communality index
5- Redundancy index
6- Goodness of fit index(GOF)
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1- Dillon-Goldestin’s Rho
2- Composite reliability
3- Tau
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Table 4- Results of Composite reliability
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4- Divergent validity
5- Cross Loading Criterion
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1- Global Criterion of Goodness
2- discriminant validity
3- Average Variance Extracted
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Table 5- Correlation Coefficient between Latent and Manifest Variables

e ol St S 55, iy 55 oo
cols  sReceld, oy STl ? o) IET il
Complaint Sgggg(r:?ieorn Image Loyalty Olond <Yy 13 o Canond
B A PV Praise *ox
PQS P.In.S
PQP
(coml)y culss 0.72
(com2)y ¢l 0.92
(Image 4)¥ ;905 0.71 0.50
(Image 1)) ygws 0.41
(Image 2)Y g5 0.60
(Image 3)Y s 0.64
(image 5)d 4.5 0.52 0.72 0.87 0.71 0.71 0.63 0.71 0.66
(Loyalty 1)\ (¢,blg 0.54 0.50 0.65 0.51
(Loyalty 2)y (¢,bsls, 0.73
(Loyalty 3)y s bl 0.78
(Loyalty 4)¥ ¢,blsg 0.54 0.51 0.84 0.54
(Loyalty 5)a (bl 0.53 0.77 0.54
(PQS \uLaAl&) Sl cas 0.64
oloss (STl cuas’
(POS2)Y 0.64
Sloss STyl cuas
(POS3)Y 0.59
Sloss (STl cuas
(POSA)Y 0.53 0.75
oless STyl cuas
(POS5) 0.51 0.7
aloss (STl cuas
(POS6)s 0.71
(PQP3)Y as)e Sl cieS 0.55 0.54 0.84
(PQPL)Y asye Syl coas 0.76
(PQP2)Y as,e Syl coas 0.75
(PQPA)Y as,e Syl couis 0.56
(PV1)Y STyl sj) 0.51 0.56 0.73
(PV2)y _S1pl s;) 0.64 0.86
(PV3)y STyl o)l 0.62 0.5 0.82
(Praise 1)\ i x5 0.56 0.57 0.58 0.9
(Praise 2)Y iy x5 0.52 0.57 0.63 0.91
(P.In.S» @T).e Caoluss pie 093
(P.In.S¥ Jv;)_e Caolus pis 0.88
(€S 6)“‘*’1)%“) o3l 0.83 056 053 052 0.6
(CS2)Y (o ynio cols, yasli 0.82 0.54 0.59
(CS3) ¥ (s uito colisy yadlis 0.81 0.59 0.55 0.56 0.5

o3l ial8l o Wl o byl ) Sleds dgupp &ST ixe ()
256 syt cols) p (Sl (355l g paas Goyb il e g (ST

Jsl 2)50 « ¥ gm0 g Slod s jlodd Spd cdS oy

an ddloe S pgal 2 od 9 G35 2 b Gyt I Gl



\AQ 2108 Olgo sy GlaolRlig b (g i Culisy ol é”‘i,.g

ol 4 ol gl byl cpl s o ol & bl e Y/VY
ryas piie & boye Ll (g 5wl Anled AW il 1L p3ye
Do ol ol Gless STl coas & slaie (p YL 5 (STl
Sl Lo olBg 8 (ol yidey (O @ Slo 2 ()lolBy yusie jlitel
S5 52 B Pk gdaw 3 By g byl a5,
Sl g 0 dg sl oyt olXs 5 olKigs8 o lsen a5 >
L)1 3929 35 Caows 4 ()b jdie > (gl (5l (LB, 4
diojp g a8)S oypy A lanid s Il plbynde bais (gl

ged 8 e

Uedloduiins 9 (6 5 4

il sleylib pljide cold) paw Gioxw 4 ol adlas

S Slape Sl sy by jl edlatul b sgede 5105 (90
@l dglio 810y 35l Jao oyt B g 58] Sl
ol 9l 3 (S Slape Sl gy s oximd oLt Jao 90
Lt l 4 i oy 48 o plos] (sladygly g gy sl
slaylib (Bade b (Jive gl @ dog b ged 2l ) (1558
Sl pgas coeal 4 o)lgen b dedtie (65008 (ogee 1))
a2 5l (=86 (STl (051 g plyrdie pd 53 485 IS5
Syin culis) Ginlidl o bl clacied § Gloss (Y gazs
roas U ales (05 o)lgen 1l gl il sl 3 4y
g Lajls bl johate cpy g oy (b bl g Cute (bt (ST
03,0, Lol )Ll Billao 5 plolid |) 555 (e (sloatalss
sl B plin &4 (i ) Cute e bl Cdds > bl
B Al e ol a2 gl RS54 (g5 dame Ao
OLSTyol olas L usS caw b 0didig)8 (V) g8 daide ol
Ao dag bl woldes (gptie omel 5 (2l (2ot (ol
(s pin Colidy gaslid o (Sl 35)) 8 )l ine o ps
ol lojlw by ba)lil (ol e gaw it o)l
Obds colisy Slulidl an yoxie Wl oo (s 0 Sl o) 5 050
dloul dely slyat daylil as b i (0505 Hlolg (gly 00,5
P S JeoSS L sl iz 235 @Bl 50 Ml o 55109
Sa logas g Lo Shy pegad ) SVl | JSite oligS
g pyd ol (99,5 5 4o 3,5 o0 el (ols 0AST b e
Olgie @) ool ) il gl & cogas )5 all Wl e (ke
Lrgodges o ) ol slay 3 9 )ik 4 (gt analpo slag )b
P pasedoe B8 5l g ol Gy glaopla b 5 Cliiss )

e 9= Sy 4 da i b o ol il i ey B
dlge e ol iyyd o Lol (San g SV gamo CoksS
Cglis ey Wl 4 Lol &S 1y ety oo ylai 4y ilai plic
33)5 (g yudo (3 )3 Wolllg)s plo 4 s olKidg 8 Sy o9
Al o o8iig,8 )] bawgs o &8l losd 5y g oglite CuiS
odd S5 CotS Cad Sjgo 4y (Shdl (b5)l iy yai 4 25
45 g5 Cildy w58 pl el oo oyl Cuodd 4 Sloss 5 Y
S YIS 53] Sy e molKibg,h 55 ok @l,) Slods CuiS Sgno
2 ol Bly Cad Sl YL (S5 1y 00 e Y s
9 wbLSlgl 305 gl b Cuond (pl ol 303 3505 (5 piie (3
baolilagyd jogad ) (V1) phlsen 5 JSa o (V) pYw¥lanes
Jolse 50 2)b cdllas Wil 5 (0 j0 (ol dlge dbye
4 Pede dod -0 30 cops b (STl G55l wols) e
Ol e o g (spttie ol BRIl sl cnlpls oo sl
0L odds db e ledd 5 Y guaze CudS il 38l j 0gMe iy
Ol 03 2905 Jo 35 cadd (5] ol 9 Slandss )] 5,0
Olejlw bwgi Loyl (il (slacund o jile )l Ll
ol il o pomte Wlgice (6 34b b 0 9 09ue (p3ke
235 ol pde

Ol sy 2 (yte cold) 43U /0 oo 4 a2y L
3 (0 gl onm 53 2ge b i O3 L) Jo A (558
s YLl 6l L st el g iy 51y
Jole il 5l Gl o sy o0 slai 4 ole (g et (/P 3905)
loldg ) cul sl ausa gd 5 oo Sl U9y e Glsie &
P oS oy b (BI85 )1, g Cuad 4 Cumlus pas 2y ol
o g O ail 3 Joele 93 cpl s 3 055 00 )15 29> 45,
gy dnlgd £989 & 598 9 (SYsb (5)bly o dxi (gie
299 o8y 8 5l o yoi &) G gl s (8 5Sa S el
oS Cal Gl Ll ol £589 405Y &S |z sy o0d Sl 40 (25§
0oB o5y Sl s cole 4l Jlw by (syide (gyoles
slaced iy by o YU oo cdls pl o sl osds Jas
2 open Catly alg35 (59 b3 )18, 3 Sl b oRidg,8
WLigdl (larl )b g8y b g olidg 8 sla Shg > pus b
as cole il oyl bolay syl g 5Lié 40500 2yl Ju>
48 N pm) A5 Al g9 ) (LIS U8, Gep el gl
@l (il oo borpe 35 (s yide (pasid (b Sh 4 s
Moine 38U (e (A) 39,70l 5 peosh adlllas b cond (il
Cngd Ay (69 Camlis pae 5 domad g Cuped (e ()P
3)b caslae

ol 01 b 03,1 £ Jgaz )3 Jo lagy sl pite 29l b
PR (so90s Glisl sblil 5> (e colsy (adld bawgis



VAP o lwali ¢ Yoo « YA b «(65ygLiS damwgi g olasBl a5 V4o

wples ool yidin gyl o g 395 ollBg)8 A (gl &S )Ly 5 colidy Cogae g9pb jl pols (sloygd CudlS g0
gy g by du basye CleMbl el b oles oo Liwly opl jo Luomed gy ymi 380 gl b Giuli 8l ]y a3 5yg 6 (o yiiie
Gl ce p Laglag Floa 5 cliniss @)l g olil pue O e oligS 4 g (5 lbg 4w St late 1y syt

D905 W s (g e a2 Sy ool e olBg ) Lo e nlplly 2905

buogio yob & Jso (3l (Sl puiio 3451 g6 =T Jgoa
Table 6- Results of Estimating Average of Latent variables of Model
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