éﬁﬁuiij):wjk;uflf
S sl dr g 5 Slalllas 55 e aloes

WWAF 0P8 —YVF o e} ojlet a0 ) coas3ls 093

b gl (ilo 38 bt 31 (i ) o g o A 51 (it § 90T Slodd CudeS' o Taslg y (w3

S &l g g5ty

4 : o ! e
Sy P 4, F (G g e

ol cOldos b Aoy L85 Sl p 3l 5 ol 0dSLs o o 7 p ke 05 GLils o jsal Co o il (5555 )

Il Olos o o gy olKL5  Jlil p sl oSl o 20 7 pole 09,8 o phpol ik 5755 smtils ¥

A VAR 5 pdse VA Mol o 5 /i) e 3l 0

1303,3) sl s sdms | obie SIS a Gl s il e oS Gl L33 pslies Sh5sel CuhS enee Sl A 5 4
o S b sl tagh nlaly als I a ) il el CodS s LS5l cal 5 sl Soge (Maly s 3305 (e Ayl
A plail Ol 3 g5l 5 e gl Sleds CodS o Ll o s

S5 ) (S ke oKl (b Olpmtils S 1 0T (bl sl 5 38 g o — o 55 s & ks cnl I B,
5 el Sladst kS aal i 53 5l bsesls 6”%‘* Sl Ls bl asdllas plonil g s3le Bolas (6 S gad Sras b L VY oS sl
Clils (ogems belse glaadlie Juls s SERVQUAL Jue bl 0 5558l Glodst cdS aal i o5 S aslizal obslial sLis )l
5 el bl (ale Ol5 5 Blas (b i) gbaadlse Jols Olsliad 31 Lol aab i 5 s 5 bl Oluabl o 5Ssenly Olabl
S5 okt Sl e G 48 S 0y Sy e s e sle Olanasiie Sl el ey 2lss Gl s ol elazl 5 608 S
338 oS5 bl Gl asls oS 38 13 aslinal ;e e sl bty (:SSke 5 (PO) Dillon-Goldstein . ;s (el 51 S o
SPSS EXCel slaljile 5 Ja s jiassy baesls ol sy +/0 31 iy 55 0T e ol sl (bl (nSibe 5 /Y 1 2t 4l i
o451 «(Partial least square) PLS 2y, 4 g ltle <Vslee obdie o piie S T Oa30 51 eslizd L 5 SmartPLS ; VisualPLS
38 o 5 4 55l S8 axls 5 Stone-Geisser QY axls (g5lels S5

S0 b gme Gl olaxal 5 93, Sy 5 ohisel blail sl Jis)) bl 51 ol glaailze b b5 sel Slodst cuiS alal ilaadly
Sl s GV Glas 551 oS0 astls emen (/YY) Cls Olslial slazl 5 655 sl S o 1y i op mie Slds kS e
Sl e 5310 et 0031 dde oS 2l DL 55 (4/AY) e

i) 2,5l b e 53 8L anils x5 Ol 1 35 aldiiol s Kl e sl Sledst CohS slaadl e 4 a5 g S

235 Olslesl J.L)J‘J sl s 5 s Slas 55 1l 015 o 0L g2 ils Law 5 Olsleal
ol 0L gmils SN Olslad Ll o odsel Sladst CuiS tbaosly ulS

Ol cOhos i o5 o230 ¢ Sl sl 5 Sl saSils (i 5 ks 05,8 1t ki 57
AVV-ATVY VO L @ T AVY-AYVY A VO ilse

Email: siroosghanbari@yahoo.com



(’ AJM ub’aj:vj)?.&b)j(}) 092

gy u.ﬁj_}a/’J; wf“d[éfgdew

S als e Je il Slage s Lol ole ol
el w5l 28T s sl 5 Slee S8
35 el kS Rl a3 5 sl sl
Shel Gl el lem bl 4 a5 L (V) Ksls 0
5okl ol Sldst ClS s Je blyy e (Aash
o ke o ils (gl 0L zeils Ola 53 Ohlaud 51 L)l
gl San

L bolsle Copde (S5S lis 5 CudS g5l
e bl ol coaS cul astle el ol
Olpe a5 Sl Olosle (BLL 5 Codbge ) sl 5
A e S Hsms 53 5S1E 5 e w38l (st
0 e bOlsle Sl ol 0350l (A Q) Sl 4 S
OB 5 S Do el 5 bl s e S Sl
ol Olge 4 oo s pde bl nl 2 oz (g 255
2o S GlS wscal # ke olsle 55 e
satls Olge 4 by spte cals, 8 baolol slaw
00 3580 5531 clos 5 U152 5 Shas Lo

5ol et slal 5 Gl Slodomy psghe (LodS)
o.)wi‘jé.;_ﬁ.?):.Jﬁdnﬁ:ﬁa\)lwb«{@jj\{(ﬂr}@_b
Glos s oslizal 515 OT 055 clio o & CoiS oS ol
S Sl Sy CudS (el cayx s (V) Wil e
Sl Jdo 4 () Ls e S Sloi s b (g5 4 5L
Das e SR a bae i dS 0SUS
il gells 5 il o 3l Dbl 5 J e
S 55 asie ads whly pl 5 () ol Sude
OB oS 8 me a3 3 L oS sdalie r_.,,;-)gq,?;.:s
ol g Glaal g sl a5 b g cuad bl g sl
ool ol (08) 35d e O 51 e g glacils L]
5hGles I el Pl CodS &S 55e0 Ol Ol e
SMlﬁqu}Qu\ﬂ\M&%jjru
S5 Sl e S e slarrl bl oSl
() il ol

yav

PR
slal Sls (b 5 Ly sl Olsie & 550 pllas
woolul pl Osise 5 dolate A, AL e A4S 5 WS
S il bl Slaal 51 Susy Sl
sl btz 5 by sl (o Jiisel 53 kS (V) 3550
3550 05l g L OF Leuls Gl | 48 ol s iz 5 3o
2358l kS satns Sl (Y) 3,8 13 Ol sl s
robe IS Gl K5 e & Sl G251 p e
Jgams Aol b 1305,3) b sel ol odas i3
CatS s Uil ol 5oy Dose (Wely 5 21505 5

) syl s w &.L)'}J <=Ué_}

Ly sl pla CodS Waslais,s CokS mlul cpl g
Olslesl ‘a.b'ﬁf sb J.nL:« aw baslsysys Ole s e e ol
S bl et g s Coanl Bl s el
RS sl el CudS spar > Llge Jelse ol
ol Ol I S olskal (X 8) dEl axdls g5
el IS a3l s Lol 3 Sas oo 5 Liea oKl
Kl o oo aledi) bl o il alal 28 35 50
S Gope s AL bkl 3 Slee Canss LSS
oSe Ol 4 wige 4 5 memo ssb a4 s,
Ble Ol 4 wind 5 o Bl a3 8
sl Gl CuiS Sl Cgr s slediS S
(0) &S o Jas a0

ol i S olslidd s Shae 31 OL gemisls oL
ipel sl Shee bl i il dher
sl 3 Shas oS S 5 3 s 4 LS e &S S
Dl s s &S gk (Dl Ses skl
Jilas dha 51 Okl L255el 5 Shes CkS 5 o5 )l
s Glr b 2,550 s SO SN S Cl g
bl Sl s il e e
Okl 5 OV e b g S5l il Slas 5 yaal



gl Slodst CodS o Lailgy s

LSL"’;}U ool o s SUls s Sl codS Sos s
YE) 3 S oylal baas plu 5 arlaoly; (i anes
YY

03 bkl olssl s Obmedils ol 51 eslin
Olse a4 @3de VAYY Jlu 51 Jle (o500 ST e 5 Laol&Kils
05t s s Ll aigel Glaolisl 5l ege i
53 ol Jb s S gk wtod Wil ool S
Sy e Akl Olse 4 Lis pame slaelliils i
(Y0) 35d 0 4 S IS @ Obslial i3l 5 Sae obs)l
o Slasias 5l S Okl iyl s Shee ol
© Lolils 5 0T ajel glacdle 5 bk, cuis
@l bl R b 355l walp 1 Ol cpl 5 355000 slans
Cote Slaair o g b 533 S end O e 5 &8 B
ool 5 s sl s el el da S 5
(V) s dy S50 o558l 50l

(G 43 4D JAK.;:J\: slaslg Jaosl o 56,97
et 53 (Y TA) Wil e 550 5 (ol CukS 25
AR bl s (5L - el iS e
—masl Al L LS bl sl 4 gdr oS p s
b Sl sl b obsliad oLyl al ol (5 S5L
OSLS slas Sas wyp b s Db L;),T@.? Lo
23 5 35 e slad OUT Saeuls 5 oS o5lys sl
w Llg e aS SLI 5,5 5o Y Sl J e
S KaS 01815 6,80k spg s OUT Sals il
(Y4 ) njf‘_;a Sl

Joli &S 55 Ol o il Sl bt slasslina
sl sl Sl s Ceeal (Sals (B3l e
ol Kbl skl 4 g S eeas 5 sl ol
S pls Gt ols haw el ezl d(al )
Slasdllae (F1) Wil o OF 51 Colam 5 pllad ciliies sl
Ll Ol adils faw g Olsliwl SLijol &5 55 518

S 3 g sste 4 LOT 4 5,55 5L sl st e

053855, ssb 4 Je b5l Zafiropoulos sliel 4
S L wl 038 Uy g 5 e Db CiS w
Sl pbolle i oslssm 5 W sl Slats i
S ol ol (00) ol O3l gl (9515 5 651 2l
by o Sege 51 Dbl s 5 3l S sl o3
0 0L gils o opl 53 .00 Al o oBENS b dinjo 2
il Sleas (e a5l O riae o5 bel Olse
5 (V1) 1S o 3L Las Olyss Jsb s 1y Lo s
OLpzelils a8 Jladst CodS ol ks Jloe 4 a5 L
LS 03,51 5 1 ObT ool lanl WL S e 3l 5o

L Slas cuiaS oslaze gladle b ol Siays
35 s S e (,Seslll gd SO gla e I ealized
psphe S S Sl gl gl S gl plis S JI-
B 25 G P St I TRt
5 e sl cukS abdnl s Cdel S e b,
SERVQUAL Jus 5,8 o 53 eslizul 540 Laol sl
5 .(VY) gl O en 5 Parasuraman L g 45 ool
dry g S Obesle G Sledst CodS oLl sl ras ol
Bis) (S 3 ale S spte S o
sV 5 ()8 Ol 5 Mg Jols oS (L grme
el U5 e Olibl Gl de il e (BLS
L 25l day Olabl BB s teke S5 4 Sleas
3 Sl dm e 4 K8 s Ol 4 Ll e
o Gl s LS LUls 5 Sals Sl &S s
ol oo 5 Sl Olesle & s (6 2 4 QL] 5 slazel
sl (8 Oley polans] 5 el ar 5 a5 Jdes dAx
YY) g e ol 1y 0L i olad (5l

CuiS sbdisl 6l e syl SERVQUAL Jus
CatS ol gla sy ple balie 5o 5 Cul Sleas
Lol sbul gudes oSGl 4 Ol oo dhe 3l aS 5505 oblse
53 01 WL Slael 5 bl (leds (glalase Ciliss ¢ls

ol Sy sl ok Comal (Ol e U 5 S1sl alis

YA



(’ AJM ub’aj:vj)?.&b)j(}) 092

gy u.ﬁj_}a/’J; wf“d[éfgdew

Sl bl wsed oS 35 Cpe cpl 55 bl ey 55
e Solal amals s O e blits 5 0L pelils Ol
Loaal iy 5 A3 bl i 55 40 Bl s 5 3 S
3s0 83 b OLes Dol 5 0L Kiass ot 532> L
(SO ol coley ek 4 S LSJ}T@’.'
Jol 5 Sledbl 0Ll Wl e 5 dzils US s s gesl
A ole s gulsl

Wb iy (il Sl iS5, Seslul gl
3,30 SERVQUAL Jus ulul 5 i) el St oS
ol S S VY Gl el ol 23S 15 eslinl
= oS ) o S b el Ol olslael als a8 ol
Jolse il iy 5 358 00 OIS0 a5 (0= 3L5 o U
(04 VI Olwbl e LB (V-8 OVI50) o ses
WYV e) bl Oleebl (V)Y ENIGL) o Sl
L il Slaas cuaS A=Ye cVI5L) Jaes 5 (08
3y alss ik 5l b i alss LS o oS 0510
S eslizad b ol bl 5 Olawsae s 5l 6,800 b
Jolse slaadie sl Cronbach’s alpha ., s,
(IAQ) o Sl (/AN Slisabsl LB ((F/AA) e gens
A3 S Aol (/A) Jes 5 (/A0) bl Slebl
S dol Cews 4 +AY 55 i S Cronbach’s alpha
Al e S eIl b SLL LSS

al twpy Oblial 51 plassl slaad e v Cgr
Yool aal s ol (28 S 13 eslatal 5y ge antle i
b el 0T Slilael ansls oS conl ot S5 48
3 e Moy (0= o Sy ) = mnl ) S
OlF 5 Lhas (=)0 DYIG) sl By e Sl
5 OA=Ye EVI50) 58] blual OV eVI) els
o (M= eV skl slal 5 603 S
wl i 5 Cronbach’s alpha . s .us o (s ,Soll
OlF 5 Jaled syl gs slaadln 1 ol Jass 5o
okl el 5 635 Shs s shisel blal le

AR

3 S i) et (B L pl b (FY) 3L 556l
el Claal sl s el 6LA<=L§ Ol o Olsleal

el Je ol

LYY

oo Sheslial b (s = o 5 g Sl S R
sdle s ba b, opl s (oltle SVl LS
Fum gl 4 Yo g pdholhaal cle 4
cbalhs Jxs 5 plabs LUlg @B 0w S, Lk
e oo b odmy Ll 05031 5 s 5 S ASesI
Sy pske 4 b latass o (Jie 5 anls
VYD los 303 S (6315 g

Osail a4 al5e 55 55 olle SVslee LS b,
Gl 5 (8ol oS O3l el 45 330 0 S
stz el s skl Sl S il
SN 5 AS o np L s sl 5 Sl
D53l 3y 1y 05Se Sl ane Ly 5 bas b bl
Sl sy s s Sl ol s s () das e 18
Shysdoms oS iy om golle Vsl LS
Sass sbaes b s Sl S ol sl (e
JJs 4 (Partial least square) PLS s, .as eslind
5okl Sl w55 035 b wisel o 4 S Sl
Lo g hg) Oy 4 s Seslul gla i 035 (slalols
s 55 (Y0) 548 e alils goltle SVsles LS
Rl SHGE VT gy el Lap ol e w Sl
A oslinad (g a5 Jue 03031 (510 B

o she oKLl (ol Ol smitils S Jols (5ol anal
AW sl galal (8050 s b s sl (S5
Kb pmm mnd Sl B Ol (5Ll @ sad Ol g w
Jsop 5l bl amlr e 4 s b5 ks
0L szisls (o3 YA/V) L& Y4 a8 s S eslized Cochran

o get LS g e Olgmelils (L) VoY) 8 88 5 255



gl Slodst CodS o Lailgy s

Sl V) wsb zis LY sbipe Sl LB sl
ol ol gl bl pS0le Glael s p s
! » (Average variance extracted) AVE sl (1)
5 Lleds a0 5 Larcker 5 Fornell Lo g <oy 5 +/0 L
deo s 0 sl b 3 4e o3l a5 el OF (glrs 4l ol
23 AS e 1 syt gl Sl bl e b
Lﬁa)'Ln ‘)l &i JAAVE 9 pC ‘L;l.ﬁb L_gLA‘)L; Y 9 \ J)U}-
V5 S Jele JL oS plaw S slas ol s ol ol
L Gl sl csls

o n &l Olg e of 3l s ast . (Goodness of fit)
3,5 eslitul IS &y 4 PLS 81 cis L lasl
U'i‘ )‘J\.S.A 45) L;.Mq B (J).J:da I P30 I CA Lgl.ha_};
(5,5 Cows 4 Olg o ol s3] S 51 s GOF
ool glpetlls b 5 jeslh pl o sd e eslandd
polie a8 ayls JI3 S U Lho w s ol Lisrel Ry
(M) Wik e S e i Sl G a Sos 3

laadl

-

é;c)‘.b‘ LS_}g\ Q_}njiju.w)f
! LAe)'L..u d_e\S )L&P\ olas QL.:..: Y 9 \ JJ\J} ﬁzl}u

ol ez 4 QY 5 /A0 /AY AT LS
SPSS LI Sle i 3leslial b rags 5l ol il
4 (version 16, SPSS Inc., Chicago, IL) V1 a5
5 A o s e blaal 5 do S maw 5 5 PLS
5 300kl Bl sl (o Sle oy Slsl g dSle o lse el
Oz b Sl 5 sl 350 PRASON  Siven o o
sl Slaast S 56 Olg So y Ol o (5l
Oymer 33 PLS iy, s eslisl PLS (ool Ll5dle
Jsl s 53 &S Gl ol |25 i 5o 3l Lisrel i,
3 (Goos Slewd) Szl pny ,Seslll 6 s &
4..7-‘);3 L):.A)J'.i 6Lﬁjb.:\ E) LAO)L«: (‘_)i‘) )LM.Q‘) Lfi‘j)
slasl ey S 1y Jlae 4w Larcker 5 Fornell s,
oS 5l e sleel Lls oS S o oslgniy Lol
gl ol Lage 5 laesle 51 S (oS 5 Hlaeh
L;LGLG )Lf ;LAQ)? )\ &'i A )L&F‘ Sy 2 .,\.J(:L:L;d (6
ol Sl Lgv\:.ll.o Sele Jds s 4 S i 5 oY
A S5 okl o Gl () el ol 8 o
oslizul (pe) Dillon-Goldstein . o 3 Lol 31 &G
5l Jseme Oy S5 O L PLS &8 Ll O 51.00Y) s
s S e eslinal o gl b s el Jule ol e
Sl Gl amlons 53 Loy S 51 S a il L 3.8
Cronbach’'s . s « col Jb= 55 pl ol 5,00

Ol S 1y Slael wols b S 4 sl 05 alpha

Loslee IS5 2lss or &\ Larcker 5 Fornell YA s eled pe ol Sl el s s
(eissel Slodst S sl i) o laosle obb s p 1) Jsd
©55 w55 “s55 “s55 “s5
sk
el L sl L 5 oles _ ol Sl kB ole L Jelse
M UL;:“-I’\ Jd‘}w
VAR Vi “AY Ve | /ne Vg VA Ve | A Vg
“/ar Y Ui LAV Y | M| Y Ji JAS | Y e | oM Y Jlg
/A ¥ s CIAA Yl | A0 | ¥ i M| Y i | Ay Y i




( ajwub’aj‘f})‘rﬂuj/j)yj) ﬂfjjyfjswf“d&fgw

AA% ¢ Jlse +/AQ ¢ Jlse VNS ¢ Jlse AN ¢ Jse
+/AY +/Q +/4Y v /Y v/QY pc
VAV e oV VY Ve AVE

AVE: Average variance extracted

(Olsbead 51 bl 4l i ) ragsy slassle SLL gy Y Joir

L « L « L « L s
S ENST . il bl . e Ol 5 bl S o0 A
+/A V dl e /YA YV Jlge /A4 Y Jlse A% V dlje
<AV ¥ Jle /A Y Jlse A ¥ Jlse IAA Y Ul
CAY £ s “/AY ¥ Jle VA & s CIAY ¥ g
/AL 0 Jljuw AY 1l “IAY £ Jlj
VAL 1 Jle */VA 0 s
VAN v e v /AN Tl
*/VA A e */AL Vol
A Vo dle /A Voo dlse
+/4¢ +/4) v/4¢ +/4¢ Pc
Va\% a V4 A AVE

AVE: Average variance extracted

)L:M u'i\‘b .Ja};ja GLDY’JJJ;- BE) J..ZL:‘jA Jiib 6@0}‘;«4 LSZ..MA)\JLL.:;J%L o)Lﬂ &AVE)JQ-ASJWSUA Wﬁ
KUY R VS W PR PR o KAt S e O Kl ol cpl sl Kos glaesle b oojle O

b A S 31 ke 3 18 S b sl O S

RSP Pt PSP CAUUVN TR P o PR

B blal | oy skl _ Jelse
S ; ol ey | Mes | bl Okl | oSl | Ol LG Rk
PEITel e g
AT g Jol 52
*/AO Ve Olabl s
N NV A oSl
AT VA VY ne bl Olabl
/49 VY VY na Y Ses
CAY AN o Vg AL TAR ool o)
/A AV A A A A Nt ke Ol 5 bl
HAY V4 Y VY A AT AR 4 el bl
N VN /A JA AR AN AL AN Al S

A3 odd gl bl S0be Hdr (Shen (m Sle 3 (555 sl

YVA




esiigol ol S s Ll ey

g P e T R P B P A PR

W‘GM&J\;LAWW

o5 sla e NP LSLAUA}LZJMW;& RASERTS

ol le S 0 gasl

03 (G S b s 5 5ol S Ol 5 13

uw% MS i hisel Bl | ale 015 5 Bls | ep s B - JSM e
0] sliwl _elazs! Slrs Sl il
| MARERIAY EUSRTIPS
| LAY AR ERVAN ke Ol 5 b
\ vy A WAREERVAL) el bl
\ RN HAY VNS YL RNV | skl elaasl 5 635 S
| VAN, AT A VAR YAAE Vo il Sl S

P<on®™P<yo®

Sl RY  slie 5 5,8 o 513 eslinal 355 SO Gk 3l sy glas s s PLS gkl o S

U’fu’:ﬁ 6Lﬁﬂ.&l’ﬁ Jawjj SH J::.'LA o J::..J J‘ub“)\} RY .. WJ J""li)‘.’ J.;)Laia 3 s g,\i‘]w ey
s~ &l Stone-Geisser QY o b (opl oM .l L) olwdls S o, 3l eamen (M) ol L0
J.E.:wa sl ,me 555 3 ansly sl e S @Ulj: LR GVES T ULJ olie acwle (gl s (‘uygﬁj Yoo

&Lb}' _}-<JL‘:“ “—‘i_}“p ‘ﬁ'l C,.AZ.A ﬁJuﬂ )}AZL;« salaul U’::A; 6‘)4 B et g_,\i‘).,p A eslaad B el Vi‘ﬂ ngbwau

s bl et 00 Cmote Sl 3N S e

EN1

30T toluail _—::""’”
> 0/e2— EN3
— R™ =e/eF -
R1

/79

——

) uﬂﬂ.‘J'-\-' -1 ¥ = o R3
- _— R =efer

E
Q

- - R2=s /=
AN [ 2
R

To

orma e
B I e ey
POPRIPT, " [ o]

teiat or7s vz

2 st

—— . T2
s s
Ro=- / Orss_

st ) &wj)‘ﬂfbjfTQuJ}%jﬁsd)‘K;lgﬁjé&Mo.)\...i'a Q}AJTJ.L« R Jiw



(’ A_)Lo.«j ub’aj:vj)?.&b)j(}) 092

gy u.ﬁj_}a/’J; wf“d[éfgdew

Oy 5 Ll 5l doys Vs Joa) 3l oy i sal
Flaxl 5 35 Gl Shy Sl 5l Ao Vo5 ele
Sl Gk Sl b mlS 58 iy L Ol
ool 0 Jsdr 55 hasn gl iz QY Lastls 5 odd s

sl

blail el obasr cuas J 0 K8 L pllas

E) (_;:Jé Lﬁfﬁj E) (+/YV) w.i).b" u:’JJ (+/Y0) 6.;1)}#]
Lol ‘éﬁ )‘}L;'duﬂ '/'\ @AJ))CAJA('/TV) slead L;C‘LA.:;“
Byl s Olate! ‘_;o.b oy 5 Ll AR ol S

Bl lbls 5 doss 1 el el ohS cimas

Goosd Saand b )y D00 Jsr

e | e
Ao Qr T oLl 4d
é)‘b@’w B
&iﬂ)ﬂ)&&a;‘ v_i.&ﬁr}lﬁ om‘a)bdbbl u,...:).l; J})ﬁ@)jﬂi@bd}w
L Coles | /0T /e Y/As /Y1
Syls
3ol (S psle ol Ol ale Ol 5 Bls 35 el Sl odS
i cales | 00y - VAV | A
Sl ke
e s b g 1 (S ke oKl Olsleal b5 sel Blogil 55 gl Sledst oS
s Coles | 0/00 /e YNV | eve
,ls
‘ A Sy psbe o8l Dbl olezrl 5 35 Gla Sy » Higel Sladst CoiS
L Coles | 00t /e v/a0 YV
Sl e g 5l sme

5 ate b Olsliad elaal 5 635 G Shy 5 il
S cl O 6L sS sel s 4 @B s ol e
AL Do Sas 4 Dl w53 Oty ol
o Al b azal )T OLS,IS ol s a5 LB 5 ol
el sSl 5 i s el Sl ) ke (O e
J>= slp 0L, Gladl ol osls sdey Cwds L SIS O3l
o33 ede s Ol 5 axxl e sl s Sledst byl QLT IS
D33 L3 Ok 5 LT Bl G IS el
Sladst wlyl oS kgt il a5 Sleas 5l 0L gl
Glp QLSS (SKiven Sladl 5 bles ( Mans 05 5 0 o
ool 5 0BT s Oluabol slowl (0L gamiils 4 o iS5l
Lol 5 Jolas 0 o3 Obsmils Jfel)] 5 ool
5 ORI QLT L OS85 alsge kb, 0L,
ar s Ol pmdils Gl a4 maly Gl LSS B ooles
sk (8 el 5 Olo3 035 anlin OUT & (633 5 0505

3 bt 4 OB g J OUT sl gl e

VY

Sl QY laaxli bap ute 50 o 4 ax 5 L

Slodst CulS pite 4S5 S8 S amed 018 o s aie aea

i i wily glasdn Supily U5 25l
ol 1y Olsbead 31 ol s

05030 s sl Gllas 251 Gl S0l (a5

PO L VR JURUUE S 5 SRt W SRRV 5 N PR SV

s il el gl edd Jools ke oS el s

il e 0k 03050 6 i 351, SSLES

S o 5 Loy
Sldst CiS dal, & sl 0L Sl el @L“.}
(ol Ghy) Okl I bl sade b bl
Ssme Gl elazxl 5 35 Sty 5 oS50l bl
U5 5 Bl b 35l Sleas CohS daly LS 5 AL
OLE 56 Gl Lot b gz gl 250 Jlo e pele
Llal (s iy, slel 5 25 se] Sledst CuiS oS sl




gl Slodst CodS o Lailgy s

Sode A1 e ((Slial GLils Glsbiwl ¢ o 50) ode 45 5
250 Obbal Ol 3 a4 lwdde 5 e
3 Sl ClS wsp b odaly s 2 S adlas
L obds i glbaadse oo a5 ol Olis i
03 (80) a5l sy ol e 5 ude el Slesle i S
Slodst CokS w53 S O 5 o8 5s olo, SRasn
IS Sl gladlslon Olo S5 Slajle s 43,18 5
Sl Glis e Sl 5 Sleds Sl o (s S bl
adllae 53 poman (8)) LS odalin (gHls pme 5 Coie dhal
S 5 Sl CaS S A 5418 Suh s Yoon
3,05 55y b sme 5 Lude )y Slasle gy el L8,
Ll e (B0=6Y) 5550 Sl 3l fols slaasl (£Y)
Wb sy sbas s s 5 aps 5l ol mb
tlie s 4 s latass 3 35 0BT & | s
o 48 38 Ol 4S5 ) OlS e fBly ol

Al e A8 glarags feSh Lol

6 Sl

vjl:).ﬁjw\gwg.ﬁlfl:.i;;b@pygf;ﬁdgw)&

Sl axdy Obgmiils 5 OVsime aen Sl 5l I

LL ol culg 8 wayg)l Koy psle oK
Lsl e acmals O Kaass,

References:

1. Ghoorchian NGh. An analysis of quality cube
in high education. J Res Plann Higher Educ.
1994; 7(8): 13-20. [In Persian]

2. Beaumont, D. (dissertation). Service quality in
higher education: The students’ viewpoint.
Manchester; University of Manchester: 2012:
26.

3. Bazargan A. Educational evaluation: Concepts,
patterns and activity mechanism. 1st ed.
Tehran: Samt; 2004: 56-9. [In Persian]

4. Hasanzadeh Taheri MM, Riyasi HR, Miri MR,
Davari MH, Hajiabadi MR. Survey of

Bla 5 Slmiils 4 B 5 2l deddle OUT ciblye
QLSS Gb 5l Obmtils ol glasls s 5 ol
53 Obgmeils ool 3gm s @ Cands w53 355 6350
bLail (ap 5 Sy slal 5 Oblad 31 oLds)) (’L<'~“
Cossl g an OUT slozl 5 (63,3 Sl Shs 5 o5l
Obslial & pliiol 2,550 wll b calg 53 5,8 0 I3
s SAlke Jlaml 8 Ol D s s el Ol e
£ e Sy Sl 5 ek i usbe 4l
S s 3 Cady 5 05SSl sl s GUlg (e
(oo 25m g sse 4 sl e 5 fled (G 5 andlles
o (ST 4 Sy 5ot 4l IS s Sl
UG 5l eslanal 5 sl sbs S5, 6,58 @ 5 sl
(3 Sy 2l Bl 035 by sl g 3 s
5 Sales (o st 5 GOIS e sl Do asia
Los s BLL (s Golsds ke e
I gl sliad 4 e 2oy Ol (WS 5 T slasln g,
e 5 ol Culey sl Slele 5 ey platal;
DS 5 oS Oley Jsb Coley 5 e spam) o350l
3 e e (S I 1S 5 olsl plls (Ol 5 el
Slgs coley (Ve @ L;ijiz-"l-’ Cgrr Sl als o>
5 e sl 5 0L geiils U slial slaz! jli, ( aKE0
sl (6 sl Olse il (5 dyilianit  Jolise ol

3 Sode el Al ol Sl siene Js3 5 g Ol

observing of educational rules and regulations
by educational staffs in different faculties of
Birjand University of Medical Sciences. J
Birjand Univ Med Sci. 2009; 16(1): 58-65. [In
Persian]

5. Sarchami R, Salman Zadeh H. The opinions of

faculty on the efficiency of student rating
scheme on teachers’ performance in Iran
University of Medical Sciences. J Qazvin Univ
Med Sci. 2005; 34: 67-71. [In Persian]

6. Ghahramani M, Arefi M, Jamshidi L. Study the

effect of evaluation on faculty members’
educational performance between 2000-01 to

\A%



(’ 4_)[««-‘3 4.404/?3})4['.»5.0‘(}) 092

gy uij}a/’J; wf“d[.afgdew

10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

2005-6. J Res Plan High Educ. 2008; 14(2):1-
26. [In Persian]

Spooren P, Motelmans D, Denekenz J. Student
evaluation of teaching quality in high
education: Development of an instrument based
on 10 Likert-scales. Assess Eval High Educ.
2007;32(6):667-79.

Douglas A, Douglas J. Campus spies? Using
mystery students to evaluate university
performance. Educ Res. 2006; 48(1):111-9.
Firdaus A. Measuring service quality in higher
education: Three instruments compared. Int J
Res Method Educ. 2006; 29(1):71-89.

Shafiee M, Mirghafoori SH. Identify and rank
factors that in fluence the quality of educational
services in higher education (Case study:
faculty of management of Yazd University. J
High Educ Iran. 2008; 2: 51-67. [In Persian]
Mashayekh F, Bazargan A. Strategic planning
in education. Tehran: Madraseh; 1995. [In
Persian]

Bazargan, A. Educational evaluation. Tehran:
SAMT,; 2010. [In Persian]

Sahney S. D, Banwet K, Karunes S.
Conceptualizing total quality management in
higher education. The TQM Magazine. 2004;
16(2):145-59.

Mohammadi RJ. Quality evaluation in higher
education: concepts, principles and criteria.
Tehran: The Organization for Measuring
Education; 2005. [In Persian]

Zafiropoulos C. Students' attitudes about
educational service quality. Cyprus J Sci. 2006;
4:13-24.

Zavvar T, Behrangi M R, Asgarian M, Naderi
E. Evaluating service quality in educational
centers of University of Payam Noor in East
and West. J Res Plan High Educ. 2008;13( 4):
67-90. [In Persian]

Sahney SD, Banwet K, Karunes S. An
integrated framework for quality in education:
Application of quality function deployment,
interpretive structural modeling and path
analysis. Total Quality Management &
Business Excellence. 2006; 17(2):265-85.
Sirvanci MB. Critical issues for TQM
implementation in higher education. The TQM
Magazine. 2004; 16(6):382-6.

Kebriaei A, Roudbari M. The quality gap in
educational services at Zahedan university of
medical sciences: Based on student’ perceptions

Yvo

20.

and expectations. Iran J Med Educ. 2005;
5(1):53-61. [In Persian]

Adee A, Bernie OD. Exploring graduates’
perceptions of the quality of higher education.
Australia:  Australasian  Association  for
Institutional Research Inc; 2007.

21. Alves AR, Vieira A. The SERVQUAL as a

22.

23.

24,

25.

26.

27.

28.

29.

30.

31.

marketing instrument to measure services
quality in higher education institutions.
Proceedings of the Second International
Conference: Product Management Challenges
of the Future; 2006 May 18-20; Poznan,
Poland. 2006.

Parasuraman A, Zeithaml V, Berry LL.
SERVQUAL: A multiple item scale for
measuring consumer perceptions of service
quality. J Retailing. 1988; 64(1):12-37.

Zafiropoulos C, Verana V. Service quality
assessment in a Greek higher education
institute. J  Business  Economic  and

Management. 2007; 9(1): 33-45.

Arambewela R, Hall J. A comparative analysis
of international education satisfaction using
SERVQUAL. J Serv Res. 2006;6: 141-63.
Chang TS. Faculty attitudes toward student
ratings: Do the resultant rating scores really
matter? Taiwan: National Hualien Teachers
College Hualien; 2009.

Alhija FNA, Fresko B. Student evaluation of
instruction: What can be learned from students’
written ~ comments?  Stud Educ  Eval.
2009;35(1):37-44.

Boyle P, Pettigrove M, Atkinson C. Australian
national university student evaluation of
teaching ANUSET: a guide for academic staff.
3rd  ed. Canbera: Australian  National
University; 2001.

Green ME, Ellis CL, Fremont P, Batty H.
Faculty evaluation in departments of family
medicine: do our universities measure up? Med
Educ 1998; 32(6): 597-606.

Faith EF. Are student evaluations of teaching
fair? [Cited 2010 June7]. Awvailable from:
http://teachingresources.uregina.wikispaces.net/
file/view/Teaching+evaluations+1.pdf
Aultman LP. An unexpected benefit of
formative  student  evaluations.  College
Teaching. 2006; 54(3): 251-8.

Morrison J. ABC of learning and teaching in
medicine: Evaluation. BMJ. 2003; 326(7385):
385-7.



gl Slodst CodS o Lailgy s

32.

33.

34.

35.

36.

37.

Haji-Aaghajani S. A study of comparing the
instructors and students prospect concerning a
good instructor. Teb - Va -Tazkieh. 2001;
10(2): 47-51. [In Persian]

Homan HA. Structural equation modeling with
application software lisrel. Tehran: Samt; 2007.
[In Persian]

Chin WW. Issues and opinion on structural
equation modeling. MIS Quart. 1998; 22(1): 3.
Chin W, Marcolin B, Newsted P. A partial least
squares latent variable modeling approach for
measuring interaction effects: results from a
Monte Carlo simulation study and voice mail
emotion/adoption study. Proceedings of the
17th International Conference on Information
Systems; 1996 Sep 6-10; Cleveland, Ohio.
1996.

Fornell C, Larcker DF. Evaluating structural
equations models with unobservable variables
and measurement Error. J of Market Res. 1981;
18(1): 39-50.

Nunnally J. Psychometric theory. 3nd ed. New
York: McGraw-Hill; 1978.

38.

39.

Manuel J, Francisco J, Félix A. Exploring the
impact of individualism and uncertainty
avoidance in Web-based electronic learning: An
empirical analysis in  European higher
education. Comp Educ. 2009; 52(3): 588-98.
Vinzi VE, Chin WW, Henseler J, Wang H.
Handbook of Partial Least Squares. Berlin:
Springer; 2010.

40. Gorji MA. Review of service quality and its

41.

42.

relation effectiveness. Journal
2006; 5(12); 1-11. [In Persian]
Rezaei Dizgah M, Azadehdel MR, Farahbod F,
Gharehdaghi ~S.  Relationship ~ between
Organizational  Citizenship  Behavior and
Service Quality in the Hospitals of Guilan,
Northern Iran. J Guilan Univ Med Sci. 2012;
20(80):10-5. [In Persian]

Yoon M, Suh J. Organizational citizenship
behaviors and service quality as external
effectiveness of contact employees. J Business
Res 2003; 56(8): 597-611.

Management

v



Strides in Development of Medical Education
Journal of Medical Education Development Center

2015; 12(Supplement 1): 266 -276

A Study of the Relationship between Educational Service Quality and
Assessment of Faculty Members among Nursing Students and Presentation of
Template

- .l - 2
Siroos Ghanbari™, Roghayeh Beheshtirad
1. Ph.D. in Educational Administration, Associate Professor, Department of Educational Sciences, School of Literature and Humanities, Bu-Ali Sina

University, Hamedan, Iran
2. Ph.D. Student in Educational Administration, Department of Educational Sciences, School of Science, Bu-Ali Sina University, Hamedan, Iran

¢ Received: 22 Jun, 2014 * Received Corrected Version: 30 Aug, 2014 * Accepted: 31 Aug, 2014

Background & Objective: Continuous promotion of education quality necessitates assessment
that can be performed based on each of the elements forming the educational system (input,
process, product, output, and result). This assessment results in the improvement of educational
system quality. Therefore, the present study has been conducted with the purpose of evaluating
the causal model of the relationship between presented services quality and assessment of
professors.

Methods: The present research was a descriptive analytical study. The statistical population
consisted of all nursing students of Urmia University of Medical Sciences, Urmia, Iran, among
which 73 individuals were selected through systematic random sampling. Data were gathered
using the two questionnaires of educational services quality and faculty members assessment.
The Educational Service Quality Questionnaire is based on the SERVQUAL model and
consists of the elements of tangible factors, reliability, responsiveness, assurance, and empathy.
The Faculty Members Assessment Questionnaire consists of the elements of teaching methods,
dominance and academic ability, education discipline, and personal and social characteristics
of the faculty members. The validity of the questionnaires was determined based on the
viewpoints of experts in management and educational sciences. The combined reliability of the
guestionnaires was measured using the Dillon-Goldstein coefficient and Average Variance
Extracted. The combined reliability of both questionnaires was higher than 0.7 and Average
Variance Extracted was higher than 0.5. Data were analyzed using one way t-test, structural
equation modeling method using partial least square (PLS), self-test system, Q2 Stone-Geisser
index, and goodness of fit index through SPSS, Microsoft Excel, VisualPLS, and SmartPLS.
Results: The relationship of educational services quality with faculty members’ assessment
factors (teaching method, educational discipline and faculty members’ personal and social
characteristic) was significant. The service quality variant has the greatest effect on personal
and social characteristics of faculty members (0.27). The absolute (0.41) and relative (0.91)
goodness of fit index shows that the tested model has a good level of fit.

Conclusion: Paying attention to service quality factors could have a positive role in effective
evaluation of faculty members by students. As a result of the assessment of faculty members by
student, the performance and activities of faculty members can be improved.
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