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" Service Message Quality

* Planned Message Quality

° Customer-Perceived Relationship Value
" Provider Relationship Investment

" Provider Market Orientaion


www.sid.ir

slaile, Sladlas \T €

g adal, S5 g8 g Bad 9550 0 ol bl 5l (S (S 0,50 5l sl Ojle by CodS Adbly codes”
5 olotel ans 90 (syls o) oS wanlllan (nl 53 29500 8310 pathe S Az Sojle Ko g0 & Ysane
(Smith ,1998; Crosby,Evans and .4 & o Jol o1, 0 a5 0w g ool o ool s,
Cowles,1990;Zablah et al, 2005)

S (0,8 5 oo Bl G (i (lejle S B ax b aSs! el @ le alaly b aduly Jab Y
(Bolton et al, 2004; Zablah et al, 2005) .«l sals=

s (65l Sloas L YIS (6l 5 4 (6 ioe oS 03l a b aSal 5l canl & )le alal, Gos )+ bl Go A
GG 35) 5T Sleas 5 YIS L g (ol 0nds 38ls3 assl 51 5YL xbaws ;5 Slons )] &0 4 (55kete)
. (Zablah et al, 2005;Bolton and Lemon,1999)u:5 o pladl Lxe goaias @l S5

sl S5l slie Js o e Sloas L YIS (g i oy o5l dx b a5 colins ol s V) alaily 5, 4
.(Verhoef et al, 2002; Bolton et al, 2004) oS o )l 5 aseine g saims

G (§ Mty 2 69950
wlacdld L as gloany wal ool b )hib Slbls | gasllae Bpo (glaka>dle JlB SN aiidS gans g0 Job yo
ol 595 ol it b jeelciidge | slabal, ¥oles Lai> g ol gl D o Sleas Baims 4l a5 s s S 5 e
Sl ecel ook oy50 40 o438 sle anig Lil (Berry,2002;Parvatiyar and Sheth,2000) .scas
(Sirdeshmukh, .5 Js aalsl 55 (Lizman 5 sl i gl Aobe Loy, cslools s dieig o S5ig 5,50 ,0 STl
Las, e sla i el aay el uizmen 5 Singh and Sabol, 2002; Wathne,Biong and Heide, 2001)
aalol o Lo iy cpl slatws aiz ad)ls oblb (S8 Sailg o Slee (3085 (53, » (5oL JAJL aS Coloads Slgl 8
S 5 sl 8, 50 o3l e (g s slo (s e €150 5 (e (55 b Ll ]
Sl o oUlgs 4y soias @l)| Sy s y5l8gm mlaw—Y (Hunt 2002; Hunt and Morgan ,1995) .4 oo cgune
& adald glaleles Las, 5 IS fime (55l 45 ol iy (e (s s i Lo s 5 (Sliegazma sloml (sl oo
(Coviello et al,2002; Hunt ,2002;Johnson and Selnes ,2004; Sawhney o_ib o 45590 lols
v s Line & oty SISl g mlis 4y 05 oyl bl | slacodled (s anwgs  Laa> ¥ and Zabin, 2002)
15 Lo 55 aile syl sy of aUls 51,k 5 soims a5l Sy (5 gl o iz (Dwyer et al,1987)
iy e e 8l olite el sl 555 5 o s 3] Ly S S 4 syt Ly e,
5| slaegeme Joli gldole Loy, —~F(Reinartz,Krafft and Hoyer, 2004;Ryals, 2003; Ryals, 2002)
o Ul s oo St 4y g pnte L gz ge Ly, Lais o snims ail)) Ul bl 5 s oo 4y o e el
(Gronroos ,2000,Peppers,Rogers and Dorf, 1999) .s)ls ), 5 wen oMalas ol 49,5 o poe gl
4o 2Llb e o 1y azg (p eS (eSTE aS wils GMlsle Laly) o pae sl (ege sladely S UIEGS sla i
G55 Yaiol alal) Cy pae sl saias ) S &g prbas a5 0 e s sl aSal gl il ools _pluais] se5
obis Lyl @Sl pge (Day and Van den Bulte, 2002). el )35 155 5L 5 auns 4l o] o aily 0 Shee

L g s (5 rimiive o b ey sl G sl sl o) st )b 3l o saims a3l Sy (65109 rbans 45 a0

8 Relationship Quality
? Length

' Depth

! Breadth

""Relational exchanges

WAY 50b/ psd 5 Com oyladds /i Jlw


www.sid.ir

WAY 30U pgd 5 o 05k [pzian JLo

VO [ bl s 5,59, 1 (sidino (5 yiiino by BLS 5l Gy o ko Jhminw

(Reinatrz et al, e ol ite b ol doles salal, 5 obml o sloslos sl o] (Ul &5 5 )5 1,8 Capanl
olas Lyl wwolys o 2004;Rigby,Reichheld and Schefter, 2002;Sawheny and Zabin, 2002 )
Ol algn 0l saies aslyl icwlin (g i L caslin g Cawyo (5 abayly sl g colu jglaie 4y a5 wips oo
(Remartz et ) ogi JoB 5les Lol oe ol (6910 gm Uasl 5,50 mhaw wlal (ST 9 5955) b yiden
el Ll sl o 5 (ol abaly (Gllil sy 4 (228 D90 & anlllas iz (95T opdle 4 al,2004
Joas S o il g el ply caS e bl )l aS ol 0929 (0900t Jluws (02,50 WBled s (o ailSls
iz sl Al e (om0 85 aellnn S o oSl b 35 sl et 5 4l o, (st (s 3 el
Go—w JlaS cl 55 o] Cibge LS )1 (g amd 45 Sl 00 @ A pl el sl olbls )l sl
(Lindberg- «s,-5 —» olis So0Sy b alal; 10 oaims @) 5 5,0t ol Swgm G235l g 958 o0 5,5 (5 e
Ole bl as olfin a5 ano o lis caizmed 3 Slaiiss i S wgdle 4 Reporand Gronroos, 2004)
ORIl ol e (g jladaly Slead Sy (5l was e ) D90 plSe 0 g e o b adols 8k

(Sanzo et al, 2003)a.b o
sle S e olalid 4 adlllae (paiz g2 g0 (s yuie Sgm 5l b, lond S S5l sla)Lne 9uge sl A 50
(Georges and Eggert,2003;Lapierre,2000;Plank and o Sla_sls ), oL s gl 35
(FIint oS s ley 135 L g oley Jsbo o ol 5Sn (3,1 slaS 50 ] «SST L Ferrin,2002;Ulaga, 2003)
S Sl b bl )| ax Ll aSl oy 0 Lo Jg 4(Chen and Dubinsky, 2003) A dicoy 4 4ty g €t al, 2002)
Gla Cils p ggo90 4 (ygie ,0 &S (g0l a>g5 395 L (Ulaga ,2002; Lapierre, 2000) coul aieds;)l i ls alo
0131 S sgrse saly o Jlo ool b it U5 W G ol 00 950 3 30 3573 alaly kS 590 9 ol o
Ol goaas JSas slad g adal, CieS 5 (e g 5l abal jloads S0 ()] e Yletol (598 (i)l a5 e
Ol a5 winy o &S5 pl ey wisls plsall Voo ¥ L jo oS (gl aallas yo (il ) San 5 yilly o)ls 0525 (Culs, g oleiel)
alal) coaS L alal, o ol iie codls  goloas HFains @) Lags oo bl peiins 5 paiions sl Slos
SlacS e L aisS o o)Ll ) a4y 595 (sanlllas ;o Lyl a5 o yuf g puiins slod Slae 0I5 0429 Coite bl )|
(Georges and Eggert, 2003;Lapierre, 2000;Ulaga, aib oo baspe il oal 9o 0 a5 ool b 55
S5 sl 5 gl s ESLSTOLdlbl 5 s 09,5 el wloas L VIS oS ez tals iabe 51 2003)
L bls,lCopas |2 a5 (nl 0590 50 gdgs pogdle 55 (6500 (5 anlllas ;0.63 3 o (5)ep 5 (02 (Jgarme
A Sl HIAF 550 Sleds (6 oo &) 5 (6 i Gl (o alal) 5l Callae sladls fo,el Caws 4 4o (6 e

Gl oo 4zl 5 (bS50, p (e (s yee b bLS | S e odsy oy g Sledbl (5108 i
.(Zablah, et al,2004)

i gloted

el 5 7 Ay Budod Dls )8 (Gaiod OYlghn g Blanl) §udon (glee 135 4 axg5 L

e 5B s e )0 (g0 ped caast - ede sla 485 g jl axil JLal Sleas laply cuiS )
Byl 8 e 0B sl alal) 5leads Sy b))

—aasi - ale glo 4,5 g 3l (g i (ol Sl ds) ansly jlacl oo 63,46l sleply coaST Y
Sl 8 e oS0l akal) slead Sy b3, &M).».Jsb Olyd e 5o (9o s

ol alnly iS5 S im0l e il ¢ IS e olys i e ply et Syo 35,0 Y


www.sid.ir

b, lllas\T1

sle a i b as 2ol 8 o 5 e STl 5 e r)b ¢ OB i oB syl alal) sleas STy 55, F
2y (b 4,85 55150 Olid e 0 90 paai - sele

—de Gl a4 S esl I e STl i J.».)IS Ol e oB w0 sl alal) sleads Sy 5,10
555 a w088 o S fin b Bl (65l s &2 5 5o (0 s

e S Gl e p0 (a0t (aadh - sale o s oS0 4 bl I I ie STHol F
S8 oo o yiio b alaly coalS

yyay )-\Jlg/ £92 9 [ue O)lmf: /M JL.:

SIS o abuly CuS o 3l el e b alaly (55 g2 6,8l g 51 IS 2t STool Y
SIS (90 é saani - sole sl ii 5 S e o alaly Jsb st 3l alal, coaS A
S, (Hgo e paass - ale slo i g 5 i (o ddal) Ges p e J*’U by, cuas A

D)1 (g e (paads = ol (glo 5 5 S e (s alay (o0 e SBalal) iS¢

B3 (o9t Jo) (6 5k oz )l
& e 390 50 a5 alge 5l )led Gloo Gy Lally) p (e Sel (gostie e Ko (o 655 w9zl
i 51 55 4y s 5,008 5 st e o b 45 ] 0 515 s el gy 830
Ly L e 5 o 453 gy S sl ] SR 6l (i 5o o 0l 33 o5 on iy ol
B B e g S S50 S Jrall b Gleg (el b lye a4 (bLS )1 oS) p (e 5
) S (s yiten Ly Bl e (605 el e i 58 o5 42 e ol 5 00 b gagee Joa
e (I3l L 48 oS (oo oy Jos ol (IS jb 403l 00 995 0 piie (LI ML (59, 2 oand
e 5 ol se Ll 55 00 ) 5 s e Mol kS cosins ) Sy 0 (6 iin b LU ) ke (6 S
5 ISt s Ll (o)lsd, s plowly o 5 Slayiion sl sl S5 5 STyol (55, Cate (63« Jalas S
ool 5,90 (late 5 Joo o 0aud oolaiwl (o piiie) (slaojlus I (glaod> wdle 4y .ail oo sogpin Jdo S8 ioled
00 (a9 (6,18 el S8 ke a el I bled (segre Joe JSKS 50 aojl s AT S 50 Lally; (s
@) plosle p2 50 syt b Bl )1y e (gla D ) (256 slalal; slavely (o) 2 sl ks 090 sl i (g
) g 3oty Jlo )l Sloosgroad (s sl gl ply CobeS @ bgyye Joo Gl o Caons o 5l 0 92
Sl (59, ppliles octiils 5 locieilsy ol S 45 A3 go (i ) s Caand il o loas i

05,08 o il saias ail)l g 5 i oo ala 5l S3U
ORI (oghe Juo S

SIS 4o
Ay 55 by @ 4

Slodd e 58 i)l
ol d 3 akuly

Oy

WWW.SID.ir


www.sid.ir

WAY 30U pgd 5 o 05k [pzian JLo

YV bl 5 5,509, 5 (sidino (8 oo by BLS 5l g o ko hminw

OBy (oWl (09,

oole oy, celoin] clis Ot 5 Jyluwo 51 T jhate dy ol laigalyy (glis 50 g i psle plas G
59y 5 et ilize (Glod ) iyt (s 45 sl 0 omms S 1 g latig, ol ilos S g (glalisde LS i
SOl eslawl el sbodds mdan aS ale dalllas (lguS g alox TOYVA (g5 ol ol pl) 0gd colaul sole
S (2! Sl 5 32825 3,90 £5090 5 Cutle dedad 4y cenlin Budod gy DLl g Bl oo cenlin oS )
QOYYAC SB) el Basod glo iy grwly a5 lasl 9 380w s Gudod 3l Baw g o)l

s 55 5 alslan 53 5ol ol 5 o ol 5 SV 3185 5550 Caatle L s (535 3oy
9078 U)W’ (o0 s g pauiie |y cnlin $aioS By 9 (SF el (bl & itad (goge legdge 0y » S
OYAP o) S

N VTR R-NCIUE S VLI PR SUR LR W-E S U E LS RUNE S Y I PR KEPPE S04 I DU S N o) VW1 ES - )
e s ) 2 (Ge g (lgie 4 4295 b rizmed Sl (o5 Gl S ool 93 Sl Sl g Lol (s Bdos
P9y (e 2k s el an axg b sl s alag o (bl 0,5, » (e b LLI I poe loms
S iz el 55 3590 Badiod Dlosl g ()15 Slae (el 2 g (6] Wl gy fleolitul iond (ol (6l g

Dy o oolaiwl (g LSl S¥olrs (gilidane g Sie Siolews g, 5l BB cegede Jde Liomiw g (90

W o3ld Judoxi g 55915,5 b oguid

3550 > 33 103,Sy5) ol 51 Sy (gl cnlin 555105 Syl Sl gty izl sl oiie 0,50, sl
el 00l 48,5 S 5 slo,lnl g B gy 5l Bados ol plodil gl el il Joe a4y oolail LS

S 3l g el 0030, o0lital e 5| (gl saspie Jie Giomies § (903l jelite 4 Ceand (il 31 st Loy )
e e b bLS )l 2o pae Joe ST 2l g (ik (ol delidin p talony 2] j5hate 0 (oo 5l
ol 8 ge3l 8590 g Joe sline 2 1) (ol 0,50,

L 031d 5,915,5 sla,ly!
sas eolitul L5 05005l 0018 55515 ,5 (sl calisee sla Il 5l o Ll 5,90 slo g, 9 o o5yl Cgjl o
5l a5 e o ) el

g OYlas Lo OliS degamme (Gooins a0 (pl j0 oolaiwl 8 50 Lol sla,lnl 5l (S igl Ailuls oy Y
LS 50 09298 M ze g Lo DU degorme y950 55 g (Sl Sz 23S L gdge 4 by e SIS
Ly Ll oo oo il gy 5 ko (5,55 oiloo g o anlllne 1l gl 51 anl 039y oalSiiils (gl
o oten 6 yiiea Ly L) g ke oo g 4] cslice pladl ool il ot oolits] bl ) 8,50, 5 (s i
el 59 bl ) 5,55,
=t e (e b L)) g e Jae a5 w2l g (b (ol el Galony sl jskate 4 dobidow ¥
o8 a3l 0550 sylel (5 anelr ol ) g3 (oostde Joo slie 2 1) (bl o S,

ol 9,
SLeMbl (5,518,5 050 L 3l 5 (60 )5 Limgh A )L 5| pol> iegh (6,18, pole ;5 Gaiod slabe, 4 axs b
ol 005 r:b;;l «5’“‘”" 5 Leﬂ Sy90 ;0 dS el ‘5,~La, e Ay oS QT o S Cowl M/" o £ 3 Shmog Gub


www.sid.ir

slale, Sladlas \TA

50w dlys ool b ans B g3l (sl (5 il SVolae (g5l Joo g, 5l 4Kl 4 ag5 b e 50 (VTAS (jgY0)
.J.A‘:JL?‘SA uA:..;L.J.)‘js li i’.. A L)y..i);LQ " . &j ),‘ ..“ e ‘;}:‘.‘ . i/.. - ;) ..“ . Ql#,a

(i ) iolo 5131 521

b 3 e ol 0030 5 solatil deliiias 3l o g 4o (6l ledlbl g aosls (5 lmen jalaie 4y Cand (ol jo
) B 3,525, 5 s5am e b Ll e o 45 Lzl 5 oy ool ity iy sl kit & o
Slaile a5 05 Ceond &5 ol ity (ol oo 13 (05T 3550 (gl Joe slive

b maasi- cole Gle 4 i S i g deliiin (i Sleas gl sly CutS 4 bgs e gl doliien y (A
GB35l 5 (065 ¥) els (@65 ¥) sladl Jole ¥ g ol 00l o8I (Y2 2 0) Dl 5l 9w aaS Zealy )l o (g0
A oo ] (@5 T)

2 aasis gele o 4,00 5 i Loy dslidesyy (pliond (g asl o ply Sl 4 by o delitiny (@
GB35l 5 (065 Y) ks (@365 ¥) sladl Jole ¥ g ol ouis b8l (Ve = 0) DI 5 5 s asaS eoly ()55 0 (g0
o oo 1) (45 Y)

—ole sbo a3 IS it Jags asbidin y (nli ol e ool alal, slead ST (31 ) by e asbiiin (@
D9l (o0 0w 455 F 315l 5l g Sl oul (LB (Ve 0) Iyl g 0l S ey (05 et (9o b (paaSS
S 45 505 e L el (ol o 4,25 S b L83 i 65 S 4 bgye aalitiny (5
D9 (o0 oo 98 T 525k 5l g Sl 00l (LB (Ve - 0) MUy Slg 0 atdS Gl (5 e (g0 o8 (paat-(sele
2E aasim el (sla 4 85 (IS i b dalidis Gl bl f po Lo 4,85 (6,8 o j &y bogy o dslidin (&
29 g0 odmins 55 ¥ 5l grocihoadd (L8 (V- - 0) MU; 5l g o 4285 sy 8 s (g

Tl Ol e (90 e (paai- ale @l 4 125 5 i g dalidin y opl alaly CoiS 4 bgy e asliiin (&
By g 0duzmiw 4355 ¥ (5, 5l g el ool (ULIBI(Y e - 0) Dl 5l 9w aaS

Gl O et (5o pé (addigele sl 4,80 IS it Lawgs ety (pliabal) Jsbo @ by e asbiins (g
Dyl 58 0w 465 ¥ 5,k 5l g el ool (WLIBI(Y e 2 0) Dl 5l g s aaS

Tl O e (90 et gaazi- sale o 4 i S e awsgh dslidas yy (plialal) Bes 4y bogyye asliiosy (2
Dy o8 0w 465 ¥ 5,k 5l g el ool (WLIBI(Y e 2 0) Dl 5l g s aaS

Gl O D (9o 3o (paati-oole sl 4,05 (5 i g dslitiny cnliabal) (200 4 bgyye asbiins (E
Dyl oo 00w 455 ¥ 5,k 5l g el ool LBl (Ve - 0) Dl 5l g a aaS

Pandl s oo 230 T Jold 595 de (5 dalidin

Slaodls s se 13 00im0 Fruly (6, Kad &jg 0 g dalidiun yy Ay 4 losls (5,918,551 ae Casnd 0l j5 1ol ot at()
yob 4 0ais Fuwl B onys 8 aJSLS doliiiow 3 3 Lol (glaools o9 05,1L 0 jelaie b ol canl oals o ¢ 5Ld 5590
A5 e e il ol

f ol Caonnd 90 ol it p 5l i o)t dslidin (8 55) (sl Jlgin (¥

(i) sogee Y5 (]

23,5 (5 9laen Baims gl bally jo s5lis Cumes g (S Sledlbl a5 ol ol res coges SVl 10
rgaass SYlgw (o

WAY 50b/ psd 5 Com oyladds /i Jlw


www.sid.ir

WAY 30U pgd 5 o 05k [pzian JLo

VA by 5,59, 1 (sidino (5 yiiino b BLS )l Gy o ko hminw

il olezel e L8 6);")"43‘ yokate 4y gl cpl yo bl = a8 o dsliiiwpy ol jo OVl S ol (e o
ool 00 00liiwd SPSS 16 1331s 5 5l eolil b g #L5g,5 W 3g, 5l s 5 o5l

D950 45 4 aiS oo 6 pSoslul ) alizs sladaras aS (¢ Soiluil Il Sgp0  Sales 6 dniloe sl og, on)
dmlma |y U5 uililys 5 anlitiny (slaJlges dogozmo s 1o slooyad Guilyly il ol 2ligyS (Gl po alna (ol
o5 i el |, T 2 e 5 g 5 o8l s 3,5

R

= 0saT b bty sloJlstes sloassozo 5 Sl

S = p1T gaesl 25 by

$7 = ool b ity S by

ol samms i sae pl el Cansy go3l i 50 2oy AV IS i 4y by (g sty IS AL ST Wl o o
el G jslaie 40l o Jly55 5 o5Y (L 51 00 & jle 4 b g oletel SoLB Gl osliiul 550 (5 dlidus a5 ol
plosl L ad> o opl 0 a8 )5 1,8 00l 0550 Jliiel a5 sl oy oolitul (5 )50 jlitel jlEaa0 (pl )0 nliiun  (2)9))
Olbiwebl s 5 s g oaal Joms p3¥ SNl (5 15 5 jglie g el lobisl @l s S 5 Calizie lo axlas
Sloolaiwl L casbiinw ol jliel iz gly asen ool 850 (6 daras lod doliiunyy a5 00 5 Jol>
Y adS plply 53 b asS o g 5ol ] Sl 0500 sla sl delicn p Ll aS 0l aseine Jele Judos
ol o 5 latl gy ol (Hb cale itao(gla asl il osliinl b oS 3825 (nl (5 aslitns
(5l Jae ool U LS (105 w585 15 sl dlole bt 550 (59 )5 sine Sz s 3 (BL2SST
28,5 plosl LISREL 8/54 5Ll 1381 o5 5l soliinl b (g sl <¥olao

g3 6ol diges g axaler

A 9 b paati- sale gla i 5 it Sl Sl gk (egtde Jie Bl (nl )0 )bl asalz
el oolo )18 romiws 8,90 olies

o lomy gy 50 diged x> 9 (55 Aiged b9

agel (5 g A S st (55lel (5 axsler (09 dgummeli e a4y ilogy Caand 10 Gzl (655 Aiged b9
Golol asal> jo 00 s oS (6 dnlicin n VAT odei 4y Loles aiylyd ol ol ploil (gl > o dim Bolay (5,5
M) il Ve el g lel anslr o a5 Gloj (e85 )50 Jsoz b illae o5 0305 e (IS e
o=l S3 Al og wales I aiges YAY slaws bl plins (a5 el (9o jué gaass gl 4 ,i5 oS i
g oo Il Lo aigad olawd (pl 5.5 Sgasmali g dgaote dxal> Jge 3 bl paS conl ol 4SS

A3l oo 90 b candti— cele 64, T S slaai Log TV o la 4y i aS el el Il ST ) S piioren

GledMbl Jolox g 42 32x b,
oolaul bl ol slong,y 5l Giolews gy 5o Wadiges 5l ol s (slmosls (g Lol o § as 3265 (6l ¢ i ol yo
23l ke uios ol 5o ooliiul 0590 (5 Lol (slong s el 00


www.sid.ir

sl clallas\ €+

Snnod g b =Y
%)_.b)'\‘é_,,baQ_il)o.amo‘saQLml))gugow(wQ&AliW)A@l)@syam‘w )
el oo oolazwl Ll oy BLS 1 aesl gl (po pupnnl (Siaoon

oS le WYl giludon -Y

5 e sloseite 55; ;2 Ll Jl (Gl (00 45 30 0975 S iie wiz ol 5ok )0 4 4 ez g b
LISR~EL S8 eSS L g bl SYsles (55l Ja:a gy ol A e ol 4o ‘o),,fﬂ)lJB e Oyge dly
Qj_n)'l s PN 6)—.‘: a)‘b.j‘ LgL{b Jd.n T g ‘)“i’dﬂ‘}‘ Lgﬁf o)'bjl LgL:b J.AA 6“:?-.{[3 ‘_,’J&Lc J.Jou 18/54
=152 2590 Ol e (Hgd g paai- gele glo 48 I i 4y b e (g)lel axale )0 iz Dlos 8
285 5

&S aloyw calaly) caS a5, aelip o PLJMJ“S:L:» sl PL"" wﬂjdﬁf osladl sl Jow
s 9 dhaly Gesdalal) Job e a4 a5 51,5 1L (S i sBaus jlalaly slead o 55l bls ) o b 4y a8

S o 8550 Joe (309 cmlin (sl sl ole Judow 5l oolisl b a5 w0986 15 05l Joke 45 ala,
2

2
3 5S> S "RMSEA ¥ 5 xS eS @Holl a0 s x S ‘r‘,_fx St dgi b ley) jo 28 3
b o3, a5 50 50 0 S9zge adaly o laslin) co o cizmen g 7 A0 5l 35,5 VOAGFL o VFGFI 55 4,-,-0
Aoes Glg oo 3] g 05 ales I Jxe wo,0 A9 Gliebsl e jo WL 5SS VAR SIL 255 VAR )
S8 emlie b3l onls x| Jaw a5 28

GBS (5 A 58 (39031

I3 5 S L el (Sron alaly (3 (soptdhoghbo (bl ) jeite 50 59 (o a2l aloyo ool 1o
S8 L s il S¥olee (3le Joe Lbs, b olS5T il (s o Line o aseden 5| mo g 4 39051 SPSS 16
85 518 (emin 0550 o G5ln b lel (g

i Cag= SPSS 16 1581 6 5 51 soliiwl bty yaisl (gl 43,  Siaaod (9051 51 ol sl 3 9031 jglate &
Joe gy 3l eolatwl b gados atuly g Jaiwe sl psin o e ddail) e ol oolainl b piie o (Sien
b ge;] Lisrel 8.54 3 o (a8 b ecs it Lo c¥olas (g3

534Sl g a9 on oaliil (Frad (9051 51 eiie 95 T Olies 3 5 LI 9579 (oo 2 skt @
0403 )5 St Jeaz 0 ol ol aS cwl ouls ool e el (Son l diiie 25 b i 3udsd ()
IRH PXCVS FUWPUAT CEONRUEIRNL § QN POUN 5 [P SRS OV TS S PV CONSIIN DN SOUPIIE COWUON-SNUY] SO GO

i G e Glao (50 sl (FSsnod b Jgux

ply kS

gl =5 6 ey v 15wl = s | b
4 _ 4 3 5
P Bd ol et S 3] Aeiad o, 2D 2 oo 2D PSS
ol S
(L,;,.JS
T )
Sl
b ply CaS
A id \
okl S
old STy Ay
o AR SJAYA )
alal,
bl
= /Yay CIVFA YAS )
<! AL
) b “/¥00 Y Y Nz )
abayly oS /Fee DAAR VY C/¥AN VAYNY )
abaly Jsb ARH C/\FF IPNY ATV VANAS /SR \
oty Ges AR AN /904 </YA¥ A 73K /AN )
aaly Lo e YE AY-Y4 YYY J/YFY DA /¥4 /BNY iary )

'3 Root Mean Square Error of Approximation
14 Goodness of Fit Index
15 Adjusted Goodness of Fit Index

WAY 50b/ psd 5 Com oyladds /i Jlw


www.sid.ir

WAY 30U pgd 5 o 05k [pzian JLo

E) [ bl )l 5,595 32 (Sine (5 yiiten b b 5l g yko i

G (ooghdo Joko gl o (o (5 LS Joe g1yl @l Jeux

o sae Alolpe
. [Tl AG RMSE R
oY ) FI Df Sl | s
ol whe B, | © A 06 »
Ay (3 ibiaet
. 55, € Gloas ply Codns X
sl FITA -IvY e i = Ve Ve Yo ees )
abaly 3l onds 5o .oy
. Cous gy aoliy ply CadnS X
ol alay Y4 ) SR PR e Vee | e a4 oo ¥
abyly 3l ouds Sy (5, YooY
. abaly 3l oads Syo o3, /21
ol YIAF Y ? > vee |y a4 e »
SIS ke bls € V-0v
. abuly 3l eads Sy g3, /21
ol Ay CIVE 2 e V.- Ve o4 e .
695 wlopw € Ve oY
Y abuly 3l eads Syo g3, /2
ol NSE .18) 20 o Vee | a4 e 5
by Couieys € V-0F
. i € oL,5 b e bl X
sl Y/AN AN o @l Ve Ve Y04 e 4
byl Vooy
. /3
awl £10) A alyly CudaS € (5 105 alo Voo Y 4 a4 e -~ v
. /3
ol VEIVO - IAY alayly Job € alaly Coins Ve o Voo o e oo A
. /3
ol VE/FY JAYS abyly os € alyly oS Ve Ve Yo4 e oy )
. /3
b Ve/fY -[oY aluly oy €aluly cudns Ve Voo Yo e oy 1.

w3 ool Je il (Sisle g Lol £S5 o9 510 ghre 4 4255 L Vgl 09 o oanlie o5 jsloilen
1+ YU 75 AGFI g GFI jloie 505 s0l;] 43,0 40 g0 IS s s RMSEA jlais (g0 55 Jladie a5 | ,>
eaari- oale IS ey bgs e o lelansly o (Gpizs Jow ol ard 8 00) Slisyd aled 13 ool ao s

sk g0 0l b (5o

1 5abiSl Ydlre Jio 3 ¢y sl (Kimmsod (19051 4 4295 b g5y loadl sy
I8 e phagh ool bl gl 48,5 )15 ) 9590 ol (5)lel (6 dmalz 4 a5 b ol Gadioss 50 0ah - jlae s

g5 6kl (5 anolr 4 bgyye s (w2

LS Jlade aS cpla axgi bogd &8l 580 ceggie Joo ol e mulo Ul p3¥ @lis 3 ol o &I 51 L3
0090 a0 A+ YU 55 AGFI § GFT Jlaie oY 5l 58S s0l3T ax 0 @ g0 IS cas g RMSEA jlaie g0
0351 510,55 5 sslin (3l 5l sylel analar (nl )0 Boko sosede S 45 3508 (65 Az Gl (0 Gy S
Ll

59 9 Caol Jlolias 0 10 A lebsl e 1o Jlade cpl g el < YVA L il Jol ans 8 50 o il Sian laie : 4]
S 3l il lail Sleas slo ply cudS (le e (s alal; 0929 6,5l SYolae (g3le Joe by, 4 4ns B (y903]
oo am bogspe D13l 5l e )0 YV sgas 10 a5 aes oo L ()5 yide o aus 5l alayl) sloals STpo )l g b 4y s
Do 1 4385 (s 31 il il o slaplyy CokeS et b oy (oo |y OIS s ol 5l alal, 5l o 50

Dyl oo M‘U Jolaws 3 plply oS


www.sid.ir

slale, Sladlas \EY

39 9 Sl jloline 2oy A9 liebsl e )0 Jlade pl g sl < VYA L il 090 s 8 00 (e pol  Sicad laie (o
S 0B S5y 4l o ply i s e s Al o7y Sl )bl DYl gl Joo gy wrand b (ge)]
oo, YA sgas 0 aS aes o lid 15 i oS ays jladal) sleads Sy (53, g b 4y i (geu 3l azdly Ll
G 0=l iy aely sloply coaS pao b ey oo |y I yiiie oB g 5l alaly 5loals Sy 5l 4y bogse ulri
295 g0 Sl pgo 42 nller 38 e L @y i (sl Al L]

0925 5 9 Sl Jloline 30,3 A8 licabl zrlaws 10 Jlade (pl g Cenl V b ol pgas ans 8 10 o sl Kiaa Jlaie (0
9 OB sde o0 5l ply jload Syo (55)] e (e (5 Al 0929 Silo o)l S¥slae (gile Joa by, 4 40858
3 adaly slea s S u‘;‘,)')lc\_glaﬁﬁglmi“)'l Ao BY gas 0 aS das e lis aaly coaS 1 b e oLl
058 o 0 s 4028 ol 8 (e el kS 51 0l it i) e b o oo S e ol
sladaly sleas Syo (35 glae (e (s adaly 3929 il (g )lisbo S¥olae (g5le Joha gy 4 4nd 5 (9051 1 9
Ql);L“)'\M)a VP oo 0 ams oo plis (b i o185 ShL & ol 3 gyt STisl g 15 i oBuys
@SR Ll 4 (RIS i STl pite b plgs (oo |y O i ol8ans Sladall, Glead s () 4 bgy e
D9 o0 a0l p)lez 488 (nlpls 08 e (o 4 205

59 5 el Hloline 0 1049 licebsl e 4o Jlade (pl g Sl YNV L ol ooty ans 850 (o el (Sicon e (&
olSas jlataly sloas s (355] e e s alaly o9 Sy )bk SVoles (3lo Joe (B9, 41 4028 (03]
Sgdz ,0 45 ard oo Hlis w0 bl pl o g ISl b 4 s aS eal 1 gyt SThol g oS e
o 3l g i STyl pxia b e oo |y 15yt o808 3l alal) 5l ool STpo 55l & g e u‘)a.)L BNV AL
owsawﬁbwmw;wlfbo;u@‘mod Ll cpl 0 oIl 0 o a4y i5 oS

@k & e 51 lyrie SThol gl e (5 abay 057y Sl 6 )bl S¥sles (g3l oo (B9, 41 4028 (03]
o Joles 51 b riie STl s bgs e Slisl oo, VF 30 10 aad oo lis (6 yiee b abaly oS g b 4y i
58 o B EE B s 0,8 (e o5 e b el kS it 5 oy o 5 5

7 6T ke 5l bt STl e e (6 alaly 329 Silo (il S¥slae (sile Jio g, 4 4003 (03]
3 b yiiee Jbalc\.;byﬁalﬁjt‘)'lw)o\‘& Sgd> ;0 abd oo Hlid (g e b abaly coaS g (g i b alaily (9,
el 02 4nd 3 bl 38 e (s e b alaly CohS e L ol (oo 1y s e L alady 59 5535 AL
D9 (g0

Ol akaly Job g adal, cinS e e s abal) 392 Sl (5531 @¥olae (g3le Jie gy 4 4003 (905
alal, Jﬁ_bﬁiubclgsdl)d@l)mgbyﬁalﬁjh)l Qo) AY dga 0 aes oo Hlid e 4y 05 5 (55
05 (50 9l Ll 4nd B pl i 0)F L o 4505 5 (e Glee

Oboe ably Goe g adal, ciS e e s Al 392 Sl (553l SVolae (s3le Jae gy 4 4nd 3 (03]
c\_la;.\)Mr@bdly‘_gal)@l)@;Qbyﬁalﬁt‘jla@)o‘\/\ Sgd> ;0 add oo Ll o 4y 00 g (5 e

D9 o0 9l s and 3 plpln )5 e e 4 05 g (6 e Lo

WAY 50b/ psd 5 Com oyladds /i Jlw


www.sid.ir

WAY 30U pgd 5 o 05k [pzian JLo

Y L Bl )15, 95 32 (Sine (5 yiien b b 5l yko i

39 g Sl jloliins 0o 10 A9 lpebsl mhaws o jlade cpl g ol < FAN L ol 020 ans 850 e o] (Sion e (0
ol alaly o e gatal) coiS le o s dlal; S92y Silo )bl S¥olae (gile Jow gy 4 4ns 3 (905
abl, pre el gy wlyabkl, coaS 4 by ulﬂL 3o OY sgam ;0 wes oo lis b 4y 00 g (5 e

39 o 9l @83 4053 iy 5 e b 4285 5 (5 e s

Sloass o (55, g e a0 (ggm 3l 4l Ll Sleas slaply cuaS la euils Uil a5 jshilas (A
Cbld 392 g Cuie (gl abayly IS ie oSBT l alal

ool gl a4, id (gamw 3l adly jlacil oas (63,40l sloply coiS Lo (B, oo Ul axil & axgi b (@
ils 3939 e (gl abaly ()5 e alEaus jlalal) sleas o

b ply jload Spo 350 g abaly coleS 5l Gl (2b3)l Ol Sutie (b3l 2 e el aS 43eSlen (@
il gzg b 4y LS (ggw ol Jl)l

L g b i olFans sl atal,y 5leads Sy 55, Hlee e gl abalyie L8 @l Ul 28 )5 s yo (&
bls 0gzg o 4y i

male i dn Le a5 bled g 5 yiiee o aus 5l adaly sloads STjo 5] ol «dy (oo Uil aS aigSSlan (&
5yl dgzg e (oLl calal) ol ol 6l (6,108

5 Lo a, a5 oI5 1L an ol 5l b iie SThol ol S gl adal) euiils 1y o1 Uil a5 a6Silen (&)
B, 09z calayl) CoaS

&S gl ablaly coasS (g9, s i b alaly g9y p 6 08wk s 5l )b e STyol gz g0 Ol il 4 445 L (&
855 o ste il S o 80 Ll L (s pte

Syl a5 g it Ol dlal) Job 5 (e b el cuiS ) oo sl oS gSiles (2
DS ;25 g (e (e alal) Bos p (Ste IU alal) colS el b (€

3,00 4y 85 g 6 ey daly (B Stte i calal) CuiS (il @der a5 weSiles (o


www.sid.ir

sl clallas\ £ £

e 15 ol ! elasrl pale 50 Bado sae)" AYVA (suga il 15
ool ol3T oKzl ol )Ll 38 pat )5 gy ke yO Gz g9y AYVALS D (S @

Lgd)iis) w).:d.n )s) GWAS L’“‘bs)“ (5...)].».“: L):j)" ‘(\Y‘/\f)JOLC ‘):)T 9 LSJ"Q’Q‘(S"?” ‘Q“‘"“))é ‘S:L:L) L

Aberdeen Group (2003),"Worldwide CRM Spending: Forecast and Analysis 2002-
2006,"(accessed August5,2003),[available at http://www.aberdeen.com/ab
compay/hottopics/crmspending2003/ default.thm].

Berry, Leonard L.(2002), "Relationship Marketing of Services- Perspectives from
1983 and 2000, "journal of Relationsip Marketing, 1(1), 59- 77

Bolton,Ruth N. and Katherine N. Lemon(1999)," A Dynamic Model of Customers'
Usage of Services:Usage as an Antecedent and Consequence of Satisfaction",Journal
of Marketing Research,36(May),171-86.

Bolton, Ruth N. and Katherine N. Lemon, and Peter C. Verhoef (2004), "The
Theoretical Underpinings of Customer Assset Management: A Framework and
Propositions for Future Research, "Journal of the Academy of Marketing Science, 32
(3), 271-92.

Chen, Zhan and Alan J.Dubinsky (2003), "A Conceptual Model of Perceived
Customer Value in E-Commerce: A Preliminary Investigation, "Psychology and
Marketing, 20 (April), 323- 47.

Coviello, Nicole E., Eoderick J. Brodie, Peter J. Danaher, and Wesley J. Johnston
(2002), "How Firms Relate to their Markets: An Empirical Examination of
Contemporary Marketing Practices, " Journal of Marketing, 66 (July), 33- 46.

Crosby, Lawrence A., Kenneth R. Evans, and Deborah Cowles (1990),
"Relationship Qualityin Service Selling: An interpersonal Perspective, "Journal of
Marketing, 54(July) 68-81.

Day, George S. and Christophe Van den Bulte (2002), "Superiority in Customer
Relationship Management: Consequences for Competitive Advantage and
performance, "Report No. 02- 123, Marketing Sceience institute (MSI).

De Wulf, Kristof, Gaby Odekerken- Schroder, and Dawn lacobucci (2001),
"Investments in Consumer Relationships: A Cross- Country and Cross- industry
Exploration, "Journal of Marketing, 65(October), 33- 50.

Deshpande, Rohit, John U. Farley, and Frederick E. Webster (1993), "Corporate
Culture, Customer Orientation, and Innovativeness in Japanese Firms: A Quadrad
Analysis, "Jounal of Marketing, 57 (January), 23- 37.

Dignan, Larry (2002), "Is CRM all it's Cracked Up to Be?,"(accessed March 31,
2003), [available at http://news.com.com/2102-1017-874356.html].

Flint, Daniel J., Robert W. Woodruff, and Sarah Fisher Gardial (2002), "Exploring
the Phenomenon of Customers' Desired Value Change in a Business — to — Business
Context, "Journal of Marketing, 66 (October), 102- 17.

Georges, Laurent and Andreas Eggert (2003), "Key Account Managers' Role Within
the Value Creation Process of Collaborative Relationships, "Journal of Business- to
— Business Marketing, 10 (4), 1-22

WAY 30U/ pgd 5 o 05bos [pzian JLo


www.sid.ir

WAY 30U pgd 5 o 05k [pzian JLo

€0 /... bl l 5,9, y (me (5 yiino b BLS )l Gy oko hminw

Gronross, Christian (2000b), Service Management and Marketing: A Customer
Relationship Management Approach (2nd ed.). West Sussex: John Wiley and Sones,
Ltd.

Hellweg,Eric(2002),"CRM Success:Still the Exception,Not the Role",(accessed
March 31,2003), {available at
www.business2.com/articles/web/print/0,1650,42051,00.html}.

Hunt, Shelby D.(2002), Foundation of Marketing Theory: Toward a General Theory
of Marketing. London: M.E. Sharpe.

Hunt, Shelby D. and Robert M. Morgan (1995), "The Comparative Advantage
Theory of Competition, "Journal of Marketing, 59(April), 1-15.

Johanson Johan, Fredrik, Storm,(2002) "Customer Relationship Management",Case
Studies of Five Swedish Company,Luleal University of Technology
,www.epubl.luth. se/1404-5508/2002/016/index-en.html;09/09/2003.Johnson,
Micheal D. and Fred Selnes (2004), "Customer portfolio Management: Toward a
Dynamic Theory of Exchange Relationships, "Journal of Marketing, 68 (April), 1-

17.

Lapierre, Jozee (2000), "Customer — Perceived Value inIndustrial Contexts," Journal
of Business and Industrial Marketing, 15 (2/3), 122- 40.

Lindberg-Repo, Kirsti and Christian Gronross (2004), "Conceptualizing
Communication Strategy from a Relational Perspective, "Industrial Marketing
Management, 33(April), 229-39.

Parvatiyar, Atul and Jagdish N.SHeth (2000), "Conceptual Foundations of
Relationship Marketing, "in Handbook of Relationship Marketing, Jagdish N. Sheth
and Atul Parvatiyar, Eds. Thousand Oaks: Sage Publications, Inc.
Peppers,Don,Martha Rogers and Bob Dorf,(1999),"Is Your Company Ready For
One-to-One Marketion"?,"Harvard Business Review,77(1),101-09.

Plank, Richard E. and Bruce G. Ferrin (2002). "How Manufacturers Value Purchase
Offerings: AN Exploratory Study, "Industrial Marketing Management, 31 (August),
457- 65.

Reinartz, Werner J., Manfred Krafft, and Wayne D. Hoyer (2004), "The CRM
Process: its Measurement and Impact on Performance, "Journal of Marketing
Research, 41 (August), 2930 305.

Rigby, Darrell k., Frederick F. Reichheld, and Phil Schefter (2002), "Avoid the Four
Perils of CRM, "Harvard Business Review, 80 (2), 101- 09.

Ryals, Lynette (2003), "Marking Customers Pay: Measuring and Managing
Customer Risk and Returns, "Journal of Strategic Marketing, 11 (September) 165-
75.

Ryals, Lynette (2002), "Measuring Risk and Returns in the Customer Portfolio,
"Journal of Database Marketing, 9 (3), 219 — 27.

Sanzo, Maria Jose, Maria Leticia Santos, Rodolfo Vazquez, and Luis Ignacio
Alvarez (2003), "The Effect of market Orientation on Buyer — Seller Relationship
Satisfaction, "Industrial marketing Management, 32 (May), 327 — 45.

Sawhney, Mohanbir and Jeff Zabn (2002), "Managing and Measuring Relational
Equity in the Network Economy," Journal of the Academy of Marketing Science, 30
(Fall), 313- 32.


www.sid.ir

slils, Slallas\ £

Schneider, Marting (2003), "A CRM Growth Spurt in 2006,"(accessed july 25,
2003), [available at http://www.destinationcrm.com/articles/default.asp?articleid-
3060].

Sirdeshmukh, Deepak, Jagdip Singh, and Barry Sabol (2002), "Consumer Trust,
Value, and Loyalty in Relational Exchanges, "Journal of Marketing, 66 (January), 15
- 37.

Smith J.Brock, Donald W.Barclay(1997),"The Effect of Organizational Differences
and Trust on the Effectiveness of Selling Partner Relationships", Journal of
Marketing,61(January),3-21.

Slater,Stanley F.(1997),"Developing a Customer Value-Based Theory of the
Film",Journal of the Academy Science,25(Spring),162-67.

Starkey, Micheal and Neil Woodcock (2002), " CRM Systems: Nacessary, but Not
Sufficient. REAP the Benefits of Customer Management., "Journal of Database
Marketing, 9 (3), 267- 75.

Ulaga, Wolfgang (2003), "Capturing Value Creation in Business Relationships: A

Customer Perspective, "Industrial Marketing Management, 32 (November), 677- 93.
Ulaga, Wolfgang and Andreas Eggert (2003), "Relationship Value in Business
Markets: Development of a Measurement Scale, "Working paper series of the
Institute for the Study of Business Markets, The Pennsylvania State University.
Verhoef, Peter C., Philip Hans Franses, and Junny C. Hoekstra (2002), "The Effect
of Relational Constructs on Customer Referrals and Number of Service Purchansed
From a Multiservice Provider: Does Age of Relationship Matter?,"Journal of the
Academy of Marketing Science, 30 (Summer), 202 -16.

Wathne, Kenneth H., Harald Biong, and Jan B. Heide (2001), "Choice of Supplier in
Embedded Markets: Relationship and Marketing Program Effects, "Journal of
Marketing, 65 (April), 54- 66.

Zablah, Alex R., Danny N. Bellenger, and Wesley J. Johnston (2004), "Customer
Relationship Management Implementation Gaps," Journal of Personal Selling and
Sales Management Implementation 124. 124. Gaps, "Journal Selling and Sales
Management, 24 (Fall), 279 — 95.

Zablah, Alex R.,(2005),"An Evaluation of Divergent Perspectives on Customer

Relationship-Management :Towards a Common of Understanding of an Emerging
Phenomenon",Industerial Marketing Mnagement,33(6),475-89.

WAY 30U/ pgd 5 o 05bos [pzian JLo


www.sid.ir

