Slaaluls” Sy S Slods kST o (VWAF) plgdl Gy 15 (gulons 0315 L s fpasl o o
WIS O il Jde w0l LaSS EDams 0L gedils 5 OIS o8 s 31 dghun ouss b ol
NV=NYS G(Y) ) cu./ijéM/j ‘51/.bl:>/4pbu,uj;i J‘;d"“ﬁ‘ K d‘;ﬁ:

Ol s 31 Ago (w9 B OIS SALLS K9 yiIl Wilods Conied” iR
oS DMaz b gxlild 9 Ol Iy
'J1e5 181 9 U195 (0 (195 o (Adl S b g

rﬁﬂé@a;ljwﬁ(@\cyfwrﬁplﬁ;

AY/YNY o b AYIVIY e 3l s 556

Cloulst ColS e 37 4 S 1S olonkst 2S5 LatilouleS™ sl 4 GleMbl 5 blo )] clas 515 9 5515 b 2SAd
SlotliulsS” S S Slontst ol i) e pdl gy I s Sl 8L (5 iy Covasl OT b ol 5 (Sin 2ST)
T Ol l5 Ol (JeaSE Elaamnr Ol sotils 5 O dins Cuackst Olsiots OLILES oS s 1 dgo pus33 5 oK1
L

SIS Dot CoeS” et 53 OIS g ST Eesamet Oyl ol oy 2 (Sl A0 ol 53 98
UL(:’.:: ol g ol S oliboslizn] Solodst CondS™ byl (sladde Sl 2l (glaoliin sy Sl g 93 5 oSl slaabols”
elpaiu o [y BT 3 g0 Slonlst S g 3 g0 Slonkst CodeS el 53 53 5 o] 4 SAF 5 iy S ]

o] a2l 37 o33, oS (Gl 3 acddily] Soip S Solondet: S 5l Gl pSle ity ksl DAY
5 S S Dokt oS mebons (L&) ol 30 03,5T 0 ) o8> ) AT DM O smils Sy s pebas
3515 fide b Ol gmeiils (ladzl ot 4 OLE S0 1

o033 ol (ladibuleS s 155 pr 3 $UsS ol sl S sS 0Bl Sy 2SI olontst CoiS” 2RO 9l

Lyl gl b0l e 8
Sanatjoo-a@um.ac.ir «igiv w93 3 ol els Els 5 Oledbl ‘.Jg a,,f obakl Y

elhamnajdi@yah00.com «Agiv w3 5 oKl el s 5 Sl ‘.Jg Ll ) (g il Y



WAF Sls 5 5l oY ol o Jlo gt w33 p oKl ¢ Sl el 5 (IS anbtags 1A

400
5 b 5 LSS 55 SNl 5 LUl Gl I ol Sl i Lot oK sl
Slodst kS bl 4 3L (Sl St GleTejle Olyea LgbulS (Slads S i)
S8 S 3 8 ks Sy S Slodst oS o 5 355 (b5l )y Ll el
(S S Dlods (G st OS5 Slads b o 55 ok Cpimed .ol (65900 Olads i
33 S S Sl gl 2l L Lo b e FeTiay Steiw laylpl o 5L
Sy OT Slgen Lol el bl (hdy 4 95 gy o) gladle 45 Ol A&l glaaliuls”
S 5 Labuls 55 J g 4 ki Sl 0ds 2380 oy 36 Slodst oS 55 Shas phe ionte
L;Lh)‘j‘j Lo d)ﬁ.ﬁ LS:LG:- cbyc).} Sleds %@E))‘ LSLQJL.‘.” J'.‘."‘ L;Lhdl.w DL CLGJT d-\.&
Ls:-‘;la gtﬁbjéfjjg‘ Lg\.h.la.'\?u): QLA.X:—JM&‘JJ J‘;ﬁj"'é‘)d‘;u’%" O Pt
0 1 5 bl Lo 5 VYAS Jla 53 wss 3 olKiils glaailiulsS 55 Shae ol oo 5T . dilos
w5 aS ous (S S (g oSl ol SLasbulS Slodst 0555 b OT 1 i plonl
(ol Sl 0s S 5 oS ol 3 (S SN 5 e Sloks Sl gmy 381 ey
o 3l dgie o355 oKty (SlailiulsS 53 g S Sladst kS LT a8 ol tiag%y o]

Qs)b)‘}gl‘,l.b.«b-):a.\.&aj\)\slg.ljd.\.athL@Tg\j)\.(jg)\)\.,\;\.f

SRR S

il slaaliuls” SsS Slodst ChS b3l sy ol el 51 ol O
Ol gt JooSs EMams O miils 5 08 dias s Ol gietr OIS o8 s I dgiie s 2
Sl ol s opl 53 Sl JIS uligl 5 JIsS s JIS O 51 il Je aly s LT 0l 8
o) SR AN Dl G55 Candy (b n) 1L Al S Sl Sl gl (b5
258 gLl babuls”

ORI H Sl § D59 40
Lol js ol b 3 &S S S Sledst b cnlize B 5505w ol Jiagh

Je ol b g i 5 1) baluls” Sladst tovtn gladis 5 olaair 33 8 o 411 Ol 2l



Vel S Sleds ChS i AYAFOks) 5 50l ¥ oyled b Jlo

S g Cans bl bl ol Uil sl Glaabuls 53 s Sl Sledst ot 4 nils
Oleds CaS W)l Cgr e G oael p g odd gluls S S Sleds &1)1 53 5 5o
Sleds CiS b3l lp e S oDl ragh ol mls 5,8 s S (S5 S
St g el s Ctlis s |y Laluls” ol de bl e 0l A1 Glaabuls” Sy S
SLLLulS Ol e Ll 5 oo g5 cnl Olal 4 olits ) ol s imman das (6,1 DL
21 T 5 55l o8T sdsalyl SGsS Sleds S8 5 Cans bla 11y g b oKl

a3 (b (Sa S Sl CohST ANl 5 35 5 At S S s

dj‘ dwd Z:;r:“ﬁm:j.}@[)lj@ ‘) QLA-*?-%@E))‘ o) S GH\JC\’H‘ Sldles
3 eslial b odas jsba LabulS 5 o s v Sleds CiS oL, Gl adsl sl rags
S Sladst LoiS o) (sl jtag p a3 ad 5 Llodd plowl IS 5 IS5 e slasl !
b TS (5 et ls (S S Sladst CodS sl g lalid 5 (55 eonlio 4 o dizees
sl o3 5 e g S Slodst iS5 bl
1S 5 o 510 3 oslizal baS™ oot 313505 5 oo wsede SIS 5 Jdasd ¢ pandsi ¢ g Sy
DA s S iy 4 Ol Llastls, AR GLalulS Sl CiS e o
‘h.u‘,.?Afsi.hj};.bﬁwLﬁ:‘("'\')'o‘ﬁ\SJc(Y"ﬂ)rw;v\.&‘c(""/\)'uijb&w)}“(\"~~)
23 6T o33 sduos S 5 JIsSs e ool (slao,l 8 ool b s plowl Slidond (slasilinltS” cpemnl
ol s s e ol SIS S e L adiliulsS” Sledss ST b 551l ol e sl
Sl 5 (Ol J 28 (Dleds (5108 55) da ¥ 5o, S YY 3 1y glulS Sleds iS5
Sl 5t eslimal b ol glayingy e o 15 oLyl 358 Ol o8 ws 51 (O & Ol siea,
15 or Ao OT 51 4 ol siplonit A SLasbuls Slats oS b5 sl IS

1. Nitecki & Hernon
2.Yuetal.

3. Ahmed & Shoeb
4. Kiran



WAF Sls 5 5l oY ol o Jlo gt w33 p oKl ¢ Sl el 5 (SIS sl tags V)

°~.L:.M|jch§q- 46.5‘.5 c(\'"l\)',\:a c(\'"/\)'(_}}m:)lggj c(""f‘)*(xj c(\'"\)\df‘}f 6\.&&.&3};
Sy (aU B (Y"ﬂ)v‘ﬁj)\q-jc‘,l}bj}‘ 63bo (63 2 e t)‘jjc(\'"/\)’@té\)éﬁf- (Yoo M)

1 ¢ (S S Slodst sl olulid b ol Kaa s o bl s SeMbl glags,sls b b b
Slal a5 b eis gai aw OT j3 a8 dzstls (S i Sl oS i 6l 5 ooyl 5l 1 b
510b e Sl 5 STl by (8wl )8 Loty Sk sl b e Sleds b ,1 slayl
Gl IS elsl (Rowley, 2006) Las I 3 iomiw 3550 1) (Sos,S Slods CuikS (Ol
4 LS"J"’- K] t-\.."l."' U’“’lﬁiﬁ 93 Lv ny | (“"0) AU)}@.LA E) cJ.n\;‘.:b ccjﬁby‘)l.; .]a.wj: ol d:-‘;la
S B354 S YY Jols 8 IS ligl b wlde 5505 5 oo (S5, Slods iS5, 05100
2SN s o Sl elde Sl e s ol (6 s 23 06 oy G (S T,IS 1l ey
L 01yl agrlpe plSiaa 1SS list Sl oo Bl 5 0l Sl ¢ asgemly 1l dny 4
‘;u\:-]_v.},ajub‘j@)‘ﬂ‘J‘MoJu\L@TQ;ﬂgéﬁbéh)‘j‘d%—jJJ‘JJJ;)KJ&'M
s w1yl Sy S Oleds CiS

A bl s (b IS (s (s SalulS Sl LS gb5)l sk
)l IS g g 15l e 50 5 Dlatst Lok SIS o 5 1SS O a5 IS 2
adlas ¢ Sy gots 53405 Jom s GlagliulS” Sleds CukS U551l oS VAL 5 am VY Ll
Sl 350 03 ey & 5 IS (s Sty UL I (Bl e ey el ko
Gl iags cpmmen S o 5,8 o3Il ) Jliows Glabuls Sl CaiS Soluosy I ,l8
33 4z p Slalllas 51OV ) 55T g elorlosloy gu ¢ 38 5 (V0 0¥) 0 ST 5 36 sl )y
\#) LS"\'“TJKQ_;’LL)J‘A‘-"}" Lg‘_,{b 45\..#)))]3(""/\)“@)}5\5&)J@JL@.&MOJ? u;_‘
ARl (gluls js St Cuas psgin ALy ol 53 D) IS ol Coda .25 s , Lasilonles

sy 55y &S Ayl 5l e e AbulS Slds CiS e ¢l olpl b

. Cook

Lin

. Richardson

Miller

Duffy, Jaggers & Smith

. Hariri & Afnani

. Zare Mehrjerdi, Sayyadi Toranlo & Jamali
. Parasuraman, Zeithaml & Malhorta
. Surjadjaja, Goash & Anthony

10. Gosh, Sujadjaja & Anthony

11. Calvert



WMWY S S Sleds ChS i AYAFOks) 5 50l ¥ oyled b Jlo

53 oidl )l SSg mSI Slodst kS b5l sl os b Sl 8 Sl 5 Gl ol sl
DS b anes s SV 5 S o)l & 5 g AR Glasbols

e3lazel s gazms (kg (Colwsy 5 1E o5 55090 e3litul S ggui 3l LIS ke dm 03 ]
(G it /(&3 sl 5 (6 dyollanil ¢ pmn nd I g Ol £ SSle e /el (sla
L Lo oS sbajlne oS ol Slalllas alaz 51 55 (Yo 0 ) ) 250 5 il iass
.A;MIGLAUJ?@J»L:w)l,ugww..u;;@;mb;,@w&”uj@;,M;u.ug;g;
(SN g QLSS ¢ S L8 30 g0 ¢ o gas okt (DSl 5 Sl g 3 LISl Loy S
SILESTN

Slesl G0 s el slatas b e LaalulsS Sl ol 551 Ve 483 3 Ol s
55 JEsl dals VAL ans 53 izl LLulS oS Jlowie 4 (Slodst CoaiST Sb3l e 355
Mo yl873 S0 55 Gty (05 5 528 3 S0 5,5 5 bl Slads oS b 5,l sla i 3,55 )
el a5 Ol 55 LaliulS” (S S Sleds Sk ot 5 ¢ gl 5ol (g 2 40553 O
33 Al SaaliulsS” S S Slodst 4y (6350 645 oty Sgdee 155 55 ool x4
o,lal (\WAP) O3l adae iyl 5 OVYAF) (6ol sugd 5 Sl imgs 4 Olg oo Llasls 5 O
.\;Mla,u;uu.mQu,\s&b,\)wﬁwuQ;a;\utﬁuluﬁ)kdut&@,;.a;
Soslizal b a&ails glaabuls” Sy S Slodst CuiS byl 4e) )3 3 ge Liash LS
IS s 510 31 eslizal b &7 Cal (VWAA) (65 guato 5 cdies (5 albs ¢ S50 Lia sy oo Ikl (gla ) 3l
st ls 35 ol GadliulS )y 5 4

S 5 Sloast by CoiS (el CliS ol dm aw ghyls Slpl cpl il o ST
3352 o8 (SlakloulsST o sls DL 2a sy ol gl el (83 430 Yy fazie 5 03 g 03litul
Ol o8 Slyast 4 Ll g5 ISl dde )3 b fas S9SN Sleds EaiS sl &@
..u,,;t;oT,'uiub@g

LS 55 gn gdomn i3 5l aies OT 4 oddplanil Glatassy ST 01nl 53 ¢ gazms s
Uil awe 5 g Llastls e Oleds S Sb5ol 4 JISTCd 5 JIsS 9w sla il 5l eslan

))}A))_}A&Lﬂdﬁ’uﬂ Lg)lfljl L@JT}‘&‘)}S:}W JJ}A}J?Q&};&“QL‘A”&;—:‘:;

1. Babalhavaejiet et al.



WAF Sls 5 5l oY ol o Jlo gt w33 p oKl ¢ Sl el 5 (IS anliags Y

Sl S Ol 5 e JS I 535, 5 o e &y (S el 0 elizal 1S gl e 1SS
528 05 o s 5l alulS 55 35 ge Sledst CaiS oS g opl Sl S iy S
Gl mass oM s s cpl ol sle e, 5T 0 1y 0BT Sl Hlast Sl amsl 5 5 Sl 03 50 OUT ol y il
S Wil S syl 8 s Ol Al lagliuls 5y (SSs S Sledst CiST b3
3 s (i LT Lol e s il b w a5 L1 Ol (a0 slaabiuls” 5 g S Sloas

ol

PRI R s

Sy SSsS Sladst CuiS g3 oKl ST Sz O il o€ s 51 ()
313 35 6 hsline Sl LT HUasl 3 go Sledst 5w g3 oltils (SlawlbulsS 55 0
3y Sledst 5 gwgn b oiils OIS o s 1 eddailyl (SGs S Slodst CokS o (Y
3135 5 (6 Iskiae gl otils O eSS SMams O somils Uil

Slodst S o)bys gmsn b oKils OLILLS 5 LaSS SMaams 0L gmils o8 s o (F
31355 (6 oIskine gl w3 b oty (SawlulS 53 3 g 40 S S

oBils slawiliulss 53 SsSI Slodst 1 LSS SMas 0L smmtils Slylasl o (F
313 355 (6 lsline S slis Syl o 51 OLILES bl g s b

S bl 51K a5 Ol ¢ owsn b oy JoSS Sz 0L getils o8 s 51 (0
Sol3line Sl g 535 ol Kils (SlawliulS 3 i)l Slodst CoaS L SUs SI Slous
Syls sy

S sl 5SS a5 Ol ¢ owss b oty eSS S OIS o s 51 (8
Sol3linn gl g 535 oI5 (laalbulS 3 i)l Slods CoaS (S S Slous
BSyls s

(sl psde o SLdl ple) (255aT S8l slae) s (koSS SMams Ol grmtils B8 s o (¥
sl (S S Sledst S slasl 31 a5 5T 0 m )3 (6555158 5 pmikige

3, 3 g (g ylolas



MY SO Sleds ChS i AYAFOks) 5 50l ¥ oyled b Jlo

SRIE 92

ol eosls 65T 8 pay s Canle S b s S| (63,8 codn b3l s el
SBanss Ol iy o> (i (1 R ) 03 el (e o 5 B S,
Glaslitim 5l 335 oty laalbulS” SGs mS Slodst iS4 s OIS 5 LaST
ol 0 03lizal (glulS Sladst oS U5l glade I il

Wiyl i yl8 glrey 55 350 50 Ob geiils adST Cndniog 531y Lt ol gobT anl>
Jlaass 53 G558 5 ¢ wdign (Sludl ke ke S8 5l slaos s 53 e 4 Jgiie 5157
ST Jals 5509305 8 Lol GEFAF 5 ame 33) (pd p ol8ils WAR-A oo Sl 53
33,8 o885 (Sladluls 55 Syl Sletst 5 23 (e el i 53 JeLs OIS
Ld Sl g (65l T amsl Olsiea W5 cpl & OLILES 5o 8 cpl s (i OF ¢ gomn )
B3 s Cale s S 4 Gl $3la (5,8 G sed b s OIS L s DSl 3 &S
5,8 Ol Jha s ol 53 esliul (g drele Cilibes Slid as e 5 4 s0d 53 Ob g iils dral>
YOV (a5 al (S A FAF analr 3155 g0 sad om (VAV2) 08 50 5 (o S Jser 4l
anslr ol 350 53 (o 335 oKy GLagBulS 55 JEls OIS anslr 035 3 gdous 15 4 .o |
s s amel IS 5 ass Jlasl (5,5 4 500

GRL sk bas e e ha s 5 O ey b dsl A e o R )1l (b ) shtes
s Sleus CaaS Lol sldde bl gl sl b Olgea OIS 4 k5 o 50 sadile
i b 50 oS (ST S Sleds S sl gl L S ol Ol gladis b <8 8
pein ob 5 alis Slaa 5 cladits L sran (s 5l b adlllan Chne el 5 S g
LS ploa 8 OLILES 5 ravaste b &) s 5 oy 58 o 1 bl jo ol 53 ks O 5 g lulis
(il 3 g5 LT (6l Bz 535 o ils ladilulS j3 b 5 Ls g Lo el gl Colual
53 sl ge 5 wlin (ol Coliws cdmy Ctin 53 § s gans Gl S e LA o
Lo g ods ol b DUl 5 Ol g Wbl a5y o g (S5 S SNl Slest loulsS”
5 lulS b bl s eled (6bulS Sledbl slpw glaasl ¢ S5 S Slods (gl 45lulS
Ol CoiS e SAF Jolsod s b asl iyt b sty 8 ple] Ol e Sliuls”

1. Krejecie & Morgan



WAF Sls 5 5l oY ol o Jlo gt w33 p oKl ¢ Sl el 5 (SIS sl tags WF

kS 5 (OI81550) 3. g Dledst CohS o 33 315 (53,3 ol slawliuls” (s S
SN Ob goeiils Hlast| jsodd o1 b asliiin e o (D) aie sl s ) g0 Slats
3 85 0S5 LSS
3 A 033l 5 Ob e iils 51 8 (oo 535 2 S303T ot M) 25 15l (2 bl el
FLsS ST o V7 (5l s b ol ol 5153l 5 53 Laesls 3955 b e 5 b |l OIILLS
OV S sl sbul eled 53 asliiew 3 95,2 (ol CLU; LgLﬂT%\f,é sls olas 6&; A A s

ety 65373 ,8 5 Jpd b6 bl Sl el ol cals VO

Bl 6151 9 ool wdt Sledb!  fulo
Slodst CaS ¢ o333 ol ST M Ob g il o8 s 312 Jgl Ao 3
5 Solsliae sl LT sl 3 g0 Sledst 5 o 535 oKils (glaailiulsS” 3 o 1| Sy S
3yl
A8 03linal § eSS 5 S 20500 050 5T 31 and 3 o 05037 g
(n=315) g3 J3f 4o B 0go3T 31 Jol> slaaidly ) Joax

Sl (Sl
. . St (Sle
b ol s GBI 392 g0 Slous
X Z o g0 3 50 Do lhud’ua
4o B3 Sololixe B Sl ol 3t
Ol gmiifs Ll
Ob gmiile
b YRR VL /X i B A1 £/YAA ¥/\0A S s
b e | oMW | Sy §/¥A\ ¥/:04 by
Lt e | NONAR | -Y/FFY 5/F9A V/hY0 ESTEP
b e —\O/FAY | —Y/FAY ZAn3) Y/A$Y S S Sleds
b Veee | VAT | -Y/AYE A0 /0YD o gy o g
b Ve | SVBIYVA | SY/SYA SIYAY Y/FFA SUal 5 g
b e | Ee | YW A Y/YYY SN 5l g
Lk VRRTI Y7 ST . Y 0/3ay YAV Lls,l 5 les
. Ol gt aliulS
b YR R YT R R B VN o2 A AN
CL‘;"?‘

1. Spss



N0 S SI Sleds ChS i AYAFOks) 5 50l ¥ oyled b Jlo

Do S Ol bl pl 2 5bin o Sl Jol a3 ) s slaosls
Sz 0L gils Syl pelas Sl il 5 53 3 il lagliulsS 55 edialyl (S Sl
Jsl 4us 5 03037.(P=0.000<0. 05, Z=-15.383, Gap=-3.139) 3L 03,57 I, ol&tiils -l JoSS
233 50 SGa, S Sledst CuiS &S ol OT 51 (STl 55 adls Jute slal 51K 53 23,
SOle DI o ol 42515 13 (6 508 el 53 Ol gl laiote a5l 35 40 kS S sl 4o
ABulS Col g bl &7 51> OLas O smdiils Jlaiia, sl 55 50 5 59 30 (Ss ,S Slets odS”
Slos sl B3 4 Lo OIS 0 508 (Sls o 5 40 s gy S g 5 ¢S5 S0 o 5 e
Sledst oS el 4y bl o 53 Slods CokS o oS SIS Ol o ol s L3y (S9SN
5 ol dm 58 o otalie ) oo 53 S 45 Olen .Cmul 5555 Ob s iils aite Uasl 5 5
oSl V| 05,57 sl )3 ege i (Gap=-3.91, Z=-16.209) K& o 2t b bl
3 OIS Canrs dlaly SSLES &8 3505 Ol el HUsl 5 90 5 35 g0 (S S Slodst oS
Ol pmils b s gy 5 30 LU g L) e (L1 slaely b OLIAES 5 ol O il
Gap=-2.322, Z=-) IS o 530S b aloulsS Lyl s oy ccib S5 (s 53 Auled Sy
Sl LT, mlecsy b 5 albulS Cuibge 5 0L &8 5,05 ) 5 (15.377

5 o333 o8l OIS o8 s 3l ety (Sg SU Slodst SS90 Ao
3135 5 6 hsline Sl otils O (eSS SMaams O gomtils 5Uasl 55 0 Slodst

Sy 33 55 Slads OB S il 5 Ol gea O, 5 Sledss 98 wasaslyl Ol sieas Ol,luls”
S S Gyl (S S Sledst e B 13N 53 OLILEST 5505 3 Sleds &1yl Al
B e d,as,a}go\ﬁ){.wc;)ui“»@Hjstjolﬁ)K@bwldujy RH
Slodst el aa e b ipls Jaike OLS SleMb (slajls 0d 03,57 5 510 1) S9SN Sless
5 0L s ils Ul 3) g0 Sl el b s OT 11 b 53 505 Lol OLlls” 87 Sy S
Cgr 33 015 oo (S5, Sledks CodS Caliden slal 55 55 ol Ol SIS Ol jae O yade e
o3lial (2 900 0305 3l 4 b onl 035857 (515 S pladl (Sp S Dledst CiS” 550 5 0o
OIS o8 s 31 3 g 0 Soladst CudS” o (g lskinn S olis &7 Lims o OLE Y g ) Laal .a
Sl gmn pdy op) (P=0.000<0. 05, Z=-10.011) 5,15 5 5 5 OL smiils HUasl 5 30 Sladst
3 oo A1) g 53 3 o815 SLAGuLS 53 5 Jlo 55 OLIUES 43 51 oS Sledst CodS elan



WAF Sls 5 5l oY ol o Jlo gt w33 p oKl ¢ Sl el 5 (SHIAES sl tags V1P

55 130T 5l Cons (LaST Mz Ol seils DIyt pedas 4 el 42 5

SRR P9 b P U033 Jol> Sadl Y g

. t{ WPy
L Silo Rl
b o yoi Slons
b - ) Sloss
Sy b Oge)! Z o4 SBIC BIETC SN b sl
) Sololxe st )90 B
4o TR N
Ol gmaifs
Olylests”
(n=315)

(n=40)
b e \VXVZERI B RVRR R I VAL ZARY) ¥/\OA Plgawiy
b s | ONE | /Y | Sy veF S/¥AY \Jiald oleoss
asl | s | ROY/Be | SUVEA | SVAYY $IFFA F/0F S S s
b e VAP e | SNe/eaV | SY/AVY At F/PVY S5 S Slads
b RS YN S V7S RV VR e 7 0% /008 s g S g
L6 e YVO/O¢ -4/4r% | —Y/ANY $IYAY YV Ul 5 Sl s
o RS S AL CYZ- TR IV, Y-S B V/NS A F/0¥ S 55
L6 YN FY4/ e | —aved | Yg 0/44v YIAMY byl 5 poles
b V2RI VY7 YRR R VAV W e A 7N /¥y [ 0F gl Ol 5o S

sl ], Sleds ¢?¢;4§>1>ovau;wy&,&,;ﬂmpawgw,ﬁw
53 SI Do 68 Etin sl 1 e zm 53 (533 o8l SladliulsS” OIS o8 s
OIS gy g Al oSl ) oSS Sz Ol il SIS pebas (6 Sy o sl 53
! (GAP=-3.16, Z=-9.709) LLs | 5 ules dn 4 b gy 1o SIS o 2o o5 dns o OLES a1 S5l
2 i 1)) okt CohS oo OIS 55 s s 4 L oS 5 S a5 68 0 015 e 5 DK
0L smedils b 5 OlHUast sl day ol 51 b 5 OlHlast 55 0L geils Jilas s 9 o vf Ax ol s
kS 4 48 55 G a3 iy el OIS (6 el SO oy ] 2
orlazl s 4, OIS ot (s e O il 55 o8 s 1 Wil 5550 5 5 o ge Dlants

<! (Gap=-1.754, Z=-9.700) &lulS Cylus dny & by o IS o 5057 a3 0313
S 033 (o35 oS DLILES 5 (oSS DMz 0L il oS s o 1P g 400 9

13 3 (s ylolae D ples Gﬂ))}@lﬁ:«;‘)éh‘ﬁ&r{t{)))}’:}ﬁé}ﬂ‘@lﬁv‘."'



NV SO, Slods kS i AYAFOks) 5 50l ¥ oyled b Jlo

350 3D (S b @@T.\S}\:ﬁ@ Sleds &lyl 4 &S (ool 31 Ol geas OIS csjbjck.ﬂ):
G 55 5 5 0T bl cplpls 5 Lol Sl Gl a8 508" 55 5 Sledks 55 5 Ol e
(o 5 Sl 535 5 AT pde s 4 ol (S 015187 o8 I3 il o ol
Ol oisal 0358 S5 ol pl Jlazl LV a8 a4l 55l eSS aie; OT j3 1) Sleds kS
5 o B GBS (5 Sy i (B yme WlulST e (SN sl g 5 g T NS L
ol s Sglis Db hg) 4 3 eSS S Sleds LS 05by3 05 8 93 cpl o s as i
alosil o lots 1 08 wiSeslizul 5 O skl gm o S5 S Sleds (g g 33 Ol ety OLT
gl 5 LS e 3L S o3 SY Sledst CaiS 1O, STl il zaS Aol 4 e
ar p 50y el 5055 cdies OT @l b 3 355 o s 1 OIS &7 S g S Slads
r.a;loljl.gl:féyﬂa.x;w\)\q,u.u.c\aﬂjsﬁ.yQubj|o|ﬂ)55\)>\¢up%wu@\
CiS s 5 el Gl T S S st shien Lol 51 (ABT syl 50
AL e Ll e bl Sy S Ol

S ¥ Jse b eslinal (s S5 elLE Oge3T 1 55 e 4 b 0505T Gl
P=0.) 5,05 555 35 g0 Slodst kS L daly 53 01,8 5 OLILES o8 ws Ole (g lslne
S b 0l 05 8 55 ol e us (Kl Ols DI aulbs omasn (000<0.05, Z=-5.744
Hlos ST b3y OIS 51 28T adls Jute 68 ks sl _sled 531y 355 g0 Sl iSOl 187
Gap=-1.275, Z=-) &bulS SleMbl sl g slaasl » 5 0oy l8 S5l dn a4 by o OIS o i
<l (Gap=-0. 515, Z=-3. 172) (S5 831 wlin 5 3150 s 4 L g2 0 IS o 5087 5 (6.659

B3 Paw b S UgedT 3 Jol> Slaasl ¥ Jgu

oSle Sl
«3:!] o
y e Cuxog o9
5, % 3 N ] . 3
2 | 3 ) 3, | 4 S e 3
. 3 I Slows
| 2 | e Sogrse | 3t s P
’} 9 ! oy oy
'{‘.’ Q'ﬁ)l{ Q‘}‘.).gl?f
(n=315) (n=40)
b | s | YW | —OvEE | —avve ¥/ 0A ¥/AYF PLgawiy
b | s | YAVEL | WY | —j0sy /204 \ Tl s K
Al | sy | ST | rVY | —a0ve F/4¥0 F/0F S5, e




WAF Sls 5 5l oY ol o Jlo gt w33 p oKl ¢ Sl el 5 (IS anbtass 1IA

aol | e | YVESD | SENE | /N0 YIASA ¥/EVY S g S Slads
Al [ 70 | FOAV/ e | SYACE | —ejaYy /OFD F/e04 s gy s g8
NV TR B 7N £ VRN 2 N EVAA 12 Y/EA ¥/ Ul 5 il g
KU VAR IR A A SV TR I 7S W B VAL WAMY £/0:Y S sl 5
Wb | e [ YRRAL | SN | —v Y/ AV YIAYY Lyl s ol
Al | s | YORE/ | CEWY | - VA */YVY £/ 08 gloz! Ol e Sl

GLabuls 53 Sy S Ol 5l eSS S Mz 0L giils Sl o tp e 4o B
3135 5 (6 olskiae Wi Syl ) 1 OIS Csls s b oKl
b (S8 Sladst 1 (eSS Dm0 gmils S hags ol piler 483 )3
Ll 5 w93 3 oKil5 (SlawliulS” Ol lulsS” LT it U oy Sy sl 31 015107 bl
3 &S OUT LT s solea 5 S lold o |y (eSS Sams Ob giils ol s

o €SS el O 53T ) poler as b 0sa5T (sl Sl eSS Mz 0L ity ol ezl )

s eslat! ‘5';;_’.3
(n=315) g polex 4o B 0seiT 31 ol bl .F Jgour
o 3 Ol &8 (Sle
2! ‘é) o - N S Moty -3
W2 Dot Y N . . A .
3 3 3 z'{b 3, % Sygo Dloas | g0 Shoos Q)
K 9 B
"’3’~ 3 % ° st st 8
' Ol goutifs O gautifs
dolipde | 0/eqY | OYEEO | SV/PAY | —e/RY ALY idand S oas
LG s | OFEYO/d | SY/VFE | YYF F/¥AN §/9 8 ol
dolipde | 0/1OV | OFFADe | SVEFE | /YA /FEA diard S5 A e
dolipde | HVFY | FeRedes | SRFE | 50 7/vF4 #/YAY S S Sledst
dolipde | O/FVY | OVRVOs | AR | 2% #/¥04 s g s g
N R I I T - A SIYAY ZARA SISl 5 o s
b VTR ) S B /N L 7K B 7 - A BRVA ) A0 2/0\0 Sedbl sl
dplipde | H/YFV | OBAGD s | VAAY | N8R b/84v $1\9% Lyl e
b 0 o B L 7Y —YNF YYR AR F/0%D oz Ol sy GlonlsS”

P=0.091>0. 05, ) 554 o0 3, 2295 ol sl awdp /00 1 mi (g lslias C‘E’” aarg b
Sledst 1 koSS SMnamad O gomtils )it g 45 Colinn oy 40 3 ol Ay Bpde .(Z=-1. 691



N S, SI Sleds kS i AYAFOks) 5 50l ¥ oyled b Jlo

35y ot 5 B gl St ol 31 OILES 63 5 wss b oKiils slaaliuls” Sy ST
Sl 4l woman Ljls 355 Ol p,lST Sl 1 gy &S s oSty ol OIS 5 5,1
‘ég,;ﬁmy,@uﬁ@@)gu_{:;j;ﬁm,u.\s;mu,lf;)bw\ﬁ‘w).\?ﬁcmcﬂw
s LUy el 5 (SSs S Ol (ol UG 5 Ol g cdion o S g0 ¢ S5 2SN Dolouts
a5 Wlazasl 5 OIILLS” 5 5,15 3 93 5 (g lalme Soglis oS e sl 5o LT slajl 51 Olluls™ &S ys
S G Lalis s y3a das gy ol 53 1y 35 OIS Sl

WSyl day 53 0700 1 S (Gobsline o 35 5 o ke SIS (s 5 b
do cpl 53 g 4 b g el ESG Olgea bulS 5 ¢ SNl 3l g (slaasli 5 01 55T
ol s s ol Glaie 35 OS5 355 oo otalin F Jsde 4 AL 358 0 ol dm
035 et (S84 LT Sl 51 OIS S5 5 b gmdils Sl sl o S0ke OIS oS cme pis
S5 S Sl 1 0L gmtils Sl sl 5 Kle dwslin b sl 0l gl (6 laline el &7 o
SHsl OIS 487 548 0 odalie (OUT Sylasl 1 OIS ¢S5 5 Kke 5 du 4w ool o
ol e ile3 ST D51 0L smdils 3 5 51 s |y e e pl 53 (S5 SN Dlads 1 0L il
Llosls Ol b i g3tz BB slel 0T (6l 01,58 a5 wil  zadl Oljas 51 56 Ul g5 o o slis
S 53y el i dn OT 51 gy SHWSI Ol ABL 2ty 2357 ¢l day 6 Coasl 4 2
S ol p3ds nk o) .(Berry et al., 1993 quoted in Van Riel, Semeijn & Janssen, 2003)
Al o B Gle Al i .l OUT 55 sl 1 zies 0L smeils Sl asil 51 01Iuls” ¢S
S AET slul OT 3 ois €1, Sladst 1L 5 sl sl Laide sbul awejys (B8 L2l Ol 87 o8
USRS

S 5T Ol o o335 oKiils _aST S 0L gontils o s 1 tamis dno 3
ool g5 b oIy (SlaalulS )3 od &1yl Sledst LS SUs S Sledst LS sl
313 355 g I3l

OLen 5 by 03 Omen SR8 05 5 Sl Shakinr n spie Sis SU Dl S
5 (Y d) T, s O (Yo T essle (Y0 0) Bosghe 5 e alnly pelysmll (YerY)

1. VanRiel et al.
2. Santos
3. Hernon & Calvert



WAF Sls 5 5l oY ol o Jlo gt w33 p oKl ¢ Sl el 5 (SIS aubtags VY

Olgea 1) O o lsen Llasls y SosSI Slods oS 4 &8 (1010) 015 5 ailpmdloly
¢ (S5 S Sloutst CahS sl b alasly 55 555 50 Jlews 51 G ol k5 5 gmikin (glos
3550 Sladst o .ol (g il )8 o s G Sl oS (g5 p slal a3 a5l Ol e
OT 4 )5 &S Cl ol Ol oo 5T o ¢ (S5 ,501 Slodst kS sl 31 a5 )87 s
Berry et al, 1993 quoted in Van Riel, Semeijn & Janssen, ) das oo Cod Sladst iS5l sy
.(2003
GME 5T Ol 0s aeiie i oslimal o 5SS 2030 O30 3T 51 Bigb e b oy 2 (81
A8 e b ) LalbulS Ol peiils bwg odd ol CaiS  (Ss,S Sleds slal
3lal g lolid man ST GLalis 1 (6T g Syl 5 a3l 5 tul (BT 01,18 (slacs sl
,@ulu:mm};;)\)\.\{us@\,a&‘\a\.u)t;s(.;);ﬁtq)u.\scﬁ,a;ﬁbj;hdﬂﬁs

OLpslS ie Culo) 5 ediddu 35 |y (S i Slods CotS ey 0T )3 0k &1 Dbk 5 5

(1=315) g3 woey 4P 0ge3T 3l ol Sadl .0 Jguer
li o) Ebu 4> 50 Q&M
s >y o . "
¢ i- e 39y Slods ™ Sl
L) | estotine | sot5T Chi-Square | < b4 9 5 Do i dlry
4o Slas!
¥ Y/av sl
\ Y/ ¥ S")fg‘ C:L"A
Y Al S SISl
o F/FA gy
b | e \ VEO/AYY
¥ £/Y0 Ul 5 Sl g
\'4 b/av éb)&b\ 3 g sladals

Sl CuaS slasl J.;t“ Ol o Solsliae Solds b Jyd ) goka sodlsaly
SNz Ol geils o8 3 31 w93 3 o> (LaabulS s odddilyl Slods oS Sy U
Odd Lol 4 4 5 b usmes .(P=0.000<0.05, Chi?=765.927) 5,15 3 g 5 o 35,5 o&Kils oSG



I S S Sleds ChS i AYAFOks) 5 50l ¥ oyled b Jlo

4 a3 o OLES D o gl otls p slasd (Suy sl 0 baad ) (be 3l o3l | b 015 on cars b
P AS gl Ol SlS 5 ST o e (S5 S0 3150 5 mlie oy OL il o8 s
L5 80 5 et o) Gl 4 a5 bl wdls (SSs S Sleds CuiS g5y 21y S0
QM‘GQQcQ‘ﬁ)Kijééjfg\Qb.\ﬁ-%fé&w@\i)’)‘ﬁééjj:ﬁ|cb)>\y.\a{
Gladior 53 OUT Shasl 03,57 5 018 Sledbl bl 4 iy 4 5 b Cunil 5 Al 5 GlulS
(e plod 5 (ElnlS ol (sl oSl (6T A3 Oman (S5 S wlio 5 3lse dny Caliie
lraLoL L  SGs S slasls ¢ e ples S S M ¢ S5, S slaasag Las
52530 2 (G e BB O s (S5 S sla L6 IS Ko 5 (S5 S
ooty 1y (S SN Sleds EoiS gl e s ol pl e o s 3 oL 4 4 g
TR RN

eSS 56 Ol ows p o Rl ST SBnas OIS o s 1 il 4 B
Sals wgsp ol GlaklulS s eddailyl Sl CuiS 5 Sos,S Sledst CliS sl
3513 3 5 (6 ylsban

DS et b8 8,8 S0 ey 5 0505T e 4 b Ogmed 35 4 ol (o) 2 12
5 SO Sleds CiS (SO S Sleds slal (6,108 50 Ol ol OIS o s
O& wasalyl Ol gea OIS o8 ws LT & il ys Olg oo Obsmiils glacy Jol b 0T auslis
o b Sl gar Slodst 1 08 S oslinnl O sie s koSS EDamws 0L goeiils o s 5 Slodts

(n=40) b9 3 i 4 $ 903 T I ol Sadl & Jgo

b owb a5 ) S ke
. g .~ | Chi-Square u'f-’“ 9 5 Dlods i Sl
Wo 80y | Golobxe | (S5 Sl ol | ddd
¥ /¥ I W
| Y/¥Y TSI
v ¥/9A S 2SI Slads
At e v AY/VAQ
2 O/YA SISl 5 ol g
o £/00 Sl 5 5w
A AR Lyl g peles
v O/AY gl O 5o 4oulsS”




WAF Sls 5 5l oY ol o Jlo gt w33 p oKl ¢ Sl el 5 (5HIULS anliags AYY

Sl CohS r (S S St SohS bl 3T Ol joe Olio S5l § Jger slaal 4
P=0.000<0. ) Cul ,lslinn olils ol OIS o8 s 31 pun 335 oK iils (SlasiliulS s odiail |
S5 2SI Slodst Calies slal o g3 5 o&ils OIS o8 s 51 48" Line oty (05, Chi?=83.789
Ssn 5 s oy 353 g0 daliie F Jpulr 53 48 ) sb0kes Llazils Slods ol i Sslize b
LUyl s pled s ol (S S0 Sladst CohST p OLIUES o8 s 51 3T o xS SN
Ol il 5 OLILES e85 anglin b imman ol (S5 S0 Slodss SodST s 5,50 oS
3 g0) Sl gonns 03 8 93 ol B0 o7 3 53 gr otalin (Sp S Dok a5 50 0 g2
OIS el (S5 S Dlakst ST 515 56 o 508 4 s o st 03 (S5 s
Ol 5045 ilbulsS Ay 0L el &7 Jlo- 3 tbiles god Sl dny 0 5 51087 Ol gy | BLIST 5 oled dny
las S plalid ,ls (S S Sladts Sk 1) S o 508 4 e Ol e | plozrt S5

S Llosls asis Segs s 58 5B 1, 0T 457 (i 53 Sledtss 101,87 ol Uas! s
1 OT 5 a5 Sleds 31 gy 55 CaaSTL Sladks &1y 55 OIS 2 oS Col Jl= 53 opl .S
Col JME 3T dn o st 53055 53l o s 03 peed ml 2ty (il 0 5SS
OS5 das &1, das OT 3 (6 5 eaaS L Oleds (O dias Cwds O geas OLILES b Us dal
don 53 5 Ll 4l day 0T 53 Sledst CodS el 1 6 g b5l cOleds OB WS Ol e
Jlse ead & 15 3 s 0 5 51057 (o st 53l il s 0T 53 ol 1)1 Dl 51 0l L5 5
gl 032 YU (slpy (B OIS 1l oy 5 Sl 208 1087 s 51 011,18 )it el 4
@\fTr,u S dial g oal 315 01 p)l8 (2L )b Sl g ciads plonil ay OT 3 Sladts i
pde o g 53551 ol Ol o s iy Sleds CiS el K15 r D55 ol 1 OIS
S o 03 LT oy ol 5 01 o8 s 51 ABTL OIS 558 Sleus 31 0LT ol
oS g il (SO S Slds CodS FN sl s 3 4 Wl e (ST S Sleds
YL Sleds

p518) (55T S Sl (sloo) o (JaSS MmOl 15 o8 > e il s B
Sl Sk sl 51 a8 5 0l 05k 3 (55558 5 (wdiga iy pde (L
S 5 g (g lalme sl S s S

Conle a5 b ool Llowd 31 s onlizal ol S5 ST 05057 5l and 2 opl swy (81 5



WY (Ko, Sladst kST et AAF s 5 b Y ojled o Jlo

ol s sl Sen 51 slize 0l el FleMbl (sla3Ls 35500 5l o) slgr onl 1 IS a
P 553 sl o8 s sl Sosline S5 xS Sleds 1 OUT Syt 5 SISl el
ol Sl 4z 5 Ll ol sl axbls Sledst CohS (555 bl 318 a1 3T 0l
il o) Ol gmiils o s ( lsline SN 3 pde e b sl tash

DL 1y 4 b ol 0305 51 ol SaaBl ¥ g ol i b iie & gty 4053 ) e slite

..\A:d»
(1=315) g h whdd 40 B 0903 T 3 Jol> slaaidl .Y Jour
:::l;) Solobze maw | 3137 4> | Chi-Square 9y Olodds Cadas” Sls!

W IV E ¥ Y/OF0 K
b Tian ¥ Y/FYO TN
b </PVY ¥ Y/FAY Sg S Sl
W AN ¥ CIFYY s gy S b
W JANF ¥ 0/4F0 Al 5 O g
b VOV v \V/AAY SN 3l g glaaals
b N v VY Lyl 5 el

5, e ¥ FY/\AF gl Ol oy 4lonlsS”

50T 68 sl sy § 0l 53 Lslis e 1 s PR3 4 b Y gl Ol 4,
kS cplert 6 Ol o AbulS iy limalay (S S Sl slasl (6510856 Ol e 3550 )
o8l oSS Dm0l gl o8 3 oS Lol ggde Oy ol 355 o0 Aa B odal)) Sl
G Ol ety SulS dny oty (S 2SI Dlatst slal (6518 5T 5 Condl Oln o gt 53 (333
el 03 g ailie Sladst ] kST Loz

SLaalbuls 3 odishyl (S S Sladst CodS o sl Ol ol g s JS) b

1 oty ol eSS Oz Dl gretils s pebas 1S o 51Ty ol il g5 53,3 o8
Db il Gladal o & 0 035 5 (Sp S Sladst CodS o 551 p )l 55l 03,57
35 30 (S SN Dot LS a0 a3 OIS o8 s iman 5,8 Sl 5 e 535 50 L



WAF Sls 5 5l oY ol o Jlo gt w33 p oKl ¢ Sl bl 5 (SIS Al tags VYE

33 ) Obe lsbin S5l 1 (Sl &7 38 5 alie 3550 Db gmtils e Sledst el L
Sl by o (s S Oladst el 53 3 o015 (Sladlinls OLIUES ¢ Ss0bay o
03331 1y (JuoSS Mz 0L smmtils Syl el a7 6,5 0T Llardl 5 dias o @51 555
0L somtils &7 (STl b 3 g go (S5 S latst CoiS rla 0 guast 53 OIIULST 5 iomas ST
215 Aol (s 5 g 5o Ss SU Slets 1 eSS Sz

oSS Mz Ol S Sl 5 ey Sy LalbulS OIS ol Ol Jia s o)
s laline DIl ol 51 OIS Ssls 5 0L geiils Ol CIM Ol Sl 5 Lyls 5
bl ol (108 5T ¢ LaST Sz 0L geiils 5 O1ILES o s 51148 ls Olis baasdly 0T o sdhe
Ogmat 55 OILES oS Las ol Sl 0 Sogline SGs S0 Sledst CoaS 51 0UT b5
onl 53 LI Sl Sl g ol S 5 LS b (SO S Slodst slal dits dizns 1,8
aets das o 7S 3 O e 5 (S s S mbie 5 5l m g cOL gl O e 35 OIS
Lsls

Sl 35l o 5ls OLa o3 5T &8 5l slaos S Oln 3 slal (618 36 Olje g 5
o3 53 5581 05 e Ol smiils o8 s Ole (B seT Calite slaai) SOl slasl
Sali plazrl Olsiea SBulS da limalay (SSs S Sleds S bl M8 5T Ol
3, 55 9 (6 yIoliae

OISl sl Gy b 51 OIS 5 0L somils b1 G 300 oo slgiiy gl laasl & 4 5 L
S b LU OISl 03 505 @l 3 b e 355 513 OLILEST L 0L s ls Lo 5 5 (55lme BU5|
5l 4 o R SIS e 80 S Solme 5 Lot D) o4 Ol a5 Wl e 01T IS
S il )5 L By e i (310005 18 0 g OIS lataly i (S Sl Slots
JolST 0 (SC g A8 iman 3 g DMy 35 018 L T 5 B e DL shaten
Slodst 3L y5 5 Ayl (1 SST oma 53 S s 4 Sl pde (ST S0 Sles
G bl g e by Oy o el denls il Sy S Oleds Ly gL Ol 5 ¢ S5 S
Al ST el (S5 S Slods SoiS o (sl

doluls”

Sleslizal b abulS” S mSI Slods o551 (VWA) o (6 3uain ¢ s s (5l tinus ¢ SIST3 )]



WO L S SI Sleds ChS i AYAFOks) 5 50l ¥ oyled b Jlo

A ple 5 (SIS Dlellls (353 oKl SlagliulS 1anllas 3, 50) (E-QUAL) 15" 51 Jts
¥o0 WP eyes

CanlS™ ol o 93,8 082> YIS g iyl pealeit )7 Ol seils 055 ey (o ((VYAF) dons ¢ bl
5 GINES pole Ll ol )8 aabObL LibQual Uite ulat o821 ol (sloailbuleS” Soloutst
gt g3 p ol ¢ Sy b

51 owss oy GagliulS Slods CokS toin dulie LVWAY) Bl ( 15 5 damns ¢ bl
“YOD PN 053 ¢ oy 2l 5 bl IT S oV 15 3l eslinal L OIS 5 018 s
YVF

Sl 10,8 S o p dar 5 fer g 4l o Al lS Sl (VWAY) L S ISGLe (IS,

s o815 oSS EMaams O gomiils Culsy 5 eslizal Ol je LOYAY) 1 5 (5l gl 5 o) ¢ Sl
AT abile jl 5 51l Lo oleSllas o5 pl 65 0 AlbulS (gl4L1 ) Slads I lgis!
AY AL OF(Y) 693

gl BalalS” glabl ) Slods 5O smeiils Culs ) Ol OVAD) dll o ol (Ol sls 5 &Lk oo Sl
NP7 VO I 055 (kS anlisd .Olgansl ol (65 0 5 5

ST ol il as 5t blo (SlaaibulsS” 15 luye bl Slockst tnn i = o (\YAP) i 3 (5L ochae
ol ST oKl (Sl bl 5 (IS (657> bkl . e (55l 4 (63,55 50 b o]

08 i 5 5l oy

Ahmed, S. M. Z. and Md. Z. H. Shoeb (2009). Measuring Service Quality of a Public
University Library in Bangladesh Using SERVQUAL. Performance Measurement
and Metrics, Vol. 10 (1), pp. 17-32.

Babalhavaeji, F. et al., (2010). "Quality Assessment of Academic Libraries[ Performance
with a Special Reference to Information Technology-Based Services: Suggesting an
Evaluation Checklist". The Electronic Library, Vol. 28, No. 4, pp. 529-621.

Barnes, S. J., & Vidgen, R. T. (2006). Data triangulation and web quality metrics: A case
study in e-government. Information & Management, 43 (6), 767-777.

Calvert, P. J. (2008). "Assessing the Effectiveness and Quality of Libraries". PhD
Dissertation, Victoria University of Wellington.

Cook, C. C. (2001). "A Mixed-Methods Approach to the Identification and Measurement of
Academic Library Service Quality Constructs: LibQual+™". PhD Dissertation in
Educational Administration: Texas & AM University, College Station, TX.

Duffy, J. S., Damon E. Jaggers & Shanna E. Smith (2008). "Getting Our Priorities in Order:
Are Our Service Values in Line with the Communities We Serve?". Journal of
Performance Measurement and Metrics, Vol. 9)3), pp. 171-191.

Gosh, S., H. Surjadjaja and J. Anthony (2004). "Optimisation of the Determinants of E-

Service Operations". Business Process Management Journal, Vol. 10, No. 6, pp.



WAF Sls 5 5l oY ol o Jlo gt w33 p oKl ¢ Sl bl 5 (SHIAES sl tags VYP

616-635. DOI: 10. 1108/14637150410567847.

Hariri, N. and F. Afnani (2008). "LibQual+ ™ in Iran: A Subgroup Analysis by Gender".
Performance Measurement and Metrics, Vol. 9(2), pp. 80-93, DOI: 10.
1108/1467804081096790.

Kiran, K. (2010). "Service Quality and Customer Satisfaction in Academic Libraries:
Perspectives from a Malaysian University". Library Review, vol. 59(4), pp. 261-273.

Hernon, P. & Calvert (2005). "E-service quality in libraries: Exploring its features and
dimensions". Library and Information Research, 27, pp. 377-404.

Lin, Sh. Ch., (2006). "Perceptions of U. S. Academic Library Services of First-Year
Graduate Students from Taiwan: A Photo-Elicitation Study”. PhD Thesis in
Curriculum and Instruction. University of Wisconsin-Madison.

Miller, K. F. (2008). "Service Quality in Academic Libraries: An Analysis of LibQual+TM
Scores and Institutional Characteristics"”. PhD thesis in Education, College of
Education, University of Central Florida, Orlando, Florida.

Nitecki, D. A., Hernon, P. (2000), "Measuring service quality at Yale University's
libraries", The Journal of Academic Leadership, Vol. 26)4), pp. 259-73.

Parasuraman, A., V. A. Zeithaml and A. Malhorta (2005). "E-S-QUAL: A Multiple-ltem
Scale for Assessing Electronic Service Quality". Journal of Service Research. Vol.
7(3). DOI: 10. 1177/1094670504271156.

Richardson, M. E. , (2008). "Service Quality in Asian Academic Library: A Qualitative
Approach ". Master's Dissertation, National Cheng Kung University.

Rowley, J. (2006). "An analysis of the E-Service Literature: Towards a Research Agenda".
Internet Research, Vol. 16(3), pp. 339-359. DOI. 10. 1108/10662240610673736.

Santos, J. (2003). "E-Service Quality- A Model of Virtual Service Dimensions". Managing
Service Quality, Vol. 13(3), pp. 233-47.

Surjadjaja, H., Ghosh, S., & Antony, J. (2003). [IDetermining and assessing the
determinants of e-service operationsL_]Managing Service Quality, Vol. 13(1), pp.
39°44.

Van Riel, A. C. R, V. LilJander and P. Juriens (2001). Exploring Consumer Evaluations of
E-Services: A Portal Site. International Journal of Service Industry Management,
Vol. 12(4), pp. 359-377.

Van Riel, A., Semeijn, J., & Janssen, W. (2003). E-service quality expectations: a case
study. Total Quality Management and Business Excellence, 14 (4), 437-450.

Yu, L. etal. (2008). "An epistemological critique of gap theory based library assessment:
the case of SERVQUAL". Journal of Documentation. Vol. 64, No. 4, pp. 511-551.

Zare Mehrjerdi, Y., H. Sayyadi Toranlo and R. Jamali (2009). "Measuring Academic
Libraries Service Quality in Fuzzy Environment". Perfomance Measurement and
Metrics, Vol. 10(2), pp. 94-115.

Zeithaml, V. A., Parasuraman, A. , & Malhotra, A. (2002). "Service quality delivery
through Web sites: A critical review of extant knowledge". Journal of the Academy
of Marketing Science, Vol. 30, 362° 375.



