2 Sl Giygel plad 40 (T 8 9,15 9 (5510 (5 o
Ol 393 bl 38 (55 9liS (Il i 390T 890

(s5law 040>
Olyst 5 (oEDy) crurine OALEI ¢53)5LiS (frjpoT 5 g7 i) ulis)8
Ol e gilis 5 ¢55)9US UL (iliuw)
pincrld) U )sS
s OLLEINS ¢53)US OALEID 559U (rygaT 5 o9y i >l
Ol Sgme
«c53)s\ES a9 s iy udliaw)

oS>

=N
2 SIS oK 43 S5 oS g ks eils] gl G S Olpie 0 sl (gt o ol
Ao A anllls . Cod ol s 58] Ol o g oK (55 g US 0dSEs g paly e molis
AN 5 Ol gmtils G PV S g aalitar s il 51 oslial b MBI 5 0uks plonil by ot 57
st ol sliid Falar s pStigeai o Sl Conl odo] Cons 4 ol K23 4o oo Cton sliel 5
oole ctn slae] 5 AaST Oaart 5ls oy 55 Ol gzeils G 5 i ssliul iy 1S o s 55 Ol gzl
Al 5y g0 o[RS 35 43 (g ylho (6 piie Conmadsy 457 M3 GLET i g3y glaaiil . dof fob 4 o 5losd pus
Ky g5 oo Cin sl bl 5 Ob gomdiils oSl o (513 fine CIplET ( piziad o o plhas
Sl pims St il 5 e YL LodiSly (Lo o o313 5525 (5o s pon Ol o g 5
Sl Pl 5 el sl slgas S ol Cows 0 ST 5 Sl grms (sloy Ll 45 i i 4
At 3 5S35 gl (la Sl (B 5 el ST (S polS (5 plES Slgindle (5543
s alize Ul s e mls g ol psle «sisgliS Siisel 5 gus s izl slens S
ol ki Ll (galKis 45 gyl e Al 3 gy §p o loslgy lia OLL 4>

A gl ST S o ke sl 5 ke 1S OB 5 AMS

hamideh_samavi @yahoo.com : <L J yie *

WAVA/Y s cdlas ol WAS/ANY s e Jl



IPAY (Floylass o Jlo i pol 45 s saolip 5 it gt 4olilad 144

dodie
Leosks Ol ois 5 Sledlbl 3208 e e olannl = (sl Ol is @xiS aas 55 s
Glaaal p (slsme il oo 5 e 5l (Bazargan, 1998) stasl oas e
OLS pal iils LSt leislen 5 (5315 o 0355 o pllasn 5 analr slajls b i pal
(ol a8 el 038 (gt Olysn 3505 1) Jle ool leallss (s (s 5l LealKisls
(Owila, 1999) 52 s o gs O ol lanasiin 3| (CuiS) 5

s8us 1 il 53 cdS (Sleds Olejl S Olse oKy (8 8 B s L
53035380 55,0 (Peters and Waterman, 1982) :5 el js g5 » &y s 4 Oliies
L els (Tang and Zairi, 1998) s L s (Feigenbaum, 1951) ;.0
L migel =l cilks (Juran and Gryna, 1988) Les ;5 &)l @ o 5 e
Aol s Ll 5l ol (Crosby, 1979) Ll 5 LS 5 el (g5 4k p Colaal
Ol ie oyl 5l ey Sl 05,50, 5 (Crosby,  1979) s,
oS il i (IS b w ol els i s (Parasuraman, 1985) x50
S5 Sls s it s 55 ke (6 REe o Lpd e 4B S S w4 Sl gl &S Sl
Sahney )s, 5 .+ o) 5o Sleds Sl (g mie Slosl gl p St )3 kS i
L Jpasms CiiS a8 ol CdS 3 00 4k b lls s s ol (€A, 2004
CiS 48 S Sl s OV g il e g xie L3l L OT Gudas 0l ge 1) ol
L Jpasms O 6l ol 31kl L 0T Sl a3 Ol 1y ol L J pramen G
Cul L J g Dlia sl S s lale 4y b5 ol 53 (6,8 o B s Cods
ol ods ST OT 1 5’ 815 i i Kl s A8 ol eSS s
(Abdolkarimi, 2002)

M 5 Wallast 55 0 51 (6, L oS sl e el G815 CliS e

S eidS 5 Shas ol B S 5 plte ol a5l S ate Al e S

1. Total Quality Management



I o Il sl e i Il sl plES s T 30 5 e (s ik

o pde 53 s 5 dgns (AT o S g cimmen 5 Az S e 3 (55 D303
J sl (Waks and Moti, 1999) .l il oluS g 5 0l rie OUS LIS e
G el (goleg in 5 et 3 e (IS Lie Jald oS S5 oS ke oulid
CuiS i (Sl Jeol b ol 53l e plate 2 e sleallas L 511, 0T &5 o
RS L Sleslw 05 5 050 miisd gladls 5513l ples (206 5 (oS o as
03 el S 5 SledS Bl e CdS Bl ete 3 e Jool Gk L
ChS 5 olacs i Jool 53 el a3l 5 5 allast 55 51 (68 sl e 4 el 5
Dy e s (S e Sulb,y b sl e

s Lol i a5 L 3l ol b g ls s e bl el
ey a3 5 0L e Ll 80,8 e e Dbl ol OB S esli
o= OB IS G m e les laslo Ly b el Gilaal a8 ol ool 3 o8us ol oo e
ol Lge Dlodst L J gemmes 0SBl 3 (g 2 (OWIlE, 1999) 550 o Lo o o
Al s 2 L e hisd oS e ol (6 e ol (Ss oS ol s liSagd b3
Ly el Ol b 0L zie 0l e olal opl  (Bergman and Klefsjo, 1994)
Ol eiils Jalls 8 58 el (g oo oo (3550l Al b 4y & iliss sleas S 5o
Sy e Laesl gLst 5 s s Ol 38 [ iy el b 5 5 sel] OLSLIS
(FarukUnal, 2000)

RS e (6 s 4 game G 0 4 S 5 (S005 Ol e aes (IS5 b w
o s ol rie culs, oS Ll i s (Hewitt and Clayton, 1999) wzes L
U 5,8 O s 4 Il Gass 2LobL d il anly )5 0L e Culs,
3 Gl o805 51 (ROSNEN, 2004 ) 552 oo S lls ax o 5w abOLL
Ermer, 1995; Rowley,1997; Hewitt and Clayton, 1999; ) ol Kiays,
RSt 5 e ke caa sl 5 Ol il (Hwarng and Teo, 2001



IPAY (Floylass o Jlo i pol 45 s saolip 5 it gt 4olilad 144

Sl essoml 31t A0l day G L CdS Jlomis (kS sl g 55 4 a5
g e ST e i 3 Ll s Shee G5l Sles p Sl CdS 51 0L 2
S 5 kS 1 S S So i O Gl b Lenlissl ul hule 0 a8 ok &
dx 93 4 Aol g e Sled caS (Gronroos, 1984) s 8 o8s b .S .
S Sl il el s 4 (28 kS 0 5d B (60 Shes LodS 5 (25 kS
Ol idin oS Aoz oo graly (o (nl 2 (93, ko SodS 5 US 0 S (S5 ) (5 50
(Sahney et a., 2004) .U)ﬂd« Cod a1y Sleds (45,55
S 3l g rie olis)) s (Parasuraman et al., 1985) o, Kes 5 o)l b
s (Jhen 5 rea S (G pd e oozl CALB Ol e Jile 2y 4 Sl
Sl i sy s aalles s 55 (Sahney et al., 2004 ) ol ,Ller 5 Sl .les S
3 Sab) |sme (OLSLS 5 Dl (S5 Ll 10 355 b 80 Conds) Ola poms
Sl s Sollcolads a4 bl (g mie cxlid) 55 (0ldst b Jsamms ol
b5 Ol (gl el gl 3 35l Sladst b J paee Slinly) JWSl o gl (oloz |
osb el esls sdey Sleds &l U1 slazel GG (Sledst b J pams OB US4y
Ly (ledss asly) (gl 5L 5550 ils 5 L len 055 Lils) (Sasls 5 (Gads 5 s
T e ol o3 Alesls 58 B e S s (Sa03 Ob ke ol Slrlal Ol w
Slalas ltlu olye 4 slaxel Gl 5 JUSH o s d gtoms (350 (Sl guuma L
Slarlamlcrul e § ) 5 a0 55 alecin lasl 5 0L iy S 2ie 5 Lol
335 o p gl U 51 g ke il leay S sl 4 (g ae

sl 5 (55 Olsme 4y oles in g5 50 0313 13 4 53 5550 b bl Sl 5
Sloissal ol 55 0L i 5les,S 53 oSy S5 CodS e ulld
SIosliS oI5 53 (53,5laS slaand; edecia lasl 5 0L edils fn t5,3LES
Ols o gy 3laal O o dg s o8l (65,55LES 0aSCiils 5 psly anb ok s

sl sl OR L@AK.;J‘J QT DL LSJ\"\"’LSJL"‘"



10 o e sl a0 i Jle sl plBS 3 T 3,008 5 s pe (5 0k

TRIF P
o5 21 Jlw 0L pmeissls S oul sl el ol o5 hss 4 addlas ol
Glasl 5 eSS Ehlams 0555 0L s dils (OTAN —AY oo JLu) ol )8 ass
At o8y (65,5 oSy 5 paly e b 5 (9355LES oKL Lalecs
5lolel s ol s lane 4 s 4 S Lo s (g bl amslr Ol e 4 518l O e
(ol ol A eslinal | (Glaid B3l (5,5 Wl iy 3l el S o3 Ol il
il (g lal 4 sad Ol iy 6 oY nlld IS 055 O gy 518 FYY ¢ sazs S
53 Casgdoe s w0 palecis gLl 5 eSS Olaxd 653 Ol dils 510
5 keSS a0l gmtils 518 NY Y 5 s el e (5ot e 50 3l
Sl s Gl Gl s ela |y s aosed ede i gLzl 51 B A
Oladlas ay a5 b asliin p adsl OVIG 5 oslinal Gises Law gl sl > b asliin
] Y G 1 RSSOV > P LU P = WU S WS R L2 R | P2
Dbl 53 5 (Jeol amalr 51 2l RS cb 5 eslinal oL O jzme Dlianasins
Cotn glael 5 obgmils wlii vy 53 a5 W el b Slide s plamil Ol
Rl A sl & ST £ 5 5l Gl sagy elde LSV el s 4 0/4F e
el Sl iS5l e Syl Ol (Solde (§ i it Sl sk asdllas
Slodst ol Jlsl o gl 5 550 dgimes olazel Sl clu jums lajlile s o800
L SPSS i5sle 5 53 00 3,05 51 ey 5 M SS a5l fols slaesls o

LA Loy ame blaad 5 bo 55 5L Sl eslizal

Cou g Laassly
53 Ol samidls 31 8 Y0¥ 48 das e 0L gl 0L Semly (LS Comer sleS 50y

J?&JLSJJSJn)j}JJj:L;\' j.’\.;)\wujgb)jﬁjéj&\\' cwujg&:.&:;a)jb
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3. Repeated Measure Analysis
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