[ Downloaded from mieaoi.ir on 2025-08-12 ]

FY-FF Slrio —1F0) jul cole o ylo o oodul (il 5 Sbaidl code anlidad

L oLy oo culsy p (6,100l Blous coudns J50 (wy
() e s oy S sadllag 3 590) J195 9 puwr Joko 31 o0 liius!

gy o £oi

'Sl s 350
T 65 de

AAERYARVAPNER- SR gl VE-IVIND el o o)l

onS

sy dnld Hloie b Syt 5 005 oo (A Jle (50l (spiie ek Laplojle Sl a0 g0
CHld 5 oulS yate ol Slojlo 5 b dinlsS 4 azyi gy ol Gul oS e B lid Hlojle
G5 solhe (siiio 0jg 0l ey ol e oy oSty 050 5 ColS) cmpe S olse
olol 58l ooy Sl Liagh oulply ol 0ad i ilojle eslol (slodéaés i Syp
U Olies sy 0 Jolye (ol Somiad I pr 5 05 oo il Gl pidie S0l o &5 ] (5] Atz
digai ey .l co (sl 45, L Coan] L] 1o 1y odS Sl ol g 0510, o0 ] 1 T 0 (s, JAS
oz sl g bl i3 0 Saagi ool o il 0ds, 5 35l 4 FIT 0 00 Jpod b g !
el od oolizwl g5y fygail I loools koo 4y o jakice 4 g doliiiwy Il I Lo 00ls (s ,9T
Conny gltd Ce 0 48,5 0y oty 8 e 1 w5 pide SolS,  ise Jolye s 4, sl oM
Cold, g ogumo Jolge 45 o s Al o Gz 4S8 w0 digo o dus,d 0] o]
9 Kb GLSLE o (oo sl IS LG g et Ko Kb 0 Slous codS” ol e
Ol riio cols, p ST Guadi g Colads ] IS 00 Slous codS 1 b i Cols, o ol iio
S biie Culd, o Sl opds Codytuce ol IS L lgr o PKme T ot oS
J ol e cols, 0 Jodo U (S5 58 g 505 ole) ican] IS LU (Ko L 0 Slods CodlS
S a2 g py ) I CoB @l eizmen o] JS il Ol b Re S Dlouz oS
I sogec olaiel > 0 ST n) g8 g Ko STL 0 ugeo folae

amani@iaufb.acir .ol ool 058 9 axly codlul ol olKisls ¢ S5 5L Cu e 0,5 Lokl

Ol 9 ply oK oSS EMeans 350 gs Cupie 09,8 (Usd Cupe §5 gpmidls |
h.akbari@student.pnu.ac.ir H(Jghas 00ins 99)


mailto:amani@iaufb.ac.ir
mailto:h.akbari@student.pnu.ac.ir
https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

G5 awos ( Sbl (ylga 0999 /... (6,10GL Glovs CotnS J5U vy ¥

6,80l cguiainls ) (g e (Sless (S i gudS GlolS
G24 J28 L84 L15 JEL gus aib


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

£ VEe) 3l ol 0 ylon o ool (g0l 5 Slaidl cale anlibiad

doddo
30 oS aSS wl oad sl Jeol (Bpds 4 pile e Dl aslsl gl agleile o3,
@ gl doles jo cenl aw g oo b alelas ()b bls culs ) sl pg3l 595l Slesle (slas
s bac 5l onl 5 5sm ool 33 0T i 58 L 5 Joles ale, b 5o ol (b b
Sl g )Ll a8 Glls (it Ly enlioe povie 5 Lo g oud oazmin 5 (o))l (5
ool b YIS (40 55T s @y gl 50 g auS Al 55l azly a8 0,5 o 1) YIS (g i ol
S oo adglan 1) oo o lio b s enibion O 30 85 (535)] liee a2 5 513 3590 cnas |
ol Cols, g (6 e Caid (0 (Vo1 (5,8l onal) el (g yiin joome oo Llod pulan (4l
g 00ly g 2lgz) Cuwl SIS g S 2 g el 2 dgate 5 Bk g dRiwlys sl doe
5eaS Wil tege gyie? (VYY) e g g)lae 4SS 4 (VYA o) Ken
NQURE L S O SR PIR T SRAC O P IP PN CE

SaaS' L gy cpl ol sl sals b ol cpl o glp (6 ke gl Jow 9SG
Coloy Gromiw 4 sl Sleas sl lojlu )b i cols ) romin caslin a5 YJljfsﬂ Joe
Sl aads &ly 1o J1gS gy (6,5 ojlasl Il Aoy sl o5ls p so e SOL ) iee
Sz Ll ol WS e ) Cleas ciaS ol pe b i oS sl ol L et
O, wbiie jleslaiul b as Jliw i YY QB o 5 280 0 Cleas coaS (6,5 ojladl
5 Sloas 5l b i Sllasl oLl cga Jol 43S TY Lol oals &1 sl ool (gauy a0
odd b (@l 8L 0 Gleas 5l oads SThol mhaw (6,5 ol Gz (gumy a8 VY
3 Cds e g 0D S 0] G Ogzge gl dnwlxe B,k )l Sleas cuaS o]
OYY e 5 ,bgs) ol aalss obs,l (Ol lpae SISl sw) lawes sloas 35
Gl a5 | gy dalys alindS 5 SeiS )b yiie Sl 4 dgame hg, opl 5l el Cewdy gl
Cos &S0 b lesle Sleas 0,5 a5 8T il piliae deliiiny (ol 4 oS
a4 JIsS 5 65 o3lail jlnlogls cleas ail)l o glasl Jolss g0l auST a5 cowl dalllas
asly iz mleo jl gl auls ol Cleas cuaS Sbj)l el a5 ouls 21k (ol aigs
OV Ll g s ) sl

1 Afthanorhan
2 SERVQUAL


https://www.researchgate.net/profile/Asyraf-Afthanorhan
https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

S5 oo Sl (ylga 9999 /... (5,10GL Wlovs CotS J50 oy \t4

Jelse cnl et 5 il s sl ol s (g0l oo a5 s L5 JIsS i I3 (oo 2
Qiwd (6 yindon Coredl (glilo a5 Jalge Cos 4y 1) SOL cpl (o ax g sl.e,‘—l Gk Caglgl b
4 azgi poil ol i il mhawg Cols) mhaw (rm 9zge SIS Slulid b5 ool Bom
leioe 95855 &858l Glpse 4 ] Glie cols) n fse gulS laas 5l (S
9N u_iwu’; 9 OM—‘ 5o Uj LgLﬁu 9 ULA)LMJ ‘_,,45,.5 ms O Sl ‘51.: Jsle 4 6).~w.4 wLo)
Sewil) WS b cuddse b1y ou] (g 4 955 e Wlgiood lojle qaienls, ol
a5 Sged iy gaed b gosiis g Sleold wuls cll lgi oo 1) b i cols, (YYD
- oo ol ol )3 saiiy 3 hwg (5 i slacalys 5 Lol 0,5 5,905 5 s el s o
Sawzmiw |y o)l yite ol olgs oo Il 5 oSl plaS S 4y oS Celoey] Jlgus 050
ol b By (Y 0) ol)lKen 5 palygl s Lansgs 3o Av ams il 5 JIsS gms Jon
Gy Yo 5has b i Ol Ual (65,5 o3lail : gl o senl oauds S Ceonnd g0 31 Jo
558 oo )18 oolatul 5 g0 Cwens b bLS | o (g mie ol el Slulis jelate 4y g oads JSis
J9| oo J..Ja_\ Ol Y- 6‘)“) 5% Caomnd u;‘ as (& yiinn Qéli)o t5)35 o)"..\ﬂ TN Caomd
SR 00y )LY L OLa)'L..: S5 Jamy IR Qélg‘)o Sloss )| & yiio Lg:b))‘ ‘_g); a)“dd‘ ‘5‘)5 Ll
6 yin Sy 45) ags Coonad 3l ouel Cowsy gl gl b (VYY) T ol (San 5 55, Ln) 39
pae b cols, e (sl ge olillatl lea a5) gl coond mls b (Gl cwns )
Cald) 0gzg b jho 5l 25,5 Jols 5145 Ojs0 (uay 005 o0 (atie (5 e ald,

Al oo Y
5 W ol ealad puas (G39I9SS @ et Al Az lge (6ol il b 590l sla el
S ol L laglesle iiie 52 5 (5005 g, Sladsi 5 gite slasls c0g38l 5,
Gt sl @5l b aillae sloas 4l S8 a4y Sl aslsl gl bolesles .ol 05503 azlge
5 S 0ddign (oS o p Slods iu Coeal (WWAA ) Ken ¢ hie) wiun (5)los
3 3 S bl (Slajles ol slss Sl 1 g olae s ie Al i S Sleas
Las 5wl 5> 6l oyle aolejls Ko ezen 58 UL cpl s s 0aclE ()
odd axlge sz cpl bl b iy 5l s o3 Gleans o &880 b s jlad g3 b i

! panday
2 parasuraman
% Yuliarto


https://www.researchgate.net/profile/A-Parsu-Parasuraman-2
https://www.researchgate.net/scientific-contributions/Rudi-Triadi-Yuliarto-2191372016
https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

fv VEe) 3l ol 0 ylon o ool (g0l 5 Slaidl cale anlibiad

canzlyo S5 BagdS g ol L) 5l Ol 505 199 5 e i sl dgm e el
Ol (1) Cuje S g dazr e Qe anie el oSl Gl g v
@ Gyt Luldy S il aST ES L el po plitie Culs) eyl den g den
Olnae oy azxgi o (gl Allue ol S5 lojlo cnl Gl 4295 3 90 Allae (23550 (lye
OYAP (s y0lae) ol Iy olejlw oyl

@ a5 Caabm W s (oo dll)] il Sload ol tie 4 Sene SOL &Sl 4 x5 L
Obytie i uizmen 5 (ad ltie Li> g o e uieils) mhe Gl ek
by cols Lol jI3 ) m 0,90 Sbcpl jo ], Sy psdl wlods ColS Condg wyos
Condy Sl g ogrte Cuz g0 Dholeiinn (Sg Sl Clond oS o lejle (pl cans
Ol Gloge aliwg pas B 00,8 &l oS0 lile o Sbg pS Gloas eSS
Conty] ool ke iyl 5 a5 ool lgms Sl el ial38l SOl ol 4 Oyt giionsls,
sy ST gl ySae b o o ayl| Sloas 5l b st il ST jol oy LT aS
Jolge cxliss Gaa b maghy opl fowl Jalge az 51 00 allucs (ol w0929 &jao y0 g S5l
Saoys Jolse cul gan ) by canl 4 pndy &jg0 S SSb Gl e Culs, IS 36
kol polis glye @ pltie cols) p 1) SLSU o ytan o Cwl oS Jelse colin
gl Gl edle wilgi e Caskl Dyge jo aS belse b Glosle (gosz adnls
ol Ghogh Dl s S 5 plejle Dae il Sl el crge (Ol i el
wdbioe 2 zrb

sl T ST 0l 5 518 wgmnre bolg dy yo (Sas S3b 3l yida o Lzl -

sl T U0l 51 518 oo Ay 45 s SOl Ol e Uil Y

sl ST ATl 51 51,8 Slocie! gyl w45 Same Sl ol yes ol sl ¥

el BT T80 51 515 o 6Ky a3 Ko SOb b e MLl -

o T S0 51 513 s a5 Sa SO 0 e Sl il -0


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

S5 owes Sl (ylga 9999 /.. (6,10GL Wlovs CotS J50 (owy fA

& i by GainT (coghedn Joo ) 10903
YA oo 5 55 ane

Sk plie Solo, p NEE e ey e (0F0) ollSea 5 ol
Gk il e olamdl e g ol Lol (e slacSil ol ogas 5 ss cilize oo
abog e 903] bl o piiie o 09150 <A 2L ST T 5oy 5l lodal iy (2L @l
5 ho GlSil ;5 (Sl slamg e &S Jlse 0ad Sy5ln Jae Bk 0g Sl Lles

Il ol e cald, s solel Ll 51 s lssinn il it 5 oo
o sl aBlsy pogatdes § sosar ST (e Sl STL S8 a4 ol sl 0l
wladl 5 )b (s 5 Glelid)5 b aslas 5 39290 (ol le (o) n b ol
O3S 5l ol a8 S Sl o eSOl Gl b yiie Culs) s sl el Ve ol o
aori b it G o 3 0,00 1y o3 s, o5 e asls e 58l 5l oslial b b

u.]ﬁ.ﬁ,w 9 s_4>|) WS (PO 6&01.&1‘ GLQua?Lw Egome o ‘uu.‘bjj.s U"‘ Oypeo C"L” aQ


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

12 VEe) 3l ol 0 ylon o ool (g0l 5 Slaidl cale anlibiad

5 5l S@8se (plyie Culd, Gl ol b LS, aliegs Jeall S g colons
s S e b sl

Sl e plbiie gare coldy p fse elos (owyp 4 (TAR) (s 5 02 (5o
35 se otd Jlod cod eSS SO 45 aie alal, bl g oSeig iUl Sleas CuhS
S Sl 039y (chalony —(Kiwod g5 5| Geios (g )5 5l 5 508 B L Sl gy
oS a5 aad o lis Lidgh glaal owl suds (5)518,5 dslidiw &,k 5l ledbl o] o
st 3 5 08 555 2 SIS S ol e ald, e alay b 5 Sy S Slons
)1 onge p (mile BB Glee 0pl 50 5 (A (1) K03

Olyie Sl 5 Sy iUl () laSSl (e abaly (s & OYAA) (ol e 5 o (LU
dolee slaae G5k 5l Aoghy (oagtde Joe il aBloy Gl pew Ol it (o SSL
caloy s (o sl 55 9) Ko yiSIl (o laSly Cpp 45 ol Lt s wad sl oybsle
s 32y 6 folins 5 e el ol ol o S cans ol

oolil Uy 5 lolid 1) g slazdl 5 Lo SOl byt Suld, 1 5o Lelse (VYAA) Lol
2l 0SS e e (0555) 5 (60,5 hes ¢ pwlul loils aiws aw 4 Jelge ol QST Jow
il otz 5 35alS o el S 50 b ol 5 51 o ams e i ko
Gy onds 2, Mg 5 omlls Sool)] gbbailis (el Sl 55> SOl Sleas
G NSL wloas (B7S g gl olebs 51z )0 (B9 g Cuz GSlad 292y (Ol i
il e 65,8k Sloll 532 Seig 2SI

Ol 3T il @)log STL e ceS swyp 4 (WYAY) (oeigd ol 5 oiiln
sl o ol iie lSlol a5 oy las iagh slbadl Wil oo b e JBays 5l o8
5 eoleas Aol Core 5 caile 9 (5)l8; Dlods (Dlead e wiile Gl aliue
50 Oyl Sl leas CuaS 5l w390 81 s Ol a4l 13 BT @l )
IRCCON- -\ PV A P PR B e

Gl ansl 3oy b yiie ol Slead cualS bl LU, a (YAY) jeude o
¥sles o) 3l Geid Dledd sl S el (I3l ot gl g e SOL Bk
ool 0030 )5 ooliial (gaiy 48y Sz reeyd 0995] 5 g T 5 (Sreer G303l 5 Lo
ol sl an 4, o g wil e Buios ol slbds B oled wnl jl (Sl ool Canss il
D91 ;550 olal ooy by o YL Gl Gugame Julge dy Gadod


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

G5 s Glol ylgz 3989 /... (6,100l Wlovs coudnS W3 oy 9 b

» J‘?SBJ.«J 6‘ JM )| oolaiwl L: |) &&Jsr&ﬁ‘ Slens s.,u.a.»S).uL: (\Y‘Q9) Ob—‘ ‘5’5‘“’) 9 ‘504)..»
dolee (b9, 3l Lars 3 cwyp li 9 @i Oltie o (Dload CodsS g Glyie Sold,
oo oolarl SPSS16 L1580 ey 3l ools cavogs (gl g 0ulds solaiwl J,5d 58l ey L g tzle
byt gaienls, 5 Sib Sy S Bloas CuaS o aS Cal ol 51 Sl mls ol
B4l 52 g o Slobie alayly ccde UL ()5 bl 5y cods

2 Sl Gl Sleas sl (s b cepn & TN GiSes 5 65bb
Gy 55 e 3 b b 0Bl a5 s 5 o, S ol e (sanenl,
Ol Olrie gaienls ) oolaiwl Clgpus 5 pimm 5058 (s o (Dledbl Col o 20
GOl Cwas coaS o Hlez 5l o aw sl 4 wies e lid il slansls y SOL
Ol Culs, poolaiwl Clggu g (owyiwd o oSl Jolds (i pl Gl o 0l
5B o pieS g Moslitwl Cgpa’ pxite 4 bogape 23U o s il atsly Cudte 56 o8, SSL
w‘ o Q) ).a..: "uLC)‘UD| w‘“ e ) 9 w‘ 009{ "‘SAJJ]&AA:OHJ.M L .105.)).0

Sloas 5l poye Culs) (liee 5 Sloas cudS oLl 4 (WWAY) Glolsz 5 652 gmse
ol gl asle gy JlsS g Jaw l eolaiwl b olpl fliws S bl Olyole slaSSL o
5o Slole SOb ol e Lawgi oals SThol Gleas g Ol jUaml o BIKS lie o)y o 05
Slasl fyie & o Sold, 1 550 ol oy 5 Slods ok il ol 51 S, o
691055 gy 5 6o s 5l Bas ol Lol Gaiod by, adlige Hlae Geios
i g,y 3l asd Ol lp Gadod Cpl jo cenl pislewn - saogi £45 5l Gadon Dledol
el 00l oolazwl ! EWE LS)?S

Olrtie 5oy Slasd kS 5l (KigSz gy @ (V7)) l)lKen 5 ' gl 5m
ol 5 Sloas oisS Glojen Sl g SO il (5)loly » ()b it culs, (58 51 ogou
L}“"b)‘ﬁ J..l.?u 9 yrao J;l;u 9 4.))2; )| oolazwl l.: aools .,\J)L)JJ‘SA Ubw 6)‘.)[.95 » 6)4....\.4
G ololine b Slaas cuiS a5 ams o ol gl (83 13 Jdos g 4 9,90 4d)b
)2l 5 b ol oo 4 5 s iie ol p s B Sl Ll o)l (s e (s 0y
Sk 3l olyde )by 5 cendius il s cleas cuis Lo o Sl g i
Sl i cols,

! Supriyanto


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

o VEe) 3l ol 0 ylon o ool (g0l 5 Slaidl cale anlibiad

ol p Sk oleas Sleas oS dilisue slal 3b wyp a0 (T2Y ) ol Sen 5 olom,
S syt VY ol Gz (5 Lol amalz aijlo g0 dmgs > 0 slo)5aS o o)l yiiee
SPSS 154l py 3l g angs alndl Slddss el 5 adl jlisle aclicw ) G og L5
3lge dad Jgy (6,8 5ke ol colaiwl adlllas ol yo & S ebde 5l g Judow g i sl
A0 a8 903l Gindy sly Coenl dopo 0 0l wiljf 408 Ce gaze ;0 5 g Cuyd
500 sl e ded (LSS Sl o 4 a5 aeo e (lis sl Cass sloaiil ol a8 F
gy Oleds Ay wywd g Jaed (ool (gele Sloas iles il colll wiile
Al caie 5l (6 e cols,

Culsy g 6lly p 1) oleas cuas b B oS o G (YoY ) ol e 5 o
P9y S (owyp ples 50 (@l Sy Sb ez sl 195 e Joe 5l eslitul b (6 e
o plxl Hlas jo ol sl UL (g0 VY 5l Laools (g )5] oz o yiwd j0 (6,5 diges
S Ao gy o lawgle Hob 4 Baies Aol a5 ol lis dalllas ol slaadly !
el aiols s " 38" Gl Jamd 5 e cplipale] Sl gl ogale Slass
) e 55109 5 (5 yte Culd) (Blosd oS pite dw G )10 (S ) (S
2tz BB St 3l oKy 5 Jaan sl &S 8l LS (g S ) b e g0 L
DS 6 e als,

JIE PRI PROHD JPC PRCOWIC S PR on @ (Vo) oS vdrlﬁs
3 asllan ol 55 000 (525 Sl 3 (S S 5 S @ ol e (5 oy Loz
SISl )8 YYY 5l e ools (9] ez lp gl axy0 ¥V O ST obde b pleaclicns
az e e )8, g, 5l eolatul L osds (53] ez slrools oS oo oslaiul (S Sl
et i e iy o S wms o S S 8 e 1B el 5 4335 9,50 i
D3 eele 5 Jaes hass Cbb gl plabl Sl o SsAS (s aSil
S i 6,38y L (5 yiie ol conl pogdle s Sl (Kien (st Suld) b Sless
D)l Cue g (558 LS|

! Fida
ZNGUYEN


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

S5 owes Sl (ylga 9999 /.. (6,10GL Wlovs CotS J50 oy oy

Sudind by, F
@ yolo Gabsd ol ool oolatul Sl Gadod 3, Q] 5 5 Sl G005 Guds g4
doliiw y Jolis Lg)ﬂo)f Sl el cislen- oy e sloas,d J Coale Lo

ol 0 4.)‘)‘ Sloas )‘ Ub v QIS\)QI o oW 6‘)" P9 u““’“’)" Y‘j u‘)Ua.».:‘ W >

ledbl gyl go 53l bl 9 bxel
Gope b lei alyy 5l oMbl oyl qaz Il el b sy (e sl Geis ol 5o
ady duslel 51 o il GLasl o ead pedass adel dsliiiwy 45 Cld S cpd 00,8 oolaul
1 Sl e Glaal wond 7 ke o Ylges Sl b oalaly 1o B 28,5 )15 ol Lolis S 5 oy poe
o dolidis y )0 lolid 5 5 auslol S ers aislei k5 bl €5 b WS oo (5,5 o5l
LS Wl (g, il bty (bl Oso3l sl el o92g & V15 o p3¥ s 5 L
SleMbl e 33,5 2365 15 Ve 50 delitn ol a5 & g0 ol a4y ol 0ol ool
28,5 )15 ol 5500 bl lis,S ST aralne b g 48,5 )13 (ga3T )90 00 (551 o
20T e Y il e Jlges B 5l Ui 45 e culis, anliinsy #lis S ST
5 @bl poe Sl yho Jade aib oo SO U yho o W Glss aels a5 canl S3 @ 63V
il IV ) g W1 e 51 ol T 0 (5l 5 alsms o JoIS bl e o 5
aoliiny Lol g wyls %008 b (oYU (Steced doliiny S¥l5w Yol a5 ans o oLis ol

Db Joys3 oYL SLL Sl G

e, G SaS  gudios (bl oy ) Jooa

Elins GWT jladie | Jlgwolas | pudio ja gl Jlgw e

- AY ¥ N s Jobe

< AA ¥ A-Y-5-0 Lol g slazel

<A ¥ VY-11-1 -9 oS g liralo]

<A ¥ VEV OV EA Y Hoan

- 2) ¥ Yoo AV A-VY S5l

u“"bﬁf LSL‘Z’ ub e



https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

oy VEe) 3l ol 0 ylon o ool (g0l 5 Slaidl cale anlibiad

S5 Wigad gy 9 Aigel wx> 3591

(ATt diged (x> (el Boyb 5l a5 Cel (gilel S anslr ) iy Ghagly (o)lel dised
o ailie; Ol e (6 Vet oy 9 O 50 65 Wged Jguz bl 50 5 e
ooy b 85 ol 55 5 s diped glyie &8 YTV Sl ol c e S
il oads Gl ool Bolas

bl grosls Juloxi g 4 joxi b9

o (9] gor ladalition y jlonel Cemay (blutal )bl sloosls Sl 5 325 j9lace o
dolidow  OYI5u 4y ouls ooly slagwly aosi glp ol col oolaiul SPSS l5éls 5 5
ST 158 o35 51 Sl 51 Sy 2 4 baaye Slagealy woy0 9 SNl @y Jolor 5l aios
o9l b as Gadow sloosls og Jboy e o 4 (blaul mhaw jo .cwl ol colaiul
ooliusl (y5uSLy (03] 5l Giizs glaans 505l sl b sz il pranl By S galS
el ou 435 000 (o 8 (903 5 i L peiie 23U o 43 Sl e el 00l

g o] B9,5 905 (391 Jlo i (ya03] @l Y Jgua

hosls (ogr o e gl | ossas sesa | s Jloiol s | 7 | e
nosls 33t ey st coion o sy | evree e LY | e e
Lools (g Jloy p (o yho 4nd,8 0, cyeee 00l V50 | plaebl eulils
Wodls (39 Jloyi p (e yho 405583, 0 (R AR BT e
ool o5 Lot oine sho s, [ v - WO | e
oools (5051 Jlo i 3 coins shoo dsiryp 0y | oyeee ool WY | s

aSly Joulow' g 42525 .0
bl cols ) cd> slp W pgy) 5l (S )byt lSTy0l g ol Ul s Sg2ge ,IS0T IS
Jolse 4y azgi olagl jo Lol ] jiaS yuandd 5 (Joed olal jo Sglay () Jlade ax 31 .ol
Ol &5 3903 (68 Azl Gle o el 20l S MelS jliel g oleiel 5 wgade



https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

S5 owes Sl (ylga 9999 ... (6,10GL Glovs CodS J50 owy

of

el a i axgi pgyl e o 0ol Y s g s b i plmil saey LT 4 a5 K

3)‘)la )») ‘) J5| A_Q):> wlﬂ)ds)sj.o| WL’> )OAS‘)? ‘Q)‘O M‘ )La.w.t 0l 4.»3)4..\.: hﬂJM
5 dSine Sl Jliel S g slazsl g (9503 ol 5 (gt Lade i) o0 5l il

sl o]l Coye ol ols s 1 ailawlio

Ol g (y905 s Y Jgua

oo rdaw eSS Hloado SIS oz Sl
5 5 A LYY EA 1254
ol U] Z o)l S92 g0 )
YY) -8.528 Y200 14593 | 17.248 oogele Jalge
YY) -5.894 V.yyyy | 15.0811 | 16.832 Slel g olozel
o° VY -3.883 VLYYY . 13.8571 | 15.2081 sl
oo ARg -3.598 < ,MAY | 13.9565 | 14.8851 s
oo AR -3.289 -, yv-v |1 11.0140 | 12.0733 Sen
u‘*"‘”?}" 6La>c\..31.u e
o Ol oy p @l ¥ Jgux
LY wlus b e
b STl 51 51,3 (wgmxo Jolae dmy jo Sie STb b yiiee ol szl Jelse
o .\:A.Ao\l‘ OUT L}«JM
KW ol BT SSTy00 51 518 Jood day 50 (xS SOb )b pides ol Wit e
. SIST,ol 51 5 Slociel g yliiel dmy ) Same il ol itio Slllazil | g Ll
e ol T [ oLzl
s b SUTp0l 51 513 s 9Ktanly drg 45 Ss SOl e u)ua';;: G
ol el BT STl 51 5158 cmond as 50 e SSb b e ol jUas QU

oo sloadl i



https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

80 VEe) 3l ol 0 ylon o ool (g0l 5 Slaidl cale anlibiad
3
2
1 .—.a.Liu,.;- g_él.i.io\ﬁ.c
0 | - B BN =
> L \o. b
N ’é/ / 39”
7
S

Ob b OS50l g il yUAG] o S92 90 BICE LY 410400
O sadl e

Ol o Ol )Wl cpods 3 (53031 0 Jgu

el g olaze! TE.Y |
ogmns olgs YY.¥ \
S855ely V)Y Y
RN Yo A ¥
s Y, ¥ \4

u,....cb”.u Lghb:\.dl.. e

Slael g slezel v 1 HUaml oy i Se Kb b pides a5 Cny] odip ylid dos

aloz ol dge WL dluse (pl .l Jlo e 1 Caadl 5l Gugasme Julge axy ol 1wy adjle

2l el 153 1 60l ool 5l T (s gmmo Lelge g il e ol 15T o131 a8 sl

ool odalice BB P Jouz j0 ouds Lmsrive cud 5 L 50 slal sl


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

G5 awos ( Sbl (ylga 0999 /... (6,10GL Glovs CotnS J5U vy N4

Ol o S cpons 8 903l F Jaum

WS FO.Y )

Slael g olazel o0.Y Y

Ss5oly ArAY Y

e Jibe ¥Y 5

S5 Az g e
rizmed )l (5 foline g Cote Sl byite Culs; p Sig Sl (s ke b bLS)I Sy paa
ool ¢y 5 g = (e Suld) Sl poled  Sig pSIN (6 e b bL | 2y e
LU, e Cuel 5 (il 4 a5 b oylo (g ol g e L5l gy g lons 5 Slaas
Lis 0 gl olSlr 5 G955 (B, ik was Sl 0 5l SO Glyie 4 SCig Sl (s e b
5 oo W & ol Giagh plejle ol laalesw 51 (S plye a Glde colo,
92 O e HSn Sb 50 (g0 Lol 5 S Sl (g i b bLI | ok alal) s
Sy olel o 5l e 1) (o am S SSL b i a5 el ) S Job mls
an )0 Lol sl b yide 4 Joes e e SOL g8 5l lad ol 5 Wil enged S ps e

el ools lid 093 5l cams (60 Slae &S 10 pl (ugane Jalge
25 @S OlEer 85 I3 (cwyp 990 &5 glaesls Jlod g apad g Slalllas ulul
:Q; CL_._,_M:l

il o [0 )] feS 598 Jgaz o abaly ol & bgye P-VaUR jlaie a5yl 4 4255 L
b (o0 St 53Ul g el SIS ,S g cols) I Jele CaS g5 e 10
5285 J3l 4 ol oo G 5 ol Sals, Al AV i LS
O geas &Ll e aS S8y e el oS SOL s Gl 4 cal IS 5L ol
ol 38 Wies e plil 385 5 o jeb 4 |y ] 4T wes e saeg Lol 4 045 L i
Om y slaisl e 52 izre 5 Gliebl el o Gl tie 05 50 SOL (g9l ouss
S o ol (e 5 S


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

av VEe) 3l ol 0 ylon o ool (g0l 5 Slaidl cale anlibiad

s Cudie 3l 50 gyt Culd) g S aw jl Gleas CoblS iy Babod pgd dns)d
25U leas cuas 5l byt cols, n b iie 5 SSb QLSS o (Jows a5 i pa
SloThs 5 55 5 BB 4 ar 5 gl i b 3,55 lfim 4o STl QSIS el ol JiS
@ azgi b alodgy (L3l) 0595 0956 (5l 55 oyl i Dhlie 5 Wil eoges Hl8, Lyl iased
4 P Il oo ot U (pl g Sl SIS ST 6 he Sals) p oo S Jule S
il oo GRI 5 Ol cald) aiil 5 el SOk cleas

76 se Suld) p 3 (eted 50 dm Sl Dlesd CodS (S GBS pge 4y
oo 10 ) 5eS G9d Jeaz o alaly opl 4 bgye P-VAIUE jlaie oSl @ g5 b .o )ls ot
o ).ul.a U”‘ 9 w‘ )‘,_\fful_‘ 3 YWD WL,‘,) » Oé}.} u,u)ll.wé )O J.ALC g./.of u‘y < ‘..\J u.\.wl.a
Lo cpau sl (oo Gial38l 5 b yiiee Coloy il oyiws [0 Sleds az o i adb oo
Sl loss iS5l b i Cold, g 38 36 Jalge 51 (Ko UL (e 5 il oS
Slimebsl ez sl jo SOL LSS LUl 5 (Soeauls 00 (S)le @l 8 b S
el 039 YU b e 035 50 slaiel g

Cote 3l e Soldy  (Sleyze wa jl Slesd CoiS S G o)z 400
PRV b ) S 598 Jeax 4o adal, pl @ b e P-VAlUR Jlads aSiul a4 am g5 Lol
e Cote il il g el JSE,80 (6 ymiie culs, pr (Siloyme Jole a5 S g3 oo 13
Olyvie Sl il (Rl S 2SIl Sloas 4y bgy jo slaptcs 13 (Klojze 4z 2 (2n
Sb o lead corS 5l b ie Cols, p Sb 6 pdy Cdgine g b oo Gl38l 5
§ Gy 4y aBge 4y Coods Il a5 Sgad (6,8 Al iz gl oo Ll S50 S
Qilgs g0 b yiie 4 oad &)l Gleas CodS 4 Cond Kb Sl 5 (090 $Stwly (uioren
Syl & Laly 1y b e

St ;58U (6 e Sl g (09 SOl da jl Bledd CedS (S Beiod ey 40d)
Wibgo 140 ) oS 358 Joaz ,0 alal) cpl 4y by e P-VAIUE luadie aSil @ g5 Lo lo
Cota 3 ol 5 el IS5 (ke Cold, o oKl e o5 S i I
Wby Gl S Sl Gloas 4 by o gl )0 0555wl 4z o S all oo
P e U Sed s el ol s Sle @l o Rl 58 liie culs,
Olsie oz e ol 15 Ot s G Sl olons iS5l bie culs,
bl slal e Lulys 5 oSS ol (SOl agos sLid (Diped Dljpgn 4l 45 S


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

G5 s Glol Hlga 3989 /... (6,100l Wlovs coudnS W3 oy 9 oA

S99 CoisS A yidon g 0)l0 55U b e Culs) p wed e 4l Sleas Ll abauly oS
Al sl axgh Sleas

Oliise Saz il 5l el 035 Sld b olai gl e a5 bl ladels 5 520
5 Coils e SL Slond ColS b)) jekie 4 Gliebl BB Guiis S ) Lol e
Al CohsS Serps AT 3 g e SOb Gird 5 b bli Llolid gl ol ezl |
Al olul adS o a5 cudl Klas b as b g0 bl 0ged colatul (b e 4 Sleas
b ol s g 315 392y SIS oud Al leas g b i Sl o Sleas CoiS
sy olladl alols cpl ol 4 cand g aled 00,9l 1) b i ol Ul wil sl
S5 S o e bl g sleel wn (JIgSg 0 Joo Jelov g 2520 4 4z gi b aled Jodee
stsSEely o g HEaies el Hledl 4y dr g b aril oo SOl ol e o Sless
gy ol | Soig 250 (5050l o 57 5 525 000 s3] T 551

5 Ko o)l lsan aie cnl 0 4B O )50 haiie slaiagh b ol Siagh @l
Syt b Bl | o pas gl Wols (LS (6 )I0SSL 0395 50 995 Grmgh jo (Vo) +) ()] )
(V1F) olSan 3 " JsS iaghy 5o boaiily oran s (e 3l ol yite goienils,
ot Gl ol 5 b B | s 355 85 ils Gl 555 gy o Ll b 15
4 Ky 42T nl 4 055 allle o (Vo A) Topgugls 5 oolige 05dise plside Il
Ol 5By rizmen 5 Gl e Culd) Gl cel e b BLI I s (g5l o0l
(V) Ol 5 Tl 1505 (gl o 398 cn olaslo 5 9T0gm I3l g o ameti 5 9
Cote 8l 5 tie o loly 5 surenalo; S Sl (g iie b LLS | g e oS sl la
(V) 1R o [, Kems 5 ¥+ +2) (08 g aads (VI F) Len 5 % o) uiomad 3l
Oial38l 5 S STl gyt b bLS )| o (sl yeuST1E a5 wisle lis 0g5 Slallas o 50

! Kheng

2 Kool

% Minami & Dawson
4 Liu

5 Zehir

® Khalifa & Shen

" Dhingra & Dhingra


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

X VEe) 3l ol 0 ylon o ool (g0l 5 Slaidl cale anlibiad

6o wlolesciny Y
2Ll By slacaze (i 5l Jol> @l 5l 655 ope b WSl e laplejle
5 o) Sal, Wb by lojle axes dslsl 043 Gl 4 g Wi y5] Cowss JI5 § S soumn sloo
Ol b a4 U sl @l SGspstl leas LIS alEl cam 1) Y sl cunlew
T oleas CuaS a5 oo oo lis pole Guass gl il Gli8l 5 b e guiels,
Szg> @ ez by ol ol po)ls 352 Cote alaly g ae cols; g 2L
Sl o Seig xSl 6 laSil Cloas e 51 b i cols, Gl gl Sloleaing Buds
Oles 5 )15 el 4 aee) e (A1 (LBl L g W)ls Jodas otans 4295 an cnl 4 Seas
Gl Gamlagil o aS slacans ¢ dlisy dgue |y G ll jo Ol Coa S (o 4l
5 A3 can Koo a Jloyl ladlg> 5 T 5l 0 pB3b aile) ojls 9gzg SSL !
Ol CoteS g (S0 5l Sl oo SOL cpl o copl i ogdle Laiisy deus |, (2,
aS oy 055 rolKiws Lisw 0 logas SOb bl )l § lasias SllSal g calo 9 <l o
aad o M 31U anled ol licebsl caiiin b e a0 5, ailid aled

led 6T ol S bl ol ST 55 e b LS

4 Cuz )0 45 305 oo Sl (S b (e (255l B S ogat )
a5 obyiie ollasl ¢ SSTel o sszge BIKE uile, Bl a4 5 ol 56855l
ol gzmen Sleladl (g JaSSl crio o 0B, Gbgy glad 288 L o L el
$lp 5 0590 Slas 8,50y (B Dledbl al )} waz il ol coal (g39, bl s
sbml g sazme aszlie 5l (Glu) bl Glajslsy Ak g Laal) S ceal gal Jrgns
aled § 55l (o5 50

£95 (e SOb loas codS ol s [0 el Sy 350 40 Jol> il 4 ax g L
Sloss plovl e whav Gl Cg 50 LS 650k 0,509, b (cbigel slaoyge ik
e sso R (65978 (ol8L SSL Gl Gltie (9903 5 l0ls 4z e g p0 e 4y g Sy
@SS 5 ey Labo 4 4z gl Gl e Gl b aglge jo (IS Jgol 5 ST Ll ogdle
W, Glebsl g Giel)T bl @ g sy SlST 4 b it lp Baoe Oj90 @ 1) g5, L)

Dges


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

S5 owes Sl (ylga 9999 /... (6,10GL Wlovs CotS J50 owy Feo

Cusd | carge Wl oo (LT gl atulss 4y (3 azgi pae 5 Gyt Sl ol Jile o5 Ll
Sbwl iz ol 5 (S0 Gl Obtie b (Jues 4 azgi pgil w08 olie 35,
Joer yaie Gy Sl oo QLS LS, IW Ll pALSE el Gl tie jo gaieils,
OLSB Sha e adipen Cenlioo QLS 4 oy az i 5 ool g plil Cules Cale) ey il
slp 00,8 @l 5 plyite Gl Slzrge sanlye Giny 5l GxSelr poedle b il
gloaialss g 005l Jos a4 (miuylii (b2t 5l i 3)b 4 Gl e Joen ny Cogls
2 lhazg s Jaes wlaol &jgo cpar g ol )8 axg 0,50 ST 65, sl ;0 1) LT Jgine

Sl ol e


https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

£ VEe) 3l ol 0 ylon o ool (g0l 5 Slaidl cale anlibiad

&l
(V) Ve oodlal (g lasCl g oladl i ol nl jo calizes slo UL 51 ol i cols,
http://mieaoi.ir/article-1-944-fa.html .vs1-v¥fy:

o daly g ibsle OYoles LI (WWAA) o] (glo pde coves (gae UL Y
(Ol o L ypes (o b s raadllae 9)50) () jie Culo) 5 Sy iSUl (55lasSL
http://mieaoi.irfarticle-1-867- AV -101: (YA) A « oDl (5,laSil g oladl 4y
fa.html
A=Y LY

2 Py Jeloe ompp OTAR) 025 0Ll 5 caledl o Sk e o (Haeme 08 ol F
Sl wie adaly ObIL g (e pSUl wleas coaS Sl A ol i gaie Culs,
OF wglibam 5 Copde 0 g ciooh slao Sy, ol Jlod cod AL
A=Y

GHaSSL 56 asdllas . (VYRR) aludl (o oolil e Jgm, 0,8 SB cpupl ol dly (5,0l 0
(S0 S e o Bla,y g oSOl sy HBS B rae o)L, ol Sdg Sl
Be=0F «(F

Cols, m Fge Jelge owym (OVAY) lg (LS 5w Bolodeste «( Sbes wolyd sy £
AVYNVAZ (V)Y s 2b,hk olados . 198 g Jow 5l oolawl b )b i

J».Lc u,.'l.w‘).: ULM wLo) » Sloos M.AS QLU‘ ).o..)l.: (\Y"\V) ‘54.“) 0o )5441.{:;\.....: A%

Sy » Sy Sl Sloas CoaS 56 .V YAP) Lou joezme 3] Jgawy ol joema o by i A
(Ol ol B cods Sl SOL ol ie (6990 axlllas) ST )L ie saieisls,
VE-e (YO (elaiz! ioghy

)‘ oolazul l) u_i.uj]ai” Slens W.LS ).uLa S (\Y"ia) Lu) al.il.:‘ 9 5.[.«5)».\4247 sGJLaJM: A
g Capde Mol o wilaS (SOL b ie ol g9, » E.Servgual Jos

.Qb.e{;’ ‘6)|.\.gl.w>


http://mieaoi.ir/article-1-944-fa.html
http://mieaoi.ir/article-1-867-fa.html
http://mieaoi.ir/article-1-867-fa.html
http://mieaoi.ir/article-1-867-fa.html
http://ensani.ir/fa/article/journal-number/48760/%D8%B1%D9%88%DB%8C%DA%A9%D8%B1%D8%AF%D9%87%D8%A7%DB%8C-%D9%BE%DA%98%D9%88%D9%87%D8%B4%DB%8C-%D9%86%D9%88%DB%8C%D9%86-%D8%AF%D8%B1-%D9%85%D8%AF%DB%8C%D8%B1%DB%8C%D8%AA-%D9%88-%D8%AD%D8%B3%D8%A7%D8%A8%D8%AF%D8%A7%D8%B1%DB%8C-%D8%AA%D8%A7%D8%A8%D8%B3%D8%AA%D8%A7%D9%86-1399-%D8%B4%D9%85%D8%A7%D8%B1%D9%87-34-%D8%AC%D9%84%D8%AF-%DA%86%D9%87%D8%A7%D8%B1%D9%85-
http://ensani.ir/fa/article/journal-number/48760/%D8%B1%D9%88%DB%8C%DA%A9%D8%B1%D8%AF%D9%87%D8%A7%DB%8C-%D9%BE%DA%98%D9%88%D9%87%D8%B4%DB%8C-%D9%86%D9%88%DB%8C%D9%86-%D8%AF%D8%B1-%D9%85%D8%AF%DB%8C%D8%B1%DB%8C%D8%AA-%D9%88-%D8%AD%D8%B3%D8%A7%D8%A8%D8%AF%D8%A7%D8%B1%DB%8C-%D8%AA%D8%A7%D8%A8%D8%B3%D8%AA%D8%A7%D9%86-1399-%D8%B4%D9%85%D8%A7%D8%B1%D9%87-34-%D8%AC%D9%84%D8%AF-%DA%86%D9%87%D8%A7%D8%B1%D9%85-
https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

G5 awos ( Sbl (ylga 0999 /... (6,10GL Glovs CotnS J5U vy Y

5 b OYAA) dazo (Gomwgn § iy ((yiag)d g e dedame « Sy g cdome ( Bic N -
Sl aalllae 3550) ;58S (Il Caro o (SigiSU on BT Glejle oS (s
YA-0- (VHVY o) o CTRW S Gibo (o3,
http://dorl.net/dor/20.1001.1.2322200.1398.23.2.3.1

St olml dayly pwyn (OYNY) S (el clohy (e wola)d (g lae N )
g i Sleas g awlie Jow o)L caio o e Suls; 5 Sleas
FA-522 (YD o)l oo pole ool dalidad . g 2SI

6l byl 9 e OYAY) s deze (el wp e (L3 Gl ot ] BAY
(3 paly Sy pae Sladllae dolidad . S iS5 JaSil Sloas cuinS 5l culs, (s bl
ATY-V0Y (A

Sl SOl crie o Sbg S g Cleas cua S (WYAP) L gogeteste (5 ,8aka0 N Y
AV-ay O (S5 ,5k Ca e S Ity
. https://dx.doi.org/10.29252/BAR.9.17.81

2 Saig S (s yia b Bl o paa 555 (1VA8) .8 5aab gl oo po shazma ) ¥
NVATA (YY) waiadon S 5 cnS  Cope olllas . olbyrie  cols,
https://dx.doi.org/10.22054/ims.2018.8522

Sl b yie gaeculs, Glagasls (1Y) ble (loo camds (oalide )0
(V) A e oodl (6)laSil g olatdl 4y 15 . cogasdosi- gogas 5 9o SSE 4 Hlasl;
http://mieaoi.ir/article-1-957-fa.html .\ v-fv:

» ol i S wyp 0T LS (bolr colpdai (3 Sowge NP
olil Slislo lacSil 158,90 andlhas) JIsS g Joo 3 oolinwl b ol i (saieisls,
Jgsbisl (g jlaslus g olaidl iy o ;o (ngh b eghy hell (el S (Gliws S
S5

S Sy ;b oy OVAF) 0¥ Bpll wpai e ooyl I e (g BLAY
Sy OIS e 5o o) Sk pltie gaienils; n (Nl Sl Cleas
YEEV (VENY (G50

oo oS §5ke Joe LOFAA) et ol (o8 g wograns comlonS 5 cipmmzme o523V A
G SEik Cunse ook il parde 350, b (Sg Sl o laSSL s (G,


http://dorl.net/dor/20.1001.1.2322200.1398.23.2.3.1
http://dorl.net/dor/20.1001.1.2322200.1398.23.2.3.1
https://dx.doi.org/10.29252/BAR.9.17.81
https://dx.doi.org/10.29252/BAR.9.17.81
https://dx.doi.org/10.22054/ims.2018.8522
https://dx.doi.org/10.22054/ims.2018.8522
http://mieaoi.ir/article-1-957-fa.html
https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

sy VEe) 3l ol 0 ylon o ool (g0l 5 Slaidl cale anlibiad

fo-5Y O (S pde
https://dx.doi.org/10.22059/jibm.2017.236608.2660

BBaus 5l Sl Sleds S canyp OYAY) 30l miigd oil> g camlonw ( oitla N q
Sl (i S (raegd (28 lmlyST Ol STl s 90 asdllac) (b i
Ol s (pwdige

20. Afthanorhan, A., Awang, Z., Rashid, N., Foziah, H., & Ghazali, P. (2019).
Assessing  the  effects of  service quality on  customer
satisfaction. Management Science Letters, 9(1), 13-24.
http://dx.doi.org/10.5267/;.msl.2018.11.004.

21. Azhar, M. S., Othman, I. B. L., & Ahmad, N. (2018). A conceptual
framework on customer satisfaction: the mediating role of corporate
image. Global Social Sciences Review, 3(4), 254-272.
http://dx.doi.org/10.31703/gssr.2018(111-1V).17

22. Dhingra, M., & Dhingra, V. (2013). Determinants of Electronic customer
relationship management (e-CRM) for customer satisfaction in banking
sector in India. African Journal of Business Management, 7(10), 762-768.
https://doi.org/10.5897/AJBM.9000198.

23. Fida, B. A., Ahmed, U., Al-Balushi, Y., & Singh, D. (2020). Impact of
service quality on customer loyalty and customer satisfaction in islamic
banks in the Sultanate of Oman. Sage Open, 10(2).
https://doi.org/10.1177%2F2158244020919517.

24. Khalifa, M., & Shen, K. N. (2009). Modelling electronic customer
relationship  management  success:  functional ~and  temporal
considerations. Behaviour & Information Technology, 28(4), 373-387.
https://doi.org/10.1080/01449290802030373.

25. Kheng, L. L., Mahamad, O., & Ramayah, T. (2010). The impact of service
guality on customer loyalty: A study of banks in Penang,
Malaysia. International journal of marketing studies, 2(2), 57-66.
http://dx.doi.org/10.5539/ijms.v2n2p57.

26. Kooli, K., Mansour, K. B., & Cornwell, V. (2016). Exploring CRM and
SRM user satisfaction in B2B relationship management. Journal of
Customer Behaviour, 15(1), 81-95.
https://doi.org/10.1362/147539216X14594362873578.

27. Minami, C., & Dawson, J. (2008). The CRM process in retail and service
sector firms in Japan: Loyalty development and financial return. Journal of
Retailing and Consumer Services, 15(5), 375-385.
https://doi.org/10.1016/j.jretconser.2007.09.001.


https://dx.doi.org/10.22059/jibm.2017.236608.2660
https://dx.doi.org/10.22059/jibm.2017.236608.2660
http://dx.doi.org/10.5267/j.msl.2018.11.004
http://dx.doi.org/10.31703/gssr.2018\(III-IV\).17
https://doi.org/10.5897/AJBM.9000198
https://doi.org/10.1177%2F2158244020919517
https://doi.org/10.1080/01449290802030373
http://dx.doi.org/10.5539/ijms.v2n2p57
https://doi.org/10.1362/147539216X14594362873578
https://doi.org/10.1016/j.jretconser.2007.09.001
https://mieaoi.ir/article-1-1128-fa.html

[ Downloaded from mieaoi.ir on 2025-08-12 ]

S5 oo Sl (ylga 9999 /... (5,10GL Wlovs CotS J50 oy ¥

28.

29.

30.

31.

32.

33.

Nahida Afroz, N. (2019). Effect of Service Quality on Customer Satisfaction
Evidence from Banks in Tangail. Management Studies and Economic
Systems, 4(2), 145-1509.

NGUYEN, D. T., PHAM, V. T., TRAN, D. M., & PHAM, D. B. T. (2020).
Impact of service quality, customer satisfaction and switching costs on
customer loyalty. The Journal of Asian Finance, Economics, and
Business, 7(8), 395-405. https://doi.org/10.13106/jafeb.2020.vol7.n08.395.
Panday, R & Nursal, M. (2021). The The Effect of Service Quality and
Customer Satisfaction on Customer Loyalty. Jurnal Manajemen Strategi dan
Aplikasi Bisnis. 4(1), 171-180. http://dx.doi.org/10.36407/jmsab.v4i1.300.
RAHAMAN, M. A, ALI, M. J., KEJING, Z., TARU, R. D., & MAMOON,
Z. R. (2020). Investigating the Effect of Service Quality on Bank Customers'
Satisfaction in Bangladesh. The Journal of Asian Finance, Economics, and
Business, 7(10), 823-829.
http://dx.doi.org/10.13106/jafeb.2020.vol7.n10.823.

Supriyanto, A., Wiyono, B. B., & Burhanuddin, B. (2021). Effects of service
quality and customer satisfaction on loyalty of bank customers. Cogent
Business & Management, 8(1), 1937847.
https://doi.org/10.1080/23311975.2021.1937847.

Yuliarto, R. (2021). ANALYSIS OF THE INFLUENCE OF SERVICE
QUALITY ON CUSTOMER SATISFACTION. E-Jurnal Manajemen
Universitas Udayana, 10 ), 62-81.
http://dx.doi.org/10.24843/EJMUNUD.2021.v10.i01.p04.


https://doi.org/10.13106/jafeb.2020.vol7.no8.395
http://dx.doi.org/10.36407/jmsab.v4i1.300
http://dx.doi.org/10.13106/jafeb.2020.vol7.n10.823
https://doi.org/10.1080/23311975.2021.1937847
http://dx.doi.org/10.24843/EJMUNUD.2021.v10.i01.p04
https://mieaoi.ir/article-1-1128-fa.html
http://www.tcpdf.org

