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2. Gronroos, 1982


www.sid.ir

AY 1 eIl jasd dan Sladst 5l 0108 dew <yl

wlday oo 55 (S ie Culd) Sl dsie cw)p ol dlie 4is
il SV ol s sl Jos a5 2500 5 0 SIU sl
SIS L as OIS e ol s fde sla S -
oo |y CIB Lol Ol aaw ol 015 o 4,5 -
Spe dan IS Sleds L EIE asd O hen Cols) mae (SSle -
Sl Olen a4 Lo 580 5 5 Lay 86 51 G 03 5 (IS ssb a4 ez
s aidy 3 OIS ten B 5l s 350 den S0 i 5 o8 bl -
?J..}\r\JS SJG
Sl Sole G opl 5 Be (Bsb VG 4l sk 4
SeS i s I Lamd OLMS e ol 5 e sla, st lubs -
o
B sl OIS den ol e S glasl i Sl SO w11 -
Sheslanal b gy 5550 den CS 08 B ol OIS wen ol romi -
PRI

CJB yased OIS ey @ulsy oy o e bbbl i gl >l 5l s
Oge3l 3550 Jeolals b 10 ils HSB Y L 5 5e asl i STyl 3y
T B NS
CS s Dleds ol J_vbu 03 CwaS 58Sl &0 OIS aay td ! ad b -
Lt () (s 25 e
s 5l bl by Sledt 835558 5586 51 SIB OLIS aeyy 193 4 b -
o Ol ¥
A Olasl Y-
ol SIS 5 Lol Glaal 5 S o6 mie sl Jsam s sbml s 0

6))TJJMJL5J.LLA Cﬁ:Lb) cdw%&ﬁéﬁ)&jﬁ))w ‘d’-.’b ‘fi)


www.sid.ir

\\VMa)W/\rqr )L@.g/\ o)La..ir/v.@.;jCﬁm:g JL»I/A.&.:J ;ﬁwj}i/ A¥

(S in ol g Copde ¢l oS 5 (Fecikova, 2004) 5,05 54
b G Suld, &8 wS o pla b, il ol Sie Y Ll
S5l 4 S5 SaS (g ie ol S 8ol s s e
Sly Dbl Dlidss eSSl g ie S, 5 Jgame CodS S sl
Loy S (g rie Solo) iley glagi st Jold (g i ol (6 80510
ol Sl skl Glaany (g te Luls) Dlesbse adllles Gl S el
ol (Fecikova, 2004) coul iz (55 50alS sl las 5 (6 be 2ols)
Josn 28 GLSsT 5 (&S sl b, b ke slanSus) 5 LGS
Slp o 5 oIS me [l o sa s Gl S, ((RdS (Slas 5oy, el
O (o 5 65 oS e aslind (6 2ie ulis,y (6,31l

e ol ¥-¥

(Fornell, 1992) ks ;3 o cslo, ol aan s L (g e Culs,
(Andreassen and Lindestad, 1998) 55, 5 (Fornell et al., 1996) < J.J
Wl 50 s alaatli woeas ol 05 S 1oy Mdlim 5 e Coenl
P 5 fedle il dd s olesT b 4 Lyl bl g g 6 S
ol 3 les STEog gl eSS 5 o jastls sladde I galas oLy
L e o (5la it L ol o i 5 sl S e Ol 40 kS dladde
Bios Lo ol sl o o8l 3 15 Sbibe DSl ediS s pume 18 oy 8 s
e Sl gl parls & Wl S g e il patls K anes
e sl et L S s el |y (iSO pas e L2t Ls ) 3Ll a5 4
ey aoloila o amlis OG1 & dizn 5 Sk slaasls (s e Culss,
S Lydp B85 al oladl glajarls 5l Ll dms e 1) by siS 5 mbo

C;.M:‘ LSJ‘“":“" C,,q.:é upu 9 LfLA 6))0;@.3 Chm DL QlM @...pj: QWM

1. Johnson et al., 2001


www.sid.ir

AO &Il jasd dag Sladst 5l 0108 dey <yl

53 &S e v (S s Colsy 4z Jde (Grigoroudis and Siskos, 2004)
5 NVpame gy s xie Cols, e Gesls ol s sl VAAA JL
W L e ol (Fornell, 1992) 54 sl gl 5 5 sdich ome Sladst
el el ols e 552 3 ) Gl mls o 5Sn SIEYY S oS
Yoo Ly Gl b mls 5 dd 5,me VA8Y 3l 5o Tl (s 2ie 2l
Culs, Jae (Fornell et al, 1996) oS o i8S cmn Y¥ 5l oS5
(Johnson and Fornell, 1991; Anderson and Fornell, 1991;/Anderson Jiose
slab 6ﬂ§c)".l.;‘ Jeli and Sullivan, 1991; Anderson, 1994; Fornell, 1995)
don 53 a5 S el (5 e Cul Ll 53 a4y el B Il
==L (Grigoroudis and Siskos, 2004) 35, »,54 (L5 (§ 20e ol
VY 53 S XY Gl gl 5 Al e VARP Il 3 (635 65 il
Syl s bl iy pgdds WS s 518 e S
o33k 5 Cweo Dler w3 bl el pasla 1 bl e
uls, e jexls (Eklof and Westlund, 2000) <ol Lyl asslosil 53 5528
olatl 5 Sn law grlides i el V84T Lo 53 & OLT S
5 an g 4 VA0A L 5 Lol asbul 45 ol S5 LB S e S a3 baokesLa
sl 035 edde Lo ol sl el 5l Glanslie gt SO (51N
el Y838 Ul s o sl sy Sl @asde slel 53 sl axllias
Alonad e Yool 5 bl s te Sols, Sarls mls &S M
Soldls Jols Loyl amb 53 e culo, glaasls sl (g3 3 gla 25
o 5 Ol e 880 Jlo 5153 e rale 5 e e i candl B 2y )

U’:’)‘J§ 9 6ﬂ§o)\.b\ b LAgLst )\ RLEEEY Sl 6% C,A.lLa) .LJ)}:.,

1. Swedish Customer Satisfaction Barometer (SCSB)
2. American Customer Satisfaction (ACSI)
3. European Customer Satisfaction (ECSI)
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1. Multicriteria Satisfaction Analysis (MUSA)
2. Hong-yu et al., 2006
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1. Analytic Hierarchy Process (AHP)
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1. Exploratory Factor Analysis
2. Mean Test
3. Friedman Test
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1. Cronbach$ Coefficient Alpha
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2. Kolmogorov-Smirnov Test
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