
  

  

 :  
  

1*23 

  

1-   

2- MBA )   

3-     

 
 :18/12/1392                    :14/7/1393  

  

  
          

 .    

  . »  

 «  

 )  

 (    

  .  385    

   

     

         .

                                                                                          
*  E-mail: bonyadi@iust.ac.ir 

  

44 1393 



   _______________________  44 1393 

2 

     

         

    

   

  

   :  .  

  

1-   

                 

               . 

               

         ]1[  

     

 ]2 [      

 ]3[           

                

   ]  4[.           

               

     ] 5[.          

          .      

               

   :             

         ]  6[ .        

               .   



  ...   _____________      

3 

               

.                

               ] 7[. 

  :      

      

        

  .  

  

2-   

 

      

           

        

      

] 8[.             

     

   ] 9[.  

    

 .      

   

] 10[.  

        1      

       

.  



   _______________________  44 1393 

4 

3-     

3-1-     

1(  ( )    

 

2(    ( )     

  

3(     

4(    

5(      

6(      

7(    

8(    

9(    

10(   )   ( 

11(    
 

 
1    



  ...   _____________      

5 

1   

  

  
]7[.  

   

  

  

 ]11[. ) 

 
 ]12[.  

 

 

 

 ]10[. 
  

   

 

 

   ]10[. 
  

 

  

  

 ]13[. 
  

 

 

 

]14[. 
 

 

 .  

    

 ]15[.  

  

          

 1     

      .  

        

 . 

  

3-2-   

2003          



   _______________________  44 1393 

6 

    

1 :  .           

  

 2.  :     

3 .   :              

   ]  11[.  

 »     

   « 2005    

               

  .       

           

      

      .     

        .

             

        

] 12[.  

 »            

«   2005       

  .      )

   (... 

 ] 13[.  

     2007       

       

               .



  ...   _____________      

7 

       

           

 .            

     .     

  ]  14[  .  

  - 2007  2    

-           

  .           

       

         

         

      .

 :  .  .      :

 :  .]15[  .  

) 2014( 2007       

    

  .    

          .

  

       :

    

   :           

)         (

   

                                                                                          
2. Business Horizontal 



   _______________________  44 1393 

8 

   :

       .    

 .    

 .          

  .      

         .

        

  .     .

                 

] 16[.  

  

4-   

     

     

     

 -           .

-         

  ]17[.  

  

5-   

      

    .       

 .      

 .       



  ...   _____________      

9 

  .

              SPSS   

19LISREL 72/8  SMARTPLS 00/2 

 .  

  

6-   

       

       

   ]18[ .      

        

2 .  

  

2     

      

1. )CL(  887/0  

2. )CV(  766/0  

3. )SQ(  766/0  

4.   )C(  733/0  

5.  )TC(  802/0  

6.  )TE(  789/0  

7. )BI(  714/0  

8.) )AD(  822/0  

)   868/0  

 



   _______________________  44 1393 

10 

 7/0   

   

  

7-   
     

 .          

  . 

    .  

  

8-   
   

           

        

  

  

9 -   

   

  .

     

  .   

         

  

 ]19[ .  



  ...   _____________      

11 

   3   .

  t 96/1   

     

  .  

 
 3   

  
    

  
   

x1.1 888/0  
       

01/0< 
x1.2 808/0  

       
01/0< 

x1.3 866/0  
       

01/0< 
x1.4 881/0  

       
01/0< 

x1.5 879/0  
       

01/0< 
x2.1  

866/0  
      

01/0< 
x2.2  

875/0  
      

01/0< 
x2.3  

881/0  
      

01/0< 
x2.4  

898/0  
      

01/0< 
x2.5  

889/0  
      

01/0< 
x3.1   

893/0  
     

01/0< 
x3.2   

888/0  
     

01/0< 
x3.3   

881/0  
     

01/0< 
x3.4   

902/0  
     

01/0< 
x4.1    

0/901  
    

01/0< 
x4.2    

893/0  
    

01/0< 
x4.3    

869/0  
    

01/0< 
x4.4    

856/0  
    

01/0< 
X5.2     

795/0  
   

01/0< 
X5.5     

815/0  
   

01/0< 
X5.6     

786/0  
   

01/0< 
X5.7     

810/0  
   

01/0< 



   _______________________  44 1393 

12 

 3   

  
    

  
  

 

x5.1     
818/0  

   
01/0< 

x5.3     
557/0  

   
01/0< 

x5.4     
604/0  

   
01/0< 

x6.1      
835/0  

  
01/0< 

x6.2      
888/0  

  
01/0< 

x6.3      
860/0  

  
01/0< 

x6.4      
886/0  

  
01/0< 

Y1.1       
635/0  

 
01/0< 

Y1.2       
657/0  

 
01/0< 

Y1.3       
656/0  

 
01/0< 

Y1.4       
654/0  

 
01/0< 

Y1.5       
632/0  

 
01/0< 

Y1.6       
696/0  

 
01/0< 

Y2.1        
894/0  

01/0< 

Y2.2        
897/0  

01/0< 

Y2.3        
914/0  

01/0<  

  



  ...   _____________      

13 

10-     

    . 

 

 3    

 .  

  

 

  SEM  ]20[ .  

  

11-   
 1           . 

   .      

  .        

  ( )  ( )  .  
4  .    

     .   
5       

 .   

    

      .

) R Square (    

  

                                                                                          
3. General Linear Model (GLM) 
4. Loading factor 
5. Path coefficient 



   _______________________  44 1393 

14 

  
1   

  

 2       ) t-value   (

  .       ( ) 

 ( )t  .    

95   .  t 

96/1- 96/1 +      

95   .t   

96/1   

     . 

       

   .     

  

  



  ...   _____________      

15 

  
2   )|t-value |(  

  

12-    

    )   (

  .      

   .4   

    .  

  .    

95  ) 5   ( .  

     .  

  

4     

 )1( )2( )3( )4( )5( )6( )7( )8( 
)1 ( 1        

)2 ( 332/0  1       
)3 ( 447/0  286/0  1      
)4 ( 329/0  246/0  269/0  1     
)5 ( 467/0  32/0  416/0  35/0  1    

)6 (  351/0  31/0  339/0  351/0  0.381 1   
)7 ( 649/0  523/0  624/0  578/0  0.674 62/0  1  
)8 ( 258/0  205/0  294/0  326/0  0.283 333/0  533/0  1 



   _______________________  44 1393 

16 

13-       
        

  .        

               

    )SEM(  

)PLS (  SMARTPLS  .

  PLS    

           

      

  

. 5  :  

 
 5 t     

  
   

(  t     

H1   274/0  737/2  05/0<  .  

H2  210/0  164/4  05/0<   
H3   211/0  392/2  05/0<  . 
H4  234/0  607/4  05/0<    
H5   172/0  008/2  05/0<   . 
H6  232/0  392/2  05/0<   
H7   127/0  409/1  05/0>   . 
H8  176/0  485/3  05/0<   
H9  251/0  683/4  05/0<   
H10   235/0  309/4  05/0<   
H11  533/0 599/7  05/0<   

  



  ...   _____________      

17 

14-   
  )   (  

 .     

      

   .    t 

       

   

       

     .   

  

     .   

    

    

  

  .      

     

 . t    

          

      

    .  

  

14-1-     

 

    .   

    -    



   _______________________  44 1393 

18 

 -  .      

   

         

        

   

.  

          

       

            

     

  

             

      

    

     

  

     

     

  ) 

 (  t 

    

  .  

   

       

         



  ...   _____________      

19 

        

  .  

 
14-2-    

 .    

 . 

    

        

          

 .  

     

  

14-3-   
            

   . 

     . 
 
15-  

[1] Danaeia A., Jahanb A., Saeidfarc M.; "A study on the effect of advertisements 

on customers' willingness to accept banking servicesbased on modulatory role 

of brand: A case study of Bank Parsian.Management"; Science Letters, Vol. 3, 

2013, pp: 1439–1444. 

[2] Reidenbach R.E.; Value-Driven Bank: Strategies for Total Market Satisfaction, 

Irwin Professional, U.K, 2000. 
[3] ManstrlyDahlia El, HarrisonT; "A critical examination of service loyalty 

measures"; Journal of Marketing Management, Vol. 29, 2013, pp: 15–16. 



   _______________________  44 1393 

20 

[4] Azad N., Zarifi S.F., Hozouri S.;"A factor analysis to find critical success 

factors in retail brand"; Management Science Letters, Vol. 3, No. 2, 2013, pp: 

332 - 827 
[5] Nog Phan K., Ghantous N.; "Managing brand associations to drive customers’ 

trust and loyalty in Vietnamese banking"; International Journal of Bank 

Marketing, Vol. 31, No. 6, 2013, pp: 456-480. 

[6] Berry L., Setelmn K.; Building a strong services: Lessons from Mayo Clinic; 

Business Horizontal, 2007, pp: 50 – 199. 

[7] Svein O.; "Comparative evaluation and the relationship between quality, 

satisfaction and repurchase loyalty"; Journal of Economic Psychology, Vol. 23, 

2003, pp: 2-5. 

[8] Dall F., Olmo R., Lesli de C.; "The service brand as relationship builder"; 

British Journal of Management ,Vol. 11, 2003, pp:137-150. 

[9]   Zhang S., Doorn Jenny van, Leeflang Peter S.H.; "Does the importance of 

value, brand and relationship equity for customer loyalty differ between Eastern 

and Western cultures?"; International Business Review, Vol. 23, 2014, pp: 284–

292. 

[10] Roderick Brodie. J, Whittome James R.M, Brush, Gregory J.; "Investigating the 

service brand: A customer value perspective"; Journal Of Business Research, 

Vol. 6, 2009, pp: 45- 55. 

[11] Chernatory L., Segal – Horn; "The criteria for successful services brand"; 

European Journal of Marketing, Vol. 37, 1114, 2003. 

[12] Kim H.; "The relationship between brand equity and firm’s performance in 

luxury hotels and chain restaurant"; Tourism Management, 26.558, 2005. 

[13] Crace D., O’cass A.; "Service branding: Consumer verdicts on service brand"; 

Journal of Retailing and Consumer Services, Vol. 12, 126, 2005. 

[14] John-Wuk D., Oh. H.; "Consumer’s evaluation of brand porfoliosm"; 

Hospitality Management, 26.90, 2007. 

[15] Berry L.; "Cultivating service brand equity"; Academy of Marketing Science 

Journal, Vol. 28, No. 1. 2000, p: 128. 



  ...   _____________      

21 

[16] Wallace, Michelle, Ian Lings, Roslyn Cameron, Neroli Sheldon; Attracting and 

retaining staff: The role of branding and industry image"; Journal of Service 

Research, Vol. 7, No. 176, 2014, p: 182. 

]17[  ... . 

 1393. 

]18[ »«    :

1380. 

]19[  .»  « :

1388. 

]20[ . »     «   

1387. 
 

 



   _______________________  44 1393 

22 

 
  


