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Abstract

The purpose of this research was to identify the
effect of E-service quality on customer satisfaction
and trust in online shopping of Digikala online store.
This research is a survey, applied and descriptive in
terms of purpose. The statistical population includes
all customers of Digikala online store in 2020 who
have purchased from this store at least once.
Available sampling method was used for 384 people
and in order to collect information, Rita, Oliveira and
Farisa(2019) 66-item questionnaire was used. For
descriptive statistics, dispersion and central indexes
were used along with graphs to fit the tables. The
results show that the e-service quality directly on
customer satisfaction and customer trust and
indirectly on customer behavior have a positive and
significant effect in online shopping. All eleven
research hypotheses that have examined the
relationships between the variables of e-service
quality, customer satisfaction, customer trust and
customer behavior in online shopping have been
confirmed. The results of the research help managers
and Online store operators to better understand the
impact of e-services on customers' shopping behavior.

Keywords

Customer Trust, Customer Satisfaction, Customer Behavior
in Online Shopping, E-service Quality.

E-mail: tohfehghobadil36205@gmail.com.

oaSe

PR JCH PR EICIT: S W - S S PR PR PR VO
Sl oK T lat & s 0l pde skl 5 culs,
Cda Bl 4 5 63,08 (sl (Rasn opl A el VS e
) iy s Ol ie kS ls bl anlr Lol o
o3 S o5l 51 LK Bl S AT L 53 VS e
osbie 4 s 8 VAL Sl 4 e e g3 (5,8 W e iy W
(YY) OKes 5 oy s M sl 51 lenlbl L;)jcq
5 S, glaatle 5 iws bl RESCVE ST e
@l s eslinad sl b ke (glajlssal ol en 4 (555
i sb 4 (SO SN Dl LdS S das e 0L gy
03 Obie By eliee s sy 5 g Rk Szl 5 oyl
s At o3l ool 3l lsbies 5 e 36 0T sl
(S Il (S5 Dokt dS gla e Lals,y
o3 S gyt [y T slady 5 53 O ke S5 5 (5,20 slael
el 3 Ol Caws 5 Ol pde 4 has @B Lledd Al
Ol e g o by S, S o 36 2y S gl AT
S o S8

S5 sl

T Gl i phyiie Hl3) (spie Coldy syiie dleiel
cSwgsl wlessd s



oBss 3 tandllan 35 50) T (slads 5 53 Ol e slazel 5 Sl (S S Dlads kS 5T a1 1 S pod (638 aloic Gl gge

(YK@A gs:’f“‘i‘

5 it lyLLas] Ll 51 b elus] gl 48 305 oo
Oyle 5 slezel 5 (WAY (g)b) Cunl saiiSas o 5 Sloe
ol 9 28k pliabl LB Bl S 58 Sl 4 ol 5 el
Sy dbled fae ulagas an (adsle alaly o )b
Jole o3 cals) (WAY (e 5 (olie 5 Jom)
5 o )lesS) Sl Dome by 5 duaB (gl (bl 048
Syndo 5 )3y 5 (5yide cald) (VoV+ fold (2 5 )15
S g oS slad S 3 i bais > ol ale g
2 s Coldy 5 Cunl s Jb )0 G o 4 &S WSl o
e adaly (9,5 gy ¢ ol pegdle il i 3
) el e g yidio (550185 5 (5 ide Culis)
Ol 81 1) 2aome a3 0B 5 L e (s e Cals)
Gz ) aS Aol (VoVe Foi Sy Slsm 5 o) a0
2By g 058 ol o Ml e gls) g Slezsl
L oS ala)lid) (o cunl (] (slay 5 5> (byiie
Aoy dad g Coluw jlaaome il lad 4 plas &l
a Sl b JWd a1y (syie S (o)blog leis & 45 dume
snlgs o)l & &Sy (dlp 1y it olyide Sl sglage
2 Syt 8y (o TIX uglb g [a5dsl 5 ) 5]
IS g S g (gl (sl Jsle M 8
2 oo opl (VA el g i yal 5 M) sl S xS
sl VLS 203 (ygomen (obg)B035 (5] oBldg 8
OS5 N Y (23 & L sl d2g8 59803 5 e
i ABe 5 i b @l 5 sl ) D] (slmolSisg b
A A ple Gyguo 40 &S Mib o Jol yd eaiS il
slasel g colus) Sials sali « oSl Gloss cuas
5 LBy (5o ol A )3 48 35 mely S e
ol 9ot 5 Soglogm il g (e Cuto Sl
e (il B0y
o=l 3 ol jleslital @ pw 28 JUd 4 (9w |
3 Lo oS 55 T elaas 3 4 BuiS' G puan slosel]
(VN sion g (ddgpad Slsebl) conl ol Sl
T slais o 31 ool Lol g el 31 3o
o=l el 5l Colss 58 b o i g ALl aal38 sk,
sl yglid ) ookl b S S (sl JUS ) 3,15 5,
JUslglej g asp 53 (apddpe Job 5l (2blje ¢ (5]
Codgize o Sl Oyl (pizmen 5 Cledbl @y

5. Kumar Jain & Gajjar & J. Shah
6, Kim & Hwang & Kim

doddo

Ol Lo )9S )3 oy & dej ol 3 by slaas>
SOl B ple gy ol (i) (olSig 8
Sl odidgyh g (aBly oKy s S b (Bl ol 0
DI L a8 Cungydngy (Bl ooy G b 4l s g9,
O—.’.‘ o> Ao Iy (S ydio o> J9_Aa.>oo o)Ly u.':’l.c){b\
Sl & a2 il T (sloolSidg 8 e (il
U a5 095 slaasly g cdlaal o,y 3 1y b jzie
il G 355 lhyide b oll bl 4 wlgn 5k ()l
G dg e ol A Gy sl oll GlajSal) 5l (S
Coml b yiie as oas Sl S5 S Gloss cuals
oS (WA (oMo 5 Sltiol (Siidio g (Sume db103)
coiS l GBS By Sl ay  Sog Sl loa s
5 OMS e ol o lod 3 ciaS a4l wlea s
5 danl) 2l (S 0d S B pae ol lie picren
Slod s 5l eg5 ol 9 b dalgs 639380 ]y )8 dlas y sl
Asle NS S by 6y 9 Lads g guielS)
g LagSl il b olusl (Yo¥e T oLl olysils o b))
laial) 15 Pl 4 ) ol 487 e )8, (glao ;S
G5 el e slows Gpde il 53 CuliBge (sl S (o0
LaVls 5,5 )3 05500 sbol sl a5 350 (bl oleds,
o 35 A sl ies Sl plSin & (58, lasS)
(Ve¥e Dygarl 5 Saglsh) 290 aalys
ol ol (S og sl Gloa s aslyl b ol
L (oo o alg oo Jugod > B3 5 g 890 4 o0
A ly (o yiiie slaiel g Culsy g 03900 )8y byl (g i
9 L)) dnles > (alad Oliyhs g sume 15 wad jslate
ools] (ne 4y (gyntie Coldy (YN Tl g 10l
Sou! (syiidio jd wlod s <l 5l o &S Cawl ke

!, Ahmed & Zhang

% Raja & Chandrasekaran
3. Paweloeeet & najuora
4. Rita & Oliveira & Farisa



Quarterly Journal of Approach to Business Management

Vol 3, No 1, Apr-May 2022, (93-111)

(39 pad Slisebl) Cusl Glaa (6loygiS o 3 ea355L5
ua.>L.w uoLml = 03Dy Ui )Lo] Lol .(Y'Y' (Sl g
L) SLSST (g 31 VN Jlo p3 a8 (K9 y8dl &)los
oL ol oads it (VoA e le lojlo dawss g oyl
& Cunen jl oot I ol b el 03,8 S S Sl
09> del e S slaye S )3 wimd e pbul il b B
4Bl Ay slaygiS 5l S (i JB oo 4 ol
gl lo)siS )3 ploslas ol o)l olsl e
Al G G SS1 g STylails DS ¢y gun il o
plosl p Ml S ygo a0 1y 365 1,5 izl o)p)l8 5l aoyd
Oylog 5 Jlased slaatdl a8 dad o lis cpl g diad o
Satdl ) gl WU 3l o sLalse 5 g Sl
L)) jelate d U5 ol p3Y oplply oS slog) Ly guiS
Obyde sl 4 Ly 1 Gl Sg xSl )l o1
L aaie cuaS b closs @il g U] slazel g colsy s

A8 sl > 3 ol 29 s (e ] s

wegad (ml 3 ead plodl (o gdge (gladindy (o)
2 oad plodl aslBlis sla yiagh den9 b dad o oyl
S iiin Szl g ol S S lodd CurS ogas
ol 586 dagl g2 Sge Jelse (i L a8 aomado Jinghy
3 G y5-0 (T (g pie )3 )18 1) Jelge
Ead90 oyl 4 STyl Saingh IV el aidly dg3g wiad
U caslond ol olnl o Byl sla il sk pas 3 5
9 s=p Mgy Al ol (o g ole Eidss b
oS Ul a8 asb Jlaw opl (6955wl g 03> )13 slsas
2 obpie L) o suie Cald) g (S sl wless
Dyl 36 u:)u JR{EXVPES

g3y e 9 S Sl

i SN losd S

S gl a5 o1y S pSIl Glos S e aS
s S Slass 65y s ol ) o5 e
5 o> JDE) 3505 iy yad (g5lee L5l p0 0l Ad e
oloa 3 e @S (WA (Mo g Sl ol (S
bl Jold a8 cal (g Jlog il S (Sig xSl
Jm956 5 (ogad oyl Cuiel (g puiie Slodd wulwig

!, UNCTAD(United Nations Conference on Trade And
Development)

S5 Ca e 3 (HBd) ol dolilal
(‘\\”—\\\) \\c’\)LQ& ‘(ﬂ L;\l.u) A b)Lo.w s 0)9d

03905 wal3 LIS 5 cuS’ g baglojles sl |y loj 5 L3
s gy LLOTAY (oo g (colie 5 Jgm)) sl
2 Olawsly Laculuog jl oS s a5 s o oyl
VLS (23 oiBg )8 S Joo (3890 (b Cu ST Ol
a3)) 5 L5, S Ltal38l b g o Lo 026 ) 51 30
395l e LEalS amli (Ul cow 5l cuiS b closs
olodey 5] 089,840l 40 byide ool Cwd
Clads S 4y 48 el ol 5 ooyl il
9295 drg Yl YIS 203 (00 olRgy5 5> Syl
L L g 0d i plS 0 43ly) CSaig Sl ilosi
By g 03,8 e 1y T cols) el & el olo
pre ol 1 drgh 4 WS s ol 53 1) 0igd S5 5
Gyt bl ooyl gl el e dlex
olSiig b ) o S g (Sog Sl Sloa s 4 dny
93 3l Algs o g Sl clond oS cawl ) 4 YIS w0
iz jlamd )y 8 angi 3)00 |y o9, 5 (b plde A
b abis oloj )3 (grddpe p Sg sl Clods (e
S8 5 a3 plosl el daste claJUS 4 gy
SS9l wloss ] 55 olBg)8 a5 ules oo 0kl
gl ) o olSbg )5 iyped SIS g sl cudSTL
S Jlois] Sy oy e 9 ot L
b (Ll o390t (5 (i (glaoldg b
2ok pbyide Ol g exius ¢l co)d sl
SaS oSty 4y JolS ol Ll sl 5 i (slalil
P ke 5 S5m0 glbaiy dlex 5l pre ol &5 Wi
a2y L oplpll wdlioe (Sogpsll wloss @ g
=033 sl o youiS 5> 5yl Sl edlatul (193815, il
Sgste Seig Sl )b e p3 Aalss oo oS pla 298
SBad Gbyde (Wl 45 la)ld) wusl ()90 il
do)lidy pl s dngi b g ool 4,8 adllas 5y90 iy 4 1) 595
U9 )l g Closd CudeS dgue (sl (erlio a3y,
S 3BT e (6ygloge 9 59000 pskte
i 5l (S Olbls)l g GleMbl (6)5ls @y 43,
SbygiS e Jbo ol bl a3 4 by e )3,
oyl Jladl (e sloaiy 5 4 (3505 da g (2
2 4 s oMl 5 4081 les g )18, s 1 50
POl i b b olp) il odds o gt Udg 30045 ]
395 dy asleygls o 1) pad oLl il pylS edes
PO e Ay U o] cpioed ol ooy oliais]
ady gl YN UL Yer Gl o copnl ghop



oBss 3 tandllan 35 50) T (slads 5 53 Ol e slazel 5 Sl (S S Dlads kS 5T a1 1 S pod (638 aloic Gl gge

(YK@A gs:’f“‘i‘

SO A Cud (g e S (10,55 ¢(§ piubin (glinculs,
g lad) cowl ol 5l eslil 5 o Jgame L cooss
a5 Sloj &Blsyd (WD (Jloz g 5 gome LS 5 Sl
ol il ol e alyllanl i wad STl s Slee
(Veo¥ Tl 5 pob) 3580 Jol> 5yt

295 (gl 3 (WWAY) ovga Jlsl g (ol g ()
Wbl b (SOsySI Gloss cuaS dn ja oS ol lis
Sy dwled iy 0 ol e cols,

by dlose!

Slwd o) o Slusl by ppe sldais 51 SO sloxel
olael b cowl asly lael lo o8 )lis 5 o)Sen
oo Shoal (S ol g 99800 ! (il s,
di o) dn oliws dao)d dnels BaiSs, ) a5 cul
(YA cosliile g yom (oo 9 oo 9 (oo 9 ()SL)
2 2l L5 o pls en g xSl o 5 cas
Glecols) abul g e b sy b i (gjlwolezel
ales jl Olods ool caS Gl bl 9 4l Ll 5
@dl) il byie (ol s Caa )3 e Jolos
(83943 o) 9 (5 5 Y3)l) 4b sl ol i
2 aS ol LS 2g3 imgh )0 (VWAF) ealjsige IV
3 obyde sleiel gy gYL (Sg Sl Glosd cutsS 4
A dalgd i o&dg,8 4

T sl 3 )3 (3l e L8,

> & ol g5 m 2T (slang B o (e 1)
&sPL8g 4 S s e uy S dial g Colw jlaase adil
39l aalss lae)l oy &S0 gl | opglogm 5 lasie
dalllas pgo BV 3l (SO (YN ¢ Lugyl8 g 1 padsl o L))
2 Gl gdyaly (605 S5 (bt (6513, byl
Lgl)g (\Yw\\” 6("3.«0 9 Lg.)uo?v.a) ol DALJSJ)J.M )l.'l.é) u»lwl
90 4\5@3’9.«47&0 9 Slods 4.‘)])] ‘)l_f 9 WS ;ga
s el Jl3)55 0 (o0lj Comnl Sl 39 (g ynie cols,
g Sload &l 4y (gyie dlatel dgus Cge (g e ol
b Anled diote dy B e Al 40 g (gybleg dloxl
SAARURRISLOPRFSRNERPI )

Sl g odyglp |y ohlu s colsy w¥ole 55 slel 3959

3 80 cosg |y cam slaas 3 > b e ()58,

2, Naser & Jamal

o 4 baye pole (ol 4 Colooy (b A3l e
wlbnj e oleMbl cis alon 5l colwry 5l g pie
(Jymame Lol woliwoy () Wb Kg) wolucy
092 oy 53 5 Calwoy (Gilu pased (ad Ohloiiy
SOl ookl 1093 dyymd b g 0yl> 0,L] (i
Syl Claas (I CoudsS o @l |y Colwey
Legdsl 9 b)) aimd oo 51,3 arsi 250 (DT o898 S,
2 (V) (b 5 J3—b g (lie (VIR L)
5w b ylaw g o (bl a8 Wald LS dgn yimg
Coso 1l Colweg ol STydl Glosd cuas p colweg

Crygmo 4y Canst dud,8 Gidoh cpl )0 0)l (gl sxe g

hw lize & Sog sl Glodd CuasS (3 (g b Sloss
Glodd plu dulio b Glosd cudsS i (Y00 ¢ )8
g5k an oS U ol s &l 00,5 o pund 59,58
Jols ul8) Llie slonl coge Jlo pdaw 13 5 poitus
39 oo Hbyide (5 blBg 5 BB, xlss plate Closs sl
D5 9 5390 9 Sl (IYRF il 3ls] g 5,8 g pm0)
S iomw ppe yolis Jl b yide 4 Sloyoless
ol K59 58J Sloss

Lo g el bas o« S Sl lon s &l L o ylojls
Wlgicn s 13 CB g Bge 4 hgpS g (pogad >
S )d Sl s )8y LS gynde b 065 &
Gloa s eSS » oo bl o (uasud oleMbl |
bolyd g (hyliw €8 (@ge 4 oo (sline 4 Sig sl
(YN L)l g gl 5 L)) sl g celio g2
2ooly L 0gn imed 53 (Y)R) LewoySlls o ISLE
heidy 9 popadr my b il (laebl el oS
ol jlsyndia b balg)y (b8 g b oy Sloss |
)3 0anl38 g Cute 3 (5 puie b LIl o e

Ol e cols,

S b e Syl dons (lgiee |y (s ude <ol
Gl (Goloms Caosd & (50l 4y 3905 iy 5 () b
e gy ia oot )l Glesd CdS Cuni b

!, Al-dweeri & Moreno & Montes & Obeidat & Al-dwairi



Quarterly Journal of Approach to Business Management

Vol 3, No 1, Apr-May 2022, (93-111)

obed a led Gl wiab g ddome 3 a6yl
o3} 5o g baest g o3l .oyl (o )bline w3l b e
dlasel 5 colis, as asoh jLis 2g3 gk 40 (VWWAA)
om0 b b Cute (oW Sl g Cuslad (b e
20 e 3l

CRR9F (Pgre S

Ly g Lngdol g Loy Joo slive 2 ool (cogrde Je
Glodd CiS e 35U (yp JLd 4 g (V414
T a5 o oy dlatel 5 colis) oy Sig sl

OleMb! cus’
ol (2l

b oyl

u‘.’.l""’ <9 Ls:") b oless
colw
Jauame il

Sloss

S !

OO (W ywd 40

S5 Ca e 3 (HBd) ol dolilal
(‘W—\\\) \\c’\)LQ& ‘(ﬂ L;\l.u) A b)Lo.w s 0)9d

L5 dab Bl i b yde slezel lie 4> ja a83 0
L3 Jasl g goske e s sl Ll bais cord i Ll
Soas wluel cas a0l o Giul8l b e ) duome
ool dlsul o bl i s cond &) (g S cleds
doys an |y Ll g o b jiie (Siwoly Liol38l el oS
25U ol e ddore W 3 duab p slezel sbul b Sg xSl
CaS e blsyl dame coge oloiel yisead )15 o
" g (2 (MR (639303 (Jgw) 9 (o3B
Gliwculsy a S asnhy i dagh 0 (WAA) olg 5

O a5 45 ol ko U3,

Frmm e -
i i
i i
i WA 1
| = . i
; s i
1

1

1

1

h i
i i
i i
i i
Os Olals 1

; ;
1

| i
i i
i i
i i
1 1
1

h i
i i
i i
i SIERE RSN I
i ol i
i i
i i
i i
1 1

ORRYH P9k Jao ) JSs



oBss 3 tandllan 35 50) T (slads 5 53 Ol e slazel 5 Sl (S S Dlads kS 5T a1 1 S pod (638 aloic Gl gge

(yggﬁﬁ gs:’f“i‘

S35 031 Jo CaS
blize oy gl 1 ool b 6 ,50jlul Jao o

)._:Lh)m Lg).;b)b._:l "‘t“tgu-“’))’ cbvuf').w:‘ ua.>l.w
J.\n u».o.»f Y o)‘«»f} J9J~> 2 .))‘.))JL;o Lge] u\”y.u u»lwl

Cw) 045 03)91 Lm)».:u.n SS dl)f LYy d).;o)'l.\il

o9 (& 50310 Jao CudS Y Jgus

&b YA & o doiel]

s -y Catel

&5 o ARV ol jlaame 1350

ol 4 ey olals

98 sl +/¥aA
r e b

58 s Jyay Bgo & g

s SaAl oA wm>

Ty RARVA ol Ab cless

< EtE

$P sl <[FFY

s IyY- OO e

7 -I¥Y Oblaw >

S Nns- cole o ()

Ty < IYFY S s

58 o - [0AY Sy ol

[ R Colo g s 2l

95 sl +/¥Y) Slods o

bwgio «[-a8 Colw Cg (il (pased

Chm> N

ks blpd

Chunds of+Y- L5 Al,e

$95 o -[0sY Sdse Ay S duad

Ty <IYYY Consd iblpiig

98 sl -/¥¥0 SleMbl cuas

98 sl [0y Sl wless IS cuas

xSl Jae cuaS) o4V Hlade aw byt ja polie
I¥0 5 (lwgio (505 0jl) Jie ciaS) /N0 cans
93855 )15 (Lol )5 (658 o pSoilul Jae cuieS)
4233l sl e (65 0jll Jie CuldeS &5 A5 pasuie
(@890 dn Jueo oyl & lad Slads ¢ colw 3l dame
Mo dh st g (s yie ol (s ie et
Sy S Gles s IS cas 5 GleMbl coas wase
S e S i bl o (558
oyt w ] Cial il (g yita Slazel (gla e

2, Commuality Cros Vality (CV com)

Sloa s IS cuas p Colw (sl Gledd 1cuwss ausyd
Oy 3 Y s 5] oldg ) 4o (Sog sl
Gl s IS cas b o Glod 5 ipgd 458
Oy 3 Y s 5] oldg )y (Sog sl
Sloas (I CdS p ogad m /Sl ipgw 458
S 53U Y w5l o&dg,s o (Ssg Sl

2 S SN Slors IS aiS 1 oo e 40
Syl 53 Y s ) ol 8

ol o (S Sl Cloas (IS CudS ipoxiy 4ps )3
2,0 53U Y oo i) oK g,8 10 (g yie

el 5y (S oS o (I i 1ot 4ty
2,0 58U YK oo 0] olRig,8 )0 (g e

olSiby b )3 ddome 3 Mab (6l Culd) et 4l )
S 53U Y o (5]

2 Obed o s Slls p (gpide Cold) iplin 4ns )3
0 53U Y s il olKg 8

5> ol 5l a4l o (oide Culd) tard sy
0 53U Y s il o,

oS iig)d y3 A B dad 1 (gpie Sl 1o 4 )b
S 43U Y o (5]

2 ol 4 ey luls g i dloel epdjl dus )8
0 36 Y s i) oK,

iR F (owlind b9

L U e
oW slasy 5 5 byt dlaiel § ol p (Suig sl
o=l bl drels ail o islew— oy Olaisd s
PV (2o (5l olldg 3 (b yide &S Juls (hang}y
o oy )l S il o s2ile YRR Lo
5 0550 Jsir polslyy 365l ()lel Wigad s S
5,5 5 53 5 YAY 31185 &, sy ogsd by 5 ) g S
&9 09=b 93 4 lwgiy ol 3 LS ploxl by,
—luls by, g0 &S €8S Oy lAbulS g delidiu y
YU I gty G g Cladl gjlwis jslaie 4 (]
iR 5> 9 Al il baye (S g ()5 5 (S
Ly g gyl g Loy g £7 dolistiany 5l cdalidin
Aol ol ()15 0y 0d ady b a i ealarwl (V+)4)
WSSl e slan 0 0 S b bl

!, Krejcie and Morgan



Quarterly Journal of Approach to Business Management

Vol 3, No 1, Apr-May 2022, (93-111)

Gl capd anlie gseil 5 (AVE) (ol (i)l
151y aly) 9 28bior (2l puibly (ke 5 (S5
2 laggeil 5 (S el TSN g g ogeil b kel 5
olen b (S153l ol cups osesl d)Sen g, b abal,
olos sl 4l (AVE) Lol sl Luilsly cuSibis
Ol il o Jlow glyls a8 slal oguad 4 g b yuiis
@Xen 2loy culpl g o /0 ) gt (2l el (bl
W3 e Uil 9 3,5 (0 58 W 3)50 (6 Sojll Jae
daly 2 5] pfY lSes ;i b dw o @Ylgw &5
28,5 )8 s 5o SN 5 Jiagh seil 15y 2oy b
@ (Vo) ghlben g jluin iagh wloly sy ol
il ke o SYlgw Slpu (Jad ob pis (o)
2933929 151y 2ly) boyite G Aol gols (ulul 5
L G e ya OVlgw n &5 O lyie &y
233929 2181y by (s ob pie ;503 puite SVl
o323l 9 TEL9)S Ll igasl ol aolidiy (LY
¥ Jga2)ed S 8 o 3507 a5 5 bl

9 Elig)S ST (ST bl o o @ ¥ Jgsa
oS 5 bl
i oo eyl
bl swi bl 3
Sy fd I3 S il
< [A¥Y +/YV¥ +/OVO & e doiel
- IY$0 < IYYA /ovY Coal
JIAYS -IY$y Cokel
/ / /0y ples
oy
NING < IYAY JAYo Jsae Clssil
NN < IYAY 31 3450 35
GYAY
Colw
/ANy /Aoy @ oles olils
VY
o
< IVYVY <IYA +/OLA g
< /AYA <Ay Y oo s g
JA-Y < Ivvs JOAS o9
< JAYE <JAD I cless
oo b el
Colw
/Ay <INV A S ladd

2, Fornell-Larcker
3, Cronbach's Alpha
4, Composite Reliability (CR)

S5 Ca e 3 (HBd) ol dolilal
(‘\\”—\\\) \\c’\)LQ& ‘(ﬂ L;\l.u) A b)Lo.w s 0)9d

bk leds (ogad m > (i Joare Ol
woluweg (o ly o ilew By (g uytwd ) olw
JHe Gl g 035 (698 S Sl 9 (S
9 Colw 0y (il olnj sl psie (g —Sejla]
S (b 5 Bl b Colury (silo pased
Ay anl g s llyd lajeite (S ojlul Jae
5 shogi Ll (i 53 Jold Lavodls ol g o9
ot Loy el plosl (ol il bliitl
Joha Ly cuslite (slaylages olyen &y (635 yo 9 (ST
b )5l cas g (blizwl bl ) cpioren .45 oozl
=l g 4 el p3Y ol (5] Gy g a3
el g a9 )S5 o5 slagygel 5l o)l sl
N8l bwgs (5l le SYolae (giloJde 5 5256 ol
23,5 ozl ¥ ases PLS 4 Y0 aseus SPSS ()Ll
oAy el

ol eam i B lbcames sladdl Llow g 4500
5 AXNY g3y e Baimagenl 517 OVA 48 aS el
YV o A YYIN (Slghd dopd b ol ey (e WJ0 g
JUo¥e VY o ZYVA G5 e g 039 Jlo ¥o I
ol )3 b LT a8 45 s osaliie Cpmiscen idg)
LS SE I8 o 51 iztls e Jlo OV 51 sz 7 VIY
o b o JLw Vel a8 dalllae 3)50 diges
b sg pol Ghagly cul 2 & (Sbytde yide OMpass
3 LYVIY s g 0390 (uild 7 YOIV Slgly5 ao )
B9-d SHde s by I/ VF/E iomen LA ledg
3)50 4ged I YAV a8 gyl 4y cdidgs 5Vl g il
FSTan s adle iy il 5l a8 (e adlllas
JLo ¥ IV e 2 YFIF Slglyd s yd b saus'eS s ol 8l
o858 5 48 el Jlo N 51 (a8 L YEIY Ly 5 0392
VIR SNyl a0y by T (S pizeed S 0 5
SITAIY 4 gyl iyl Jlo Ve 3l yidin b )3 ddles
JUo 0 5l yeS 3l imghs ) (sw)p 3)90 by JS
IS N VECST- W

bl 9 29

g0 151y 5 ISer gl wlol p Jae 2ls) ge)]
oSl opgasl b alarly o 1 Sen gl 85 )15 e

!, Kolmogorov-Smirnov



oBas 5 aalan 5 50) (T (glacy 5 3 Ol e slazel 5 Lyl (S S Dlodst CodS 3y (S s (33 admic S (kg

(YK&A gs:’f“i‘

AL +/YAY +/OAT RAESRT <IAYY <Yy Walnl 92 o pand 3
-/AYY [AM CIAA e 5 i A -IYan SAYY bl B>
<[5 A /04 ENCRCAN ISR AR <IYYA /070 oo oy ),
INF +JAYD VEN SleMb) cuas -IAo¥ < IVYA aut3 S )
-/ary NS AT Sloss S cuis -[avy -1AQ CJAYY S e Sl
SwgyS -IvaY -IVD- oy oolid ol
&bl J e ol
)b &Yl Jdod 5l imgs laans )b ) p can /AN AL VT Cants
a9l ¥ oojles Jgan 5,5 ooliwl PLS l3ble s oo <IveR AN ovs g il (pazd
o3 g0 WS 1) Glmggy gladns)d (blxe =
-IYA IV /018 bgoo baslys
ORRgR SBAnS,E oy L S
O Thw ool Bl cu e Ly,
h &l value  shre (L) e )
bz ofe e 1F/AQ) <[-50 /a8y g Sl cless IS cuns G cole Sk closs
Joliee A F/OAY -[-¥¥ -YN Sy SI Sless S8 cuiS O i loss
Jaline ey YIYNY <[-¥A wAYs S St cless JS cuiS O ogad ay el ool
Jaline e Aty <[+AY Nits Sg St cless JS cuas G Lo
Jlaliee ey £I57) -[-0F -/yon Syide ol O S pSll Gloas IS cuis
Jalies ey a/fov -/+¥0 -y &y dlozel O Sg I Sl IS i
Slalize ofeey ¥/200 RINN AR Moo by B dab T e Culs,
Jaline e £I¥as o[-0y Niaal o 4 oy Slils @ g uie cols,
olize ofeey ARYARTA ol NINYS Colo 3l asme 135L P ¢ pie cols,
Jaline e AYY o[+0 -/¥Ya Sore 3 b O ¢ e dlosel
Slalize ofeey SIV-5 -[-0f DAY ol 4 play Glids @ g yute slaxel

78 lsebol gl b Laslsy gl 13 5 w3l oo —Y/OA 5 YIOA 854 5 g5 (353 Lulyy gl tvalue jlade ¥ Joas Lululys

Uil Olsee e 23,5 A6 idohy (sladns B cdrols lon | 55 185 dged S j0 a5 29 0 Sy IV i Hlalixe
aw b Ll polie g 039 59,0 b SMe o (glp o pulais R? oasls a8 8 i 3y50 S b g 1505950 (sl yunie
35 B i) 290 (5 i CodsS) <PV g (lawgie (opley CodsS) /Y (b (nphe CodS) <V ke
CudsS) IVE (chums rawcudsS) [N )kl Jlade aw b bl 0656 adsls 4 baye oS GOF eejl 3,k
IS gy JlBley ool (il @08 &5 A asedie 9 <85 )18 (2Ll 3)90 (598 (PriwcedsS) Y7 4 (lawgie
awo b Lol olie g 0nd 03,91 iygy0 yuito (slp 45 Q2 S gl (a3 ld imed sl (ga> a2 3 (mgly (sladns B
b)) 290 (598 )l3lo Jio CudS) YD 5 (lawgie (g)ldls Jdo CudeS) N0 (dhnd ()3 Lo Jio CudS) +/0Y ke
Jb 29de L) (Goge 42 a4 Gl Sand)d ISy a ) ke Jhe CudS oS a3 (Ui padld cpl e85 1)

!, Stone - Geisser



ﬁ__—__, U’t&ﬁ,ﬁ W 1#:@53&%;

JOpFe i



Quarterly Journal of Approach to Business Management OB 5b S e 53 B, cols dolilad

Cul o cpmosd Sl 43 (Widg i (sS850 Joao Y JSS

ul g (g I0bne Il 43 yides 5505l Jae Y JS



oBss 3 tandllan 35 50) T (slads 5 53 Ol e slazel 5 Sl (S S Dlads kS 5T a1 1 S pod (638 aloic Gl gge

(YK@A gs:’f“‘i‘

@l wly e )3 05 30l (iagh )l 4008 cnlply
o (WWAY) (ougn Jlaal g (Bolo 5 (cu)> slagingly
soSbhle 9 S 5 (W) oS 5 (5i9pd o
Al o Jols gl b suan (Y+)9)

I G5 ingy oy de b opas 53 etdl s s
2 e YO e 4 (SO S cleas S cuas oS
)8 (oo 536 Y (2> (5l oy 8 53 (6 pue il
D9yl (SgypSll Olods (S5 CudS waw d2yn g
o 48 Cnlpls WS (o Iy Gl 5 (6 pie culs,
9 50 lpiagh i Luly (res 3 ad Wb (yingh
5 S st (IYA) S 5 le (W) (350
g ol (VeV) e g Cangd o (W) ()81
b 9 Jad 5 SUge 9 (Job V+V:) (B )il
(V33) ohiSan o 815 5 (V<)) plooy o JlslyST o(V-Y)
bl Jol> b b guon

o s ingsy s b o 53 asd] Cady gl
2oy BV e 4 (S Sl cles 8 coas oS
SIS o 36 YIS o> i) ol b 3 (6 yiche dlatel
D9yl (SS9l Olods (S5 CudS waw pm 4
i dp5)3 cplpls NS oo Mg Gl 50 gyt Sloxe]
Sboiagh @l ely grea 3 8 b lagh
g bl) VoV1) e g Cwgy ale (ITVF) oljicie
(V1) S hlar 5 0L 5 (Vo) OLE ol
Aidbe Jools @l L guon

Ol gl ik 4 b ogas )3 by Jubs ol
L3 dab g dod YA e 4 (gyiie cols, &5 Ob
a9 N5 oo U YIS (> (5l o9 )3 > daoe
L a4 bl plyide 09 jile (yide Cold) gaw
OERoR e 4058 cnlply S oo My olR9)8 I duore
5 Jod g (ol laiagly gl Luly Gred )3 8 a0l
5 030l 5 (VYRN) ol g 5 ooy 2l (ITAA) (polies
Aibbe Jols 055 b e (VFAA) 03l gixe 5 btes]
oo 5 (il el dndyd ogas 5 odol s gl
4 oo Oluls p ae e Y e 4 gyie cols) oS
a9 )5 e xS VB (pud (B0l oS8 55 (e
o 4 glad Clls 0gd jlin i Cold) aw
A5 a0l Jiagh wlis 4558 (nlply S oo by Sl
olgd s 9 (sotbw) 21> Glapinghy gl Lwl) (yen )3
25 b guuad (VWAA) 03lj 3850 g obaes! 5 odljl g (VWAA)
sl e Jols

W3 liwlens 9 (5 5 A2l
doodly I Jobs mls 4 g b ol iagh
2okl Cunsy @l WA wyn Slegh laans)d
@ Colw Ak cleas a8 ol i Canss dudyb ogas
Sloss (I cudS a0 YV glie 4 eadtes ok
5 o0 b Y (o> (Bl oy ) (Suig sl
@l Woly (e )0 0l a0l Glaggy Jol ansyd oplple
g el VW) (b 5 Jod 5 (oule lagingh
5 (VoY) g g Juad 5 SWge 5 Db (ITAY) (58]
"o Job @l b guen (Yo0) oSl 5 0L

sl

P9d 4pd)d Logad > Limoh sladdod o wpd mbs
CutS 3 doyd Vo e 4 (gytie Gledd &S ol LS
6 YE pmd Syl oS58 ) (Sigysll oless IS
gd iy ollBgd )3 pude Clokd dxn g 3l o
Oty 35S (oo 1y (Rl381 (S psll wload (S ciS
ok bt Wwl) ued ) b Mol Jimgh pgd dus )b
sl g (Bolo 5 (uyd (W) (9 9 Sz sl
5 PL (VY) e g cwpd b (IYAY) s
oS bhlen 5 0L o (VoY) Lo 5 Jasd 5 SUse
bl e ol ol L gaen (Y+19)

b Lo pow 40 ogad > lodl Jbv b
Vo Oliee & popad mo Gl &S ASb o Cuxdly ]
(5Bl oBlbgy8 53 (Suig Sl wlass (S CudS p doy
P eyt mpligil 2y g 385 0 36 VI (0
S sl Gless IS cuaS il dguy olKig,8 ol
252 sy py sssb el 5 e Ly 3
OB whale 5 bl o gagh wls Luly s )
@B b guer (Yo0) LwpSblle 5 0L 4 (VoY)
el Lis b oS wiods ol olinl |yj aidbe ol
55 oS5535 (Sig S Sless S byt Sl
b

&S ol L pylen andp ogad ) odel Cunl mls
SgrSl closs I cudS o ¥8 e @ oS
Sl )8 a9 235 o 586 VI s (Bl o958 50
G S Bl Joglas oSdgd SV gaxe g
S o Iy ial33) e 4 008 1) Soig S olosi

!, Padeli & Mulyati & Faisal & Debora



dlis 0‘9& ul)&oﬁjJW ol g rbl.s £

A cols Jotwe b s Sl 0l8ig,8 lawgs
Sy g Capde g B Sl h > IS b ol 2)55 5
Glodd I cuas p ol8dgy8 lawgs b e (sl jlolize
ogy8 dbgiye Gelgiue 4 1 canl HIS S (Sig sl
pls Sy (s3lsloly b a8 29 go dletiiy VI 20> (55|
Slp gl cdbp g Jlgw b gl iy bL)
e o3l Jlais] s 550 b 355 oalyd i
D)5 28 e Dol o Ay )d W3y bl Carge oS

oRRoR iy 9 GiBgRh paw 4d)d o ululy
o | pogad wplcuiel & 950 Jolb> axi
oyl b dgs oleo o bt cutel wlusl
Jod B i sl Shg S olBs sl
4 Cans Gl yiie dlaiel 5 olytie SleMbl | cdadlxs
CatsS p ol&dgyd Colw g 0 25 leMbl cunl laos
dbgyye gt 4 1V Ll HIS 51 (S iUl wlons IS
o b oS apb o dlpidn YU oud Byl oKids s
&5

g ooy Cupte cunlio gl ybgy o (suiel o JSTgy
5 &Yole 4363 &S ploylyn Sin GleMbl &l uan
Hgd ()8 pogad o> b

g sbdiniy 5 (iBgR pilke )b Jlod ulul
JB Uhgd dle jl Lo o 398 00 ol (6 pS e ()l
Gkl clyide & Y g hood jo oRdgyd 0y
pae ol dly yalls b cols ;5 34590 SV game yalls
clacws] JW3 3 Jpame I cblis g 395 cblguin
Kooy wloss S corsS p Jloyl e o Jleisd
YU o> Oy oKigd cplgime 4 1 Ll 353
k25 e g )bl slas ialjal b o5 595 0o St
595 S igleSS jl oolaiwl pizmed g ldjlaw (gyqua
k5 Sye 9 Y ghbditan 9 (1 St wiile
o Ul i 4 Olsjlaw b gloy Y 555
Ly ials K]

gk Sdinde g (Adgh ey 4pdyd oS ulul
Sy Sl Slass JS oS oS 395 0 ol 255 5
by wigyd 5l mp 5l byide culsy des
o kel g s &l clas cuas Gl Gl s

w0 w)d egad 3 ik bl g 4 s @l
5L o pd OY e 4 gyt Culsy a8 db LS
3,35 o 48U YIS o (0 ,i0) olRdgyd 10 colw jl saoxe
Jlodome a0jl 09 il (gide ol waw a2yp g
ORRoR o 4wyt cnlple WS e by Rl 8 cale
9 9 g ol laingh @l Luly (pen 53 8 0L
bl o Jools s b

By LS hmgh wmd dusyd ogad 4 kel Conds mli
2045 My B dab oD FF e 4 (g o slezel oS
Thaw a9 S b Y 2oy (Bl olKig)s
M ial38l 50 ddoe b3 dad ad yde (g e dloie!
Lily Cprod 53 b ol g obd dusyd cplply S s
@ b seen (V) 1 ol o JUI 5 bl 5 S
Asb o Juol>

oS ol (L Gimgl @Rk 4 )b pogad 5 dlol s
o 4 ol Sl p o ¥ e 4 (6 ytie dlaiel
Taw doyn 9 0)135 08U VI (2 (5l oBlbg b )
owl38l 50 oy 4 ey Glald el yde (g e dloie!
P b el Glagh @il 4sd lply WS e by
L seuan (Y3V) Jodl 5 JU1 5 ookl 5 ol 5 (1Y34)
bl o Jeols s

Hase 9 35,8 Cllidy

WhRgR Sladinln g Glegk ol v Jdod ululy
dex jl colw b Glas &S ded o Juols ases oyl
Coglle olyide 0y0jg) glojls 4 Colucy (asSol;
D d9>ge u\/ya.’x‘o [ELN ™ ‘wL»u9 Lg).mllo
G S aluoy s (ol wolee
ol b dgdee Seddn YU 2oy iyl olKig)
Colid Wy gty 5 Culw Jgl dorto 4 baye sla £l
Sy Geo e Glosd | solatwl wile ()l yide
cage Ghidyge Jpame 4 plyide Jmw (e ped
235 (S iSll Gless s SIS i)l

WRgh sladindy 9 (agk pgd 4ndyd b bl
ozl g yuie Closd & 980 Jolb (g pSeni

!, Abubakar & llkan & Al-tal & Eluwole



oBss 3 tandllan 35 50) T (slads 5 53 Ol e slazel 5 Sl (S S Dlads kS 5T a1 1 S pod (638 aloic Gl gge

(yggﬁﬁ gs:’f“i‘

Ot a1 Ll I35 51 o858 5l dazee & B 9 ol
pis 4 drgi b 39 oo ol Y (3 (85 yti] oBlsg 8
P LYK Sy cwd jl gbyie ol cols,
Cuoud > &S Sladss (g @)l iy cbaolpiidn
bl andly 0,8 o 1)l WY guase (sly 039 (sladlpiiiny
hngh sladindy 9 (agh whd 48 S pluly
LB dab oy obiie dlael &S g o Juobs i oyl
g odn] ) olSidg)8 il b 4 byide hles ales 5l daxe
G 1wl HSH1 oBiagy 5l lyiie n 5 il
g s Moy Y (203 (5l oy 8 dbogyya (gl

20,5 wlyd Colu jd oyl e
GRgh Sdindy 9 (iRgh ek 4d)8 W ulul
oz ) e dlotel o 29800 Job (5 Sa (yl
Sloss (gla Sailes 4 Ml g0 4 it (i
e o cols Jotme b Cusno Sl 0lKig,8 (6 e
Sy g Capde g B Jlh > ISt b lyide 2)55
o & lad Glauls p0d)ss CuiS oz 4 ol5ig,8
Grots 9 oS98 3)90 ) (bjidie e HaLBI alex
Ol 4 W cunl IS 31 b jle b o8009)8 &l
L o apiin ety VS o> s o555 dogsse
b ) 0 Y (gl (Baidy b 4l 4 ar g
2 pod) de 53 3 |y edidg b 4 bgye el olKig)3
3 ot st slate] Byl el 316 a3 1,5 slag 5 |

Fl%)

SR 898 Iy e (oo fdlaas (V)
ioplsy ols g Sog Sl loss cuas (VYA0)
S i3 5 plogiie sleisl o 8 o
(AEN cdrwss g S prdo Ao )8 dolilad ol

(IY) abls wdljsime fyomw ybdes] Shumw ;)
se Sl 86 Ol g Bl Ol Giiln
S (e ol olatel wute (WIS Clids
Ol aalllas )50 bl (sligg dame 1y 5 2B
Cypdo o uildS iwst Olbls)l dawg
S oisel dmsge lied B 5 s 5 56/
RHN

ol SIS S g pie coldy p olRig)d 4 G (b piie
oty YIS o> o555 olSig b dbgyye st 4 11
Sl el b 30,8 eald olmis ly Vg
D9 b e cols,
gk Shdinde g (gl mdd 4pd) s ulul
S pSdl wload IS cuaS oS 20 0 Juols i oyl
ol85g,8 diliuais dygs y odalie alex I (g yude dlozel
B olRig,8 slad bl 5l b e coldy (s yide b
Cblidn 4 obyde slael 5 oKSg,8 (YL Jos
Sl pae &Syl 4 arg b I sl IS oKt 3
Slazel by o 5l cel add el oldjlaw Gl
Bl oBBgs dbge (nlgtue 4 gl (byuie
Ol o LS‘)'.’ Ols"" [)?.l as Sgui oo Sloguiny \/lfu.zr.p
Jolos by sopw sl jop Cpgo 3 B 25 el
Al 2ol L ol liw Sy
(Wipgh Sbdindn 5 Jiagh wids 4nd)s oS ululy
ols) dlex 5l gyuie cols) &5 ad ol as ol
g 0l &l Glead cuas 4 o&igyd 51w Bl b siie
L dad p ollgp 4 s phylie g (ples]
5] o855 dbogsye elgtus 4 13 al IS 1 si0e
55 sloieselsiSs 5] oslinol b a5 36 oo oty YIS o0
2 lead cuas liEl g Yedgjsl cuably Il sl
..,\j)lb).g rolf ul")*‘*"" cols, d)i‘fl.b cds dk.wl)
OBgR sbdisdy 5 GRagR wis 4ud)d Jlod ulul
ord Sluls gy ""’L")“g"?‘*‘w" J‘obmdl
5 0S8 3)90 53 (b yitie Cute jlai bl dle 51 (> 4
@ Wl IS pbyite bwg o838 &l g B9
9 e by YU (23 (050 ol 9,3 dbgiyo (i gtune
Slots @l el b ks Sty o o LS5 b oS
»ly bsde Jis! oMShe 68 (Soly o adls
Cold) e b b anles @) ool 505 4 5 By gyl
o & oy Sl s sl idle o byie
Ak &)ppe Ul by

sbdin 9 Olagk o8 4l ko pluly
Syibe Coldy & 25800 Jolbs (gpSeni nl (pingh
Y gaso (6580 4 bl alen 5l ol 1 aazee ad5L

I Augmented Reality



dlis 0‘9& ul)&oﬁjJW ol g rbl.s £

dolilad (o8 yis pygad g dloiel (ol s L QLS
VOYAYA ¢ (WYY o il 23] 5 oplles”

ap (WR0) dexme (LS Bl (o ulSIE 085
I syiie ddome 3 dad p guie cols) b
rizo bl clealBigd o plyite slozel )b
Sleiagy Mol oo piS peplep xbe 1S
A ol olbles 5 Copde 0 o2l
RS (s

0% Oek Hyes (slee BB (gege flie (5SS
2 oolzel Bl e (IYAY) drw wdlple s
gl 2 1T L) bausgio 2ol L (cloy0iS )0 ol
slal) Mo sl dolilns (LolysSsh (solaiel
NA=FA (YA [(awsi 5 o

{Cppmsdosre (e (SIS Lol o SLal Loy o Sl
Cood G adaly () (IT0) Jgoy (Jloz s
8y Glyidie (siatlid) i Ly &Y gz
IV Q)Y (ST dolialo 5 5 iouay

SISl 86 (yp (YY) 25000 518 fpligg o oulis
PSPl LB L glyide cold) p (Sig sl
G 5 (p9le Mol Gy S ot S
Ol - (owlidily) 5 Copdo (L pple )0

(OYA) oo gl sl Smmn 5 1 ol
“Cg 5l e o Sy lodd CutS b oy g
Sloss coieS )b 5l (S92 ol
oS gladin 3 e colis) g oad STl
5 SJsIsSS i ikige ipgle (Mol G S
IS eiplis (slo)Bge s

dasly oy (WAA) 02,8 ey LS g USUL (g pte
Clads EnS o SuigiSh Sloss uaS Sl oo
SOl cad ) gyute Cols) § Sig Sl (6l
(o Cypde (Mo JuihiS S s
D5

(W) L) (oS ggeatopuel 55930 dae ¢ ol
g ylasl 1 Sog xS Sless cuaS il 3l Juloo
S eagd . Sy (o SSL b ytie SIS
Sleal e oylblus 5 Cy o i) Yl

g lwdeoscld (WYAY) L, Fud fCde (glesvwe
By degorme )5 ol (b pie )18 (i
O @390 adlas) 3) 5 JEpdy ol (adls

CaiS 8 wyp (YY) e (o8] oo ¢ il
colsy b 5l T daomed pasd 5 cole
Pl Sslagingy (o plas (ragd s e
.d)ﬁ)[{@lﬁ
Cupde 9 )T Uhgr 35 b Sg sl wless
LSSl cad ig3)9e adlas) (gyuie L bl
o S regd o)) Sl adlaie ) it
Loswe m3 aad p plojle ol copde
glailsy g olad 4 lad Clads wad )5 oole
opel (3 gy cSyb adlae 3)90) (s ynie
Ol bl 5 Copde pole (Mol puipisS
sloylSaly 350 5 Syl e o (Bjgel duge
Dl drwg 4 oliwd

(Mo frol (Shaol | (Saie fpendow ( gowadblis
S Sl Gloss i 3l (IWAF) acbsld
Colo) i e b (Sapsll (g)bly
oy Cldls g oad STl (b)) ((Sg s
Sbsbgpors igdge  Adlas (S Sl
b Sl sl 5 5 (SS)

cuiS b (IYRF) Lo ol o)ls] ULy w3 opms
2 5 b it )bl SugySl cless
SSb i iy 53y90) Copde (SleMbl Sl
Copdo g il dolidad (§ed b ©)ls
—YYE () (M) op5ls 5 pole) leMb]
AR

Ol oy Jlaol fodes o Bolo fheswe (Jg oy
Copde b (gyuie gienlsy dal) adllas (VYY)
e (A 4 gl b (S Sl (gyide b bLS)
olsiie wdlansge) (SosSl loss CokS
VS i Sl il (Sesss)
(g lodil, 0 alblsy)) cypde (G550
Ye)a

orn PTAY) e Game t g obis )l (g
Syl b aad y (Sog Sl cless cunS sl


http://www.civilica.com/paper-emac02-emac02_201=%D8%AA%D8%AD%D9%84%DB%8C%D9%84-%D8%A7%D8%AB%D8%B1%D8%A7%D8%AA-%DA%A9%DB%8C%D9%81%DB%8C%D8%AA-%D8%AE%D8%AF%D9%85%D8%A7%D8%AA-%D8%A7%D9%84%DA%A9%D8%AA%D8%B1%D9%88%D9%86%DB%8C%DA%A9%DB%8C-%D8%A8%D8%B1-%D8%A7%D9%86%D8%AA%D8%B8%D8%A7%D8%B1%D8%AA-%D9%88-%D8%A7%D8%AF%D8%B1%D8%A7%DA%A9%D8%A7%D8%AA-%D9%85%D8%B4%D8%AA%D8%B1%DB%8C%D8%A7%D9%86-%D8%A8%D8%A7%D9%86%DA%A9-%D9%85%D9%84%DB%8C-%D8%B2%D8%A7%D8%A8%D9%84.html
http://www.civilica.com/paper-emac02-emac02_201=%D8%AA%D8%AD%D9%84%DB%8C%D9%84-%D8%A7%D8%AB%D8%B1%D8%A7%D8%AA-%DA%A9%DB%8C%D9%81%DB%8C%D8%AA-%D8%AE%D8%AF%D9%85%D8%A7%D8%AA-%D8%A7%D9%84%DA%A9%D8%AA%D8%B1%D9%88%D9%86%DB%8C%DA%A9%DB%8C-%D8%A8%D8%B1-%D8%A7%D9%86%D8%AA%D8%B8%D8%A7%D8%B1%D8%AA-%D9%88-%D8%A7%D8%AF%D8%B1%D8%A7%DA%A9%D8%A7%D8%AA-%D9%85%D8%B4%D8%AA%D8%B1%DB%8C%D8%A7%D9%86-%D8%A8%D8%A7%D9%86%DA%A9-%D9%85%D9%84%DB%8C-%D8%B2%D8%A7%D8%A8%D9%84.html

oBss 3 tandllan 35 50) T (slads 5 53 Ol e slazel 5 Sl (S S Dlads kS 5T a1 1 S pod (638 aloic Gl gge

(YK@A g5::4.;.\.:‘

F W glge cold) Glise (poyp (ITAY) g )b
bbbl b 53 03953 (55 » Sl ()96
wlbles 5 Copdo odSKiih by wwlid)S

S5S e g 35ty oDl 5T oKl
(720) el el £ ol (2l (e (8L
5 s sbcolucy Copte yly olbbal,

5 Copdo MoMyo uilidis waiSa05L il

References

Abbasi, Hamidreza, & Shuli, Mohsen, & Sepasi,
Niloufarmir (2019). Investigating the Impact
of Perceived Customer Service from Website
on Electronic Loyalty through Perceived
Service Quality and Customer Satisfaction in
Luxury Hotels. International Conference on
Science, Engineering, Technology and
Technology Business, Tehran. (in Persian)

Abbasi, Behnam, & Kargar, Mahmoud (2019).
Investigating the effect of electronic banking
on customer satisfaction with the mediating
role of service quality. International
Conference on Innovation and Research in
Management Education and Psychology,
Tehran. (in Persian)

Abubakar, A. Mohammad, & llkan, Mustafa, &
Al-tal, Raad. Meshall, & Eluwole, kayode.
kolawole (2017). eWOM, revisit intention,
destination trust and gender. Journal of
Hospitality and Tourism Management, 31,
220-227.

Agrawal, Amit. Kumar, & Rahman, Zillur (2019).
CCV scale: Development and validation of
customer co-created value scale in e-
services. Current Psychology, 38(3), 720-
736.

Ahmed, Wasim, & Zhang, Qingyu (2020). Green
purchase intention: Effects of electronic
service quality and customer green
psychology. Journal of Cleaner Production,
267:122053

Al-dweeri, Rami Mohammad & Moreno,
AntoniaRuiz &  Montes, Francisco
Javier Llorens & Obeidat, Zaid
Mohammad & Al-dwairi, Khaldoon .M.
(2019). The effect of e-service quality on
Jordnnnnn suuden’’s e-loyalty: an empirical
study in  online retailing. Industrial
Management & Data Systems, 119(4), 902-
932.

b Copde dolibad (GguSyyl (g ol yon
A¥O-VEE (V)P

Slesd eSS0 wyy (V)] wdljone

adlas ()b yuie dlosel e p Sg Sl )lsSl

sl s8] o)y Jirlad pogo - lail S 263,50

B el RS oo o ] pole o g

(Sldgpls (ngy

CodS y fge Jolse gdn agy 5 (2l (WWAY) Lo, il

u.)lwl » ‘_5)5)‘ uLMA)‘ ;,w.u o)‘.)l uﬁ-ug)&” Slods

ST ol&izily i) ol )8 bbb ¢ IS g Je

Amini, Mohamad, & Akbari, Hasan (2014).
Investigating the effect of site quality on
online repurchase intention through customer
satisfaction. The Second National
Conference on Applied Research in
Management and Accounting Sciences,
Tehran, Comprehensive University of Elmi
Karbordi. (in Persian)

Anbari Abkenar, Vahid, & Kiyakajouri, Karim
(2019).  Investigating the relationship
between the dimensions of electronic
services quality, electronic banking services
quality and customer satisfaction in the
branches of Resalat Bank in Gilan province.
International Conference on Industrial
Management, Yazd. (in Persian)

Ardalan, Mostafa & Khademi, Mahdi & Rasouli
Ghahroudi, Mahdi (2016). Electronic Service
Quality = and  Behavioral Intentions:
Analyzing the Mediating Role of Customer
Trust and Perceived Value, Management and
Development Process Quarterly, 2 (96). (in
persian)

Azadeh, Saeed, & Ahmadian, Sahar, &
Mohagheghzadeh, Fatemeh (2019).
Argument of Structural and the Impact of the
Four Variables of Positive Verbal
Advertising, Trust, Customer Satisfaction,
and Definition on Broadband Repurchase
Intent, Case  Study:  Pioneers  of
Communication Development. First
National Conference on Management, Ethics
and Business, Shiraz, Apadana Higher
Education Institute. (in Persian)

Choubgar, Afshin, & Mahboudi, Mohamad
(2019). Investigating the development of
electronic services using business
intelligence and customer relationship
management (Case study: Bank branches
located in Aras Free Zone). 2nd National
Conference on New Thoughts in Business
Management, Tehran, Sharif University of


https://www.emerald.com/insight/search?q=Rami%20Mohammad%20Al-dweeri
https://www.emerald.com/insight/search?q=Antonia%20Ruiz%20Moreno
https://www.emerald.com/insight/search?q=Antonia%20Ruiz%20Moreno
https://www.emerald.com/insight/search?q=Francisco%20Javier%20Llorens%20Montes
https://www.emerald.com/insight/search?q=Zaid%20Mohammad%20Obeidat
https://www.emerald.com/insight/search?q=Zaid%20Mohammad%20Obeidat

dlis ul}& ul)&oﬁjJW ol g rbl.s £

Technology, lIranian Marketing Scientific
Association. (in Persian)

Dabirifard, Ariana & Akhbariazad, Mina (2017).
The Impact of E-Service quality on customer
loyalty by focusing on management
information systems (case study: Shiraz
Tejarat banks).
Quarterly Journal of Information Processing
and Management (Information Science and
Technology), 1 (95), 301-326. (in Persian)

Dareyni, Vali.Mohamad, & Sadeghi, Hamideh, &
Namdar Javimi, Ehsan (2018). Study of the
relationship between customer satisfaction
and e-customer relationship management
with respect to the mediating role of e-
service quality (Case study, e-customers of
Internet  sites selling sports  goods).
Communication management in sports
media, 5(20). (in Persian)

Etminani-Ghasrodashti, Roya, & Hamidi, Shima
(2020). Online shopping as a substitute or
complement to in-store shopping trips in
Iran. Cities, 103 (2020) 102768.

Ghasemi, Mohamad, & Firouzi, Amirmansour, &
Ganjali, Reza (2017). Analysis of the effects
of electronic services quality on customer
expectations and perceptions of Zabol
National Bank. The Second Annual
Conference on Economics, Management and
Accounting, Ahvaz. (in Persian)

Haji Rostami, Mastaneh, & Hosseini Khah, Sahar
(2019). Investigating the effect of sustainable
management of the organization on the
intention to repurchase customers through
the mediation of word of mouth advertising
and customer satisfaction (Case study of
Delvar Khazar Company). Fifth
International Conference on Management
and Accounting Sciences, Tehran, Mehr
Arvand Higher Education Institute and
Center for Strategies for Achieving
Sustainable Development. (in Persian)

Henseler, Jorg, & Ringle, Christian .M, &
Sinkovics, Rudolf. R (2009). The Use of
Partial Least Squares Path Mideling In
International ~ Marketing.  Advances in
International Marketing, 20, 277-319.

KhodadadHoseini, SeyedHamid, & Moshabaki
Esfahani, Asghar, & Molaei, Fatemeh
(2017). Investigating the effect of e-service
quality on e-loyalty by explaining the role of
e-satisfaction, perceived value and e-
recommended advertising; Case study:
Electronic retail stores in Tehran. Quarterly
Journal of New Marketing Research, 7(2), 1-
16. (in Persian)

Kim, Woohyoung, & Kim, Hyun, & Hwang,
Jinsoo (2020). Sustainable growth for the
self-employed in the retail industry based on

customer equity, customer satisfaction, and
loyalty. Journal of Retailing and Consumer
Services, 53 (2020) 101963.

Kumar Jai, Nikunj, & Gajjar, Hasmukh, & J.
Shah, Bhavin (2020). Electronic logistics
service quality and repurchase intention in e-
tailing:  Catalytic role of shopping
satisfaction, payment options, gender and
returning experience. Journal of Retailing
and Consumer Services, 2020, 102360.

Mehdizadeh, Aydin (2017). Investigating the
Impact of Quality of Electronic Banking
Services on Customer Trust Case Study:
Ansar Bank. The Second International
Conference on New Horizons in Humanities
and Management, Tehran, New Horizons
Science and Technology Association. (in
Persian)

Mohammadi, Efat, & Sheykh, Reza (2014).
Regularization and prediction of customer
behavior based on Ruff set theory and
acceptability and rejection index (Sony
Ericsson mobile phone case study). Business
Management Quarterly, 6(1), 145-166. (in
Persian)

Naeej, Reza (2014). Evaluation and ranking of
factors affecting the quality of electronic
services of Markazi Province Post Office
based on WebQual model, Master Thesis,
Islamic Azad University, Naragh Branch. (in
Persian)

Naser, Kamal, & Jamal, Ahmad (2002). Customer
satisfaction and retail banking: an assessment
of some of the key antecedents of customer
satisfaction in retail banking, International
journal of Bank Marketing, 20(4), 146-160.

Padeli, Padeli, & Mulyati, Mulyati, & Faisal,
Muhammad, & Debora, Siska (2020). E-
CRM Mobile Applications To Improve
Customer Loyalty (Case Study: PT Supermal
Karawaci). Aptisi Transactions on
Management (ATM), 4(1), 41-48.

Pawooseek,, loq, & Bjjdor, Puuaa (2020). A
Statistical Approach to Assess Differences in
Perception of Online Shopping. Procedia
Computer Science,176 (2020) 3121-3132.

Raja, B., & Chandrasekaran, S. (2020). A Study
on Empogy.. A Prreepooa on -Banking
Services In Madurai Region. Our
Heritage, 68(1), 7328-7332.

Rasouli, Elham, & Abbasi, Rasoul, & Moeini,
Hasan (2018). Investigating the effect of e-
service quality on the intention to buy books
online with the mediating role of trust and
image of the company. Library and
Information Quarterly, 21(1), 153-179. (in
Persian)

Rita, Paulo, & Oliveira, Tiago, & Farisa, Almira
(2019). The impact of e-service quality and



oBss 3 tandllan 35 50) T (slads 5 53 Ol e slazel 5 Sl (S S Dlads kS 5T a1 1 S pod (638 aloic Gl gge

(YK@A g5::4.;.\.:‘

customer satisfaction on customer behavior
in online shopping , Heliyon, 5(2019)
€02690.

Santos, Jessica (2003). E-service quality: A model
of virtual service quality dimensions.
Managing Service Quality: An International
Journal, 13(3), 233-246.

Shabani, Reza, & Pshaee, Hamed, & Sanaei
Mohamadi, Mohamadhossein, & Pourjamal,
Rasoul (2016). Investigating the relationship
between product prices and the level of
customer satisfaction of the company to
Tabriz Broadcasting. Shabak Monthly, 2(9),
21-31. (in Persian)

Shakeri, Abbas, & Momeni, Farshad, &
Mohamadi, Teymour, & Bahamnpour,
Hamid, Alizadeh, Saeed (2014).
Investigating the effect of trust on innovation
in middle-income countries (with emphasis
on Fukuyama's radius of distrust. Quarterly
Journal of Financial Economics (Financial
Economics and Development), 8(29), 19-48.
(in Persian)

Shankar, Amit, & Jebarajakirthy, Charles (2019).
The influence of e-banking service quality
on customer loyalty: A moderated mediation
approach. International Journal of Bank
Marketing, 37(1).

Taherdoost, Hamed, & Hassan, Ali. (2020).
Development of an E-Service Quality Model
(eSQM) to Assess the Quality of E-Service.
Strategies and Tools for Managing

Connected Consumers, 177-207, 1GI Global.

Tyytt rls Ugri rrittyett ddr...

Wen, lvan (2009). Factors affecting the online
travel  buying decision: a  review.
International Journal of Contemporary
Hospitality Management, 21 (6), 752-765.

Yakeshi, Jalal, & Shahi Jan, Edrish, & Amiyeh,
Omid (2016). Solutions for managing
business websites and increasing traffic.
International Conference on Dynamic
Management and Economics, KualaLumpur.
(in Persian)

Yari, Parastou (2013). Survey of taxpayers'
satisfaction with the VAT law in Ilam.
Master Thesis, Faculty of Management and
Accounting, Islamic Azad  University,
Central Tehran Branch. (in Persian)

Zarepour Khalkiyasari, Javad, & Legzian,
Mohamad (2016). Investigating the effect of
customer satisfaction on the customer's
intention to repurchase through customer
trust in reputable online stores in Mashhad.
Fourth International Conference on Applied
Research in Management and Accounting,
Shahid Beheshti University, Tehran. . (in
Persian)

Zhou, Ronggang, & Wang, Xiaorui, & Shi,
Yuhan, & Zhang, Rengian, & Zhang, Leyuan
& Guo, Haiyan (2019). Measuring e-service
quality andits importance to customer
satisfaction and loyalty: an empirical study
in a telecom setting. Electronic Commerce
Research, 19, 477n499.


https://www.emerald.com/insight/publication/issn/0960-4529
https://www.emerald.com/insight/publication/issn/0960-4529

