SR o 30 Wi 41 (55106 g 39 Wy 39l g (5 yumo Ciloy il
(3009 saw 0 b 269 Sl L 350 490 axIline)

0 £ . . ¥ A 2T .
Golg Ml AL O le N Sl Aty gl ke

O nl Ol Ol Koa b g oo oRils (5 Kds F o pe (55 (g poils -
Ol 5k Bl 5l ol (5 Kds 5 ke 09 S Sl Y

O p) O g pls oK (o pda 05 8 Y

Ol pl Ol Ol Ken by oo olRls (6 Kds £ o ke (55> (5 oels -8

h")ﬁ‘ I.(:,IJ-G-.;&J"-; rl-_-_._t' alg.:..-vll) Lw._n_n:i n_g}f—o

odS>

0 slafa jo gyl s o o Ny a4 )by » Ny a5 A Sl LU Sda b ol G

T YT PRI e U FRCIPUNPL L ¥ 3 CI i P C ) OO PR P S T I - P PR Y W [ L8
NG g 5,5 s o)l 0 (sla Jia Slleges 5 o s 53 Boliad 8 (5, S ged B9, b Goiod onl 8l 5 3590
5 s Ao (Besls (55905,5 s, bl g 65,0, (Oua i 51 ol Gaou sl 0l JJ,TC‘.-, 4ol o

Ly & oasvet olie. 4. Sm
JEEE 2 MR Jee N

g ledla 3ol salan it Lo 2l e L PP R R P N | ol e
J'J"TJ‘ D7 SE Rl W (S )W W d GSWRE ) ) e e gl Ve C‘,‘

P
warg b a3l o 50 gdeka 0 ‘_ngJ;n Ollegew 4JS L}.«Li&.n:u“_ﬁi LSJLﬁT dnol Sl sl eslinal Wesls
a..'l.ni S ddd GL’.’J‘ R P uL&;AaJ_,ur;.;-u._.:.:)‘,h.aa.:o!JS}nyf)l LJ..:uII.:L;G rjl.a.au w]}r»sis“ﬁ|
Orman 5 il Ay 4 glaly s sobbas 5 e ST g3 p Ky sl 5 s cald) & il OF 51 S

el 0395 L g gl U 1 s X p 4 )l g e Sals, U

Ju')."d.’thgjh'lﬁ_g ] sd):—i.nu:.g_l-é) Guwﬁbﬁs"

jafarbahari797@yahoo.com :lal, sacus s



Y \QaJM;mJb‘gﬁaﬁéme

el o3l 9 donio —)
Sleds eS8 gl ol 2B, Sose sl SIS Jelse o Sage 51 K 6 rte (50565
o359l 5 o gl (B, Cuse sl oesdle (s xe (553l (Bharadwaj,1993) o
S ledst 4y (g ynte odls 055 e 503 Bk 5l s e slil 55 1) de b (Sosl3 s 5 OLSLKS
Lis 5 sl Sl Wlg o S Ll dax 3l il aaly o 5 Sl 5 ‘_‘;f@ﬁj St e

XL 5 » 52 (Lee & Canningham,2001) .ol Sleds SalS 15 Ly o sead 335 (6 2de (55050

"1( | .'\_\<d' P T b TR L-n | | =1 ars = - ! <1 < |-

i a® S P IV Ol Sare oLk G Pl SES Sl G et
..JASaC.:”.uJa 1‘ ﬂ..bsh )L LLLJ\I \1 oD MJL:.A:-;:L» .:.:-u 'nL;A 'Ih.du..l.;\lé
Pr =T [, R0 s s = T o [ A= -

Lekoa oS o bl OL e a3 53 oslhae (6 sead (XIS o sld Cil,ys Sladst 51 0L 2 STl
Coge odd atlis glehia L, a)ls wlal 28 @l Cudbge 3 X, &S Wl gledst Cmns 3l i
Slr gbos L5 )ls a5 Joa L a Lelon Ol e s o0 15811 ADelewr 2500 5 (26,
ol (il 3 sdate (Al 3 e s o(guls ke Slads @ ax 5 SRl 4 a5 Lol ol
X Sl 53 0L jzie oS 55 e a4 et 0L j2die 4 1) LB Sleds alis 5 Sleds o8 1))
poodd a o lobl sledls s W e Jald oo s el edd LOT n pled bl g
05 L5 bl o oL zis(Kayaman& Arasli,2007) .55 daly S8 50 (5 2ie (5,8 wrana
Sl s Olslasls lo)l Hske 4 0L 2o DDl wgd 5 Sos ) cpl 5H s L3 Olesle ol x5
ol it Sl g el slads sladleslu sl T Sllasl 5 515 2 5 colie Sloas

(Farrington 3,3 sl 53 (6,05l slow) o 555 w5 4 sl ol «S(Dutta & Dutta,2009)
e Culo, b e o e i Gl aslie (5 2 (5535 5 (g e ol etal, 2009)
Cads oS 3y g Jool An (5 ke ol s g plies g A5 e ege
Al s oa & slate 4 el by 355 13 OF 5L st illee (2t Dyt U s Jaws g5 sl )
(Min, Min, & a8 sbawl 555 Ol zie S 5 laacal = 5550 5 1y Sledst onlie (slas |l
s sl &S 1 Lol S e b s Ol e (i Jools (6 2ie culs; S sKaChung,2002)
S Ll S o pasie | Lol (ilaly oS lilse 50 530l Las Jblis g mie & 5l (g 2k
LS axxrl e s ae)lss 0L rie spd e sl elge 4 S pas e o) S Y(Tepeci, 1999)
0L jiie (bl 5 Sldst CukS ssg ke w0 1y oY las,aly 5p il 536 b s O
(Schall,2003) . 5

ol bl S slowl 55 0L 2ie 55 il glae el ) eslinad L1y (g rie (gl L Lelea

0Lk e «(Bowen & Shoemaker,1998) s alis L6 Loy o 13, b s Olisbons i,



_,.éJlaUJjﬁjjﬁjgﬁuun;;U Ay

( Kandampully & b o Sl ol goslogms ¢ (Tepeci,1999) b o il
S5 S o (gl (s i (s lal s &S il s Ol e el S5 ks 4 4 5 LSuhartanto,2000)
slaazly ulal 5 s ol jen 4 Olsle gl 1y o3k @le SIly O mie 15 5500 (3L el
DS 3 31 Sl Ol 51 A5 (5 e olslhs p e sblm (VA8 ) 5 5 Mgy oo
G St axxl e Gl Glles slaaua RS (g mie a3l 4 dalhs L35 GLL slaa e

Slaal Gl Slal 4 &S (bl Ol i Ol b5 e oiS wlse 5w SR Ol
S e (513l 03I 0 el SL S 555 bl (i 35 &S el g Lsd el W) 2m s S

- 1. 2 - e 1 | t T Acenzen clan Py e TaTa 1A i - | 1= e o
—lo j_..vl_- ‘J._..br_: U'-'-l L54..,al Al ACHINEHAIIT CldLLUU0 ) el ‘_S)_,).M PI~E L._,\-....Q S 2

G Slua! —Y

(S he Lol Ole Jalys 03500 s i pskie & (oltle Jde S A1l (G ) ol s
3,90 axdllas ol 5y Guisd slaans 3 CJB s L Gl e Sl L g a5 5 L s
22,8 o Ol A e

&
e gyl g ie Culsy 30 as )
P A NCBLL SN Ny N2 Y e

Hphr Gl X p psea U s Y

L TR W o
S Ol Ol ojlie 0 sl fin s Ly & (S5l x Ay s 5 (20 gl L)

Q\.:..\....ul 03}.3 43}.{}:

G sbaws 9 —F
.:.«_)b_1.'.).!A{ngbléjﬁtgﬂaty_g;ﬁngﬁ‘ljég:z_ncﬂhé).\

J)l)ijd}hbbjf&)lb@)m)&u&fﬁﬂ Y

! Reichheld & Teal



¢ \QaJM;mJb‘gﬁaﬁéme

G ot — 0
fu s Ol psal daly sy p Olpe Cov 1y e ITAY Jl o 0LKes 5 Sls
E sl bl (HUSL Cae Olrie Uy L 0L e Culs, 5 bl CodS (sl
5 0L rie ol (ol b pead Olesla gl Lisls OLES e slaars 3 Al L b Saes
o8 @ 8Os S5 ok Sl ol S (izmen Ll Sute alaily 0L 2l ()16 L Sleds ciS
CuiS 5 Olosle gl OLE Bl L s syls 1y glls s e ol o i culs) ol Ol

Ak e Al ool sae sk 4 s e D8 Sleds
2 3 gl U s Ol o |y a5 AL Dl s OLSes 5 o (e 1 e
Ol e L gad sl S Sl O 1 Sl el s =l sls planil QLSS (515

35,8 0 OLSIS (6ol 5 culg 5o 5 culs,

Sl 5 s min Cul,y Ol Ay s Ol S |y g5 AT Jla s 0L Kan 5 s S
ool s 2 5 Ll bl Gl b ojliw 0 58 (gla fa 6350 anlllas) (gl s o
Jolse Qliabl o Sl sl Jold) CokS 0L i (5 55 Jule o Soge 45 ol OF 51 S
sl o LaOT oy Sl oS 5 ( Jdan 5 o s

Wolo, Lokl b O k) alal, Olpe Cod 1) s VAT Jlo 5o Olusing 5 S gads
Sk, &S ol OF 51 Sl ool sy =l sls bl ee glatan 3 OIS ey (55 5 slezel
sleel 5 (g e Sl 3l poiis U S S0 4 g e slael 5 (6 it Sl sy SN s
RS PSR P PRP S NI PR RRLL S PUpPIs

6)13‘_}:45 WY DO LJL!‘)L:..» L.SJbb.B di)...ﬁt.:.-\-‘ﬁ'r-';b J:"bjj'.’. AR dL.n BL }L‘JU)LA).AJ ‘_)}:.GLLAS
5 s Sleds 5l g nte Sl i 51Ol iie 283 gl 45 ASS e Ol Lol sl plondl A5 5 3
50 Lgdas 51 OL mie oS aad sead &5 Ldizes Wl ols 0L ke (ol b aie  Somed (o3

Jl i.....wuL.A J‘A; ).1_}\.;:3 L—<.‘1. Jl}:_;_‘ .3)13 L)L‘J.)::n:\f“ ngliu‘j BE} 1) ;:.JHJ.:J L,""-M P W \5)3 L_-.JLAJD-L:..\.:L_\S

(& s ‘_g_,bké_g E {._:&.......a J"-! ol ;,.:.a.:S K] '\;.-._r-L.b_) K} .‘!_;13 L;—lL-a'J .J‘J,._..a - 1".:.5.'1...._& J;H u,_...h) J‘l}""aj

ol

S (bl 5 culo 4 Ll Ly s Olge b iash s AN S 5V, 80

. . . . " g n s s T . ..
l_')lbl.ﬂ_g 3 ;,.,_\L..a_} ;JJJ,_! Ry e ..bL.!')l (_»;J,SJ,.O L ‘PJ}»\’ e L L/’“'-‘l—}l ;_.JY}....&J:.O dond 3 342 {_ghaij.a

! Satendra Thakur



_,.éJlaUJjﬁjjﬁjgﬁuun;;U 0

U3 Com 4y opmimen ilosls 13 ) 350 e S 0 S Wy T SV gaame de L3 )
Ol il s Llatls y alh Gli)l 5 (025 maled ¢ Jlo ¢ platrl Jold Ly gl S 50
o5k 4 L okl B Glil 5l (Jlo pAMasl 53 S L ppedl o e d S s
ol 5 o Mol 53 o 53 Asls BT (5 e (501l 5 ol psgie L Sk 5 e
SRR SN PP CH I SRRpP IR SRE g L VRN
DeSh 53 Ol e sy s se alse Olsie o |y agi Yo) Jlo s YoblKes 5 ol
303 55 0L e I3y 5 psal G ke el &S Sl O 1 S sal s =l Ll pll
el 0L mis (golals 5 dmadail; SLoLL Olse o 1) lass YoV E Lo 5o YOLSGa 5 Ol 5
Calo, o A S0 S Al el 0L e by JLis 4 S5 S1 eSS e Ol Ll sl
g s ol Gk sl d ey SLHL ST oS S e Ol rames Ll Sl 1 0L 2

P S P P N TIPS N PPN

G (0980 Joo —F

oo 33 Lty 31303 Ky s 5 St b Ll g papehe o 5 ol 5o
el 355 s &l S Slosl 5 Gatod dldy el C).Lu Slaojle Lails; addllas Lo )ls Jxa
Olgs @ Ly gl 5 5 de Suld) bold Sl ol .l ol LY JSE 55 G 54
Al o atls pite Olge 4 A s OB 5 et oate

(Goioss o sete Jo N IS2)

%, A. P. Singh
', Akhter & etal

% Rizan& etal



1 \QaJM;mJb‘gﬁaﬁéme

G (gl gy —Y
‘_5~:-1L°~_-.’,?__5-3)'1}\_5".:""}3‘L‘"‘-"‘-“{_SJJT’);L,F:JJQNLA;{}LQJ)ULS“—”M)J“J)“FL";3':5"-;
L sl sla o c el (35 OlulydT Ol 53 sl 0 (gla Jrays Gaos opl SKe 5 ,ed3 ol
Lv,j.:a_ﬁ:: Q’.‘.l L§1)'-’ JL_._v 340 Lgl.mab J..LL‘_;a\rali.JLl_._eU &,_..5913 \_5"'") _9_,“_15 ] 03 g JL_vJ.g,..i’_g ‘}f
MU;_,."‘:""""",?T'. )1)"ht"_3):’,_)"'-’.j€":'°)b*"o L;Lh‘_}:.b OULQ.G:.# _jt Jo‘):...nj PP g}:wﬁd;bw ;J:’.B.)
Ll o 0,0 g opliw © L;u_pguw%K&udﬁj,;ﬁtdjuiwu,.@nu@ﬂ@?
ol eslal ‘L‘l‘}ﬁ.lr’.')t_?‘ L.,"ﬁ':'*'-' )j.lﬁ...‘ “ dhﬁjs ddujﬁ _)l ;.L:vl.au;u r)J.a.nL: dxol> > a\su,_;l T
Jde il 5 ass slaas 3 O g0l Sy s oml ol sdel Cwsas YW sde &S o
Solwdde b alaly jo alie (glas Sy ol ol ad 5518 a0 ) (g bl SV¥slas (5lesd e ¢ o s
S fay al o 0lg e |y golele Vsl (giladie &8 Las s ) s okl SVl
Ll

-

aCLﬁB gy
L

[ 220 2

[ S0 als Aol Zaan
[ f J

1€
- i s

Ll €sas sla Siis 5 bagize g8 b olie  Jslize

S
ol SWslae (g3ludde 51 aS plajlble 5ol ¥ S5 Slayye Blus 55, el ol 3 (b
Jboy o s slaiane ot on dile ol 3 55y & G (S e o3linal 5l J2as cal &l
5l ol iass ,s(Haenlein & Kaplan,2004) oo [ 5l €50 035 x5S 5 Laosls 0350
Bla= 2ss wl » obtle Vol giledide w53 45 Sl ol osliza) SmartPLS 15l 5
N s bl ol Goiod aslc s Bl ke 5 208 Sl (S Sl
(g VI 5 4 (gl ae ata( Yoo V0L o Jold colodss i 5 4, )8 4 glaasliin
5 (e V)6 e ol suiza (Y01)) Olaarlllas 5 (Jlgee 05 2 o ges uize( Yoo V) Lyl 5 cpalilS
sl g 2 sliis p Sloy o jebe 4l s psd O S gl ad, 00 lde B s
M) ale Slael 5 g all jlael dgmen glos iy cpl 53 5ol a3 S a5 js o3l JSly, 5 il
Sple s St esliad by saal Jlile s S8 b aaliiny aleslael 03a51 (i s ole
Ol &S 035 0.5 31 VL Guss sl uie oo slasl ann .ol a3 S bl ol JI o slend
bl 5 Olaase i 4 (S L aelidis g jlael fioman 3L o aaliln Vb 5155 okias
e 3 Bl L e sl a5 cd sl Lesa Jlasl 13 Sl 5 anl
e e Gho oLl 8 S 0 R Sy Ao e S pl el 0l el AL S Wi

Colhe FLiy S W 5l 0. TVL slie ol JolS GLL Gine oS pbL cu s 5 2l

! Structural Equation Model (SEM)
? Partial Least Squares

*.Jin sun



,,.ggﬂalj_,_,g.uj_,._‘;.a:_“;_;.:.a;..lu,_,_:l: v

5 S oS 350,862 Ly sty S+l S W oyl ol G s OFM OIS
n.zUII Y J}J}- _}3 L.i:g.ﬂl.-v. a“ d:.\.’:'r.....u )bel ;ﬁ"L‘lL’- ] )'l L}_GL?'- @L:J .t.:_\...nal Ls_}‘:.ga.jh"bl )1).1‘ L._...Jj}'- ‘-"_‘lL_v‘Lr_
laasliin b 5l adsl sbaesls (g 315 5 (gl Al o iolows & O ol e oS gib_-{ﬂ 3l

aslazal 340 ctﬁ)oéﬁ d1_§~u AR ébb ML.:MJ,.! L,"ih RGO PSS AP PLow | Lhﬂ..:ﬁ.a)& Qy)it.;gp-.)_ﬂ.bt.ﬂ!

NGO P W oQJJT'\ Jﬁ'bjswtﬁuf.@j!‘—{iﬁtﬁﬁgﬁhxl(ﬁ‘ﬁ LSL:LGJLEJ

(L;._.a,.séuajuu,gu6;”@‘51),_6;.@@;“uu;.,u)y@t,—\ osless J i)

e L . . .
Ql“ ok 5540 C'L"’ d._ljf aJ-LﬂfJ.:.a...o 3,
aalanul
s JAVA 6!)13j>r:4@31u.ﬁs61.s)}bm .
e Jled = Jra ol 5 bl
A.:.-.—rh LS:...MJ) r—:a-.a.l- ‘_g):—:..ﬂ k.:.—._l_LﬂJ\
;.{'L.:.ﬁ_) L)ALMQJL}ZA ;,..1'1 L ;al.il,_; A
oS
+/AVE N R ¢
AL Ll S S s 0
«/IAY oLl YL r B3 Gl el Ol
-
Yeov) iy RO Ly oy
AV Sk sl el bl ke ol N
RS
Lol e
. =l
. Ly a gobl
‘ot ool | ozl oyl oslpen ra oyl -
il




A \QaJM;mJb‘gﬁaﬁéme

+ /A4 il Ju;';wé PL jU\ ‘_}Lh ;,..;-1 J§1
ool anrle o K5 e wail "
S5

(Fliss W= Y ol Jsx)

FlisS Wl ey | OVl slaas ey
+/AVA Ay & s bl
+/Vae 0 Ly g
A v L4 solsls
LAY 3 Ls ki § gaes

S Pl —A
S oo Sild; —A—)

S Culdy wlal jsb 4l 4§ el (g he Colo) pad e s 53 (ool liaes
03,50 5 1y oLzl 5 bl T LT & cal wwey ol 3 Sleds 5 VS 51 g 2ie oLl
S5 ML il |y (g Slasl Jpases 3 Ses ST L (Yre Y0V O Sl 5 Jlw)aes .

Ly oShlasl Jgame 3 ,Slee oS 55 Al ol Sbey g 2ie (s Ole 4oy dals 51U

~ L= |

R A I :'ﬂl ‘H...q"ﬂl el - <o aS
I e e R (S a2

}jJ _’4_.-\)_, [ Al | - i < 51l

sy el ol e Sl g e oSl el 2
Bgh g LS ol K Olse 4 Jole Sk 4 Culo; Sl Saa s JL L Sl
58S el sl sdias Ol & el Bl 5,8 (ab)hlsl Sse 4 Mol cotll
5L e )l 4 S Aty (S s el B ez b kst oS (63 Shas o 05l s (s 2 sl
OV A O

Wy pgai —A-)
S Sl 1 s b o Ol oy s K, osls b s 5l psas S 0L 31 oLl s

C.JL_....a_’..,a:— LJ'-‘I J.....'.';Lv s Jj:;- QAJ B _L.‘)._v L_-.-‘L:-.ﬂ}-.d} a)L_i 3 u.'....ij) f_‘._}""a-"- .L_v_L ulf.L_S \J]...m

wor 51 IS S 5 a8l 0o e Sl g a5 5 YL G (b G (e (2SS s

!, Mirani & Banafsheh M. Farahani



.,.é)'éujjﬁjjﬁjgﬁﬂqujﬁu q

G e A e lad L 5 Jgeames (2S5 0 b)s AiS e SE OB AS ae oS el e O
Slceal L S i e Shs ln o 28 4 pae Sl 5 biowl st @ g L oS
OYAY (Sl syl 5 L)l 65 5lizs
Lol 35 7 koo lis gt dlie 55 1) Jpammn s sl pyeda) 000 Jlu 53 V(55 5 535 L sl
Olej sl ks plaxl 5 SKSsls s dex 5l Ciis glaciale glils OV pams 45 sy Adias
3550038 G pan) g e S, 4 by Sl )3 Jgeane 3o psgie 05S B LGl ey (B yne
Wy a8 Sl A3l bl Ol e 8l Sl psphs S Ll a5 ol 43S 13 o3licd
G 53 M pole § (S Ol a0 S e JSE G SR 5 Sl era s LS
Slaa 2 plad 53 L ppeal s S 4 L ) ol o 0258 sb 4 oSl Ly

(Kayaman& il o baa 2 cpl 5 S5 Olse 0 Cudst CalS Sys 5 35l ady (ke O e

Pt [P T ' . P FE L . el oL N 1 1 . P W B TaTa tr A
Wi i, L_;;L.’.J [ oY) Bove_J | k._a_ JUM JL Ao MJ).AA 9 dl‘l)"‘““ Bl ‘_g)L:.Mq L_;])-’ LJ«JJ.! )._,_),.a.’ﬂ[dbll,LUU!}
1-1‘_‘ IJ - A s LA - P P D P ) P P | N s - [ P T
[ JrI )y-ﬁ QIU—WF u}; \_ﬁ:ﬁ—"" )l S’ b A wadw \-_‘ \_.—'JM }l OJ) ]‘“ )-‘ —Ul‘y‘f J M‘f

._)1‘5,,94.\1._'.L‘Sc_.<.45-.'.'__d.b—l._\JWJ'&};Q{'.&.bijﬁ'da.bfug_}\é]wliowhefﬂm;}saj
M)t EW}(Q)L&A}C—‘_’JJ t.&:.-J)_La Q)D_MA)JU_]J J.l}..aﬁ a .bj.v_}n \_'..JL:'.C-UL‘; 4_.<.1.1 “J...'.'....__:.v ol
Solde (5 20 slos 3 S e (ol 5o 1) Ly LJLU:..:JL:._)@.L.S-_U..M 2l b 2l 5 o sa
J.a_-e.»._<.}).:u_ru.__.-_,.>'-_L]J,.;x.‘.;i)_g..ajLL..ul..UJ'l.:J.iL«JQLiiL»uilz&)bjla_,}u_éﬂqr:fgjfl
Gk sl Ol 53 Ul 5 es g e «Olysad 655 ol 5 n 33l 3 8wl sl 4

YA (S 5 cos pSa) sl 5 3 4 jaes 3,

Wy A gylolg—A-Y

S sbanlp ) s Slee S roman 5 Ol ul S oo 4 Ly 4 by

055 Uil bl ol (Osle)lajls, 5 ligl § 51 b L, 4 (sl conluly 355 0 sy
S L Ly Kt o Ko ok 5 b avslie 55 QBUS G juae oS 358 0 S0 golazsl 31 X,
oz Ly gl Yo glacad clay w0 Gl bl 5 O8S e (6l Olsa slazel ol
daly Sy s el Sl Ol pe 51 OF anasi 5 Ly (5ol blra Ly ons B3] 2k

SF el 53 age papie S (g olols(Lassar, Mittal & Sharma,1995) 5,05 £ 5 (o bls L oot

'Gardner & levy



| \ﬁangmju‘tg}{.‘;aﬁtghéjutl‘aj

bﬁ&ﬁdﬁé;bb} s J';J'] oj._‘_g UJJJ)H Lg;fu.hf Lgﬂalé_g ;Tﬂu_;@‘ ._5']".’.)[)1"

.;ﬂwlamo;lawjﬁ,d)hﬁ)d)bb}A{V_n}&)ﬁg‘,_n_ljﬁd__,d)blé_,

8 dey o 04y 3 S dalyt W W e 3 Tsdome Ol 2t &S Cline ) 4 55155 (5,16

Obynie a3 Ol 5 dgad odns 0L 5 ool Jplss b (ool (oobly 4 s 3,5 )bl

SoLs pl edle 8 e edaline Wy S Sl a3 4 e b A5 &S cl by sl
23S s Ky sl gladaly sz sk 4 OlS e 1) (8,

(Kim et al,2008, Sun & Ghisell1,2010)

Al 9 590 08 gm0 —

e e 5 O ) g sk VT asde b b (300 OlamlpdT Ol S e 5y
S Bld nl 548l (ITA0 (g5led )V EOVANNY Ly 5 05 Comar Sl 01l S5 6
oS 4 Jled 5l 5y a5d e s Olnl Corer s d eoler Ol s ete 08 Gle el
o Sl 3 doms sl axlys 5 Sl s e Sl s A oS s 4 g 5l Jle
Ol Comly ool 58 lanils (s3UaBl 5 b alaz ) Cilisis glawin 53 @305 56 5L 23
s Ceedd 35S domas ab e 3 ol SLAIS L g 5B Olesgs ndidgad s el 5 0L i OLej o
O3l e cposeie 1y uys Saem Ol omn polemr oo 3 35 00 355l Jlo £000
ety U330 Camaxr n laed 51 (S0 58 e Sl i pam Uy glaode 53 Ll 0
Ll a clazils gl 01 53 gl il a8 ¥on 51 i s o3s (odate Slaosla,s (gls e .oonlasd e
5 CelaziS Ay b b sl G o 03 g el L ik 3 O ) Lal
3B 5 Sl sype alaes Obey O 3,5 pas 5 Obeteyl 4 Su35 8 0 5S)5 Olse 4 oven
50T Al LUT 381 0T e cds 3525 bcde cpb icanlas S 513 3,2 Jled 5 Jlad Oluads
5800 m PLL  Olgeas 5035 0ss O S50 S1he op Smenl b 5l (SO 500 sl o
O5S b Kaa b ol 5 adls Jeal S50 L8 w5k s 51 of Oles e cclazils Sl 3 conal o2
Slp e S ) b 5 (plazxl ssladl ( Sn b 51 50 e s ool 3 eledd (OIS
Al e Ol calises gladlial Ol jo (6 K3 8 ol & Oisy Giss



,,.gnglj_,_,g.tsj_,._‘;.a:_,;;_—,.:.a culs _‘,;U AR

e

o

3 Wlie”
7 : =
M &
-l
+ I
= < 7 &
Lib. i i F =
[’ ! i & '\
0 k s ! .
SRR gy ¥ gy,
ar " - e
‘{{ o b e o Nioepe AL m
T e g
O (R % Gl Bise et s
D apen sl e

Niyayash Bivd Niyayesh g4ty esh Blv

% alsaiaalC dm -
v

- —H g % % ¥ B

L Olo, plel gus LA |

i

(i g3 - - slela/http://hotelyar. com :@;ﬁ‘)

w ‘slb@l?_ —‘0

BWERT £9q 33,0 4.3_}4.3 .‘.bﬁﬁ Aoy 0\ ;.':_,.\ida s dalie TLgo)la.\i'u JJJ:— 33 ASL;:ED{J C_J_L‘b ‘.).ul...\liﬁ

Y. d‘.....nﬂb))é Loy oy ;JL..:V- G Y. u.'....,.aJJ BERE BT Y/\_},_._'v L;__..G)): (S ) 32 .Jﬂo_‘ﬁ}._t .,)J\

J_:«.?m.k_gJJhaJyYLMJLJ O« dl.nob)‘)b -L/J)JY‘_,JL_.: o b g Lj.'__.ra_'!))s Loy VWV ;JL.ni‘

M)J A% ;d-ut...i)ls .L..a)J 'W "f’l;'—"b LBJ.Q .L.a_)b \-\ gr.l.;.:.') .L,o_):: \Y‘ x_:,,")ll_:_‘_ﬂ_’;-& '-’1]3." LSJ._.:_‘) _)3

les gr (6,585 S e ls Ao pn ¥ il 5o 9 )l Wls S

(oo 2050 €508 SIS 503 w55 =Y esled Jstr)

-L.ﬂ))

)'{ o) JJ.&
Sl

AR O

AT JL Y Y

/. 0¥ Jl ge BT
el

1Y Jl 0 b ge

/A Jlsov 31 VL




VY \ﬁaJM;mJb‘gﬁa;dme

731 s B350

A BRI

Al 155

Joo il sl w2 —1)
A3l (53,08 5 s psade 5 Lo I3 raman 5 bl Ll Bl 4 gl e G L
< 0. | | A Iy - 1<, - Ala

‘_;:J‘}' L:-"\.i._tjé J_'v“l.l}- '_};j) L.SLJ'.' WP Ry ')Lb-\....u CERIE 3] ')'Luu AR Lb)‘:g./'u“'.’ Bl 4.‘.-.‘1‘3! [ )

.
s Lsly oo 1y S s sl OIS lae ol cla axlE s ls AL (Gof) Gkl >~ s a3 $ L s
- ) A ) - S s AT [ AN SRS e - 5] AN J - g g J

by, Olen @l 53 S553 dde Lsdp gl Japm Jo 5 S350 dde (s (Bllas a5t Ls Sl 4,
Jolow 5 ale slasl 3,505 @Bl 53 S die 5 A3k o s el Olen b 0580 gla pite
oails 5 s Gl 5 s U5l wsSe slsasli(Fornell & Cha,1994) .ol Lls
S jplilen Ail s Jbe clio (260, 5 L sslen b 555 Lastls ol anolir Aies Lio 5
Sl o 2l 2055 2l S oS e 4t Jhe S5l 5l ol el 5l sl edalis

sl Gl 1 tile Jde oyl

(Jae Su5l 0 sla el -t o lad Jyd)

BIEVE dae Sa3lp gl asli
L/OVY e
VYL L;......_:
ANA Sam Jde
Ve 0> Jde

oo Julos —\Y
a3 S0 53 plate (Sla s Ol 4 5 Aol o0 OL o S SO o La it o Lol s e LS
éka.uﬁdw)b},gjﬁtgiawjjﬂj&)bj Q)}‘Cﬁfzﬁﬁﬁ““pu’é(‘?‘hu"u)‘;u‘

L o e 33l g ST s e Jlazs! e



_,.éJlaUJjﬁjjﬁjgﬁuun;;U Ay

[2° |
(e e Jolo ¥ JS2)
G s Bawd B iy — Y
Sl G1s bae s ctlonn e oy 5 Ml (a5 nl G 3 il o 2 e

0. 05 )3 se30 (5 lsbins a3l 0 dlons (g l3bnn o il 355 0 ) Osil oyl b s

Sy 3,0l sy

(J.;.E}J ébﬂ%&duﬂ -0 aJLa..‘i JJJ&-)

S 5 el ods /e vy 68 (g lsbtine Szl e 4 a5 L s Sl s sy S das 2
s el s gme v /00l e 55 s o 5l SH/AOY b S D Ol o AL g 0/00
15 mte s s e 30 L ol L e s,
3 Sl odd v /vrn ol a8 (g bslas Jleal Jldds a5 b 5 Sl WVEL s o 8 93 408 0
oz Dol Iy gm0 0l mlan 3 e b () 8 S amS Ul e Sl e 0/00 Sl S

.J)lé@'.;ﬁj)iakém];t.Uﬁd._:é)bb}ﬁ.ﬁﬁﬁ}.aj



AR \QaJM;mJb‘gﬁaﬁéme

S5 axii —1F

53 Sy il s ed e edalice Lis il 53 Sledst 5 s o (slae g 53 Culd, WAlS o el
Lis Jole ool 5 Col 35 S L L s e (USSL (gl s g mblio 53 (ledst o) s
Slodst i el S e 5 1K sy sy Lad cpl 5o 1y Lol (gobls 205l 5 oL i
kS 03 VL oS 15 adide Oliioes 35 dal st 3 ) s b glacs 5 ST ol s
Jos a5l 5slss CESHL 5 (g rhe i (olals Sl oS s el 5l (g mie IS Cols) 5 oo
bz o b ke o el sl Jelse o fege 51 0L 2l 4 e Sleds Bl IS 5k 4 L5l
s a4 Lbils s« Jlods mlio oS il Sl 00, lail b a5 L5l o0 o peime (26
o s Sl eslial Ly (g i (510l s b Lhia plowl e 5 L 55 i (6l Dledst cots 1)
e oo A8 BB T 13 Jan 5 OLESLadst gyl s S slomsl 3950 Ol 2 3 515
2L a5 ke uloy S Baa b sl G b e I8 0L sosla s 5 OLEIL
L sl gla o Lol ¢ 3,5 Olawl 3T Ol o5l 0 (gla a3 (6513 e Camis 3 L5 40 (5,000
d Glate oS (Slades 53 sy o VL Ll 4 0y 5o\ TREOLE 3 DL el 5 IS
Sn S5 LS el (g e (50l 5 Cols; Ol (558 5 kit Al 5l S a8 ol Jl 45 5
Sladst glawy i Jals Sl Ol dgb 5o 15 a)ls (ol ceal a0 bl 6 2ie 4 Jgana
STAS Gl Km0 5V 3 1 555 0 2ie by Al o o650 03,5505 sl 355
ool andls B 5550 i 4 aS A3 O gl g s 4 AL wdls LS ol e Sl g e
G shes b ol 68 550 L 50, elsb ) Sledst 5 YIS 3 Jlaz=l se  Laolzil Ll 5 e
aly Joa s doas e el s 55L5s Olas 4 Olas LS amen Bl O e 55 L) S
2 G Sal, blas 5 Cote LU skias 0L Gaies I Jeols mlt S e oy 35 003
ol e Cute 5 658 Al K a8 uS e Ol (VA8A) ez s oS & Sles el W 4 (51505
(Yo 8) 0lKen 5 Kol Sl b iy Sise ol ) ol slaassly s )ls 5505 (55lals 5 (250
VD OLKes 5 b (Y ) 0L 5 Y () 1815 5 SOSI6 (Y 8) D m 5 S
Sl G Db b ey 45 55 Oles il o JaS s Ly o (YY) 058K0n 5 aldll sl

' Wang etal

: Yang, Z. , & Peterson
f Falkenreck & Wagner
” Lai etal

* Ball etal

> Abu-ELSamen etal



_,.éJlaUJjﬁjjﬁjgﬁuun;;U Vo

sl o3 s cpl 5l el @L:J .3)136_)131;.”}@};‘15 Ly )l 5 Ly s g.ujfdn
il e (TN 0L 5 2l 5 (Y A) Oas 5 S (YN ) 15 5 esl s Soliios

® Heidarzadeh & Torabi
" Clottey etal
% Akhter etal



1 \QaJM;mJb‘gﬁaﬁéme

:&5‘03&%
¢ DR SR TS| e WS -5 | WA R VIR QA L A D £ (53 5 . wealehe o .t;)bi -\
ol oK 10l ¢ SmartPLS 5l

t&)l.lg.vl.:\._._ﬂ.....ﬂdl.v 6JHJUJLQLHML.¢) nL._JLﬂJ}—;,....LSt.LS_)t}u rL,J.:j...a.» Ln)L.u

(DL sk, 5 ld psle Gla lash lash - ede e
2 ..UJ...: U;A‘J )3__5..\4: ):;ij B Ps ;(\YAQ\)J.::—_Q ;JEL.,'QAJ: cL.bJa J:_.:-j ‘.Lé_.;l}l;— e 11',,_9 ‘.u,'..:m;— -¥
.0 GJLQM.:I ¢J}>JJW_}3 S e J:&})”:’-—JAJ.DMU..A_B L;JLS)IS L_g)bl_é}
BL ng.'.'...'.'_n B d..':...n _L‘»_)._r oj._r‘} Uj’-)-)t .h...nb J:"j" Wb hs c(‘l\”c\\)bﬁ) ndn.bb c_)ﬂ_)S n.l.:..v f..:?_) -
QA:J}:.__I. —U_A.LF ML’..L..G_Q i_..,'Lg_i..» nJ\L:A.u 0 \5 ut.:h _}‘) .JuJ._:\ J-.‘!-Jﬂ.k_a_l- } LSJ..:.:.A L: U:BJM .bL:.’; \1 ..._‘I-i_';
L...mﬂ-\sj.’u;ﬂuﬂbdl‘l}‘) ~ f\)l—] L('\’rq'ﬁ)‘)ﬁxj s‘_;ebu m.HUa.G su..l.l).k 5));\.’).9 LLJ r.n;‘)
—‘_;“'L" PR AT a.Le..f..A ).g..:: EpILY a)L:..u c..-i‘ ‘_gLAJ.:.h raxlze Sy 40 L)L‘:_j‘:...‘.'..,a 5)1:5‘3‘3 8 L_';b:\

V)0 (o5 o e S s ek

11'94‘6)1 J}W)JUL&MMJJ L_.JJJ.LGJJ‘_B.hvuéLﬁ_AJJ (\Y’/\I\) La} gdh)&—.ﬂ -1

i Pl el s S e sk s sl Jle a e

Ao 0Ly Ol o dax 5 " SLoLL gl L OYAY) L (6 5 (Kl i LS -V

.;JLL....EJH

K] aC...........ﬂ L_._l 4 ei':L.,A 4=L:__111 ~ ) . (“"’L\")a ._llB ¢y &_...JG

-
(=0 4 == AV AN T o~

ng_(.izjf W Glen i o)l 0 5 8 (la e (635 00 andllas (gls e Ty (550l

A s

5 sbezel (ulo, bedndip b IO 5, adaly (IVATlecd Olslons (o g iy -3
(T8 caes ul._.:_a_gj".; R o = ke aallad (e gladey OIS aas (g4lsl g

bl G F il sk S G pae LB, L(VWAO) LS (IS ) iy J3 S <)

.thn...:.JLD_-LL.u)J.:..;gd!%nd_b@@tbj).\.@JM&f}
ors Affectin

o
VLS LRiavvriilg

11-Akhter, W. Abbasi, A. S. Ali, 1. and Afzal, H. (2011).

FWiN b1 s ¥V . ik Qdley L &e kFs & Rilsy L. CHEINE J RR£SREe LA

Customer Loyalty in

"7
s



_,.éJlaUJjﬁjjﬁjgﬁquJEU VY

Pakistan, African Journal of Business Management 5, (4), Available at:
http://www. Academicjournals. org/AJBM

Al — un ved, A. L., & Hasan, H. 1.

12-Abu—ELSamen, A. A. , Akroush, M. N. |
(2012). An empirical model of customer service quahty and customer loyalty in
an international electronics company International Journal of Electronic Business,
10(1).

13-Ball, D. , Coelho, P. S. , & Vilares, M. J. (2006). Service personalization and
loyalty. Journal of Services Marketing, 20(6).

14- Bharadwaj SJ, Vanradarajan PR, Fahy J. Sustainable competitiv dvantage in

P — = - o T Tl

service industries: aconceptual framework and research propositions. Journal of
marketing 1993; Vol. 57.

15-Bowen, J. T. and Shoemaker, S. (1998). Loyalty: A strategic commitment.
Cornell Hotel and Restaurant Administration Quarterly, Vol. 39, No. 1.

16-Clottey, A. Toyin, C. A. and Stodnick, M. (2008). Drivers of Customer Loyalty in
A Retail Store Environment, Journal of Service Science. 1, (1)..

17-Dutta, K. , and Dutta, A. (2009). Customers expectations and perceptions across
the indian banking industry and the resultant financial implications. Journal of
Services Research, Vol. 9, No. 1.

18- Farrington, D. E. , Stuart, A. , Carraher, S. M. , and Cash, R. (2009). Unfavorable
outcomes of service quality: Frustrations of customer loyalty in China and the
USA. Proceedings of the Academy for Studies in International Business. Vol. 9,
No. 1.

19-Falkenreck, C. , & Wagner, R. (2011). The impact of perceived innovativeness on
maintaining a buyer—seller relationship in health care markets: A cross-cultural
study. Journal of Mnrl{:ﬂhnu Management, 27(3-4).

20- Fomell, C. and Cha, J. (1994). Partial least squares, in Bagozzi, R. P. (Ed. ),
Advanced Methods.

21-Haenlein, Michael & ,Kaplan, Andreas M. (2004). A Beginner’s Guide to Partial
Least Squares Analysis. Understanding Statistics, 3(4).

22-Heidarzadeh Hanzaee, K. and Torabi Farsani, F. (2011). The Effects of Brand

Imdge and Perceived Public Relation on Customer Loydlty, World Applied

R, I 11
Dblt:[lt.,t:b JULlllld,I 12,1<£).

23-Kim, Kyung Hoon. ; Kim, Kang Sik. ; Kim, Jong Ho. , & Kang, Suk Hou. (2008).
Brand equity in hospital marketing. Journal of Business Research, 61.

24-Kayaman, Ruchan. , & Arasli, Huseeyin. (2007). Customer based brand equity:
evidence from the hotel industry. Managing Service Quality, 17(1) .

25- Kemmguam T. K. ) AkSOy, L. ) CGOH, B. ’ and Audei'SOﬁ T. W. {20 8) L;lllkllls
customer loyalty to growth. MIT Sloan Management Review, Vol. 49, No. 4.

26-Kandampully, J. , and Suhartanto, D. (2000). Customer loyalty in the hotel
industry:The role of customer satisfaction and image. International Journal of
ContemporaryHospitality Management, Vol. 12, No. 6.

27-Lassar, W. , Mittal, B. , & Sharma, A. (1995). Measuring consumerbased brand
equity, Journal of Consumer Marketing, 12(4).

28-Lee M, Canningham LF. A cost-benefit approach to understanding service
loyalty. Journal of service marketing 2001; 15(2).



YA \‘\aJLe.i;mJLd‘g}{i:)ftgLéjutlw

29-Min, H. , Min, H. , and Chung, K. (2002). Dynamic benchmarking of hotel
service quality. The Journal of Service Marketing, Vol. 16, No. 4.

30-Mirani,Z, Banafsheh M. Farahani. (2014). Prioritizing the factors of internal
Enviorment affecting on customer satisfaction in family chain restaurants (case
study family- chain restaurants of narenjestan), International Journal Of
Marketing, Financial Services & Management Research , 3(6). http://hotelyar.

31-Reichheld, F. F. , and Teal, T. (1996). The Loyalty Effect. Boston, MA: Harvard
Business School Press.

32-Rizan, M. , & Warokka, A,. and Listyawati, 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.

33-Schall, M. (2003). Best practices in the assessment of hotel-guest attitudes
Cornell Hotel and Restaurant Administration Quarterly, Vol. 44, No. 2.

34-Sun, Lucia (Bongran). , &. Ghiselli,. Richard F. (2010). Developing a Conceptual
Model of Brand Equity in the Hotel Industry Based on Aaker’s Perspective,
Journal of Quality Assurance in Hospitality& Tourism, 11

35-Sun, B. J. (2004,Desember). Brand Equity, Perceived Value and Revisit Intcntion

in the TTQ mid _Prircad Hatel Qagment In nartial fiilfillment nf the re

in the US mid —Priced Hotel Segment. In partial fulfillment of the
for The Degree of Master of. Oklahoma State University.

36-Tepeci, M. (1999). Increasing brand loyalty in the hospitality industry.
International journal of Contemporary Hospitality management, Vol. 11,No. 5.

37-Thakur, S. & Singh A. P. (2012). Brand Image, Customer Satisfaction and

L {“mltw Intention: A Studv in the Context of Cosmetic Product among the Peonle

ARivhal Loy Ii% ACAIILAAAL AR ARSI LIY 4 L UMW wiv i VU

of central India. EXCEL Intematmnal Journal of Multidisciplinary Managemcnt
Studies, 2 (5).

38-Wang, Y., Lo, H. P. , & Yang, Y. (2004). An integrated framework for service
quality, customer value, satisfaction: Evidence from China's telecommunication
industry. Information Systems Frontiers, 6(4).

39-Yang, Z. , & Peterson, R. T. (2004). Customer perceived value, satisfaction, and
1oyaity: 1

L L--Nl £1 NN

hC lUlC Ul leLLIllIlg COBLS. PSyCungy oL lVldIKCllIlg, Z.l{lU)



