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1. Systematic Literature Review
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Chi-square (df) = 664.247 (436); P value (>=0.05) = .000;

Relative Chi-Sq (==5) = 1.524;

GFI (>=0.9) =.910; CFI (>=0.9) = .941; IFI (>=0.9) =.901;

RMSEA (<=0.08) = .048.
(Standardized estimates)
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. Chi-square statistic

. Goodness-of-Fit Index

. Root Mean Square Eroor of Approxmation
. Root Mean square Residual

Tucker-Lewis Index

. Normed Fit Index

. Comparative Fit Index

. Normed Chi-square
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Chi-square = 620.124; P value (>=0.05) = .000
Relative Chi-Sq (<=5) =1.37;
GFI (>=0.9) =.901; CFI (>=0.9) = .937; IFI (>=0.9) =.900;
RMSEA (<=0.08) =.051.
(Standardized stimates)
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Chi-square = 620.124; P value (>=0.05) = .000
Relative Chi-Sq (<=5) =1.37;
GFI (>=0.9) =.901; CFI (>=0.9) = .837; IFI (>=0.9) =.900;
RMSEA (<=0.08) =.051.
(Standardized stimates)

Sig —»

Non Sig=#=

7 Customer
satisfaction

Structural
assurance

R ol S £ S

1. Critical ratios



oLy vl il Culd,y 45 o5 gl 8398 (6,8 byand id5 oy

Laus,d g5l bl 1 Joua
o S e s,
2wl Slezel

FWESCIYS & o Culdy
EWESCINS Slezel
FWESUIYS & o Culdy
b Slexel
b Sy Colo,
b Slexel
b Slezel
b Slezel

(O S N S
!
k
1
3
“©

42l S e Coloy
donst NS Jy 55 ) 053
W slezel - wlossd cuas
EWESCINS slazel - aleMbl cuas
b Slosel - i oS
b slozel - jLel
EWESE I slesel - iz liaebsl Hlisle

3

sael 18255 NSRS
el 5355 233l93 &8
el 5355 NSSHRE WS
2,825 o)l des 3
sl 355 pasl 4 p

TTTTT

Lalgiind g (5 5 a0
olyan (5SSl 4 plydanlaisl poloss cuds (Rl L sl 45,8 doxss bl
o yiwd jd dlassl Il Lad o &) eSSl S Sload 5145 Lo (ol 4y 9445 o0 03433
oaljl olon (g lasSlian (b yiie Sletel doeii )3 il oAS il pated g Capuy
bl ki sules > Slles a5 558 (Slb (daigsa (S wloss ST wgMea b o
el s e il 8l b e slasel @guid ST gam slroslaiwl (3 g 34 plol ol
G SShay b e sleiel culodd cuaS iolidl b amd o L 35 (Y2IY) o5 Lieel

D) Slyren Gimgh cul @l b gy nl jl bl (I3l ol o
oy (5) LSSl 4 (b yitie Coldy wilasd CudsS (I L pgd dd b a3l ulul
a8 3 %05 elge o s ot oS & canl cpl o S s b e i3l
s3ban o U 5 )5 e s ol o s y3bot ot kS gly )3 0,

sl dlael ;186 By lo 3l g oo
Olside Cald) g dlezel leMbl cudS” I L pylez 9 pgw & ® oigesl polsl
L oledbol bl (o, 80ty 1) of Jds st ls bsoi a3l ol on (5030



VWAL sy oF Byloud ¥ B ygd aslolll Susloz v oA

Lools s (V1Y) 5 g qulss 25 sed g o)l B 45T Cadly s 31 CeS
bl L as 59 b o 00958l oy o (g JuSSL & )b o Sleiiel p SleMbl coas yil38l
ColsS Gali8l A8 )S aoes jo (Ve 0R) SOz 5 (H )ls Sloden ) Sl gk
g ol b aS wd o isli8l 1) olyen (o)L 4 ol e Cols) g slaiel wleMb)
Sl calls yolbs

o obyitie dbotel 1 i St (il L ey 48 g5l dons elal
Cly by sl (5SS s (551000 g cuad 5159500 03933 8l e 4y laSSL
ilos sl > (Vg loj (st 9 635,k ey b g Sl 4 (ygta g sl eriily
gl (stio azml 5 Wbl b o s Jl38l 5 (il S 035l |y (5t (sl
ol e ]38l olyen (£SOl i 4y ()l o Sloie] g sdnliie Lol das (0 3l
OSen (S8 1lS dxtio g iules doras ML) olped el slacusgize Jday anll
;,A.UoI)M@I)Jom&lEMQLA]W&IQ)KMJQIOQWMl
Ol 5 (Vo) SO 5 (o plgi s sbiglal glyide lp oI L) o8 8 o0
4Bl oyl Dgd o 03938 ol yor (6 )lISSL & b yidie dlasiel s CutsS iol38l b amd o
ool Ll po ) ey oo guls b

SISL 4 by ol o it CanisST il 391 b ot & )9 (03] olal
s pbyde Colid) g jainleel Gill )b I i oS358 00 03938l ol o
bl (g yiio (Ll (5555wl olpen (£ USIL i &S Sloj sl IS ST orliiane o
Q—:’.] Olf,\_s.mddl)l u’:’l}lg & NS g_é),p OT ralgzjl 9 C)L“los UAL» dl)g |) LSJli} OL"} w‘/m.a:
Caodl (£HASGL s (b )0 a5 (6,500 diue puizren LS |yal olyen (o )lSSL 51 e
s CatS Cpl iy e pbol (SOL o (Slles ul b Slgt (6o oS Canl (ol 55l
Olli8laly Glis 30 (Ve 0Q) Sogn g (o Gikgh guli b daled cols)y (il coge
O oBoR @l b & w3 oo il ) elyen (oSSl Sl b yide Culd) e CudsS
Cw| )K)L.o 9)

03958l ol yom (5 )USL 4y b stk slastel yy jlazel (I3 L ot desyd g3l ull
Sloyoload Jdoay il awshy b e ol owolio ol ol jor (6laSSL doulins D4d oo
A b yidie sleiel (il llas Couo ¢ Cllis Bymo b sl Jlo g 945 Horuiio g5



0£a vl il Culd,y 45 o5 gl 8398 (6,8 byand id5 oy

sbosel olasl Gl L ols L 5 (V4Y) o5 Gimggy ol whbse (ial8l olpen (6)laSSL
D) cdsllas gy Gy gk @l b &S L e Ll olyen (65Ol 4 Gl il

SIS 4 ol yae lazel (i linebl Lo (231 L piie dus b g3l elul
g g0 ol olyam (il by el jen (£)aSGl > (SOl Slles aSll b o (133 ol en
Lo S dlos p s 3 g sl pdgal ¢ g Ul (£SOl (lagsb, b aulia )
Ol 4 G gl yidie sl oad o Bl ol )l )13 SleMbI (58 o 1 g I g
ol el £yslib g s (ol ksl il ol S el Sy (ol ppges
SLeMbl Cgial o s Gl yindie 9 398 (b Lajlad aigS (ol Sials g lateas
Slopiums Gyl 5e) 5 (S 5 kel lo)ldlo a2 pp a3l Hiebae (Lol
el obee il b ynie slesel Bl Sl Glyiie bl gl ol yon 555l
SISl & ol e slosel pr i liabl sl (l381 L oy LS 55 (V4Y) 55 g
)l Slgen 9y Gl G gl b aS 295 00 03938 ol yen

oo (SOl & (b o sloe] yy (ol )39 RlSIL wo0 40558 (y9ej] oll
sl 038 30 1y &b o0l 5 (VAY) 95 hmofy gults 29500 03958

03933l ol o (£ )ASTL 4y oyt il galazel IR L oo dd b pgasl ulusl
S oo gl |y a8 Gl 33 (Y2 08) Ssz 5 J gl b 99800

SO @ dlazel g Slosd oS daily 1 o0el, 8565 (oadb 4 )d g0l wlul p
o Olod s cunS p3l sl iy b e ael 365 as a9 SauS o 3l olyen
S oo o 4 ol 55 (V0 2Y) 05 gy gl gdise s olym (6, BSCL 4 slocel

SO @ slezel g SleMbl cuas daly p (oaal)S5365 om33lgs dus b yg0)l wlul 5
S o b 1y o 8 el 35 (YY) g5 i3y (sladidly 0,05 (SaS a5 5 ol pon

6 1S3k 4 lael 5 s ConS Ay 2 (0o 8355 omjims dd b g5l olusl
AU Bl pb it (sael S35 dzym oS Las oyl 4 )l (SuiiS a5 1ol
48 ool (VoY) 95 Ghogl gulld 2980 s oo (6) SOl 4 dletel s CudeS
ol 03,8 1,

ol o (63 4y slael 5 lel sl 2 (sol 395 oo 4 b ygsl olsl 2
a olazel 4o Ll )»l_, Wil ylida b yide ol §395 dx a3 > SAS aws yil
sl 03,873y 1) 4n2 )8 cpl (VOF) 95 Lol guls 995 00 s ol yen (5 ISl

o sbetel § isulinebl )i daly gl 8355 w33k 40558 (y9e5] ulal
ol 03,8 3ol 1y aus 3 opl (Y4OY) o5 Limah guli 0, SaiS haw il ol e ()AL



VWAL sy oF Byloud ¥ B ygd aslolll Susloz v 00

29800 Trlae pj slosleidn (hagh laddl ulul
‘A:Lo.? o‘).o.m Lg)lJS.iLg sl j o]).o.a: d)L\Sng b )15 d‘)—? ub):.um oo u.:”.oT °
3L ol (A SOl w4 do by cpl e )8 ol balus 4 )18 ol SOl
o)
929 015l ol > LS Cledbl &S (g gbes olyen (5)uSSL prss (S @
WS 1 b Wlg dlga pdaw ya b (ot yo g Wil Lol dmels L8l plos
ol S e odliiul ol 51 i byiie &S Slles g lacwlys )3 dg wyied 3 @
e L glate STL 90 e Sldas plsl &5 095 Sk (gjsb LU v
295 Blsity |y o oygpo alse 50 s yuo 9 AL el 1l g6 gla)iBls o
sl 0B b (g yiie patiano puf Jold oy ¢ S g Ciyguo pd Ll
Clgd o 51 Gy Laol el o ool 08,5 85000 5 st lojls anoter @
ol iy ISl a5 S ol % Sl s i ) )
2 P lSen a0 SOb (Ystue (hleio b g piagh ool Glacusgio |l
D)8 0,lil gadge alls Jdody lailouls Sl mlis g Limgh (slye]
B9t (gl Ol Sl iy dy gim sl 53 09 o0 Sl Lol 5
Obde ulo)l g (oaleiel o d oS Loloe ololiss colyor (6,lasSL 1 oolitnl 4y b yidie

9 pljbidale > ISl £33 ol By ISl i | i 5 29 4

References

Aminbidekhti, A., Rezacei, A. & Saburinia, M. (2008). Prioritize service quality
variables by using Hysteresis model: The case in Iran Melli Bank. Journal of
the Faculty of Humanities, 24(9): 7- 26. (in Persian)

Asr-e- Iran (2010). 80% Europeans use from Mobile Banking, Azar 23. Retrieved
from: Asriran.com. (in Persian)

Bandarian, R. (2011). Identification and determination effective factors in customer
satisfaction in research and technology organizations; The case: Research
institute of petroleum industry. Journal of Strategic management thought,
5(9): 201-222. (in Persian)



00) vl il Culd,y 45 o5 gl 8398 (6,8 byand id5 oy

Beldad, A., De Jong, M. & Stechouder, M. (2010). How shall I trust the faceless and
the intangible? A literature review on the antecedents of online trust.
Computers in Human Behavior, 26(5): 857-869.

Byrne, B. M. (2010) Structural Equation Modeling with AMOS: Basic Concepts,
Applications & Programming, 2th edition, New York: Taylor & Francis
Group.

Cruz, P., Neto, L.B.F., Mufioz-Gallego, P. & Laukkanen, T. (2010). Mobile banking
rollout in emerging markets: evidence from Brazil. International Journal of
Bank Marketing, 28(5): 342-371.

Dehghan-Dehnavi, M., Edalat, A. & Kohzadi, N. (2004). Commerce and Mobile
Banking in Iran and world. The 3nd National Conference on Electronic
Commerce. Tehran: Commerce ministry, Assistance planning and economic
affairs. (in Persian)

Esfidani, M., Akbari, F. & Davari, M. (2007). Mobile Banking in Iran, challenges
and barriers, offering solution based on Technology Acceptance Model
(TAM). The 4nd National Conference on Electronic. Commerce. Tehran:
Commerce ministry, Assistance planning and economic affairs. (in Persian)

Fayaz-Bakhsh A. & Geravandi, S. (2015). Medical students’ perceptions regarding
the impact of mobile medical applications on their clinical practice. Journal
of Mobile Technology in Medicine, 4(2): 51-52.

Ford, R. C. & Dickson, D. R. (2012). Enhancing customer self-efficacy in co-
producing service experiences. Business Horizons, 55(2): 179-188.

Frost, F. A. & Kumar, M. (2000). INTSERVQUAL-an internal adaptation of the
GAP model in a large service organisation. Journal of Services Marketing,
14(5): 358-377.

Hair, J.R., Joseph, F.; Black, W.C. & Anderson, R.E. (2006). Multivariate Data
Analysis, 7th.  edition, available at:  http://www.mediafire.com/?
mkrzmjmmonn (accessed 1 December 2012).

Hanafizadeh; P., Behboudi, M., Koshksaray, A.A. & Tabar, M.J.S. (2012). Mobile-
Banking Adoption by Iranian Bank Clients. Telematics and Informatics,
31(1): 62-78.

Ho, R. (2006). Handbook of univariate and multivariate data analysis and
interpretaion with SPSS, London /New York: Taylor & Francis Group, LLC.

Human, H. (2005). Structural equation modeling by using Lisrel software. Tehran:
samt. (in Persian)

Hunt, S., Sparkman, Jr, R. & Wilcox, J. (1982). The pretest in survey research:
Issues and preliminary findings. Journal of Marketing Research, 19 (2): 269-
273.

IT Analysis. (2012). Only 5% Iranians are Mobile Banking user. Azar 23. Retrieved
from: Itanalyze.com. (in Persian)



VWAL sy oF Byloud ¥ B ygd aslolll Susloz v ooy

Kim, G., Shin, B., & Lee, H. G. (2008). Understanding dynamics between initial
trust and usage intentions of mobile banking. Information Systems Journal,
19(3): 283-311.

Laukkanen, T. & Cruz, P. (2009). Comparing consumer resistance to mobile
banking in Finland and Portugal. In e-Business and Telecommunications (pp.
89-98). Springer Berlin Heidelberg. DOI: 10.1007/978-3-642-05197-5 6.

Lee, K.C.,, & Chung, N. (2009). Understanding factors affecting trust in and
satisfaction with mobile banking in Korea: A modified DeLone and
McLean’s model perspective. Interacting with computers, 21(5): 385-392.

Lin, H.F. (2012). Determining the relative importance of mobile banking quality
factors. Computer Standards & Interfaces, 35(2): 195-204.

Luarn, P. & Lin, H. H. (2005). Toward an understanding of the behavioral intention
to use mobile banking. Computers in Human Behavior, 21(6): 873-891.

Luo, X., Li, H., Zhang, J. & Shim, J. P. (2010). Examining multi-dimensional trust
and multi-faceted risk in initial acceptance of emerging technologies: An
empirical study of mobile banking services. Decision Support Systems, 49(2):
222-234.

Miller, D.E. & Kunce, J.T. (1973). Prediction and statistical overkill revisited.
Measurement and Evaluation in Guidance, 6(3): 157-163.

Sarmaye Bank (2010). Mobile Banking from the perspective of 7 banking network
senior manager. Azar 23. Retrieved from: http://wwwSarmayebank.com.
(in Persian)

Sekaran, O. (2002). Research-methods in management. Translators: Sa’ebi, M. &
Shirazi, M., Tehran: press (Institute Education and Research Management
and planning). (in Persian)

Shomakher, R. & Lumax, R. (2009). The introduction On structural equations
modeling, Translator: Ghasemi, V., Tehran: press (Publication Sociologists).
(in Persian)

Siau, K. & Shen, Z. (2003). Mobile communications and mobile services.
International Journal of Mobile Communications, 1(1): 3-14.

Suoranta; M. & Mattila, M. (2004). Mobile banking and consumer behaviour: new
insights into the diffusion pattern. Journal of Financial Services Marketing,
8(4): 354-366.

Taghavifard, M. & Torabi, M. (2010). the effective factors in useing of Mobile
Banking services by customers and Their ranking (The case: Branches

Tejarat Bank in Tehran). Journal of Explores Commerce Management, 3(2):
117- 139. (in Persian)

Wessels, L. & Drennan, J. (2010). An investigation of consumer acceptance of M-
banking. International Journal of Bank Marketing, 28(7): 547-568.

Zhou, T. (2012). An empirical examination of initial trust in mobile banking.
Internet Research, 21(5): 527-540.



