Downloaded from necjournals.ir at 18:17 +0330 on Tuesday September 26th 2017

Y VAL limo; F o lowd YA 8,93 / (3l pa! (65551 g puii

39 b it b B 51 S p3ho i (& 305 319 P (o g 99
G0 (§ 99 (5998 Q)9 S g (o o Sl

" el o il T e 23985 U T Silen ilanae ! S 5 L jule

4.“.0 w,ﬂ CJb Zﬂdu.d g:«.;lijé é)\:
RV RYNRY < 0/ Y/VA

oS
59 8 i e a5 45 Sl Gyl . gl H
;d&awbln)]a;)ld*a}uu)l wlwdde)u@)yJ)mu‘swwLo))J bwb]olgﬂwy)@
&2 8 8 oS o | Gimaiy (gl dnele il (cliloy 5 (irogi dmodlsy (gpslaer gy 55 o)
Sldses Wil o bsmbwd)ul dnoly por> Sl 4y dngh b sl ol LSS Ao by (B30 (5950
u—-’.lﬁ) ol Mbdw).:w)l).ﬁ‘ Gl 045 ul?w‘d,‘vu LS‘)" QP yawd yd LS)S 4.»9@.: ‘_)»9) Q»L»‘)Jd)sv Yoo
Ll 5 ol Sl SaS 4 ol )5 (ol 05 i 5 (ool (9ol 5 adlizal b debi sy 6590

uy_w)s) ‘1,09) )lLtbbbbJabu 94J)>U Lgl)J o 4».9)5 )I)B —\JJL’ D90 CLuﬁ)f dw‘ L)“’?) )I odlawl l)é\nl;uw»))
)Ju.du.uc)»)l) )S.LJ.:.: )w.aggv Iy.cdauLCMb‘ Lg”l,.e:\f.xmu.a uLw)‘j»DD L)J‘CJLJ ) odd ool 4)15.)«&

ol 04 <8y ol S e i Colid)y 4 yoxie olpd o oS Al Glead cuaS g dloxel (gl o
1giS Slls

Sloas i wleMbl (65l (5 $9p @59F S pb (s ydo b b3l o pie plus (b yide cols,

a.khorakian@um.ac.ir Moo _owgdyd olRKuiily ¢ oolaiBl g (g )bl pole 0aKuily wu pde 09,5 Lokl ()

mjahangir@stu.um.ac.ir (Jgtame 0kums ) Mo (omr9 8 olSily ¢ ool g (ol pole 0aSLisly ey pte (558> (gl (¥

el_to423@stu.um.ac.ir gt w0933 oSl oLl 5 (g yl3] sl oAl (oMbl 5yl o 5yl ol IS (¥
(

gl wsd,yd o8l golaiBl g (g bl pole 0uSisly cleMbl (659lid o pie A5 yolis, 8" (F


http://necjournals.ir/article-1-946-fa.html

Downloaded from necjournals.ir at 18:17 +0330 on Tuesday September 26th 2017

12l 6591 &g | IFAD (lians; F 0,lowd 14 293 v

doado

Sl oslatul b g Joae Sy il caa VI @)l ggiie Sl JUI g olglhd SleMbl 4 (b jide (o pnd
LT (o3l slBy 5 byt ol sl 00 S (ypols 4y s LT (ol il sl ¢ 5B, sliab yo conss
Obyuie Shlasl g )8 o g (6yglid oyt b pol (pl 335 (0 Cgume LSS S Wl cn et I S
o g Wb plyide Cold) 95 3 1) Hlagd dswg g Cubge LSS S0 Bl Il oS 5 JSie
kol aibsy SeS Lalyd ol ply ables @l U] claatulgs g 8Me b slae 1) 393 lods 5 Cladgy 48 o
a PV asb awsh o o) obide cols) & cwl lb)Kaly &l 5 b ie cladiwls 5 bjls S bes b
3 ek ol J bl colsy e g blo)l ool ajlys bais g obyite b gge b)) )l (S5sSe e (yen
{V] 28l <oy adye 3 e b Sl g plgd )3 Blue (ot Ao
V]85 o o 1y o b Ladpe slacllid 45 o canl blik 3ply 6 gl b L)) o e
98 @ 28y b (0] 5 [F] 295 0 (65lo9m & e o 2l a2 g5 (e CBlinSS 5 Dl & il ) )l
don Jolis ot ol 38 sl " loyiio b b5 Copte (gl phaes b & (513 pogde SleMbl
Baos (gl yitio b b3l oo o Al g0 SleMbl (55513 5250 51 by b b1 sl 5l )90 o]y

Pl sl (Sao o pdi o0 ygo (UG yEe 9 LES 1S (o &S w09 2 (e ESTS »

d g yde Culdy el g Cunl (gyude cols) e Giulil ol yiie b bl co pie dlaal oy 5 Lol 5l (S
@lylde gyt claanl b 5l Coles jolate 4 g Liwly pred )3 505 o )5 o3l 3y50 )] Cudbge Lasld lgie
odos Couayles a5 WAl dmwg flyiie b blol cupte (SSgpSll slaptums ¢ boylidle s 5l slacgome
Slojlo sbsaly 3 SleMbl by Copte (59,38 5| Gy Slosd g (595 o] b (13905 dawly o 9 (5lu) 5395
S oo JWa 1y B9y 5 (ablil sl yly Copde g iy welin
s 2,13 35T oyt b yglages alaly Laios oS (b)) glojpme G2k 51 ol b b3 e
P e ol 3o )18 Slaise plpie b (b3l e oo plgis @ 1) oyl byt b LU Co e

3 olbls,l sbul (o] epbbdasi g oloj 4 (Siuly pas om) Cdg plod awyiwd oad 4 lid sl ()
V] cwl cleMbl a4y (5] 5 @y (o 9 alols 5 (Ko o

1) Customer Relationship Management (CRM)
2) E-CRM


http://necjournals.ir/article-1-946-fa.html

Downloaded from necjournals.ir at 18:17 +0330 on Tuesday September 26th 2017

Yo VAL limo; F o lowd YA 8,93 / (3l pa! (65551 g puii

@ g Oy & bl i ool ploxl (dly (S e edie G 98 @IF S S  JB ]l
Pgrge CS S slp a9 (S puie Ul e 3L e g loj Bpo piliee pol pl &5 W3S oo aalpe 080
085 ke Cold) pas el g 0398 Cgllas bl cpl (S e @ lesd )l anl8 39 (Yo > 4 (e
03,8 byide b byl Cu e piwaw j odlitwl & pli8l &S Cowl o 8 Gy g9 ®je CS pb Gl 0l 0
2 s cnl 65,80 B agel plytte b byl Copte s Cudbge adllae gl caslio oly Sl
b basye (ll Jalge (qwjp b oS conl o090 nl JLid 4 p3l 3ai0 (> (et 4l (e ol
ol @ Lol Jlse ol nly Dy <858 plytde coldy Glie 2 whers o) F1 opp @ Qliide ol
GBS Iyl 3B S8l (8 e ) (e e 42 Glyitie b bS] Copde i I o3liul oS conl
e Slaal diwly ol )3 Al (gyidie culo) p SNl (g)5ls (SiiS Joas J1 e (yp > 4yl
S9l8 Pl e (lyidie oldy p Slasd CudeS Sl s ol Cald) p sletel Sl e Sl A5 Le 5l
288 bl plyide colo) p SleMbl (5l 1 s 5 dlael b ok 5l ol Cols p Cledbl
Sless cuns

o 953 (s, Slse
9 oo b bloy)l copie «losd cuas olaiel (bytie cols) plis pwils gaisd » Sl 4 asg b

Db o AN mumlie (pl e g gu S 4 IS0 (] ) WS e B ) 3590 CleMbl (g5l

Vi e ey s
Ol o culd,

Lo VA Jlo )3 )b gl ool spSeilal 5 plyidie ol & brye wealie ool Jon slo)y b

Jgame 435 55 5l Jols Slapos (o9 p3do b g anlis plais 4l gynde Culs) (g5 Cusl 00l plo ol
380 135 (IS Lbj) Ty gl culid) ©)sSin VAV Jlo )3 [A] el 03,8 gkae (ytdie (sl cunsd b g
oled bl p plejle able oldj)l 4 adyon (o) (gyiie Colsy 3] Wb e (g9 el & Cuws Sy

23,5 0 3k ol plejle ol 5l Sla e (ly § dygs
b olan! (e Coldy D9 e o ased hllazl ol 0 0351 (lgie 4 boges (55tde cols,
@b de B aoloss 4 baye cole j wl o 5 odliil jlan wwdd b Joame G 4 (gptbe S Ll)S
Sloss bl ol cold) 098 g0 iy yai 058l Bopbo I (gmde colio) g Canl (glue (gyie Culd) 5 CudeS

CS i S (ABly 0, Sl &S lan 0 i a1y (gyide Colsy GBI Vo] Hlanl 5y50 lodd s 0l CBlyyd

1) Customer Satisfaction


http://necjournals.ir/article-1-946-fa.html

Downloaded from necjournals.ir at 18:17 +0330 on Tuesday September 26th 2017

12l 6591 &g | IFAD (lians; F 0,lowd 14 293 s

S e s °‘))91)5 |) & Fuke “"I)UQ“’| "‘5)“’ D)ﬂ"‘; )fl ‘C§l9 » ‘“\';SL;" @ a3 S °'>)9])f ‘) S puke u‘)ua"'"
F bl olesl gl S (ulo)l g caloy [N ] a8 o (lo)b polusl «jgo (nl 18 50 9 culs) ol
& S Gl pis & oo Glyllas] g il syl jo cunslls Ll oddd ]yl b G pas a5 ddlb o eas LYK
ol Lo yo Slolus! Gad ol b cols, a5 Wl o p owis 4188 i oy 51 [IV] w5 saled cwdd b Jgae

Y]

4 Cod Sodlly )3 gt iyt Lais b nlgs (U1 5t )by 4 e pljide Cld) VL sk

Cold) &8 (Sbytde Cusl jaiodgw cblos S daly ghad e838 b oS Sbyide (LKl (lp b pbytde >
Olejle ly &5 dlwsg iy ol g M e ple K3 Gl 1) 295 cute Slajpd ) plojl Sl oL
Glodd yBamdal)l ly ohg & cdlae (pl a0 (Rl 1) wis bsitde Cls dje @S ) &S Wad e
syt 3 o ()50 s 3l ol g blE 5 Ll ol o ol (oBUis 5 Sped Ll mgo s glab >

ol a4l yidio
(olesd udas

ol Wl &S Canl CuaS (s coad bl o lodd CudS < imgh cpl )0y 0y5e (slayurie jI S0 (S
b syie aollasl il guate b yie clylasl b oad 4y cuosd zolaw g 35l 03,915 1) b ide sladiwlgs
3 S asye bl 4 Wb cwss onimd al)l S o olesl a5l g x5l @Me ] 4 5 Al lalgs b ute asdl
3 A8 L g 33k 03,9 |y g yntie Slanl 2018 ST o sl g glidd (g0 |) S by ol L)
Ol S oS o porde ol @ Ll Pl sl (i oyl as I 58 ess (ST adl el cuaS ol il o
b 465 )] Caadd )l Hlanl (g pnie anu] a4y s Cwsd cudsS plplo WS e L8 1y (o e Lol cnl sl
Do oo 48,8 Hlai 5 bt clyllanl olile b 5 siSls ) cusS lgie 4y a5 Glodd cuaS V] 2ad o (S5l
me .))]) n_\a.o.c ul,a])yu‘)b Ll ol uﬁ)sw YAAD JL» 2 u»;l)l.{w@ 9 U‘“"‘)?‘“’I)L’ d.l.w)ﬁ L &S ol L5'°9'e(°"°
89 Sl a3l odds Shyal cudS 5 3 wuly8 jlead STyl cuas gy b5l e clllasl ol cwss
-0 Dyme wdd Cdlyd Cwdd gl Sl g cwad gt cl)llanl o BIKS 5 Aold lgie 4 1y Cdd cusS
Sl b clllas] g duwlie 45w 5 coldy b ladpe a5 sl (15,55 6 51 (IS5 oad STyl cuas [VA] 1S
] sl e 5 Sles

) 1y Gl oot ool el 55 Bam it g oad (63 ke Slitel 3> gl (e 09yl &5 Ll

do 3 34 00 Byl o] a8 Slosd cunS ol aitun clopg Coglel Ly wles (gabais (led i leie 4 g

1) Service Quality


http://necjournals.ir/article-1-946-fa.html

Downloaded from necjournals.ir at 18:17 +0330 on Tuesday September 26th 2017

v VAL limo; F o lowd YA 8,93 / (3l pa! (65551 g puii

CudsS gt 53 395 (slaodeg & &S pb &5 13k 4ol ol p by STIV] Lsl U dnslgs b Bidate 5 cuslio

sl Fho St Cold) p et jobo & £9d90 (pl WS (0 Jos Closs
alaic!

B gy 5 B limio Jue & ol bl (oKe3 (Stuald g2 2 S el 1 (b & Slai
e o aolosd aie; y3 dlesel 4S5yl o Sl (Vo oY) S g S VA] g VY] 3900 G U1 wilin o
aS aad o gy oS slazel VA 08 > o (EME] (VL sl kil 55 g ol 9 Cllio lael el 51 STl
Solasl b g olate] laie a slasel S0 a0 [Ve ] les nly wles! (6,500 b (g)ls blsyl obx! 5l ass
280955 03l cow )3 (¢ plucamwl j odidyyd g CunlSSl BB WS o lgie oy a5 cagai b g awiS aSol

VY] sl ons 03)5] @S

CS g 0ab 1y gy sl STy pbol Sl ol,8l 4y dlesel ful (6 iy Mol 0058 Jups Jole dloie]

Sl ot (6590 3 1y b &S cunl tde a2d clbs S 355 dlazel pas (K5 Gyl 1S o SaS I 5 S 50,

b IR paies;i8 Gl 4 slesel 1LYV ] 3jlo o Ul @l g slesiel BB 5ot slagilejlo 5 3381 L Lot

s sl eudie dlasly 3 slasel (68 IS Wadiee j5 (VAAF) Cole 5 5 )50 [YV] Al o 0L dlaly e

2 256 e e W able (b | Soyp g Blie oo (slaoseg 5 J5B sty 5 (sl 4 liebl
[V o] asls o slabasly Yol (605 S (gl o)l gy p |y diedlaly Sbyl5L puiie SO lgie b slazel

Ol pictie b ol ) cus yase

ot ) 5y 4 o5 |y alaisygl 5 Bl o oS5 e Sleflr Jie 4 gl b L)

A5 Slejle g pSmeas > ol Jele plyis 4 ]) bjute ladialss o bajls 5 2jlooe d2)lSe S (o0
Dgei bl g by oSSl 5l i g ) o yte sladtulgd g il oles o (oo b LUy Copite b 0pS o
g yubw Jelyd Wi @oni g bytde )bl g Cols) e Ll 4 B baleile woje ol 5l edlazul L
I 5 S (555 yo i )3 1) ()l yitie 8 canl (63,805 syt b L) o e [YV] Ngd o e jo ials
zrbre obl ol eyl b b5y copie 13 il o LT L blS,l e o pie dy dtanly |y <8 pb Cuxbge g dmd o0

ol (Folite 3)95 1 (b e ilisee glaog)S L bl g )l (Jlite (sladinlys (b yite & Cunl

1) Trust


http://necjournals.ir/article-1-946-fa.html

Downloaded from necjournals.ir at 18:17 +0330 on Tuesday September 26th 2017

Olrl G55 4 pi3 [ YA yliwe; ¥ oylons 14 5,93 YA

o0 4 SleMbl (5)5ld 3955 L Adbe lyidio b bl o pte piuses (ol slal I (S5 ledbl (55l

ol osal sg2g 4 ()l > Logaste 5 syt 4 o lols 3,509 3 (slod S Sy et b bl cy e
hytde b bl copse (SgpSll gt & ol Jas g syide b blo)l copte 5 gyl ol )8
3 ol e 53 295 s BB s (gytde b b5l Copte 3 ol ) i o8 Canl 03505 ol p ) olas gl
Syio LYL Ceyu 5 CotS b yatine byl ol 4 oo 255 Jobs cunlo b oyl jorls (6)5ld (slacd piv

ol 04

ORR 95y iy

S b olyde ol g gytie b bLI Copie 58 136wy 4 i (0 (WWAY) o) San 5 aid
Sbyie ingh opl (ooll anels wlazlyy (I8 ) Sloss cusS Jae 5l oolitnl b byl Ko xSl oyl
S b b g Kilon S dmnlye il 4 08 LSS ly b g JSuie 28 cpa &S st ((g)liel sl S 48,0)
38 b 3l less (Shg g Clodd 4 Lawyind «Olodd CaS o (3855 (pl @l olwl p lad S les
Do)l 0559 (6)b ime g it bl b o ol g (gytiio b bLI o e

op @ OSlas b gptde b b)) Copdo dalp plgis b (pimghs 3 (WAR) gl (ol 5 (385 )50 0l
ol (i pl glol dmels sl (AL caio ol 0,Sles b (gytie b bls)l copie dal,
b bl oo o8 sl ol ) (S Gimgly ool @l cosl G0 18 (opad 5 (F9d Lise 35 0 oSSl
IYF] 0yl s ol o dlaly L5150 0 Sas 5 colisy olaiel oo pxio b (g yiiie

Copde i 048 (el Joloe p (Simod owyp 4 glaadllas 13 (WAA) (o520 9 )Y (ool () WLS
o5 (g)lol dmals Wl oyl JlulS bl e eS8 Gbyuie colsy p (B-CRM) (gpuie b bLs)
2ol 505 e (S 3oles 10V ol 45 sl 4588 ol 13 yoyls sLulS 815 LISI5 gy (ol Sinles dan ol
Aibee bytde Cold) g s oD @leMbl CudS (o (55 5 Cute (Siused 3525 oda bl Guiod ()l
[yo]

Bin latecd 5 3 pngebo oo


http://necjournals.ir/article-1-946-fa.html

Downloaded from necjournals.ir at 18:17 +0330 on Tuesday September 26th 2017

v VAL limo; F o lowd YA 8,93 / (3l pa! (65551 g puii

(s d)5t$>

Sloel

4 4

Clots CuisS !

GBS caghdo Juo () JSUS
Dgdi e pile ) Gl B (30 egrde Jio bl
2,0 gyl me g Cute 1 b ide colsy podlesel 1) aus 8
20 gyl me g Cute 1 b ide Colidy p lodd CudlS Y aus,8

Sy phyibe Colsy Gl el olotel p 156 5kl CleMbl ()3l ¥ 4 b

D9 lyide Cald)y Gl col wlosd oSy 48l )b 5 CleMbl ()5l F aus )
G Gy,

4\.’.91> oo L;u.ul.o.u 9 u&u.oy dosly d)ﬁié» ‘_)»5) )h’ )I 9 d.)).g)lf «Bun 9 g,u.mLc )h» )‘ dm?u O"‘
izl €555 cul (SeigySl Sloss ] o st e oliosed G G368 @ ESyD e g
2 bl el wyiwd 50 drels uilyly Gl oMbl g Cund attine dxels pe (Gibe opl 0 &S bl I .asles,S
Slis b o 425 VAF diges pox> /oY oo BB (glad Jade 5 0oy A0 lueb] cops b S Jaes8 ulul

JB e g a8l Aol iy O G dlaad (pl 1 a8 0D mije8 wyted )D dsels (e (gygd> jgo 4y Aol yiuoy Voo
A5 plsl oS ol iy VAD (595 0 o Ll <Ll 3 g A8 0old eSS edlatl

Gadal il (lgy 9 2L

5 eli9)S Gl s 3l layite (bl Lloxias gl il 0ud Sl it o gl 9 bl polie (V) Jgi o
s ol 5 sl byl e dole Jos sl 5 a0 oslitl (canl Lol ulos 51 Wojlo gy syl
cslmodls sl LT s @)le 4 by 1,8 oolitul 390 Julowi gl 1) dgmg0 slaodly g o 45 395 Juols lselo]
D5 odlitl <yl ygeil g KMO asls 5l polate iy $8 b site i Jole o gl 55 3,90
S5 Lasls aie S5yl )13 (S b yao aels 5 (sl ol Casl (6,5 @505 gl jI asls KMO _asls
Do s (/0 51 5208V g00) Sygo )y p3 5 At cslio lole o (gl JL5 3,90 (slaodly rsly 5 4
il o Gl Gl Hla5 3590 (slrodls sl (ol


http://necjournals.ir/article-1-946-fa.html

Downloaded from necjournals.ir at 18:17 +0330 on Tuesday September 26th 2017

Ol) (59! & s [ AYAD oyl ¥ o lowd 14 593 ¥.

Jod & 2lg) (oosp polaie 4 )l geil (08 Joliae g KMO sl jlaiie ool pasets cawlis Sl an
2 abl /Y YL o glysanl polie eled S 505 o JlE Bl 3yse Sloj (olg) Ded e dxnlpe STl
@l 29 ansliS JUS Jlod g 455 51 i 3)90 4195 b el /Yl 58 lasS lp STiaal Jlade o590
cisllas o )3 (a3 5 0 3lie & Um0 L (S Wigel CuliS claasls lsie 4 KMO g el (505]
10 5l 58 i)l pgesl (s pbliae Jlde g /0 Sl 5t pste ales (sl KMO jlxe i il o0
S 9 €8S )5 (qw)p 3)90 baaysS SITREN olie ciged w39 cwslio Sl Glizebol Jga> Iy 8L 0
5 Wlodgss it o (gl smolio DAL s 5 4LEG (655l oty sS ol b gy + /¥ | 5 o] lole b o aS
05 4B S oo

g )5l (2L g gy oy (Y Jose

| sl | g ke | e ] L
EWgss W KMO 8 - X2 oljl ax o9l kol b a5 i o
bl

< I¥a) TR1
<I¥VA TR2

I5¥¥ i YV/oAS Ve eee < [F¥D TR3 sl
ANa; TR4
AN TR5
NISAY sc1
55 sc2
$5Y Sc3

<JA¥R <JA¥Y INTNE YA ofeen rloov SC4 ol yide culs,
<I¥5¥ SC5
<JFV SC6
-1oy- sc7
<[$YA scs
Y SE1
AEY SE2

<[OYA ISR vo/+¥. Ve ofoes o[eyY SE3 Slodd cuas
N SE4
NI SE5
Vs IT1
AT IT2

- IVAS - Ivay vo#Iyay \o ofoee A ak SleMbl (g4l
5y IT4
-I5va IT5
IfVY IT6



http://necjournals.ir/article-1-946-fa.html

Downloaded from necjournals.ir at 18:17 +0330 on Tuesday September 26th 2017

!

VAL limo; F o lowd YA 8,93 / (3l pa! (65551 g puii

Gaiad sl yaiie G ga Jloyh oty

ool plonl Slitey Wsd oo s Syl g Soelly slaggeil S ated 93 4 (gl (glagyge]]

S1iS 5 Sz sl J g dwodls g Jloy ooil el uslmodls (5)lol @is o9 Jloy syl
slael ojb 4l 4 dvgi b 3,5 o odnline 4 468 lod cawl 0133,5 &) (V) Jgax o ol uls 48 5,8 ool

(Ve ) el Wb 3y50 Wodld 3gr Jloy (158 o D bl o =) 9 )y (SuiS 9 (N>

Losl> 1392 Jlo i y903 gl (¥ Jgea

S ais 'S JUETPRT
—-/YSY o0y Sz
—/EVY By ot i
—/vay —- ¥V el (g5l
—+/-a5 ERIALA) obyiie cyls,

ol 952 sladisly

L;bu.i.:_}a_;l";h:ua

Moast e oo Copmin (GSlbCumes pite Can | odlaiwl b adllae (pl o Baiadzuly Glasuie

imogi ol @l 85 )5 yp 2y90 W dgail sl (515 Cae (ol Cundy 5 ol 4 s oISl

Cawl 05 os)9T (%) Jgda > Buioss
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