ol Koo )8 Cy pow
Print ISSN: 2423-6942 e (e ve s
Online ISSN: 2423-6934 ITAB Lo F &5lad AF 8,90
http://jomc.ut.ac.ir Vood 2N YF Olxio

&5

o 359 9 5y 551065 » Ol Cules Slasl Wb (g 9
Ol 21 dow) S5 g (U yino

V@}a& aad 8 Soais sy ‘”c:le.l Jagw
b‘)ﬂ‘ ‘u‘)@:n (Quode S S szl ‘U“KJJL' S e GJKJ ‘SM‘J A
Ol e e silabolils odle sl€Eals s laslun 5 o paute BuStils ,ladsls Y
sl e csarol s ol ¢ ilo 3l S, o pate (58 (5 52kl Y

(WAFAY/Y+ s pds go )b AYAF/V/VY el s &,b)

LRV

s ebiien Lol 5305 ol 5 gyt Bds Cons dy 28 Jbo )3 ilisie lio 55 50 2,8k b (a8 ,3 0550l
g b e diojls 0jg el 0By aba slad o 3g5 oSl Lais (gly g Canl Al ia g Hluw Lis gy G Qs wlaidl
b)) i slal 13U ;ole Lamgi 9y ol 1 wCusl o sl by (gyl0ly 3 385 Jalge Lol sl o
by a1 g (63,)LS wham Jla 1 ol il S (e oy ) (555 (6)BBy 5 5113y 5y 2 (14 9 ol leel)
ol an Jold Giagsy ol )lel sl (5L SYolis (b Jbo i 5 (Sisad — o dls 5313,
s s CLsasl 33Laad By A oanypr y90 Biged Olgicds 5 Vo8 g Cal (a3 o 3 ol e €85 b Sales
oy Ab doigas o0 Lisrel8.8 3 SPSS22 (claljdle 5 b o g yglaen cleMbl il @ jg5 dolidusy YO+ Lol (5 )glzer
&by 1 da g Culd) ol (L gl A oy el s b Sl 30 sl g (2lg) 9 Mol Cmday < ATA el (L
line g csto 13U 6 k8, (o)blag  slazel ol Lis ol ¢ pioman 3,15 o (5 line g cute il 6,18, (o blag 5 5,5

I8 o5 (s loliaa b 5,55 (s oldg 2 g 25l

OB 5lgals

259 )55 (6yblg ¢ gl (gybblag wulsy cpar dloiel

soheilnejat@modares.ac.ir :asbll, «J stows sds 5 *


http://jomc.ut.ac.ir/

IYA0 ylimmej € Bylowd V€ 590 ¢ gilojlw K pd Cuy yye & 1eo¥

EVRER
ju\ijl_&ﬁde;-w4.1deb-)b;ﬂbw@u)bffJJWL&LAQSJJOJJJA‘
Bl ol e L 0L rie Cdr glaan e 5 oy | il e Lol g bl
Ly ssst oSy b dlod s Hsome S5S slacs & (Kotler & Armstrong, 1999) ..l
(YYAA ‘JL,._J Golis) U8 i g |y Cdedds (ss (el S sls sl 5 Lsd
\))PQMW\)WASJJJJWLA&L.:’L;)A@B)L&JPJJ&'LAQLGJLAM@)_}JA‘
Coly Wi, L LOYVA (o3l 55) Llesls ) )3 OUT slasls gls )l Ob i glaazal g J:.al.?
63,5 Jdy ledil s ba day Cms s o, S il 51l ladle s (et al., 2005
(Webster, 1994) Ly oo o gime dany SLACS 10 S5l e Ol oy 0L e (sl
Bose & Bansel, ) c—ul (dwakaly L5150 Olge beddalis Loy, daely ol 51 s
S o dgme Ll 2 65,8 S50 1 plag sl zel Ll oS5 5 cl Codedy Lol

.(Seshadri & Mishra, 2004) .5 s,
‘J.:,i_.: 5 ddez 5 40 sad g = .(Izquierdo & Cillan, 2005) el ol 5 sy ol 4 atsle
)'\MJJOJia.é;-LiﬁLijiJuulju»u&bjbdelwawwlg:jﬁ-&jpé)s(\"")
b ol Jb s de glacs 5 s 38l Ao jsds Ol a0 | 5 950 5 s 55 0L in
Ll U aS Ll [ Laol ¢y slasls 5638 58 03 0L 2t 5 ke (slaey S

Lﬂjj_soj)&_i‘«w&u@sj—& Lw‘fl—»\-’-}‘-«-ﬂsw}"’ LAQTLSLA)LJLJWL&H ujy)’“m

1. Reichheld & Schefter



\oe¥'E Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

el e i OIS ey U codiaely Lalgy i 5 sl dia3ls YU oS b Sl

.(Sweeney & Soutar, 2011) ... LS)}TJJ"" ol a5 5 (s i (518l

W (3l
sl Lo LS seS Lo 5 e (A Blows 53 550 5 sledls 4 cits Sy,
slacs o ol jsba 5 Slas lacs b a5 gumne Dbl Cais 53 S ol
O3 slcmmsany sl By a3l shiaaay 395 ) 45 Al o SRl a4 de
L 1, ol 5 o3 S lals 1y 55 0l i dilsn a5 LaeS 5 el 3 ool i 0L 2l
5063 1 s ol il e e B S (5 S sl L35 e 4 O j2te o385 51 5 S
o i IS a1 50 Ol pl ey OS5 Al s 11 0T 5 S bk B gl
bl st LSS S o Sarll S S Ol e Ol Rey o 3 05 oSl 5 1L
35 o edmiw (e b BLI T pu8 Ay (gl S ol 555 0L 2l b o
bis e L bl g g odomy B, slad oo 53 .(Rahmani Nejad et al., 2014)
3,13 Gl sl 50 BLS S ) ol Sl ol b o B (6l 03 S bl ) ke
S e glaely Sy sl 3 Ladls LacS 3 copimman (VYA (01, San L)
LaoT (5505 5 pmie 5o I3l OL e |5 S Jado o) O 2 b | OLEbLS |
CdS i ol 3 4_:_'eJ§¢l_>.u'| Oladllas 4y a5 L.V Ola 5 ool 506) daa
i G b 3l Ol kS 3 a8 Sl O e g,l3b L5l slael, 51 S olbls )|
bl G ol by (YU & Tung, 2013) 555 0 edamiw Jgnd 5 ol oslazel dny
Ol s bl el den 5 Sl olerel s S| oS sl LT aS ol (pl Shags

O b Ol pl de 0L e (250 5 (505 (50155
Amadaly Lol OF 53 S 555 o0 Oly 2803 o2 Bl 5 6,0 Sl caalsl s
3o 5 5,55 olsls cpaman 5 e 5 al) wlazel w0 sl 5 Dbl oS



IYA0 ylimmej € Bylowd V€ 590 ¢ gilojlw K pd Cuy yye AR ¢

o9 (5 e
Sodbuly (byl5L
gle o bl dsdlas SO s ) Teadaly oLl pete sLodsl sl (VAAY) 'S
5 0L e bl 58 5 i bl ol deadaly GLOBL S ke Sleas
YU & ) S oo ST oS bl mlsbl lalee (6 S g b avalia s Ol
S Loy cpl mio o a 05 S SOl 5 als ) dew 5 O e (651K (Tung, 2013
Slads Obley 0L i slogl 4 3550 deadail, L5150 .(Fontenot & Hyman, 2004) ..l
Whyatt & Koschek, ) 1S s oS 0L i 03 slcmwsas glaauja [2alS 5 olaswolas
dal g g ol 5 les g 0L rie b ey Ll gy el @ (535 00 oS 5 (2010
LS n b 15 Ol e b o33 Ay 5 0S5 sTa g o DL &S s 55m s e 55 JG
s Gl ol i b bL Sl e 53 oS wle jue ol 05D\ (Barry et al., 2008)
b el Fl il G st R 53 A0 sl Lol a5 S el 3 alas Bl
s e o Jls Slas st S Ol B Coe okl Gl bl
GS3Los fpmmen 5 (it Syl Gl il s e b ey Ay i 50 e 39
.(Sweeney & Soutar, 2011; Yu & Tung, 2013) I3 (5L 5 dal, &S 12 (55505 5 L ais]
Slds i san (Dol Dlodst 0352 o gadoll ke Gl 51 Al S aalaily L1
el S s 5SS e 5 Sl ey o O i sl 0T il oS ae ol
o i Lo past ta sl s 03 e (o el b ge Dl e Lai 5 ann 5 ol
Wl 035 5 e sledady dan St 3 disddaly b5 gl (S80S e

Loy aS ool Ol ass Waa |y dealal s ob515L sla iy (6,5 584 any oS L

1. Berry
2. Relationship Marketing



\++0E Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

5 et d) Alesls 1,3 sdmes sluiol 5 s g 35 el o3l BLEI 0T LIS senS
RQ LY APRIPICONS

b3 s

Llsy o555 A5 e AST oS ool dadlaly oL Sl aslana 5 5 A pete bl i
Salas slaysa 1als ) sheay &S 5 LT e 3 gz sa O 2te b bl s s 5 kol
a s p b Sles 51 Ol Jpam i 53 5 oda] SBles 4 Slaabl g 05
CiS age gl e la Ol s | slexsl 5 ol Olaie iy 3l 5L kS (6,5 8w
Blas Lol cas () oD\ (Henning-Thurau et al., 2001) Wl § ks 55 bl )|
oLkl ) (Smith, 1998; Kumar et al., 1995) c—ul dgas 5 sbazel ool dm aw ol
o Sl g s slazel o b 5 S ie il 5l alST aS el &Vl Sl (glas game
OV 5 Oldine 3l (Sl 4 55 3550 (5 ke by DL S e gl 3 S0 siate gla pie
shoml aS col 53 opl elal p deddaly UL 5 ST iulssh ol w3515 Lk
L) 50l ablol diadyf 0 it b flite B3l il sbozel y on coaily Jaily
cmale 51 L5k aS Cilie gl Lol lul b Ol ey bl caiS (VWY 0L, Kan
=»Lis .(Henning-Thurau et al., 2002) <ul ol ad S L 5 s &S5 L g nie bLS
53 obazel aSl e ls oy IS B85 G Ll il o - ke LLS ST S 5l dless
Lol s uils glaad jo Ol s Shas 51 (6 2dm culs) 5 alaly 4 dend Ol
4w Lgsas «(Henning-Thurau et al., 2002) oolaia=S 4 4> & L .(Yu & Tung, 2013) Lxes
Bl y SIS, oS it Jiis (Agad 5 bzl (2ols ) Bl kS ol ok

sloss!

45 ol (184Y) OMSan 5 10 g0 50 i slezel Sl eddami py 5 el slacis = 5l S

1. Moorman



IPA0 ybuno ) € B lowd (V€ Bygd o Slojlw K2 yd Cy e A RRS <

AS e i x5 (0l Ol sl a5 b aS sl Ks Gk w05 ST 4 flad 1 slezsl
L i sbazel AL ssd ol (g i (g sl y 4yl 51 L3 (Lymperopoulos et al., 2010)
S 3 357 Geiw 3 OLKes 5 231, (Reichheld & Schefter, 2000) 4l o355 Cowsa,
S a5 IS LUl bl cudS Wsls 0L sdsze SVLT 5 e ey S
b s Shlnl o baazal g Lol cpl 5 Sl O REe 5 jes de OB 5 o dlal
Sl (Sasli 5 Cods sl 0l Laol bl ¢ oman A0S o 5500 a L
plaw OB hsy b oS Slaj 535S e oo 30 Slads S 55 sas deg 08
Sled s CdS 55l (g it szl 5 Oliebl el 0L 2ie cligls a5 YL
2 Ste (5580 Dladst kS 5l 0L ke Oliebl S35 o nl 4 els sl ekt o
IS oV e b Sleds sl fK-.A ol daly a il 5wl 5108 e bl casS
LUl S Lol fole (Slodst 5 oY pemms ahar 5) IS cotS 5l 28T oSl 55,8 s
oRils b B (Sl 5 (6 mie e BLI 1, S IS slazel ST (Henning et al., 1997) <.l
sbazel palol s deaarly Lo l5L A8 e 0Ly (V889) (5 2 w3550 o oz |5 blize wblis
Olad B Aol b bl o alaily CodS 55 5 bl 3 e ale slazel e Sl sl
wdls Jis o pllae s Ll g oo abslae B b slexsl sl gl 5 I 88 0 035 Joe 5
S o Iy Sl e o5 S e slazel 5 KLl Olejl &S K Bl s Al
Cils doal st IS |y ot s adaly pl 5 A e ol ] 4SS e sl 35
Gladaly slawl 53 ol lele sdids b s 5l o ol a3 S IS5 slazel (Hau & Ngo, 2012)
(a5 S0l Al 353 e e bl 5 Culs, Eol &S ol 4 b3 dues u

IOLY

X5
Q}_S‘jw‘ w;)\} wueﬁ 240 LSJJ;LZA duj}w LS)..»)‘J.@.&?LM‘\LJ‘) g;’L.’.)bL’ ;))P-)b

IVl e el SLoL S 6l e Sl s S e (Salciuviene et al., 2011)



\+eVE Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

Mo s ekl b dlaly 4 b e Slids 5o oS Sl anly e o Sele Agnd oS 550 s
il Lol 5l s ol L gl O8N (Gl 5 ULy aly) 555 45,5 iSwy
o OF Lo 3 e 205 ST el Sy g 3 S0 L el milaslsl 5 ol el
A sl e 351 Sl abaily  re s ey O 4SS50 L e s
Sl e (YU & Tung, 2013) ol iy 3 U adaly i 4y 5l 2 Joles Olas
=S ol 8wl Gtﬁ))‘\kf‘) Li gl p yasd K ssd o e oS ol L0,
Slp 53 I s Jon s bl aslsl 4 (5 2t e Ol oty g iy a5 5500 AST ol
Dbl 53 e ol 51 S e oslazel il (Kim et al., 2008) ol Ol b alail Lai
Sl o bl O 2 &S oKa (Morgan & Hunt, 1994) Cowl 3 3 o o gumes 35 30
Shoasls sy b b Ol ot Ly s e OLLS (S o 51l S0 G a4 e S sl
.(Sharma & Patterson, 1999) .l sl jlws 3550 Sdedils daly & (6l 0 dgnd 5 o)
Sl o ege gla e cadal) S Sl 5 0,8 S gl S s slazel 5 A
Ad (ka3 gon sl SLad (Lo G o LS| petne b1ty L3 53 s AT e
.(Wong & Sohal, 2002)

cols,

(facion 5 1T e (st JLS) Limea @atis) sV &S | Satisfaction) <yl , s
ool S e (6 e Syl 85 Wyl sl (sles 1S sbay Ol pie il IS slines
Gl ods Eebion nn8 5,00 o0l (Oliver, 1990) Col sl 55 oS an L,
355 JLS 4 0 diS me (lsles Cu pis 5 (S 03Il (gl 2 00 1S sba (g e ol
Aol 534S Wby o pwbal ot LS00, Bl 51 (s mie culs, (Timothy et al., 2015)
5o Lagl ol,Uasl 5 oL xie gladiad s 5 Wl b odacol 13 J puames Sluaseinn e lis
STy el Sl 6 2t by (WAL (Sl 5 onslS) 553 s ol Jgeame b alal

.x_ﬂdog;,ﬂ;g@fabsﬁw;)w\:)ybﬂ»ﬁ@lﬁ»@ﬁ«idﬁjl@ww\



IFA0 yluno ) € B lowd (V€ Bygd o Slojlw K2 b Cy e A RRY S

So s liS s 5, Sas o 3l Ol w slssas 6 i cols, ((Bennett & Thiele, 2004)

deD 55 5,5 (65, b e el ) (g i ol ol (g i Ol latl ) J gee
OV K a1 5 B18) aS o i a5 ¢ (251l b sddzsl o 2 dglis

S o (5,158
A5 ol o Ol sl B 5 (ol Sl i 5 S s s sete S Ol L
IS e i S S S L e G slome L 2 Gl e g (230 1 (0l (o
s ebe slaan = S ) SLIsl gl = 5 b 5l 6 xie (g )lsl s L(Kang & James, 2004)
SHOs sl 5 Olaaaoles Sds eddalgdny Sleast 5 il OV e 51 Jlazly olae
4 Olgs e |y golsliy 5l (Huang et al., 2011) uole o ol (L3, & 505 slacJles
9 «pl; PSS P U N u_w)ﬁ Gl 5l S 5 gl o S s dlse sla G,
3345 S e ST 33 (Y 0V) 0LIKes 5 55l ol (050 il LS o b5 (s,
5o, Loy o O Simgsy IS ka5 (o, 5 2,50) 5,05 325 (65l3b5 &

Ll 5 S e canlsl s il s JIB e 23S

5 9 (5,18 5,15y
ed g b Glasas | 5 Sl died )l Dl (ol (golals (Ve v 8) OIen 5 JL slizel o
L e SaSe L 3,55 5 ol (bl | ol ded 3 sl 35 2555 (51365 L
Ol (Y0 V) T pailnls ol o ey a3 (655 ot 36 a5 S slany 5 iz
Glail S 5 dms e 0L | Olosle w4 g 2t Foia Vb dgns 355 (g0l s kS e
oy Lane 85 bl 5 S5 gl 55 Glosle dgad i a8 o 0L bt 1) (g 2l
Sp Jommsily 03 S ISST (5l ol iy S Ty 3500 i (slady 5 D) g0 40 oS S 8

1. Oliver
2. Anisimova



\+e4E Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

Sl 5o o Lol sl (oo 5 ed S rae Shosl  BLIT G185 s 5 OlesL
L LSS ke (5ol 65l sl slas Sops s e a8 S s 608, 5 25
S S5 ol A e (ol D sl Lol s S sate (5185 (5olols Soleas
S a8 u’ijiiL" ol olaas J.“J:‘u. sl u.ia.a L LS W o Oldas
il e sl izl s S ol | (6 mke (solsls s (sleds il San 3 LEL
il slad pol gl s iy e A 1SS ale 1 o3 S0 olsls s slen
S 5 (Ao 1,0 (ol da 53 Jald e e sgde (52t (5ol sl 0L
e Sl S el S e sl (o3, S s ) das 53 opl &S lEiee ol (dgd)
1 Sl A e sl 5 SGss (rl s e 5 ) e e BV e Wl e

QY O 5 55259) Ll (3,55 Lol es L 5 (5165

Sy aalaly UL ok B0 s Olsie b s YA (65l 5 Ol
g ol olezel Jragsy ol 3 45 Wlesls plil (o ot 5 (53 b fglie 0L 22
3 L s al s Lol s as S ks dealaly LoD ey Ol sea DL
ST 5o el anils O e by Ly solsbinn 5 e Ll weadaly bk Ol e
lBlIS (5515 (slslian 5 e b L ine b Dbl ine 3l b w55 o et
Gy o deadaly LU 8b ey Olse b imss ((VT40) OLKea 5 osl5 5l
a8 b aallle ) 50) (ERM) ey o150 alanc 58 Jube 5l eslinal b 0L 2
S5 QLS 1y s 35500 SLt it (5ol Aaly LOT g gl Lsls plnil (0
oLy soblins 5 oo U5 DL S ol 0L ol Jrass mld (oman
S8 e O i
kS s ite L adaly coiS b Olse b lallie 53 (7)) OLes 5 Wi

“:"‘C‘d‘tsjfi—? ((J‘g_..iw )@_..ZQM ;)ll_w@ LSLAJZA AA.SUQA 340 QQJL*M LS)‘Jb_} 9 c.,\.;agsbb‘



IPA0 b ) <€ Bylowd V€ B0 ¢ Flojluw K pd Loy pito AR

A a3l JSze DLl CndS G ol 53 s S e 0 | 0L e (bl S DbLS )
oo b el coiS das e Ol Lol iass =l O ke Agm 5 ol olazsl
28 e 0L i bl 2 (gslalan

o o el Sl ladaly s Gt 55 (Y00 Y) 0L 5 1, - Soa
L Ok ie (oIl 5 Olasasdlas Sl Ol i deas OL e Zald) it Sler 45 s S
ol sl QLIS Ladl Jrasiy sl less S ka0 s dealasly bl sladely Ol g
Sollins 5 e 30 0L e (oollss 5 Olaseoles Slagls Ol i desi 5 0L 2ia
S48 s

Gtk 510k sl 1y sy bl LT aasn 53 (YVY) Ol 5 Lo,
s> 0L Lol tassy sl s S gy 0L 2te Syl 5 slazel (gla e miln S
8 o Ol e 13y e 3G 0L e slazel 5 ol

LT 0l e bl 5 dmadaly 2Lyl Olpe b sty ((Y2VE) O 5 Ol
sy il (55500 53 S o Jas Salstlie (sla ine Ol gy 0L i slazel 5 ol
s by 8] e dle (5 e Sl 5 (6 e slazel als OLES LaOT ash s
S e iyl Salsle 5 50 deadaly oboLL e daly s (XIS e 5l g rie (oIl

ooy sdiS o e Ol gmean OLbLS I i) Olge b s (Y01YT) Logs das|
L S Dbl kS 36 s JWs 4 assy cpl 53 ool 0315 plowil B2B s 0L 22
Ol Sy s .l on s 0L nlie (651365 5 ol okt g 5 Culs s alazel day 4
5 ote 30 0L rie glaly e 5 Culs olael i Sblil coiS B4 sle sl
3138 e s sbiae

520l il Ol s MOl i 53 agn (Y018) OLLSes 5 sl35 Sl
CmiS (b b sl (gl 5 cnie U bl cadS S Sledst S 4 Llasly
shezel 3l3 OLES 355 rags 3 5 (Y010) alig 5,108 e 36 0L rie (g by lbls )|

J-cﬁl.x_ij)lilijjﬂugw.ajljjo_aali% Sy sslblae 5 Cie 3L (6 2l



‘@ Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

J:SLT O i (6 sl Obls )l S Jsls OLAS 395 faysy 53 (YY) Klga 5 (YreV)
b el e s s 53 (YOIY) KU 5 5 ol 5o 3,108 o (golsbas 5 ke
s 5 S ey Ol 3 1y e ey 3 dieabaly SLS1L C\j;\ﬂs‘u O )3 aS Ws S

38 e Ol i 1y 5 (lslime 5 e L3l DLl kS sl 0L 5 e

OB (P9RAe Jo g Band )3 dnwgi
95 53 OS5 s (Liuetal, 2014) S o (o5L Lol slwl )5 AS E8 A
Ol LadT ¢ poman 108 o 0L e (gobsliy 5 tde 30 slazel 5 Colis, il s 54
sloml i 15 e slazel o el b 2 5l 5 3 g (il Jole G slezsl S
S las S e 0l (Y1) il 5 i 3 S (KaS Cead 53 Oloe ety (6,155
Ly st obloy 5 S o 51,0 1) (3 2 sl Jlansl 4 S o slazel W 5 SO 4 (6 e
a3 (Y1 8) il 8 5 (0F80) O 5 pia il ccpiman a3 o OLES
S35 e slsbinn 5 e il 2550 (ool 5 sl sl Ly slezed Wsls 0L
b Oly p3 slaans b s,y (pl

38 om0l e )k, by obslae 5 e U slazel g A

8 e O e 25,50 (6 sls st 5 e 3L slazel 9> b b

= (Sl s QLIS 1) (gles S (65laby sl (S sl 21, 0L i B
5 1L 5 o=l = esdle (Park et al., 2012) sl iloles y2ils 4 OL 2 O3S Agaze
5 omie U Ly iy oty Lok SLOKSE Ksls 0L (YY) O1Kas
oeass 5 (0Y40) 0 5 el 5 o(Y0VE) Jlidul 5 b 8 (Cuizman 35108 o (5 )lskas
S358 e 0l e (o, bl sobslie 5 e 13U O e il disls 0L 5
b Ol p) ot 4 GRS p s 4058 55 )

8 e O e 8, by L solsbian 5 e Ll ol g bt b

Lg)l_su}ﬂ‘w_;.:p@%ﬁ)\ﬁjd:hiﬁg&wu:,i\)él(;:—LgoLU:;ugﬁu)



110 ylamnoj € bylowd ¢V € )90 ¢ lojlus i3 Cy pite E1.\Y

S5 lamsany 3 Colios s Slea 38 s (slsbine 5 oo Ll Ol e (5,
(Park et al., 2012; Puligadda et al., 2012; Sharifi & Esfidani, 2014) .l s 4o >
58S s L 0L e ol 4 Loy e opl 4 (0740 OIS 5 b ¢ opizean
S 515 bl i T

S e Ol i 5,55 (6lsby Ly olsban 5 e b uls, ol b b

G35 o e Ol e 5 o 0 (gl OLES 5 U Sy o Sl (Sl s Ol sy g
S 31 g el BULs0LES U0y S g 005 o0 4 S 5 s (g5 (5,1
b LSS S el b sl s 2 bl allL ke 4 i 0 S 5 me
el b s i (g 2l Jlezl o 1) et dgaie 0L 2l (50135 ()56 5) 505 JLio
88Ol S e al 8 e glae s S 535l (sl 1 e (Sl 55 e OF Sl cins o
Jolie 531y i conglin tdjls W 5 &S d 650 s der Sledlbl 55ls 5 gl (s mie
(Kim etal., 2010) (-3 5 g lslis) das e 0L 555 ol i b sl s Cillses eS|
oLy e (68l g sls QLI s ey 53 5 (VoY) OIS 5 il 5 S
b e ) Shand B ediOly las 4 ax 5 L oS e 0L e

M8 e O e ol ol s s lsline 5 ke Ll g o Al

IS o 0L e (2S5 (5l s (hsline 5 e b g et B b

Olis 0 20ls Laily)y dlaaes b cfioman 5 hagsy ol i 5o ool e 4 a5

J)»Z& odaline ) Jg..ijb Ldsﬂm
d‘-)_,‘&&w ‘5|JDG‘9

VBB 31 rogide U | JSubs



\\YE Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

OAR93 (Wl yg

(g 5 culsy wlazel) Ol cuiS sl Ol e Lauls, s Shash Cods oS bul
e T e T TIPS RS EEPIPR S SRS R P
Lo s ool bl imslr omal Sen g0 3 5 o5 (LD Sosls S
a5 U Ll ol O, e 53 Ol e oS3 gla Sulas 0L e 5 08 S eslinal
a5 b el (5Ll (1 ged Sl sdo s Laesls (5T mar (slp el 03 53 sudomal
g sadie lyan Ol de &S558 0L ke 5 OB S eslinal IS slied 335 s 4SSl
L g0l o Jge b SO0 L S 0smd Usn b bl s Sl e (b &5l
Sl s Obnlesle gslad (Ggy a0 0 )01 sl sy 4040 (gl ck.ﬂj.s; < ks
A s 25 s Soslper s el V00 (IS Rl 035 owsay 1 Ol

@a/M)'pg (80
n= = =\

Y Y

d .90

jJ&MWW}QM}QW‘ﬁQUﬁUJ‘%J[&\ &A}k&ﬁdh))
woliin (oMbl 5513 S ol Sl ety gl pie 355 (g5lsby 5 gk, (5 lsbs
\ Jj.,\_>- BE) M\.._.:..wﬂ )L’;}-L.w RG] C"Jgtzj (5\4})3@ A_JL\J?“ aijfjka‘)} U»AL:EA sl

el 0l 03l QLM“,.’

Aoliudiw 3 YU LW .\ Jgaa

= G gt
(YY) 0, en 5 opeals ! =) sbezel
(Y1) 0L 5 5y 0 Doy els, S
(YY) OL s 5 el v VA-\Y L bl
(Yoo A) UL Kan 5 0ls v MURYY Ay
_osobly

o

(Yoo A) Ol5n 5 Ola «(Y0 0 0) S oY) SHL s K Y-YY S




YR0 bianoj € Bylawd V€ By93 ¢ slojlur Kidd 3 Cp pydo

1+1¥

S5 0313 Jre (o)
LU s ol (S e 1l J O a3l

o.X_J:C‘fJ_w‘ u,m.a\_a)\j w_i.rl_:ﬁ u..a}L..Z L)'-‘-'”’J J:;)J “ w.a.::;.:ﬁ &\j) (U 9 ‘j;'pm u_,b)
SSe #Ls S W ks 5 (CR) S o bl (o5 (2bb s 53 A5 o) 2 (AVE)

el 00 Ol Y Jsdr 3 sel st ol o S 4 S

Aol 33 (2190 9 L .Y U3

Sk o 2 bl Wi sl
Gt o o e " . s gL
a-Lac'lfr.'uJ J‘"‘:’.J'J J,«e Cb‘g; L&wﬁ

- «AY v 407 v AL ht slesel

_ Y v QY AT 0 culs

- 1,080 * AVY © AT v dgs
YAV VY AV « VAA Y sk,

C YT VN ©Ad1 < AYo 0 PR

e.,\_.im u"";l—‘i)‘) U;L:Aﬁéuﬁ LS‘J" ‘)j:':‘tf) '/O ‘AVEJi;LE»(\‘\A\);)YjJ;Js
JML_U\)J“_;:;L_“L@); 0 JjJJJEJ.Uy SJLAASCMA\ QTLSL’UM.: w\é.\ﬂsuﬁ o 9
Ldss =B oLl oV YL CR oS jeo Lol o Sl LS o s 1y 3558 sla SSLES

aa ¥ ol b aS sl oV 1 YL b el 2L S W e das e 0L

Juwﬁ@o\j@‘\'4.3Q—jbgﬂb&f@):.;ﬁdew&‘wbéuﬂxﬂé\ﬁ

5 G505=) 215 BB o S SopdB A dal g sl OLAS wslsl 3 oS LSl s gkl
(FEY o ATA0 (ool

1. Average Variance Extracted
2. Composite Reliability



L] Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

1515 219,

So sl szl el sty oSS Olgn LT oS 358 oy WL 1S5 sy bl )z
Lol die ;805 slmesln 5 o3l OF (o (San 55 015 31 2ty (058 ukta) o3l
Gl et bl e Sosline Je 505 slaeslu Slosle &G LT das o OLaS s o cpl ot
S bosle L b ks 5e o3le (Stean Jllis 5Lk o3le 8 AVE s diy) sk ol
sl o osls OLAS sddaialoes slie ¥ Jgdr 53 ((FEY Lo VA0 (Ols 5 (554,5) 3L
N 5030l o polis sl s AVE £33 gy skl Jade 53 ol b sl
ol s 5 A ls Crillas i sy pe Loyl 3 L laosle Len oS 553 e alamSle ool Lao sl
sy el 5l laesle 35 0k Ol 8 e

15519 o) wope ¥ Joaa

S\, e sleze! b, dg o ice

- - - - VYA A

- - - A% ALY ol

- - Ay LEA Y slezel

- <A AYY Aial A e

AV AW LY +,01Y YA Sk
a2 slaadly

o5 sl T 3.8 S bl blanul 5 o 5 o 53 55 baesls Lo ey s
JJJ._>- CJJM@LAASMJMJJJ QM}wcwwﬂ L;;—L..I:C,.:w slaosls

oy’ LT ok @lis £ Jgsa

Sl sl
S, O
Aoy £ Aoy OF)) S
Jleor VL Jleor Bgr JlugebYye  JLYebYe oY 5
Aoy Yo A Loy YYA Loys YAA Loy V80 Loy Y0 o
$5S> Lol pbills bl )ls s v—l«_;“;ﬁj P V.Lgs Mos
Loy 0A Loy W Loy bE)0 Aoy YA doys V) h




IYA0 limoj € b ylows (V€ Bygd ¢ Flojlw S, Cu o E\e\P

X 5 Y Gl JK8) s b s okl Jde baaes b 05051 (gl

F‘

0.72
0.53
0

T \ .6:? Behawvl |=*0.45

Behawv2 [==0.34

o o
mon
A
I
il 6
o o
S e
cboo
oo
i

o

i
Y
"
d

&

&
kS

Behawv3 [~*0.35

0.
.71

0. 77
-83 Cognil [=*0.48
62

0.4

CogniZ [==0.44

=)

o

Cognid |=-0.59

=)

Cogni5 [==0.52

=)

o

Chi-Square=316.48, df=221, P-value=0.00003, RMSEA=0.054

I3 Gwl alyuo s S Hindg 5y Jdw Y JSub

@
=)
@

H
g
3
B

-

Behawl |~5.59

@
P
3

i

i

@

3
o /b

M,
W
@
H
&
o
¢
ak

BehavZ [=+5.22

-

S
ool

a

Behav3 [=%5.40

-

=)

Cognil [**&.51

@

-

CogniZ [|~#4.10

o

-

Cognid |-=+7.21

o

-

Cogni5 [=*&.80

=)

Chi-Square=316.48, df=221, PF-wvalue=0.00003, RMSER=0.054

Glsbise Slacel s S yidg Jy J3w ¥ JSib



\\VE Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

Al S S 5008 L il RMSEA [lide cajls S 3T G Y 530 55 a8 )8 ol ool

Adgd LB S el
VB934 Jde il slagedliv D Jy>
RMSEA  X2df df CFI IFI NNFI GFI ol
<i A <y - - >4 >4 >4 >04 0 ol Skl
08 )Y YY\ O YVTEA hAY ' AV <A An Sl

S e 000 i b, bl s sobslme 5 e L3 slazel Y S sl
= ol e A el Slalas oS 58 e FOA oo b S0 ulsby s
TE RSP RCUCRS & R} UGS W S PN PR R\ ORI CPRPF N ER
oLy 5 0 o o Ly ool sl sblas 5 oo 3l ag (ol s )08
I T e S
(Solslms slael STl (gslstias slael Sl 53 (fags esghe Jde saOlLS Y S
sllel fan oSl 4 g 5l ol Slslins Jue sla izl (Al ) AT sae slas L5 5 S5,
ol 5 VAN Gl 55 51 5 S gl slezel Ay s 4 Jie la el (glsbi
(Gt 33 A b e il ply OTAY (pime 5 i) 355 e dnl G slans b

Uadloiudiny 9 a2t

Sy L culs) skl g Jod 5l Obli)l cadS jole o BLII Lass ool 5o
Cals,y sl DL hagi il s S e (2SS olsls 5 sk, olsby) 0L rie
s o slazel 36 5 )08 e O rie ok, by 1 (10) Ll om0l i
s bl 3 5

ol sl bzl Jislime 5 e 30 (G ol s b 00l ms ulsl



IYA0 limoj € b ylows (V€ Bygd ¢ Flojlw S, Cu o AR

QTN SLLSen 5 L VYA (5l 5 Ol s G gl L oS s a0 2
05 S)lay ys sbazel slog) das o QLA amet ol 5l Sl g5ees (Y+\0) daljﬁj(\"\r)
&PHJMS&dsLﬂf@dJ;iﬁ):l)&ﬁ)jlwﬁJW\.JJDL;J?LSULZQ\U:&J
Y OLan 5 i) 555 g0 o gmme aaly CokS 55 oata
5ol bl sl )‘-‘WJCA?-“J?‘U;M’)LG%M’W Slaars b 0505 z=b
QOT48) OLLSn 5 st o Sl glaasl b b ool 58 b 1 25 bl
3 pdie sl (YY) Sb 5 5 (Y918) e 5 515 Slem, ((1Y4Y) O 5 Lo
23 g ol Jule (ot ooy ol bwlen (YY) Klsa 5 (1F40) 0, 150n
Olasasolas LLIIL ¢ rie cols )y daly 4 sdee Sladss 55 5 Caslapbele 5l 65l
OLLSan 5 ol e3) col ol o)Ll Waobe sl (515 g L2530 5 b 5 5SS (g olsb
DLl S ) btz 5 Y guame b ols &5 ol 1 0L i il Sl gl (VT4E
3,81 Ol ol day 0S5 558 e sl 0L ine 53 Culs) sbwl 6l 5 cprioman ,\SJ:»JL.A
s 4SSl Aan 51 S ge 55 S0 el a ls clie 5 VL elens ] Ll oS
i Sl 1 LOT gleculo, Ol b A sbeul (g jmie ol 5 SLIKS @ o Sl
s a5 Lol Slesen (V1Y) STl 5 (Y00V) sali )b 5 5 mbe (Y20 6)
OF o B s 531 1 O rie dgad ey ol bl b 51k Ol ey 28,2
iSO YL L 1 bl cpl b Ol ) des @S 0 5 il sidg 3 L adaily L 4l &



9@ Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

S 05,3 V0 6l (mman (Bennett & Thiele, 2004) oS o 585 3 5 0L jin 5> bl )|
Sl o Shis 5 Dbl 555l sla WIS 553 0 slgidg (OUSIS Lo g5 sk &5 0
S sl 1 ol s Shee 5 OLS,IS (Slosss by ¢ s S o8l 3 LSS

slite U5 e 5 S s Cmts 5 4w L 0L e (bl ol S5 0LLS
5Ll 1Ko s asi ol S e 02 asdne Ll £ pd s cnl onl b il
S i A GLalS 0 5lad (ol il (6 pdyamand CLlB L1581 slees 3L sl
G ) 53 3,8l adllae 5,5 ST Olides 53 Clad e 5 o3I & a5 L o3 s
Jool 35 050 n 45 I 53 el ol oy s Ol jiin s ol Dbl ) kS ) L
S Lt s b e BLS) (ol b Wl Gy b 51538 s b 6,500
35 sl 6, gl 5 banliy 45 Oldles 3 b



IYA0 ylimmej € Bylowd V€ 590 ¢ gilojlw K pd Cuy yye 1Yo

J&iogégb’w

s izl ol SYsles (iladds (YAY) [l e cpmima 5 e sikazms Sl
Ol e 0 Lopd e SaS 4 (52,08

eLs5s A5 el s (0740) delm (6305 0 5 5onlS conl 3yl oo pdda guals Y
5 e mlio OVl OS5 Gl Sy 0L rie & alizes 53 ol OLES
XYTA Colomdr ) 65las XY 3,53 «Cu ko (sla yiay i .00 ) Sl

osbael 5 ol Sleas b ey ((0FAT) L, lad s LIl (UL sl Y
AV=AY Olin YO 5 ks )95 ¢ oLl Cu s 0L i (55150

R Sy b daly i r’L’ YY) 15 oo bl 5 dillae (gl 8 Gy b b £
gt B ONS 8 ke b Jra raddlae 5,50 OLRae (g by 5 cdaSTsl CoaS
ATV Y Slomis OV b lad 0 635 (o por Coile (sla iay

by p dwally GLBL slaoky SU OYAM) e (ol 5 plar Ol 0
Slmio ¥ led O b (L Copide o sat 5 Fe3 SLanlis 0L rie
AY=Y oo

Coaed il Ll (V) L (Giaslid 5 Loy o abilhe e33Ol ,ed 5
Ol 53 St (Sla_ gz Sl pls X a O i ()85 5 5,0 (sLbly 2 Xy
N ONYY loio b 5l N by

Gl 8 e b BLI s e s deadaly LSLL b mes (VWAA) Oley (Slasl gl Vv
D80V Silan MAA & L

o O Ol (g s 5 S5 g Gabe Lo e (LW Ko« ilaas sl 56 A

Lsalaly ololL lan s Jde 31 eslinal b 0L 2 g,lsly  daeadal, oLoL 3G



\Y\E@ Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

Slad M §y05 C iy 5 Co e Gl ol (Chs day &S ,3) talllas 5550 (ERM)
LV=EYY Clmio (Y

0lgiol wlijsp g dexr 5 pbolil Spol 0TV (68 (Sl iyl 5 okt LIS 4
oS b 5T

Sk Colsy (o Soilll sl be, (VYAL) ule (Sliw 5 Lo deme dow ( owslS)
4l Ol

S 08 (3l 1) 515 Sl S Sy s (OTVA) Jadls) (3155
(33 o e S5 5l

&S 0L SPSS il eslizl L (sylol (sla foloer (VYAN) o (o5 Jlad 5 ) semie  sa o) Y
oL

ool Obj 4 bl SYoles (siludde (\WA0) Lo Dl 5 e (S3as5 )Y

1558 100 ¢ Lisrel » WarpPLS 5&953’/04'

14. Ahmed Doma, S.S.B. (2013). Relationship Quality as Predictor of B2B Customer
Loyalty. Systemic cybernetics and informatics, 11(1), 72-78.

15. Anisimova, T.A. (2007). The effects of corporate brand attributes and behavioral
consumer loyalty. Journals of Consumer Marketing, 24(7), 395 ° 405.

16.Ball, D., Coelho, P.S. & Machas, A. (2004). The role of communication of trust in
explaining customer loyalty. European Journal of Marketing. 38(9/10), 1272-1293.

17.Barry, J.M., Dion, P. & Johnson, W. (2008). A cross-cultural examination of
relationship strength in B2B services. Journal of Services Marketing, 22(2), 114 ° 135.

18.Bennett, R.& Thiele, S.R. (2004). Customer satisfaction should not be the only
goal.Journal of Services Marketing, 18(7), 514 -523.

19.Berry, L.L. (1983). Relationship Marketing Emerging Perspectives in Services
Marketing. American Marketing Association, Chicago, IL.

20.Bose, K.& Bansel, H. (2002). Regain management: issues and strategies. In Jagdish N.
Sheth, Atul Parvatiyar & G. Shainesh (Eds), Customer relationship management:
emerging concepts, tools and applications, McGraw. Hill, New Delhi, 63-70.

21. Caceres, R.C. & Paparoidamis, N.G. (2007). Service quality, relationship satisfaction,
trust, commitment and business-to-business loyalty. European Journal of Marketing,
41(7/8): 836-867.

22.Fontenot, RJ. & Hyman, M.R. (2004). The antitrust implication of relationship
marketing. Journal of Business Research, 57, 1212-1213.



I¥A0 limmej £ bylowd <V € 590 ¢ lojlw S yd Cy pyre @YY

23.Fornell, C. & Larcker, D.F. (1981). Evaluating structural equation models with
unobservable variables and measurement error. Journal of Marketing Research, 18(1),
39-50.

24.Hau, L.N. & Ngo, L.V. (2012). Relationship marketing in Vietnam: A empirical study.
Asia Pacific Journal of Marketing and Logistics, 24(2), 222-235.

25.Henning-Thurau, T. & Klee, A. (1997). The impact of customer satisfaction and
relationship quality on customer retention: a critical reassessment and model
development. Psychology and Marketing, 14(8), 737-64.

26.Henning-Thurau, T., Gwinner, K.P. & Gremler, D.D. (2002). Understanding
relationship marketing outcomes: an integration of relational benefits and relationship
quality. Journal of Service Research, 4(3), 230-47.

27.Henning-Thurau, T., Langer, M.F. & Hansen, U. (2001). Modeling and managing
student loyalty: an approach based on the concept of relationship quality. Journal of
Service Research, 3(4), 331-44.

28.Hsieh, Y.C., Chiu, H.C.& Chiang, M.Y. (2005). Maintaining a committed online
customer: a study across search-experience-credence products. Journal of Retailing,
81(1), 75-82.

29. Huang, C-H. (2012). The Impact of Relationship Quality on Customer Loyalty. Journal
of Contemporary Management, 1929-0128; 1929-0136: 53-68.

30.Huang, M., Cai, F., Tsang, A.S.L. & Zhou, N. (2011). Making your online voice loud:
the critical role of WOM information. European Journal of Marketing,45(7/8), 1277-97.

31.1zquierdo, C.C. & Cillan, J.G. (2005). The impact of customer relationship marketing
on the firm performance. Journal of service Marketing, 19(4), 234-244.

32.Kang, G.D. & Jeffrey, J. (2004). Service quality diminutions: an examination of
Gronroos service quality model. Managing Service Quality, 14(4), 266-277.

33.Kim, K.H., Kim, K.S., Kim, JH. & Kang, S.H. (2008). Brand equity in hospital
marketing. Journal of Business Research, 61(1), 75° 82.

34.Kim,D.& Magnini, V.P., Singal, M. (2011). The effects of customers' perceptions of
brand personality in casual theme restaurants, International journal of Hospitality
Management. 30(2), 448-458.

35.Kotler, P. & Armstrong, G. (1999). Principles of marketing.8" edition, New Jersey:
Prentice-Hall.

36.Liu, C.T., Guo, Y.M. & Lee, C.H. (2011). The effects of relationship quality and
switching barriers on customer loyalty. International Journal of Information
Management, 31(1), 71-79.

37.Lymperopoulos, C., Chaniotakis, .E. & Rigopoulou, 1.D. (2010). Acceptance of
detergent-retail brands: The role of consumer confidence and trust. International
Journal of Retail and Distribution Management, 38(9), 719-736.

38.Morgan, R.M. & Hunt, S.D. (1994). The commitment-trust theory of relationship
marketing. Journal of Marketing, 58(2), 20-38.

39. Morgan, R.P. (2000). A consumer-oriented framework of brand equity and loyalty.
International Journal of Market Research, 42(1), 65-78.



1YYE Ol 2! o &8 b )l o 05,55 5 (5518, (55109 1 LS )| S Sl G ouw

40.0Oliver, R.L. (1980). A cognitive model of the antecedents and consequences of
satisfaction decisions. Journal of Marketing Research, 17(4), 460-469.

41.Park, 1., Cho, J. & Rao, H.R. (2012). The effect of pre- and post-service performance on
consumer evaluation of online retailers. Decision Support Systems, 52(2), 415-426.

42.Puligadda, S., Ross, W.T., Chen, J. & Howlett, E. (2012). When loyalties clash
purchase behavior when a preferred brand is stocked out: The tradeoff between brand
and store loyalty. Journal of Retailing and Consumer Services, 19(6), 570-577,
available at: http://dx.doi.org/10.1016/j.jretconser.2012.07.002.

43.Rahmani Nejad, L., Firoozbakht, Z. & Taghipoor, A. (2014). Service Quality,
Relationship Quality and Customer Loyalty (Case Study: Banking Industry in Iran).
Open Journal of Social Sciences, 2, 262-268.

44, Reichheld, F.F. & Schefter, P. (2000). E-loyalty: your secret weapon on the web.
Harvard Business Review, 78(4), 105-13.

45.Reza, A. & Rehman, Z. (2012). Impact of relationship marketing tactics on relationship
quality and customer loyalty: A case study of telecom sector of Pakistan. African
Journal of Business Management, 6(14), 5085-5092.

46.Rizan, M., Warokka, A. & Listywati, D. (2014). Relationship Marketing and Customer
Loyalty: Do Customer Satisfaction and Customer Trust Really Serve as Intervening
Variables?. Journal of Marketing Research and Case Studies, doi:
10.5171/2014.724178.

47.Salciuviene, L., Reardon, L.J. & Auruskeviciene, V. (2011). Antecedents of
performance of multi-level channels in transitional economies. Baltic Journal of
Management, 6(1), 89-104.

48.Sanzo, M.J., Santos, M.L., Alvarez, L.I. & Vazquez, R. (2007). The effect of a buyerlsl
market orientation on attitudinal loyalty toward a supplier: is dependence a moderator?
.Supply Chain Management: An International Journal, 12(4), 267-283.

49.Seshadri, S. & Mishra, R. (2004). Relationship marketing and contract theory.
Industrial Marketing Management, 33, 513-526.

50. Sharifi, S. S. & Esfidani, M. R. (2014). The impacts of relationship marketing on
cognitive dissonance, satisfaction, and loyalty. International Journal of Retail &
Distribution Management, 42(6), 553° 575.

51.Sharma, N. & Patterson, P.G. (1999). The impact of communication effectiveness and
service quality on relationship commitment in consumer, professional service. Journal
of Service Marketing,13(3), 151-70.

52.Smith, J.B. (1998). Buyer-seller relationships: bonds, relationship management and sex-
type. Canadian Journal of Administrative Sciences, 15(1), 76-92.

53. Sweeney, J.C. & Soutar, G.N. (2011). The marketing practices-performance relationship
in professional service firms. Journal of Service Management, 22(3), 292-316.

54. Timothy, L.K., Bruce, C., Edward, C.M., Alexander, B., Lerzan, A., Arne, D. & Bart, L.
(2015). Perceptions are relative: An examination of the relationship between relative
satisfaction metrics and share of wallet. Journal of Service Management, 26(1), 2 ° 43.



I¥A0 limmej £ bylowd <V € 590 ¢ lojlw S yd Cy pyre @1.Yf

55.Utami, S. (2015). The influence of customerlsl satisfaction on customer loyalty.
International Journal of Economics, Commerce and Management United Kingdom,
3(7), 638-653.

56. Webster, F.E.J. (1994). Defining the new marketing concept. Marketing Management,
2(4), 22-31.

57. Whyatt, G. & Koschek, R. (2010). Implementing relationship marketing: supermarkets[]
perspectives. Marketing Intelligence and Planning, 28(5), 582-99.

58.Yu, T-W. & Tung, F-C. (2013). Investigating effects of relationship marketing types in
life insurers in Taiwan. Managing Service Quality, 23(2), 111-130.



