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1) Skewness
2) kurtosis


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

[ Downloaded from necjournals.ir on 2025-07-31 ]

Ol) 65! as yuiis | AYAD (ylins; ¥ o 5lowd Y4 293

Yy

35 (Arogi Hlol (¥ g

Slgls 2oy Slyls Tobw s
03/0 N 3y
Z Y .¢
¥-/0 va 5
sv/5 WY Jlov- by
YV/¥ oY JLo¥e BYY
o
v Iy Y. Jlode B ¥y
- Jlo ) 51 5L
\7A1 V¥ r‘,LaJ
VA0 YA ol s
\idA% ) ool EMpuasss (e
YY/\ ¥y u.uLu.J ‘595
¥/ X YL 5 555
av/A VA o
Y rwd Sl
Iy VE e et o
o . Y4 Jlo v
V¥ Ve Jako
Jab cunsg
YAIY R¥A S yoxe

alusd 5 (5051

PRl p5 2 @l el G pow U Jsl clbans b oy 4 (S smsS) 9ol Sl eslitl L
Joda 3 & job e (b e Cols) poolaiel pxie Gl m o Jol dud 8wy 50 Gl 0l o>)9T (¥) Jsa>

opl &S CE)S A g e (63 dme die e 4 dgi b il o gl (+/FYD) L o pi 4 o sdnlin (¥)

Jol ausyd cplpli )yl ne pi3b lyiie cols, polaiel o sl Jo e /40 slas pmhaw 3 W ey
(F) Jos 53 &5 sbolon byt cold) pr Sloss cudeS puito Sl (w ipgd 4B oy )3 3,5 (oo 20l

oyl &S 8T ami ol e 6yl cme D3 Jaie 4 dn g bl oad 3yglp ((/EVY) L oy 9 o odmline


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

[ Downloaded from necjournals.ir on 2025-07-31 ]

VAL Glime; ¥ o lowd YA 8,93/ oyl ! (65,91 s puii

09w 55 0903l @S (F Jgae

ol 203 s ine 3l byt culs) p Gloss &l CuisS m wunl I gine +/+0 (sl pdaw 3 by

23,5 0 b £9d dud 48

5 1aibiaw] ] g .
o 3 Il bl oo 3
S1d e s | (49031 0ol B ool s g 5, Jo
L e o Std. Error| v, B
oo o/yYY < IYAY o[+ A < I¥YD slazel
ofes VoYY NIV o5 <15 Slodd oS

b olyide Culdy Gl el skl 8 Gub 5SB! (5kd WS e ol poe s
F=) bl oyl bre byt colsy g olaiel o galaily j3 (S8 Jao 235 0 dlanMo & Jodo ;3 oS 465 \lon
S o o |y e culsy wilyly do s VY slael &dly 55 R =0.225 (27.827, p< 0.05

P b 3 Cg 0l oo A (aaw 55 gl (O Jgoe

) GOSN
g .

. . dl]aa Gy o

o R | ™| < | sk |
owS | ds | TR o ol | e | | SiOF

" O | s F Change

XYW
) (@)-reve | </vvo AN -/ova. NAAT YV/AYY Y jay ofees
Y (b)-/¥Ad | «/vvo LYYy -Jovsv Y e \ ay SAY

& pobplen amdee lis SleMbl ()5l yiie 3959 5l |y Wjsite (i Lallgy (8) Jouo 3 ¥ oyl Jo
L0 3 B e 6yl s e Cyioman il o /e Ve 3gds 5D g ol aBply Sygeo Sl R )5 095 o0 sl
Joe oeimen 098 i dal lnie ol g slael o aly o SleMbl (gy5ks oS haw Jib 10 g

(Y JS5) 1bl oo ) Sygeo 0 Gidgs pow dud)d (Souw)S

SC= 1.279+ 0.290 (TR) + 0.067 (IT) +0.046 (TR.IT) + £


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

[ Downloaded from necjournals.ir on 2025-07-31 ]

Ol) 65! as yuiis | AYAD (ylins; ¥ o 5lowd Y4 293 ¥

slezel
9k
oleMb!
Sk
p els,
Sledbl
)La;p‘ o L.«.gLo)
0.225* x
Sk
*kk p< 0.0001 **k )
P<0.001  * p<0.05 Sl

P dd B (oot Ck OR93 Jaa (Y USS

oo oldy Gl el st b b Gl ) Ml gl w55 e Gingk oy 4

Pine plesido ol 5 Slass b o ey 3 IS Jan 03,5 0 dlisMa () Jyia 5> o8 55 o 2930

o 1y olyide culdy Luilly doyn YA Gleds cuaS &y > R2 =0.505 (F = 97.988, p< 0.05) wily .
S e

P4 Awd yd S ol Joans Al (ygmw S ) 9051 - & Jgd

ICHJOVES AW
Js R o | ke | s | s .
e G I Rl B T T B
000l | eSS | ey = Change
[XW

\ AL IV o JEsvs | odnen | av/AMA Y yay Joen
(@)
Iy

Y ) OV /o)y SOV | /Y | alYeA \ Va) WRY



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

[ Downloaded from necjournals.ir on 2025-07-31 ]

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

odaliie a5 job ylon Lm0 L SleMbl (6)9ld juxio 3959 31 s |y b pusiio oy bailgy 398 Jga ;3 ¥ o)l Joo
130 039y +/+0 51 58 (o3 sine 3de pmizmod il o o/ VF 3gd 13 g Canl Ay Sygo Sy R )3 9 0

o )5y Jdo eitman e e Al ol yide Coldy § Sloss CuaS fy dally o Sledbl )l (¢85 Liaw i
SC=2.472+ 0.165 (SE) + 0.341 (IT) + 0.2 (TR.T) + & 08 o 1} S o & Lhdgls oo dusd

KIIPRECIAY

sk

Sl 5k L
20

oL i

ol

\4

Sleds > Sleds CaS

= Ol 2ia
0.505* x
*

Skl g, 5ts

F=5.308

*hk < 0.0001 **
P<n NN * n< NR

P& yd oy S g Juo (V USWS

SySdaain g &g

@39 S pb plhyiba Coldy p (sptbe b bLS) Copde s 6550 58b uyp JUd 4 pole GaioS

A6 Shss pite S lgie 4 SleMbl (50l & Cunl ] 36 m bbige o g B S9p
Wl 04 8l S e yidio Colsy 4 oo wulps pd &S atih Gledd couaS g dleiel glajusie p ute
Caldy p spbe b LS| Copte 3p)8 36 ooy p 0 & (WAY) S 5 (0ad (gl b 3805 (nl @l
DIl @llas cslaslsyy (JIg8 ) Gloss i Juo 5l oolial b glaw)ly K98l )l <8 pd byt
Syudio b bLijl Cypae daslp plgis b (WWAY) gollo (oo 5 (S 90l adlllas b ol 340 ol (e
Jolge o (Smed wyp 4 ol 3 & (WM) hlKen 5 WLS adlae gols [YF] 35l alis «Slee b


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

[ Downloaded from necjournals.ir on 2025-07-31 ]

121 8591 &gt | IFAD (liame; Foplons 14 0,93 f5

ool LS sl de cSpd obyide colsy p (B-CRM) (gyuin b bl Copie i 0058y
V0] cwl illas ysls imgh b 5o dilazdlsy

oz Pl i el 48 ol 28,5 s oLy ol Jolis sas S0 4 50l (imgsy 5 Juols ol

o b 58 Reede i v B (5958 @29 S aled i nglid ol jledlitl 4, ]y 095 b jue (Sae

G s Yol 5187 0l b Lo esloiy gyt b ) g ppte (Suig Sl g 3l oolitiol s )85 095 3

il Ll 38l SleMb (g )sld dine) 15 &8 b (oSl oo Sl 5 LB g 3l dmlgd S5yl 1) b i colis,

b byl o e (S Sl i 5l b pidie Colioy maw s8] jolate 4y Giaghy ol §l Jols mls & a2 g5 L
g o by Glesd gl Sho o byide U abeS wb a8 bl odd daiy ol K6l ais b de
b o A8 (g5l patid 1) 295 i S50 83 pglain (py A8 sdalia |) Bl 295 lialacssiojl
(59 3929 A & ((Syde o (gly Jai 590 Slesd (e b bLS ) Copie (aad g el slabilgyy JeSis
S Sl s 4
Gl sy g aslis ) lyitio i 5l Jlonyl (6o b blo)l o ppte (g Sl plu b 45 (296 1L <85
olyide ) o7 i Sl Bl e 85 slate (S S > e Jlonl 1 o8y 518 (> 5 (b e d9stc
il oy g 905l 09,5 o b g (Slinios 09,5 o St b b g oty GlilnJloss] pogas > 1y 5Vl
220y pl S 15 (g e b byl (Sig iUl e (b s g )] g > ol glo a9 ks

.\wbuo C,S).w .&.&)l O]ﬁ.\n Colo> 9 OLO)'L» L;La'.cl

&Cu

(158 ) o S Jbo bl b 20l siiio culisy g g piaio b Loyl e s LS g 9 6315 oS s b V]
ATY=V0 BY AYAY 356 5 39 oot Slelllas byl Ko Sl o 8 5)

S 255 e Sl WA i b bl Coprie syt o o) Y]
o O] 08 VAT ik e S S 5. G Y]

Olpde puls 1l VAT L gl (6 ytiie i yd cCuodd Co pion, oySed gy h0pamele 0]


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

[ Downloaded from necjournals.ir on 2025-07-31 ]

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

u.ul.) o5 ul)l.wu] (J‘)‘ef ,\Y‘ﬁ\‘ u_gul) Sloss u;l))l)l) L;s);)lf LSLG(“’ﬂ) ,QLSLQ@ £ o9 ,L)uys [;]
AYY=Y0) VAR, I8 5k e Sl iy 3,Skos b syt by bl g o ala sgslls bl . bz e,mdS [V]

2 Giadio b (Sg xSl bl o pte i 0488 sl olos p (Sad () 55520 .z 9 )Y Lp syl WS [A]
XY=Y0 XYM s b oo ol yide cols,

[9] Peppard, J., Customer relationship management (CRM) in financial services. European
Management Journal, 2000. 18(3): p. 312-327.

[10]Anton, J. and M. Hoeck, E-business Customer Service: The Need for Quality Assessment.
2001: Anton Press.

[11]Nykamp, M., The customer differential: The complete guide to implementing customer
relationship management. 2001: Amacom.

[12] Menconi, P., CRM 101: building a great customer relationship management strategy. Defying
the limit: Reaching New Heights in Customer Relationship Management, Montgomery
Research, San Francisco, CA, 2000: p. 31-33.

[13]Kundisch, D., et al. Enabling eCCRM: Content Model and Management for Financial
eServices. in System Sciences, 2001. Proceedings of the 34th Annual Hawaii International
Conference on. 2001. IEEE.

[14]Oliver, R.L., A cognitive model of the antecedents and consequences of satisfaction decisions.
Journal of marketing research, 1980: p. 460-469.

[15] Bettencourt, L.A., Customer voluntary performance: customers as partners in service delivery.
Journal of retailing, 1997. 73(3): p. 383-406.

[16]Wallin Andreassen, T., Antecedents to satisfaction with service recovery. European Journal of
Marketing, 2000. 34(1/2): p. 156-175.

[17]Parasuraman, A., V.A. Zeithaml, and L.L. Berry, A conceptual model of service quality and its
implications for future research. the Journal of Marketing, 1985: p. 41-50.

[18] Zeithaml, V.A., M.J. Bitner, and D.D. Gremler, Services marketing: Integrating customer
focus across the firm. 2006.

[19]1O'Connor, E.O.H. and C.A. Hill, A Cognitive Theory of Trust. 2006.

[20]Nyhan, R.C., Changing the paradigm trust and its role in public sector organizations. The
American Review of Public Administration, 2000. 30(1): p. 87-109.

[21] Coulter, K.S. and R.A. Coulter, Determinants of trust in a service provider: the moderating
role of length of relationship. Journal of services marketing, 2002. 16(1): p. 35-50.

[22]Morgan, R.M. and S.D. Hunt, The commitment-trust theory of relationship marketing. the
journal of marketing, 1994: p. 20-38.


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

[ Downloaded from necjournals.ir on 2025-07-31 ]

121 8591 &gt | IFAD (liame; Foplons 14 0,93 A

[23] Geyskens, 1., et al., The effects of trust and interdependence on relationship commitment: A
trans-Atlantic study. International Journal of research in marketing, 1996. 13(4): p. 303-317.

[24]Berry, L.L., Relationship marketing of services—growing interest, emerging perspectives.
Journal of the Academy of marketing science, 1995. 23(4): p. 236-245.

[25]Brown, S.A. and P.W. Coopers, Customer relationship management: A strategic imperative in
the world of e-business. 1999: John Wiley & Sons, Inc.


http://necjournals.ir/article-1-946-en.html
http://www.tcpdf.org

