VY-V YY Bt AYAQ )"-iLi A o)w o 68> ‘L;<~“j-9 Qu.:a;u aoldad

Fy g e Syl a9 (9 lalojl & dlois]
DLl (3l gl cLaoliuwd 53 30 Axllhro
‘J."ﬁ‘s.\w us.aﬁ

i g ol S 5l o e )l Wl )lS

¥ e Do
Jyfgalﬁulzb&ww‘ﬂWa@lz‘@@”l{qﬁyéﬁz
d«»ﬁtlﬁj}}‘b.&w

ehfub}stsjv\;l:u‘ LL;ﬂjJ S e J\aj’)‘ QAL\.&)\S

AAZVVARVI IR PP '@,ls
AT O 25 iy 56

R

Ol gt ols palazel 30wy pasaS ol Lol ol jlad S (5t lia
A8 e 0 sl paS Sla riesils e Jas gadlejlus el LS
3ysmskozeles s 533 3 e dim allis l 53 i e BB 33 5 s OIS e
L;Jjaﬁdﬂj:e@ao\)3),&_3/\?"0\‘Wq@éﬁj\ho;\:.,\}ﬂfdwl)}d_w)j
3 0l o Sl 8550 53 ol ool ool 48 813 o 5 455 3550 5 0
le‘,ua;;\j;;wwemou:;@upﬁuou;ubsw;mu@sw\;ﬂ
SlaolKaus 45 Colins Ol 5 ol e ane eled js edbedalie Aol 505 35
Ot o i ms i g | Oleerl e (glaslo ¢ JalS oy g b el 53 andllas 3 ) 5o
Wl 03 52 (LSS o lgn 4 sbazeh iz 53 O 208 5 (LIS coaolazsh uace 5
Ol 1) taials s 5 (b eiie Olyie ) slazel o alady (gl O g3 v 5|
s Sl AV aze 93l e e el sty Sined S o Al 1 (SO e
335 gl B Ozl o siac o) el slezel o8 3 S o3l 05 on Ol
25 o e 55 013 a6 2 el ke 5 OUS IS sl 5l 531 5 (g3l Il
(Sl g s ¢ s slalbe sl (s leols ; bzl i gals el

1. yosefmohamadifar@yahoo.com
2. mb_ahmadi@yahoo.com



s\k.wwc).bgduo.\io
30 Dl 5 5 ool g5t (B i ol a2 BIE 3G 55 sl sladyl b el
dJ}J}iP&«ALiUJ‘jfﬂJﬁ&ﬁ‘)d}fLS‘WM‘)OJ)}&f‘)‘LJJ}L}U5J.«:Jw
Ld (6 kel amaler sl bl ay lacd 5o U odds Com g0 Ol 5 6 ol 0 55 s slaobesla
OUT (8l 0 1y ool ST aiS (3 5 U Sy oo gt s Ob e i @
(VDYAY (S disle ol b

5 LS il e S 5 el STelsl 5 ool pshe Ol 2yl slizel oy
s 51 aloses Gladl s i3l o335l 0 1y Ol s s Culs ) 5 (S 5me 5 (gole (laaral 5
ézﬁy;b_e_ﬂw&)s&\;«a}d«j»&d)w‘q?@ﬂi»c&y&:L«:&\L';\fq
Wﬂ@‘f)bwg)}fw}acdjb‘)w\ﬁmruJ:.oujﬂjdbtst}.:wuw
ATYV YVA  LLIS) s el

ol 55550 S b 0 A 5 S SV sk 4 s sladleslo 0 550,505
6&&&2:&»6@5%})@%.7-};4&&6&))&))(\q\WQ¢&J.LSJLLJJ)W\°JM
ol gl el 5l (SO Jb o edas jgb 4y aS Wlesls B as o550y alis
) G el (55 Al il S sl 3 3 | sl il S
25 OB S st s slasls gl b s oSG a3l aS 3 55 oo ol o s
Loy kb, 03,8 ot b 035 s |y i) B ot (iS50S5l s 5 Sl
351 el 315 0UT a3 OSGal olbloe (sla il

0 ladle sl e (slazeh ol se ol 51 S 48 030850 ol Olss o g3daze Julse
Coeal 5o laglesla s slazel oy (g i b bLS Sl g e el 2015816 ol ol
loul lirs 4 48 0l = e "gladad ) S50 g e Ol L (s s 5 4Bl (2
LSJL_:M&:‘JC_',\.MJJJJU.SE(\Q/\/\c‘ﬂu.»j)\.;)[)y)_)u'\)JJ;@)QY@L‘?}JLJJ)JL?H‘Q

1. Relationship Marketing
2. Dyadic
3. anderson & Narus

(Sakd
Yolod
YA ;:J,L,'



ol sl 4 slazel

...CJG.AJL;:JJJ

C)Li:s:‘ﬁAALA:.G‘C}.&'}AQ.:M‘bﬁ)\g.W‘LﬁjQ}ch.@b))JJw&|jede€zJ§M
oij‘ébbé)jﬁjgbtﬁb‘)::jfasvﬁw\ﬁbfw‘wﬁgb)yp)j‘is):éﬁ‘d&
.Jﬁ@e.l.hmw;w\);‘w‘j J‘MQM)}U&*:’?AJ

5o o2laS Olarl o (sheigldy s slezed 5B o sl 53 i
3 e Gl o BLI) Jdosd g b 50 (oo 55 o (b U350 0 S 01
a slazelias ol QTMAQ-(}»QTQUL&»@U:AS@M.:)J a5 ghbweols,
€315 (A5 Sl daes 5 sl el )l Sladst 5l g s Sl (sheisld s a2 (556
Sl slaadd o pliS 4 slazel S o ool 1 (6 i in ol o3l 4z B 36 ol
‘u&f.xc_.wjktﬁm\}rb‘dchALoch;ﬂJ%@McuhSJtSqu}c;)L@»)
355 0 Olarl oo Sbalald) or s i (DL

Egogo Sludl 9 95U 2 (5595
b gla sl plalis 5 b sllagle sl audediCsliilan iols S o5 0
25 S |y U 55l (53 52 O s gl odlize VS o 45 12 53 n
axils L5 ) James 5ol 3 OUS IS ol o 55 L aS ol 5 stomnds 5SS S o
PRI ‘wﬁg)wﬂﬁoI;t;\;@}gjagjuma\Juu\caw_uj;&j
(S s LIS g yasilin dS Al b glad s s kS seslin 28 Cod SIS e st kS
ICLCTIUUPI P S WG T PIVIPH SIS I TP eaprs

Sl Glosl s Shas iz e slaslne 51 (SG slecols) s slaolesle o
5148 Al o bt b ozl ys Slodst) Olaslw s Shas 51 Ola o STl 1 0f
L Cals Dad (Vo) Ts (6555 ) 35 oo slomal QLESLUS! 5 a5 OLS 03,51
5 gl Ll date Jgeams sla S5 (XS o pelol (6,5 45 Wiy o Dl
b mae gle 5 adl s OF 53 45 Lls oo (A 131 (6 28 i #U L ol pie
(XA AYAG ¢ wslS) 35 o sl 3Ll 5 ol (g3 it b g0 (nd

3557 51 S e el Il (AL 5 - oo WS oy ol Lol 4 b s o ol

1. Gronroos
2. Treasury Board



SrSe e O3 5030 f 00 Comtl g g oy 5 oS Sl o 45 2SS S5 Ul
wlias Sale o gas it laS g i bad) (6 S Sasilidiine 3,8 Ll 5 A5 S
wtld LalS jsb as 0L il co a3 |5 G Cepd (A 5 o508 fiw 5o
L3l oo Ly Ol A pa 503 8 il s o gt Jisu Sl ol (SIS L et 5 Wil
M (Sad ap ST 5 g (5 2 WL OG5 polad (Ao S g3 oS M
i3 oo SLTANYAY 3 3 U5 5 ) e s 3l (gle s ot Olal g
S I3 58 on 3557 51 6 St S Dol Sl i U5 45 (93 8 8 o oo s
AYAVAYAS 33 s 5 (N3 oo o gmnimn (ond 5 (Mo 0 o (o (53 2 53
e sein il 54,8 13 55 slacaslo slaasls ol 5 53 (Soacs e 035 oles oond L
ol 43l ol et et gy Dl oy S5 I 855 ol 3

bl sl S s 50 OF 50 o it 5 Sl o5 3 Slalllas ¢ iy LadLa |
S s 38 ST s S 5ilys |y o a5 el ey L
03 1S Sl ldllas 51 g 03,8 sl 3503 (55 Y s Al VS 51 gdiacslidy o
YA ¢ slS) sls &1, (IS 5 ol & Slodt CiS Sl gl p by sl
Jolo ol and ey 55 (g i ol (6 Sl gl 48 il (gl U1 S5 e (800
S Sl sl ) 55 el 5 ilend (8 o] shas st o Oliebl LG
Wleals st IS sl 1 iRl Dl sl 5 oS i 8 sl el b
Q(,U&.ﬁl)w\QL»J;'—qjﬁs@tij)\é\ﬁhgszwou)udwsjﬁ&p,um;
(14871 T IS 5 Sy gl ) Sdls Jts Dladst LodS 0 5gde 53 s |y Olaxr| o

ol o peisnid sise s oo 558 ol 0 S s o sehe ozl
Lam s bapd Sl b i8S homa LU 3 S Oy s sets e onl 00 Sl
ekt s ) DIl o558 53 (sl foglidd 3 andlS Sl
L Sl 53 oot bosbina 35 o s Yo s 5K 5 1S5 ol (6 priaglis s ol Sl
el GUal) 8 55 pelas 5 (0, Sas) keS8 p0 g s s Sl ils 3l all ga il

1. Customer

2. Servqual

3. Asubonteng & McCleary

4. American Customer Satisfaction Index (ACSI)

(Sakd
Yolod
\YAQ ;:J,L,'



g poleaslilad
\v

ol sl 4 slazel

...CJG.AJL;:JJJ

St ladlosla Sl ghnoll ) o) Sln 0S5 am el ) oo ke 2 5 )
5 JEC WL G P WL Y

@i lS gl 25 3l b S e sgie (581 oS e ((ES) ezl 5 ) 5o sl -
(el IS slabls )l 5 e glasls

sloul Caodst L3 Sl e 45 Skt 1 (g jrie Bolaal ((PS) Yol s coedst
YO Yo dT s sy S1) 35l e

edi il ys Sl 5 el 5 pe Cedst ke 55w il el S s Gt S
Dol bl s el g n b Shleas tdas oo JS 1) 0l 5S ys Gl Gl S
sl A 5 ated ol go Lo ,L L e s a3 51 5Uatl STAS e aglie sl il 53
(VY E0lr 5 S0 s) il Gl 5 Rl e il 2l e 53 0

Dl s 50 el 51 SIS 5 e (PS) s dldily o Codst oS sl Sloj Julis s
b (5 e (53 gt Bin S ot arl o 5 g€t i S Lol s AL (BS)
)Lmumq,ﬁbﬁ\ﬂuagﬁubsgﬂuﬁ_JJ,I&{,MJ;\,@,UQQJ\

(V40 448 O parzd s e 5 sanr ) A el 2t axl e Jucols) aS L il

Olar o Guiacyldy » F 5o Jal g8 (omy 8 0o 5 (o0 se O sz )lgr N S

W glabliy) | | eated glajld || anddS glag o
Coadd S 3l FEVEJERLVRERLM Y
" 83591 e 1 L ol il -
o R g o
Oy ezel LB (Es) JUsiil 590 cuoss (E<P) jglcdfid cuis
O3 gl :|—~ g g 8391 o Ml
Olsab! (Ps) sabicdly ;> cuods (E=P) jisuculs, cods
Sod gl gad 03591 ol el -
(E=P) jylcifd cudss

1. Expected Service

2. Perceived Service

3. Akbar & Parvez

4. Perceived Service Quality

5. Vigripat & Chan

6. James & Momo Fitzsimmons



St dlie 1l Eolis, (Y IS2) 1K ol (g i gdeculsy yatls o581 s

53 el st CodS 5l (65 Sl (g mde blazad STecal coas 5l bl

Olyee 3l 35 268 93 cpl Aol az a5 5505 5525 ol b 5L Sl Uil b as i

slazel romen 5 Sl Olin iy Kl55 s Sal) s 51050 o0 S 55 2l
(BN YAG (awslS) il IS 5

&J)é‘s\ngb’q‘slﬁACSIK{ﬁ\@ﬁhqu)ua_"hi:d.\»}Jﬁ.’h

Y el
Y el , sl > ot
A

Y el ke ol

& i ]y a5

| —7
L 4
sleiel

o 250 1 O i SN SAS s Jolse 5 Conle 50 o s Lol () Vs
Sl w5l ot KT glaode s b s sl Jke ol (7 JKE) Wlesls 3
Slods 5 Cand ¢ gade Jul s ile ol Ol (slaode s dlasls )l 3¢ el Ss 5 s
AUy ol iy a0 IS Codst 5 Osllas Gl (Jie cpl (gl asls Sl B elliS s A
(140 104870 001 5 65V ) Liledol Jams AU 1y 55 ol
bl opl 5 LAk axdls pilisee slal WIS o ¢ o gae Ao 53 Gheuls) la L
(o) 2o Sl LV S o g i 3 (6 e oS Sl S 1
L Olg s ppo ) gl ol S Lol dnss)se 55 5 (Ass o 53 (1A
LSS ol 5 s i s s atd s slazs!l 38 3l g s sl slass!
LT a3 3 48 ol (5 555 (slaadl 3o 5 OUT Lol o2 QLS 6y s

1. Valarie, et. al




ol sl 4 slazel

...CJG.AJL;:JJJ

S Has i 53 bl e gl gla et fols o8 5ol ol o L
Llodd w315 o3lizal 3, g0 slazel Giou 53 (hagn nl e sehe sl 0 Wl 5l &
Dl ke

f bl ol 5 OLS S ¢ bl Ol 5 S iled 1035 o gouies 5 o goke )

035 slazel LG Y

OLS,8 g pdhcd s X

fndst ol (sl oY gl slge 5 Rl rdls 1 Saals 5 Codls

Ol Loy 5 53 pl il 5 sl bl 55 .0

(s QS Lasall )l Cus g i 5 O3 30 wime liel

39 st 5l s 5 B el il el V

OLSHS L bLo Sl 5 bl S gg 5 o s CblBiln g0 o s 53 A

S 0S5 degl el a8 SL5 a0 Ol e (LaelST i lie L3I A

(PSS ) Ol e laa a5 sl S oo 6l A0 5 S\
.(\YAo

e Y0 290 G el 03 37 O Km0 a7 OS5 5 5 3l slezel s
(g hedl 5 A5 le Wl 51 2 0 aS 63 S S5 eel ilisen (3 g0 3 45 | sl 31 slie
5 amly By (S (s« pang s« Joled (Al i (aas ((Sals
(YT g s ST (T ) (g g )

bl aas 5l b oS o sdiSanr o lb el sl o slael o spds
sy 3 ghls slazel cciy 5l el ool ol sdasail )l Ol b Cslual 5 S
el o glite

3L 63 Sas oz 53 OlLw Ol 5 5 aasd w5 sk Ol eyl
{ e Sl

St e 5> Olaslor (oo 1l a1 = 5k Ol (ol e b g5 5 Y

eEs

1. Credibility
2. Benevolence



i Slallas (Wles g 55 slezel (gl dad G L iy Ol 2N S I

e sbime 3 sl pl 51 A s ls (s (gl lasl a5 cnl OF 51 S

(S ) (ol o s S Szl Sl odlie (gl 2 3l DLl (6,13 2 Oley J 5o
(1888 QOLS ) sl als,y Sl B3l 6 el Sl 3G

Casds 31 Ol_yriive Ol Y| 84S i ol 58 5 Copals ¥ SKS

e BT et S Jalgs sk M claoasy
s e o iz - ik -
Gt pasd ablio ] u s g e
aals i
bl ) Saa
e gl
i b ;i Wil ol slaeae,
Caadd BASS Lt poiia Jalge gl Jalse
oakallgh ypu! cud
- am .‘SM U;..‘Im -
[umges ol pplia

A Cead
Candih 51 (5 e (1 3lngs AT

T2 | ey T
A ¢l i
1 — Bl s Cuad

olad 2 ) G Lol

wolael s ool cul cols,y Joal falye 51 S Ol 4 slazel b s 4
Gos 3 el oy o sbazel 3 o5 sa iyl KaS b ot e LI Ol
LT IS el (5500 e 2 51 5555 Sl Ol Sl il
crker S s onl eseie ol U5 e i (58015550 3 fgame 3
OlaysiS Jamma 53 45 Sl b sl (6l Ayl s 351 e 4 (55155 (Lol
Sl 3 g5 Sl Cal) (s 2 4 oo spie S i S 5 Sl esli il b
PP W PO IG5 I CCH P N PR CPERI FAPTNGIS W
el 2 S omm Lol ol plonil g sy Sy a2 i o lisions Ol
s Sl ol slezel G S eyl oy 1l Ol 5l s A5 slaolesl

1. Ganesan
2. Enriqe

peos?

\V/ﬁ}ﬁl._:



ol sl 4 slazel

...ch—ﬂjddji

s delse b alen 4 01 36 Losas 543 S5 13 4 553 50 810 &y o 40 0 5S

Il gaglojlu ;3 (g o Cold ) (w52
e el ol ol g g s Sl ol o gl s Lo (50 855 52
Ol Yo 55 oMbl (655l dmw 55 5 (G5l s 55 10 45 5 S 0 Ll (glanllas w0 O 5 oo il
e OVTAS (UMbl (55313 anmn 5 5 3l si 55 50) 58 L=l VWO Il 55 528
4y o dig 815 S (slaeals 0f s 5 A ploil Olams Ol 53 AEAS Jlu 53 gilin - o
S ke Olojla) s (g ) Luld, Ol s b Sl aslllas ¢ 55 50 slalaslas 5 Ll
OYAL e 33 (gula] 5 b gilamms Jas g5 5 g (OYAO (Ol Oliel (555400 2
e 0l 3 5 A plowil 3 NOTY & sas e L olile S Oliadd gl ol (glaolSis 53
alllas 3,50 ol o pkte di 50 Tss GlaelSins Slodst 5l culs Ol o
OYAL (gl 5 3 gdame) b S 13

Dyiye Jolgs 5l oo 0o e S sl bl slane a3 58 sla o s3s f
slead jo 4 0155 oo Jle Ol e 4 A ooliial g gy SLol Culis) 5 (s sladlsjla 4
Syl ot ls (LIS w0 Sy OB St o b Jden OUS S 05 50 55500l Lo
Ol rsete coler 03 a8 5,8 Ll g ey CLTL 3 03 OLSLIS LS, 5 0L 2l
bﬂ L ia g5l 53 ilod s oo (65 (s sl (8l alion 5 Klad, S w0 iasy
G S a5 Hledd sutiuad; anlllas 550 (SlaolSins 5 s GhTgLS 5 pebane
el 03 asllas ol s slazel Wl ge G aalr

S P9 Al
5 (Slod ISy c\a.w a5 a3 ol Sleas g7 byl culs, o ks
3l e b s ol SKen 6 el ol e 5 e ses g o b B

wile ol g 30 055 e 2 Jaes VIS (gla it 5 filoos (NS b s
3550 035 el 03 esalaBl 5 palew (Sl e () e 5 il 5B s o gn DLl
VY08 5 S 5,5 a5 anllas



Jolse e 51 Ll olazl (slas S, 5 ba0laslw 5 Shos o Sba gl j3 2 &
Ll 5 oo Olaslr S &5 58K 4 555 0 oy 330 ool 30350 303 ol IS 3G
S b s (gm0 WD 0L e Cols, Ol

3 e SO S a0l OLS S (g5, 5 a3 gla S ‘b; ch— -
Spbist s 3 7 AR SS93 S OB S s ()l 5 e b Dl sea
UE T TRY W)

555 oSS 08 ol Ul el (St e 5 (S 2 ) S 51
ol BTl sl 51 a2 3 Cmad Ll L iy 53 235 (6 e
L) S Lapiss  sgio diilos Ol e ol sl i3 S akisl 015 i 15 S0
s ol 3 el s LS e ee SOASG L el s 5 s e S E g S
O Jalad g Laaly ulond 53 B0 d 006 i 048 S I3 ) 35503 5 o
sl s 5 STosl 85,5 5 g Pl Glaolo man pl )3 05l a5 - slans
638 oS 3555 Aaorl a3l 8S ol _glasyglins e 5 OLSIS sla 2iSTs 5 La s,
(Y AL O 5 sl )

e b b Sy Sl e 53 5 (Wl s gy D L s sla Sy S
N e opl olad w555 Ol copl 355 bajla o e ) (giacalis, Olsme 5 035
LOLS,S 4 bgy o iie sl Lolazel dasl) oot g 5050 e (o) 2 00l 52
23V ozl bgs je glaadlfo 4 a5 bl 0l o (s Sl 2olo
LS lea.p

qgwqﬁu)@WJCQ&?\J»JE)\&ES)[SM)Q)@Aa_su.:_c\wl.\
ol Sl

Tl Olen 0 B eimgldy selas 5 OLSIS (6 s steme 4 slozel sl Y

o;éwqujck_ujgotsjgja_w; e 5056 Cole )y woslazel Coenl X
Sl Ol 500

§nd Do o Singlsy slane 5 OUS IS (IS Bloail 5 oy slazel sl £

?wl&lﬂq—L;J\;,athé,ch.ﬂjam&ljabb)\kbu'cﬂgc,.;hpgqu:.oleo

1. Javadein et. al

(Sakd
Yolod
\YAQ ;:J,L,'



ol sl 4 slazel

...ch—ﬂjddji

Sl Ol e s gliaiold s o 5 DL & (S 4 slazel el

Sl 5 5Ky s ol 31 1ol 5 o it en = e ol e G ol 53
£ 52 a5 Lo it i (glis cilon S a2 sl 51831 218 15 e 40 s
1S 6 S0T sl i s ge il ks T s & S 500 ¢ gy Sl ol ol b
Aas o Ol ab g 0 Sl g slad ol S

BT ol pd)
a0 el Gl b Ol Sl s sl olen o Ao 55 ) 3l Gt )
W00 &S Glanalr ho 5 sl 4 rlade Gl b s s Ol bk - b o 3
35 S5l i gal 3l e e e G s> el ol sl bl O

(VEA ATYAG (5Ys)
5 MDA g i e s oS el - s el Laesls (5 sl e (5
a0 (sl gad 31 o3V (slaeals S S oy b gl O St 1 els (5550 mer Al b
Ol (53 slaolesler 5 Slylsl g5 | bl el 548 s S B AYOY sl
KK ) gl ok (g1l 55 (5S4 g0l o) Sl 4 gas DLl (sl 0 5 oL ile S
G sy i 3l eslizad (Liile S Olioul Ol 13 V6 55 ol ol ol 0)
LS o b slad ol 53 5558 55 ity 058U s ul 5155 Gbls Shass:
b b Al S5 sed e 0310 0 Ol s el S ey 0 S5 K sed
Olizabol 0T 51 36 (slaaly S 5 283 4 015 pam 355 plondl iy oo 4SS

Sl (6 e

Jolos 5 452 SPSS 330 5 s b 3l Laesls cLaasbitn SIS 5 5515 5 5l
el aba 51 (SaS1y sla et i b Sl a5 s 5l dassls o 55 (51 42
5 s 3 0030 blasal Sl s 55 5 ds (68 e slae Sl 5 ills lee
e a6 S o3Il ke 5 b it Coale o 5 (it e bl Jalss o)
ST 5 Oy Srad 5 (S pdme (33530l 5 O smen el sla0ysa51 5
A eslanal o ppazadir bl

DL Sy o 5SSle oS A3 astie Ll Lo 5 a5 5 Waesls (sl e 31 e



S o Il QA ST 5 VY 08w pialan e Bl ele @ 5 S ¥ tass ol
Llesls J:&:.ﬁ ub) b Loy YV/Y 9 Q‘J]a b axdlze

;tmjﬂ/v‘twﬁs_uvol_;sgmf&so\ﬂ,m;\wumﬁ%s;
YL ks 51 S SB YEOT Sl 3L dos3 YA/E 3l por o 545 008 Sl 5 L 0L 58l
L_}:;M).»\oﬁ)‘rlﬁ;@yﬂ\'hL_,\,,a);\r‘/‘hriﬁs}éﬂ/\‘\\‘L};l)ljépu);
J."er.’J:‘yL’jww}b\Y/\O @‘)‘ﬁ

£aS 45 315 0L 3 anml o 3550 Ololor ulid s Olaml o ol Ol s S8
Mchwﬁwb“ cud‘&)ﬁs)\b\jw* QLA)L_MA ‘(OJ)W rLﬂ‘ Sl
J-“"-’y)‘-’)j}fdb‘}‘f’;;\?ﬂ";ch"'u-istL’Jg:Ujﬂjuﬂ)}‘T

i 55 JeLa g 5l ds s YH/A das e 023 0L Sl i b ) 5
MJ.)\?./Y &)Sdlﬂﬁ))@M}J\i/AcwW-MJJ&uMJQVQ/Q\‘QJb
:\J-lj'ij'-:JM)J'/'Y'SMMJJL{MJJi/\ cM‘J}&&mM)AO/VU\J&B
J\J\OJJS CW‘ ‘) (} )L’Jw) J’.’.L""

=20 g Wosly Jod g 4y 35

Ot g3 anliion n OV 5y Clod i all )| o 5 aem 55 55 55 )3 Gt ol glaaily
Sl Sl 5 el e i8S (Sl L 3l et 5 (Kl s 31 5l Ol g s
ey 55l camarl 1055 3o Ol s 5o s yiia SIS 0 B Ul oo o0 g 3 i sl g5
Olme Kol hatel el e3ls 03 8 anzr! 1o oS (gl g 0 iy U oSG |y (3ktel Sy S
3 Shee 315561 i anad ot Sonly 3100 Ui el e s o 3 Ol i o
B CSC e 5 et s S asiedin 5 550 15 51 pate Cnedl O s cdiaml o5 5 g0 oS
W gy 3530 Ao o gt 33 Cblsne Ul o Sas LIS 5505 13 oy

U Lanass 9 ke 4 slaiel )

bl oS ol Glaab s il gl e b A8 & 2 5 s Ol e (a5 Ol
Cantl Ol 5 ol o) glaelSans LIS 0 Ol 5 g slazel Ol s Jhomis 5 shite 4 .l

(Sakd
Yolod
\YAQ ;:iL,'



Y WP RPN sl b a S
Yy Y \ay Clial
vI¥ o Yo elial
VN YOy YEVY ks Ly
I8Va \Alla ¥YYY oo
Ve VA Vore olin s

Mean YIVY
Mode £
Std. Deviation LR
g el adilas Variance JIAY -

\\o

ol sl 4 slazel

...c]a.m_g‘jﬂ_g:

J.la.v‘.xb‘M&;JE)JMWﬂ)JJ‘P}J;QLS)‘SM)UJL@Jﬁ)}?)JQT
502 5850 Sl Ol o o g 0w 2 (o 2 20 50 S8 e 2 o 53 Olarl o

("ijbﬁkfd aJ..\fl:Ajb‘ le.hcwt.: Ol ] \ a)Lo...i: JJJ;- BE A

OS5 Lawass 5 ylgs 4 st N J i

e 5l el Blizad 5 doys 40/ Dbl o (85 il cpl Coanl Ol 5o g yora 3

o2l ol Caeal Ol SOl ol o3 VE/E andllas 5 ) 50 (GlaolSius i 4o

550 ol sl a8 Csline s S| -l s jls 5 5 5 O Ao 55 =V VY o Shas
ey Dbl sl 4 JelS sely Llandl 55 asdlas

OUS 48 Laass 9 & ylgs Canedl Ol jus .Y g

2 Aoy RSN slAas &b a S
-IY Y 12 oS S
</ <Y (NN PS
did VA% fva _}a,.d):_ﬁ

YaUf FY/A YV s
Ve 5If 05 N
Mean fIov
Mode o
Std. Deviation - [P0y
Variance Ifys




OUS, (6 sl ghmns &s Lol Y
G Agm 5 ab e by g ediSanrl o den Sl i (6 2 1y st s
533 Shas (gl sdelinses (Sl g sazmn 53 Se domsth 4 plites b oliSanx| o 1S
s yiame 3l pmolin Ly 85 s s llone o Lins oyl s 6l (0 5D WA st oy

Lzl ols s

OUS 518 (5 oy gams 1 3Lz O o ¥ k>

(P 2y Loy 3l des c.«l.; gty
A Al YAY ool s
VVF AN VY clials
Yan YVIY Yr ks L
AY/1D \avAs Y#VA g_.,..»l.'w
Ve VIO VEFO olin 5l
Mean \liad \ \.\
Mode f
Std. Deviation < [aVY o3
Yolod
Variance <1asf VWA 5l

5503 o OF Cnal Olsae 45 das o 0L L2 ld ol Csanl (gl £/00 . L Lol
ATV 5 dlazedls CopotloS 5 s gza 1y fale ol et g 51 o3 0/ 315 13 3L 5 s
Als s el | O s
A s s Shee il 1 )3 4) Olbls (sl el pl Comal Olee g sams
o2l ety il sdd Ot s 33 = VWY 5 50 o g alies sl Ll Ao )3 VY/A




OUS IS 6 1 oky d shns ool Ol oo . F gk
o Aoy o3 aldas c«b? a S
-1\ - v oS S
Q4 /b £f f,S
oIF A fy Lo g0
YAIE YY/A YV¥Y N
Ve $\I8 OVFO U5 by
Mean 100/0 Fioo
Mode o
Std. Deviation - IPYY
Variance AR

clas 5 9B Coley @ slosel Y
FB e Do g0 3l 50 el ol Sl Ols 5 Olarl o a3 5l e 5 050 Cole
Gl Sy b 315355 (g3lazel o b sleael Ol oe 0L ySoaly G ol 53 ol S
oS w38 utdie 508 Eoley hummast 4y oIS szl clins a3l 5 o iy 58 03 S gl

ol sl 4 slazel
g S ol dnzrl 0 35 50 -l OLS IS j3 ez (pls gom g s slazel oo b oS slazel (lins

s 9 8B Culey wslaas! b g

e W Ao ys slas C‘”L' a5
& & iy ol s
VEIA /A AYY NSIRE
£Y/0 YVIY YYAY ilis L\,J_b
INVid yan Yyv. slie
Voo YA VoYY wl.nﬂ_)t:-\-\d

Mean Y/oF
Mode t
Std. Deviation TR
Variance ARG




‘\Y/Y)LE:_E\ch.MSdﬂ})Jo;ﬁ Lo 3 VV/Y axdllas 35 50 slalbe slus 55 slazel S Ol 5
u‘;w‘LNLiAWML&u&uw\)J |)QW>L‘M)J—Y\ w|ﬁbfw\a:ﬁw);
Ll s Slas (o g2 3 Olblbe Lo iy Ss] s sasolil 10 Sl 55 Slas s

s 9058 Culey Cunnl Ol e .5 J g

o8 Ao, | Aoy 3l das c.al.: a S
- -IY VY oS Sl
«IA 4 oY (,5
-0/ \Al Y- Lo gt
YVI§ YVIO yyay N
Ve VI INas! 3L b

Mean f/7\
Mode o
Std. Deviation Bias
Variance IYAD
655 bluail g ol 4 slese! £

Glons a5 ol ol ) Slaol s b5l e sla e 5l 55 (1S bloasl 5 o
Sole 38l (gl Olazrl e SB s 385 5 Sl (68 sl S planil il jead s 2l
3k L) G Gb Ll slasil 5 ais s ge sl 315 ledbl 4 zis OIS plosl
S8 Sl Bludil 5 oais g s (b s 5 baasl 5 s plal (6l il 2 e
Gy Ola 3l Jaos g5 0l 55 ' ()l (slaus L alae IS )y s 6 L OLS S
arlys msm o don b oﬁ) Oloslr L 1y 555 Al 55 Olosln G (slasl ST
3 ol O e sl S Sl e (L 5 sl 5 Sl A5 oanl
Al S s 355 OLS S Ol 3 1y Olejl pllas b Godal 4 ol Ol s 35508 OV he
ol (1S s 53 5 5 o 5 (SBLOLe L sre a4 Bl 05 S wusles

ot el S ool () y Ul ol S (53LSan b 5 3131 55 sel b Sl g
O3l 13 sline a4y Bldil 5 oo 5 sliad (Saalyl Emlin 53 T o s a4y o sllas

1. Codes of Ethics

e
ARV

pos?
Yoyl
\YAQ j:iL_l




a3 0 4 ol (g g v llan 5 5 0 b nlie SLaDISGe 3 <L
U ool 5SS 5 s L5 ols SIS war 5 L 8 S el s S ealizal
J)JJA‘)}g,a::‘fc)‘_}a.é‘)ts&wc.l.ﬁ:bM‘JJ\}WJWL&&&JJ

gst{.b\t.‘?J\}r.‘é}Ang\.VJj-\?

SPTS de )3 EW_BES 3l das c.al.; ¥
¥4 ¥/a Yy ol 5l
VY /Y yy-. WL&U
feIA YVIF Y-V ks Ly
AY Y Yy WL’.,A
Ve VAJ Vo f lin ey
Mean A\t
Mode £
Std. Deviation Ve
Variance V/eNa

114
ol sl 4 slazel _ _
e e s A w)ﬂtjw).s.xx@o\LglﬂLg;\i)'C,M\ZzJJL@'|)\M)>‘\VjJQ|>@JLQ.§jla.ﬂj:.n
oS 4 33 ge anllan 3 g (glaolKiws 48 o O Kolo 2t opl o gast 3 Slbolses L
sl Lo ;380 /A el el Ol 500 a5 Il 3 Wile s GG 5 16 Culis 5 Ao 55 VY

‘S)KLL,.AJ\)FEM\&\}:».AJJ-&#

PP I )3 BW-BTS Sl das C"‘i gty
Al <Y VY VS Sl
/e /A & VS
VI #1\ Oy .]a.wj;‘.a
v/ Yoy voss NI
Voo £Y/\ OVAY NI
Mean fIo¥
Mode I
Std. Deviation 158N
Variance Hidrd




sl )l e § gawly Cous .0
33003 513 OLS L (6 et Jolad 53 5oy Lol (s 500 5 Lol SlaOleslw o
aalidics oy lad L8 s e ey QLSS 50 = Jlae ol iy Lol ol
ASL;l.c’J)\JoULaC'—-—;A;_.g;;w@) o3Il am U Olasl o a5 e ol e )3
Sl 55 sl b 53 Lagnl 15 slezel cdins go iyl anr o 35 50 Al OLS IS
Wil )3 S slazel U slezel pde gl 4 08 o 43S 5 ¢ JalS slazel
s 4y Olazrl o slazel Ol oo § sazen 3 45 Sl Ol Bias (LS 3 Shas gl 270V (1 Sils
A 5l ity oS canarl o 3550 gl ol LSS G b Sl sl Ml 5 Ly
.@La'cﬂlistiﬂ:@&jx;’acla.ﬂémwu;}g\/%\ o pad slore O ool ol s g6
YY/E Gl aSOT o el 208 5 Jas 520 OBl 3l o3 VO (6l s st L sl Catl

:Li)')l:_mgda.:‘w|L5b|:ol.3j.<>';.~l.;)'|m):'\\/\ 6\ﬁjabwj¢¢m\6|)\:ﬁyywﬁ

o b g1y sl ol 35 b ool (Slins 45 §/0F Craals o ks il s

(s sebe adidad
SN 5 gl 4 skl A Jgur \Ye
. P g
G Ao | e 3lad oy s :#R‘L«“;u.
1 £/ fA ol ey
VO \-/f INA WL’.AJ
FF/) YAIA YF.q elia Ly 35
va/- TE/A YAy . ks
Voo Y/ \VoF WL,,)L:_M
Mean Yoy
Mode ¥
Std. Deviation Ve AN
Variance ATARZN

ou;;swwﬁcwmiwto\ﬂjvvz,,;;aw\ﬁqu)o\ﬁtwﬁ
&L.AJ&’-)'\C;)Sémd‘ﬁbfb)ﬁ)%\&Qd&.j&w\.b)bv\w):\C\/Y&MQW‘)"
el C)‘JUQJJM rJ& Jﬁm}esﬁ JS‘JA aJ\JCA.éLi)J




o8 Aoy Loy Sl a3 c.«l,s' Fegty
<Y Y vf V’S Sl
\IY L s o
510 oIy FEY Lo st

YAR Y/ YV-0 sLs
Voo AN INER NIS
Mean flov
Mode 0
Std. Deviation Ni24l
Variance DA
LIS & (S 4 3lois] T

VY

ol sl 4 slazel

...CJG.AJL;:JJJ

Jlazl a2l Al LS el B 332 Jlarl SIS 4 (S b 5 oSCEe (6,8
Salad Lol sl ol (S b ol BB amr o 55500 sl 5 555 53 Olal a5
AW 0 s 53 il Coaal 5l 5 e (ool o b slezel 51 LT a3 e
IS ) 3l ax B S e | S0 LT i ek (gl a3 IS
555 slazel Olal o Loy VO/A S yls slazel Al ol po 5y 2 ColKaa S w) b
o3V VO 5 Jacgte a5 1y Olsae cpl Aoy s Yo/Y by 1y 0 dos YV sl Sl |
..L])bJJJMJW\CFJAQJJJASL\M;Q\P}QMJJ\'//\EJJ\M\;VS\)QT
sl s a Su v Olaxl e slezel Ol e frezme 534S das oo OLZY/Y Sl
U U e BV SY Y RP- P PR rY U] [ PR P A

;;Mﬁwvélﬂj;L_i)Qgﬁ,_wg)\Mﬁqv/vd\ﬁ@aywlwlu
i i 5l b el 3 OLES o 505 e Sln 035 oS 5 L st

o VL 48 Sl Ao 3 Y VA (e Ll 535 Shee 5 Ml SIS



Ql{‘&;‘&q;.\.:.ﬂ)q:m\.\\ Jgdr

(SPAE d2 y3 RW_PTS Sl das c.a\.; a s
VeIA V/A A5 ol 5l
YV/¥ V21O \YYA wL’«aU
avis AR yovy ks i
ASIY - \tdid YYYY el
Voo VOIA YY) lio b
Mean YIY
Mode Y
Std. Deviation ARN
Variance \/FOA

LK 4y Sy Capod] Ol s N Y Uik

W P Lo s 3ldss Fb e
4 N4 D VS Sl
V/a VY AR¥4 VS
yIY o/f £0) L e

YOIA YAI# YYAQ 5L
Ve SEIY ovs- L3 sl
Mean fio¥
Mode o
Std. Deviation DAAR
Variance 100
ol culs, ol

OL:.]&[}’:A)LE:J‘)M)JV\/O c@bb)ﬂéﬁbli@)bﬁl&&)\dﬁb)u\ﬂtw

Ozt oS el Loy AV

“":’.Jﬁw":"Q‘Mﬁwﬁsw“)u)‘db)tw|ZJ?JLG})JJ.‘.*:“Y.‘)‘C"'Ll*’)
ol dewsles 5> Shas — sl GKE Ol e wlad s andllas 55 50 slaObe 3o 508 45 Ol 5as

e
\YY

pos?
Yoyl
WAL b




A sl il
\YY

ol sl 4 slazel

...ch—ﬂjdﬂji

a8 (1903l 9 ot pad L (oguad 13 (laape 5 g gen
bm‘irbcd‘ﬂjufu@b)céﬁ@.qwgdLS)LSMJ]Q)L@JMJW\
oJﬁu&uQ.)“)Joﬁw)ﬁbj\j.aw)‘cQthsﬂ.{i)ubwgw‘é‘)ls
)b,;wUGJDJyQLLWQUUQ.JJ&‘F‘L;LAOKMJJﬂa&uww‘wu‘fﬁ
sl a3 S
QL}Q.})JAMMWMJ‘ASJW‘WL}M@@L&M@}&))
45L5SL>)JS~U\AMQL:LL>':A)EJ‘MJJV\ Mgéﬁfwbb)yduo&ubvun&
):Q\JJ)J.@..'ZJL«.:.:«\qzﬂxﬁ@.bﬁfdw\d|w;Yb.¢_ﬂ\e.x_.islegi\sjﬂ,q.o

:b;c\yut}ww)ﬂ.\fdju\?

(s 55) s (s y5) Uzl (s 55) 5 Sas goEey)
-\PIY q./¢ Y¥/f s 5 O les
SVAIY 0 YY/A Sl s
- vy YA/Y 0l cule,
~VAIA 4+ /A VY bl 5 L
BEYi .18 YV/¥ il oo
~Y#IA /A A [EXCI PR S W
- ) 4 oSl

ybuﬂ}Q}édb’bﬁ}bt}w.\ )‘)}oﬁ

Ny, sy Gl

—— 73
e 3 Sl

]
|
|
'
I
I
I
|
A

L C AR, |




Ul 5 2l o) slaelins 4 Olar o slozel Ol s ) oS 4 3 cnl 0305 sl

35 ol e 5,5 Leal Ol oo o3 44 Oliedol b aS oals Ol sl 545 el b,
jb)ﬁ@@bd‘.@"/AW)J&‘&:{M%F.J}‘JJ}}:}@‘)W
2 (Bls b 5 bl S g Ol o slezel (2ol 31 L aS ol ol 4
o Sl Olpe ()8 bluail 5 odas 5 e 5 050 Cole (6 pdyad e LSS

AL e Al

ez o coldy Ol jws 5 3Laasl ol o (Kiunod O gt oy 0N d gt

Correlations slazsl Ol 50 Sl Ol
Pearson Correlation 1 873 **
sbezel Ol e Sig. (2- tailed) . 000 .
N 8346 8344

** Correlation is sifnificant at ahe 0/01 lovel (2 tailed)

Lol Lol sl cpl . dils Olaxl o (sdacols, Usie 4 S slite oSS o 55 sla0le3Ls
3 LSS S gl S silesls 13 3 g0 ilaal uly 53 G LB e o0 SO Ol w
G55 Ol |y (il Slallesle b g e b o 5o Sl Slajas Ll Sags
Al e (Ol o culsy L s

shezel ba paze 51 SG 63 pdy oo U lisen (gla e 51 Ola e (gdegls
oKas 01 55 e 23 5l esli il Uslazel astls 30 o)y s allis ol 55 .o
5 Ol o Sl 83 55 Jald oy al e B ATOY e b (slad gl b 3
,;d\m;,\fg_,m);«s;\mm@uﬁ;ﬁuouju;,ﬁdju@j&swuﬂ
dﬁjzéjug;.i&,iCé):u.:W\)JoMeML&QW\w%.U\;>j>.-)g_é‘))\::>'-|ﬂjz.:,a
L odaline OLS LIS & lge 4 slazel e 3 Cidlas|

SNhrad ke 35 ol o oS 315 DL 55 ghiaals 5 slesel sl ;o

Al oo Sl 5 Culsy Ol olazel (il 5l b aS L ol 4y 6350 555 9 L )5 +/AVY

\YE

(Sakd
Yolod
\YAQ J,:L_;



\Yo

ol sl 4 slazel

...CE—NJJ‘JJJ

Sl sl o 3 5 o slg g Ol 45 Sl Ol bole cal S a5
e 3 gy 40 L5 o aaall sl s |l a0 50 53 a0l sls OLS IS (g 5lutindl 5
ol 5 T (6l 015 Gl 5 e stame plonil (gl OUSLIS (B 1 5 panasis 2003
U s peillant und Joke S 51 1 OIS 8 (6140 58 a6 ol 0lsSlr (5330 2 3 300
by ety 3 5wl oal b 1 slezel e ol bl 55 5 35l dioe e
2y s QMG 5 e Sl b

Win ol O350 Sislsy mlaw s Jale ol B 5 slozel slosl 4 4 55 5§
au.ﬁ_,aw|;).:.@_uui.iljé\L;lﬂl)&umbﬂap;dﬂj:éu&bjuésjuycjbb
Sy 42 5IE QU diop 534S e LB s Ao LS s sy SIS |
il (slae )33 S 115 39 (635 akols o shlae §311 4 Dk B 5 o 438
Sl gl ol Yo T sy gl el 5 i s Sl o2 ST b (o] s dae
RL S PEI T ISR JUN PSP RUIISLE PR Ul PO BRPRT-S1 N rUa_;)_»sz;

o O ) 8l 5305 33 Shas 5 5Ll (o3L 3 Hsls 5l I s
5 33 Bl IS 1l 1 g L85 L, 5ol g L Ol o ilad 5 2y e
g ge dbols wd; e gdle ul by (s a5 5d odetils s DLl Al w4 L Ll
3551 Joe 4 O3 e 5eb 8 S 4 o Sy (sl Sl s 56 il

OIS 5 Gl e slaikin b o goas 5> T lisdion 53 553 e sle i
2y S geo oY Sla s el



&b

Szl 0,6 Jal Pl o ol (5558 Ll o o i YAY) = 03 3 3l 5 0 o L)
Jlis

lome Q] o S olidie ol 5 glalaly LG s slazel el (VWAO) Te a6 0 om
A=V oo F ojlad (eadons JL Olgi o] sl ls slaiil bl psle oSl

dann 55 pylgor el 3 (615! ruz-; S30 e by e 1 (ol sl 2l ) (W/\\).'CL;u
YT e OA o )led 508 (65 yaal 9 o e Sloslor cdmar o7 0 O ko Ao/ 5 dolilad

Dol ol (5ol (5 ko oo g pimeion (VWAL) Olins Ol (5505400 1 5 e Ola s
Sl 5 o e Slejle :Oliens Olion

iy N 0 eloiml s Al pale s i s Aas s BT s (TAO) g 5 5¥s

Pl i ol e o e ol (55 o o ST8 S g ke (WA LS s 03 5 ol e 323
Akl SlLasl ol e oJ)

0L Ol s ko 5 5 el 5 0 s o o ol CodeS oo OVAY) o o >
Jsl ol

el Ko b 5 83 10 o dedant 5l Co s (VYVA) g o BS

e SISO (ke Culsy (6 Sl sl g, (VYAO) el p o osS

o ($laolSis Slaits I Colsy Olpen izt o (VWAO) Sledbl 655k anc 5 5 (S5l ss S 50
0358 S0l 5 S e Olesles 10l g5 oo

Ol ol ol (slm0lKens Colocks 1 Clsy Ol plizeio 5155 (VWA) (b ((sha! 5.5 ¢ b glams
oLzl S bl (63540l 1 5 ke Oloslas soliile S coliiile 57

($loolSCens ookt L1 3 il Ol o (sliool ) Olmo pizeico (\YAO) (S b Shaun 5.5 saila
Sl 5 o ke Oloslos soliile S caliile S Olecs] o) o/

Akbar, M., and Parvez, N. (2009) “Impact of Service Quality, Trust and Customers

Satisfaction on Customers Loyalty”, ABAC Journal, Vol. 29(1): 24-38.

anderson, P., & Narus, H. (1968) “Buildinging and Maintaining Longterm Buyer Seller
Relationships”, Working Paper; Vol.- (32): 12-21.

Asubonteng P., McCleary KJ., Swan JE. (1996) “Servqual Revisited: A Critical Review of
Service Quality,” Journal of Services Marketing, Vol.19 (6/7): 421-435.

Beerli A., Martin J. D., Quintana A. (2004) “A Model of Customer Loyalty in the Retail
Banking Market”, European Journal of Marketing, Vol. 38( '2): 253-275.

Enrique, B., & Blesa, A. (2003) “Market Orientation, Trust and Satisfaction in Dyadic

e
'Y

(Sakd
Yolod
\YAQ ;:iL,'




VYV

ol sl 4 slazel

...CE—NJJ‘JJJ

Relationship,” International Journal of Retail, Vol. 31 (11): 574-590.

Ganesan, S. (1994) “Determinants of Long-Term Orientation in Buyer—Seller
Relationships,” Journal of Marketing, Vol.58 (2): 1-19.

Gronroos,Ch. (1990) Service Management and Marketing: Managing Moments of Truth
1n Service Competition, Massachusetts: Maxwell Macmillan International Edition.
Hallowell R. (1996) “The Relationship of Customer Satisfaction, Customer Loyalty
and Profitability: An Empirical Study”, /nfernational Journal of Service Industry

Management, Vol. 7( 4): 27-42.

James A., Fitzsimmons & Mono J., Fitzsimmons (1994) Service Marketing For Competitive
Advantage, New York: Mcgraw-Hill Inc.

Javadein, S., R., & Khanlari, A., & Estiri, M. (2008) “Customer Loyalty in the Sport
Services Industry: the Role of Service Quality, Customer Satisfaction, Commitment
and Trust”, International Journal of Human Sciences,Vol. 5 (2):1-19.

Kantsperger, R., & Kunz, W. H. (2010) “Consumer Trust in Service Companies: A Multiple
Mediating Analysis”, Managing Service Quality, Vol. 20, (1): 4-25.

Svensson, G. (2001) “Extending Trust and Mutual Trust in Business Relationship”,
Management Decision, Vol.39 (6): 431-440.

Treasury Board of Canada A Secretariat (2001) Quality Services Guide-Measuring Client
Satisfaction, Canada.

Valarie A., Zeithaml & Mary Jo Bitner, (1996) Service Marketing; Printed in Singapore,
New York: Mcgraw-Hill Inc.

Vigripat, T., & Chan, P. (2007) “An Empirical Investigation of the Relationship Between
Service Quality, Brand Image, Trust, Customer Satisfaction, Repurchase Intention and
Recommendation To Others”, Asia and Pacific DSI, July.



