Qb yiio (51069 b (S uloy 9 Dhus Cudns o duly

Agao paw O Hlde (SdolTLl
f@\.e.“d.o S §Runs cr)};.ﬂ).n 43\})5 cv)\.aT Arw c\d\é M\)Jﬁ
WWAVAY/Y Sy @)U VYAV/V/IYA isl s @’U

0 S>>

. %

35k (slaolal 53 0l e ()1l b syl s 5 Slodst LS o Alaly gy 1 Sl a5 Coda
analr 3 8 el e Sy g 4 48 3y S 5 5l 5 oy Sl B85 sy s dedae ed
Soslinul 5 Sy geie able ol & Jili> oS Lng dghe Led 35Uy oSl Ob sie Jhash ol LT
$3Las (Slad s Sy 4 iR % Cpl 53 (6,8 Wges 3 L Yo s 0T sl oS dizals |y o&KsL
& B YYY a\?,ydj.\?;mmtwﬂﬁ#}xmgmtggau%yw,uﬁdmﬁgpsﬁ
J:H‘jﬂ\.:kﬁj}u\iﬂ‘5\.&0\;&“’};Ob;‘v\?-"OUT&)}TC&?-}MWJQ:GJJJJ‘&SMTCMQ
s oalizal (Y40 A) o o aaliion 51 DMl (6 55T5 8 (5l i S plomil a5 YWY (55 2 (51T
G R bl 5 288 55 (B S pde dSlal 5105 & Ll s e ols) el S S

(J s oy 35) gt domly oDl 33T ol tls 8555 S ke i)l wli )7
Email: farzanehfateh65@yahoo.com
Sl aedle oiils S 5 Ab I ulis 87X

dgte domly oDl 33T ol&isls 5555 S ke Lyl alid 187 ¥

Q\ﬂjaLi.‘.S\:u@f&u\mw;ﬁéj))qﬁmL;jf:sﬂd\:.’F



QA s conhn 0yl conian o 5y 5 ko 43 im gy Aslikad |:|EI|:||:|

. . . . . Z . é. . .. . rd . T . -
23 Olajen o pite dizr Qg 85 5 Oy (SNoad 2 (05 ol B35 8 5alST 0005 Sl 5 Ao 8
56y b Sleds kS it o a8 315 0L Jiass aanl aw) p i eslizul bl HLT cla.d
5 Sleds CukS o iie o Sl oyl sy oblie 5 Sute BLIGI 0L phe (g5l0bs b s ls,

.Aﬁd\.:fiﬁ‘_;)bléjdljdjs‘_;)é&ﬁ&ﬁab.\s—C,.:é:fc‘_;.\;nq\-é)

6 i 03 oL (135 s au Ly clodst CiS 1 g MS OS50
PRV

Sl el (6 e i bl o 5685 5 (K el ST s S gbis s
S0 L 038 spdee gl LIS 2 Ul odks Eoly OB WS (o e (gl ol
a im0 ) 1 plese 1) 3 B 6,8 ains 0L e sl BLSI 15,1 cleds
Dl Lk (5,8 0510 1 Bl Ol e 5 ke L el KR il skite
£ s a3 oa DL state Dolalllas (18300 Shgls) w8 a oslizal (5 2he saluls
2 el s ol s By Ku 4 S ke b 5 gm0 Sulsy YL
) ssdoe Fpgme Obia il 48 0ka il e Oljle (555T3sm
Ay el Gos 0 S8 R Gl s rie Suld) Y e 4 O 5 S
53 5 ok Cand OT 3 (6 ke o0l il oy "6 8 ol gl OF 53 487 ol

18857 00 5 65 ) sls dalgs s 5L s 1y s e O3l )50

1. Dabholkar
2.Customer Satisfaction
3.Spreng et al



EIDI:IEI v QL s gs)b\éjtggsmqujjau-\:‘-%@fw@\)

Sl S 55 15 bl gyl sl 3 e Il Dt iS¢l
OLis Slidios .(1880¢ OKan 5 v sl) Sl s 1o (6 200 Laim 5 (6 20 Culy 4
o 7 jlae 55 )5 Sais Sladst CiS 4 ghedde (ol aas g3 55 &S das o
ke atn) 3 b b o Fege 5SS Sl CohS ojg el o (sl S e o
wrh«f,u,\:.ﬂ,@%:sd\4{Qlﬁ.&».(\‘u‘?fom\,)@\6.:,',,@\,‘,\5@,Qu,\s
0Ly 5 0o awculs, » &S Cul Sl caS e x93 FGSM 9 O3
(Bl (S e i (OB 45T AL Cpeen Oliisee 3,08 o 3G LS
iy 58 Sdi gyl (T ColKan 5 D) iyl a5 sl Sl g 5 (S e
SOl sl 5 0L rie Ol ylasl S ld (s Sl O aSas e o 5o
ol @1yl Sleds LT S s U s oo ojlarl Sledsm OLL GG & ¢ 555 glaobjle
3o SeOlSl iy (Yo F oS53 55) dzen Lls |y CoiS 51 S8 L6 el
S SYsh De 4 1) (5 rhe Suldy 5wl 3b5 oI e L L oS Ll o
Ol e Laim 5 (UK oy oS Wl T 5k Tl ge SCS Hlie )3 ba0T S
i (OFAF@sl) ) 5l (Ko polle AN 4 Cmdie 5 3w bl 5 (S50

b a p3 e Gl 8l 3 (o sas 5 (Had (Bas SLl Ol pde (S Sl

1.Service quality
2.Afthinos et al
3.Robinson

4.Tangibility and empathy
5.Lee, JH& et al
6.Theodorakis



AN Jlgr i 0 lad uzin dlu ¢ B3 )5 Copde y3 i gy alilad |:||:||:||:|

¢l oo I Bl 58 Sl iy Cowd Oa slas 5 b e Sl L5555 gl
P53 SIS Gl plSS b o Rl o3l s dew 5 Bo5 g 4o O
Ao I3 555 505 av e 53 S wle s 5 oleTys sl 5 5wl il
S [ VRT S PR S FYRCRE 08 e 5 la)
s OBl L sdoms by S 4 Gras g L 1) (651565 p g <(1449) Tysds 3l
o3l S B 5 b ge 3T Al g 0T 55 et 5b 4 Slodst b J guames
YV S 0 S e G w550 (62 40 s Luis Col Llg o0 05dll Oy g 4
L;,\;b,bwgwwwuu»;.ﬁ,,\uuﬂé S A L0l
&S Sl adsl OL j2iee L;‘fr@éf@.ﬁubbv.ﬁsw Az LS s (6 2
SOl Cmite 9 35 5 (oIl 5 el slate 4 10505 o 0313 LOT 4 Sl o i
S 0L i 4 CatS o SYL L 5 5 sdidl )l Sledst ole sl a5 sl (659 0 Sl
5 0L e a4 e 3 opl 45 ALST &l A Olole e le w5 Lol
5 sy (VY SGI5) 348 e 0L fie Co b 51 Ol 0T 4 Cote (g lsliy 5 S5 sl
s b ,lals S Sl Gl Flo Bld s 0L mie g)bly la el ol
3 bl g 5 Slads ladle sl Sl b Codd go 0SS (6 20 (551365
&Sy 5 (05 g slezel Jr Aol Sl 53 035 1ls s a0 sl O zie 4SSl U‘.ajf

OJ;CﬁjQL")L‘MJav\?—QL @ﬂjdé}:ufrfL}JJMWJ((w)

1.Hayes et al
2.0Oliver
3.Duncan



|:||:I|:||:| e Ol it 1385 b Gkincald ) 5 ks kS o iy

Ayl Olejle ety (5 8T5 0w » e 5T 5 0ld Olajle VL L) Eeb i I
Sl it Ol e S skt 4 05 T (IS e o & Sl 3l 0L bty
355 e 53 €088 W ol ol 5l ab O 2 Lo b aglie 3 6l o 0S5
(5 S ) OT 53 (505l 21531 Oljen L OL e Sl ) il O s o5 515 0L
Ly olsb 5l nn YV gl Culd) el o £ 5 51 (513l 5 6 2t Suld) (s dlail
OT 51 laby W9 358 S Ghesls, Sl ug.wa &S 54 dime (69 S oo s
Ob j2in 4 ol 1yl Dlodst CdS atw gy sl Jlods Ol b ol ol €3 585 ol
03 yod o 15 0L e Sl 63 g g0 DMK 5 laansd o) b il b les U501
o 53 0L e GelslS) 5 Dlads b lawie Comy il Sy (265 Cojn o
5 oal) kem) Sl Bios GLlL 53 e Eole SIS B Sl
2B S5 s SOl 03 S o )lal (Y4 49) O suinly &S sbilen L(VWMOLKan
s Sleds @Sl gl il oo plaze Sleds GOkl e 511 LOT 87 &yl
S0l & Sl il 5 s 5 a0l 53 Y gens Ol e oSyl a3 jls S Al
S Al o 25555 ladlejlo o dlad 53 LLel oS! p o 5 4SS g0 amrl e (5555
Jolse ol o8l 4 Gl el 5 (3555 0 ) Sl e 00,8 o Dse bl
b1y Sleds O wasalyl ple 4 Cod 555 sObjle iy ks Olsl Yl
23l g S e &l plyls S Chli  Glele a5 oS T 1l JLs

S Shhe O ighsr o geoms ghls Olsie 4 0L 2l (555 Gl gladljla

1.Saderland



GA e conhn 0yl conin o by s ko 43 im g Aslikad |:|EI|:||:|

Sy i CE\) 53 9 S e sl s g Ll ol p S o b Gl Ol SSL s 4 (a\.,\E\
355 0Lz OT 51 2 5 blad o 15 (6 2 62 il oB08L S ke 5l iz
SR 53 IFAR) (6 (WA SLas,y) dads Cows (1) (6 2aS (6 i 5 AS L |
Ay s cpl ol plonil $SGp ) 5 e ST Sbel&al 0458 55, 5 oS 55
00 (gl 5 LS Oljn b (s 458 QUL (slarl 5,5 5 o
5 0l T, 5 jawdy Ol daas gams OS5 OUSLE awds oy pde
Al e alSal ol 5 Ol e stialalsy else op e S OLT 5 bt o s
ot G 0L i Lol Ol o sges Ol 5 Jrag 5 (YY) Ly o S
3k 53 s g 3l Al 0 DUl 51 0L e Coly o e 6l (558 oS
Sl hle Olse 4 g pie )bl i 5 Ll SUlS (6550l edomy Slazil 5 26,
Ol 203 53 (Y A) TS (Ve YTULE) ol o o O3l S ok 81
- 5B (o) sdoe L 5 Sy cedd @yl Sleds I OL gie ol S sl
- o Slods CiS 0L i STl &S 5 S Olsie Olg oo plple (T P ACs ) 3,108
(100 2) T35 Bl eds 1) Slads oS 1 OUT (stieyld) o oS o Sate il
Calby o ey a4 515 plonil (S5La0d oSl (535 p oS 35 JRash 3
552 3 S e (Dl (Sl (Slay (2 an Sl S Suls ele

Shalp eolasl Ol 51 oL nie (g)laby s 0L ie Cully Jelss o 5 55 LS,

1.Greenwell
2.Caruana
3.Bodet

4. Deniz



I:“:]I:IEI e O e 551305 b eyl 9 Olads CudS o dal

S 3 g8 0 g (o513 (6 2 S Ol sie 0 LS @ lab g (6 phe G e sk 4550
) 53 3 35 on 5 e Ol e Sl el 0105 35 Sladst oyl el 5 05 L
Lalgt 6 a1y 0T ail ool Sl I o zie S15)ls (628 a5 35 4 Ol
4S Wilodamy 4ot pl 4 O K gy (i€ dial i L3 w1, O sl st STy oS
(Y A) O 5 sl dow VM Sl 3) Wis & iy o3 51,0 0L e 1 as
Colo)y wleds 28 Ly Slds Caio 55 0L tie g,bly Olge L3 allis s
Ob e (g lsly 5 odacST sl Olodst ClS o dlal)y gy 4 lazel 5 dgnd (6 2he
@l 8559 Dleds CuaS 0L i ¢S )5 45T S8L s 4z pl a9 s
Olsis b han 53 (YA ' Calgs ol 5 (eiiees alaly OL e ()laly L o
0% 34 Sty Slodst w1y 0L ke gieddMe ¢ oD 5 Sl Cats y5 26, 6Ll
Sledst 4 0L e o8 513 0L sy mls 5,8 gy (SobT o a0 g T
335 Qe ) Slaady Sl I e sme Gbaas saze Ajls g Jlady
s Ul e (S s Glas e ) Lkeddle Sleds 4 s OL sk
Sl 458 pl 4 5 0L the Sl 4 a5 b 8 oa O1elaL ol ol i
Ol 3, &s 5 Soslie 5 1y 550 3l 3 Sy bl b 5 plaws e ¢ Sl
Jelse gt 5 0T 03505 Jlsls 5 O e Sl el 45 ol hos al by Sias
dr 5 LI Lyl g s ol el 31 3555 ST, 4 0T (51065 Ol e s 87,50

Oy o laldd 48l 3l e el 5 dgde 48 53 3)bky ool aws 0 25 o

1.Woolf



QA s conhn 0yl conian o 5y 5 ko 43 im gy Aslikad |:|EI|:||:|

S8 ol Gl Wl I3l men 5 S1p DBl OIS 5 0 8 5 b g S
23 ek g i ol T s 5 5hs SLolL Culg so s 30 S O (SBI0s slalad
plowl ae ol 53 (Eass U T s s 4 Fis 0 baolal yle Cond & LolSal 55
Sl el pl Ol ke 41 5 0ds atld (SUl 458 ol Cand 5 S8 L& b 33
o by Eags pl ya I ALST (6 i MW s O i b g Cod Cgm 5o 55
g0 gt eh 35bhy Lelal s O tie bl b shaiols) 5 Sleds iiS

255 55 g
PRI (ewld g,

S Dopen O SLMB! & Lol (Sores 5 5l 5 o5 2 SR,

ol 4 oS ] o 0L 2ie oled Joli i g cpl ol amsle ol o (5,575 8
LaolSal g 5 ol DU S ealizal 5 &y pde il ole 7 Jilto oS e e 35Uk sla
LaolSlaly o315 slael & Yorr spde fash 3)sm anslr o T 511 sy cazals |
S Aimd DB gy kbl gn S TYY 1ad g sltas 108 go Ul bl il oo
RN alliow 5 FYY slias 9 Cowl ol (’l’*;‘ bl (ld o Sy 4 Gagh opl o
GolT o 5 @ g ¢yl 5 i gdbes (slaasliton p 28108 LS 51y &S s (5,575

Y . N . . - . .
}:5u:’~' &Ja..w}? J..ab- U9 6‘“" M\;.:..\.uf; ;.s)f (abu‘ Mt“:"‘”ﬁ: Yvy S

1.Morgan Table
2.Yi — chin liu, A Dissertation Project Submitted to the Faculty of the United States
Sports Academy



EIDI:IEI v QL s gs)b\éjtggsmqujjau-\:‘-%@fw@\)

Geiod V) 5l aaliin s V) S 5 5 pleal b oS 5 555 Sy ppite 61T ey s (T0A)
S (el Gims) | LS Coner G S hs Lo B shyls & 5 p odel Caws 4 e
S g ok LS5 Jlge VY G168 T Oleds kST oLl oo Jige & Jels
31870 e by Sise Sulg 53 58 8 55y Jlge Yo oSO ke siaiyls,
7SS e s B 0T bl et sl 55 Bl e e S5 1 A
sy 03 g 03,5 eslitel VG G355 Sleer o Gl Flis S GWT s
Jlesl 5 Ok S L LT syse 2loy S e Glaaliinn ; 4am 5 51 L ol
won opl 02 p Y Gaass &S (a5 Ly pde A5l SEGE ) o5 A 5, 6 S-Sl
4 Fs,S ST s Goib 3l hass amal 53 131 gLl mees b Ayl il |
(oke) | e s LT Gla iy Sl Wesls e 5 4 e sl (@ =2 /AY) LT S
el =055 sad S 0505 izl SUT S5 (Wl ped Jyliar 5 slns 3l

gl 5> (Enter) ou,'r,adz,,@"at?x? Ogen S5 5 Ogon s 80  Siud

1.Demographic

2.Service quality

3.Customer Satisfaction
4.Customer Loyalty
S.reliability

6.Exploratory Factor Analysis
7.Cronbach / Alfa Coefficient
8. Face validity

9. Descriptive Statistics

10. Inferential statistics

11. Kolmogorov-Smirnov Test
12. MAC Pearson's correlation
13. Multiple Regression



QA s conhn 0yl conian o 5y 5 ko 43 im gy Aslikad |:|EI|:||:|

SPSS'  ijle, 3l eslizel b )UT Slloe 4JS s oslizal (@F+/+0) (s)lskas

s ol MS-Excel ¥..v yver.18

gRIR saidl

Slao Sl cwilale daT )3 Ol o Joli OB S ES 5 o5 ls Comer sla S5

T ol 8 o sLasLeT 5 ol st s 5 55Uk 505 plnil 5 o8l s 5l
U3 ol i (VY/) Ly Jlo YV B AA Cp e shyls 3130 sl o i &7 ol
Syt s a5 0580 o e LOT L(YAA) azbls Ol Sl 000 B e o e
Ahm CAFR) WS Olse S s i 1 sl sbelSal s e
Calid B 5 Caie 3 slaolal Ol s Gasw ol 53 0B us'eS s

KVASZA DIRCI R P SARY IS

Solabs b (o min ghululs, s Oleds C..:n:ful::w JA\};&LL‘S}\ s Sy
FOT Al 5 b ine 035 Jla i (2,5 iy Cales s 5 b 5le0dy slael&al O 2t
OT 5 o b o3linal O gus gy (Ssad u 03857 51 55 el =05 8 5d 587 3 0

u\.&bun odaline J:G \ J_gub- BE)

1. Statistical Package for the Social Sciences



[0

. 0L e 305 b eyl 9 Olads CudS o dal

Ol e aly 5 Slods CodS glapite o LU s 0 Sl Oty (St 2 1) J g
Of Cilzses Jalge 5 0L zie g hsly L
Sfsline plans St Nood 2 e O Rt AR

oy o B srecsls,
/) +/0A] ALl alls
e /oYY oSS
o/ YV yvYy ©olsbs Mg
e /oN s
/0 oY O g
o Vaty et oiS
o/ «/OYN oospeke S 55150
o 0V slazel
o) VY YVY &b 25l
o/ o/ Y Olsalol
o Y Slea

N g 3 laliae Sad™*

5 Ol CaS badie sl e s o edalin N Jgdx 53 &S b0k

sk 4 Sl 3y 788 Oliab cl:d 33 LUl obT (gylsls L (g 2ém gdwluls,

0037 5 0b e gboly » 0T Gadlse 5 5 Slads CudS ine Sb )y

Alods Ol ¥ 5 Y sl oy g 4 09057 o el b oslizel S8 i O g S




WA Sl epin 05 led cpnia Jlu ()55 S pobe 55 g alibad DDDD

P BETA(p) T SE B LS ey 4d) 30
ey - 0/Y\ 0 /YYY \YANY3 IV LV
ey JART) \ZARR /rVo JYEA oogeke AS 304
V/EYA —v/*V —+/VVY +/+AA —v/V slazel
e Yis ¥/ov +/+90 Y Sl
o/eey V/EYY VYAV /A /LYY Olaabsl
v /0\q /YNY —Y/Y0) YARN) —v/YYE en

Y s 53 oS (6 phe I3y b Dl oS Caline laadl e 05 S5 S Gk
s P=0/001) Sl age 5 P=2/001) Oliabl (slaail 3o g5 Sl 0dd 03ls Ol
Ssby 6l 56 miie SBadlse Olss 4 P=r/00)) usals 257 505 ad 5

Ob i (g ylaly b gwylo, sbaadlje O s S5 ¥ o led Jgd

P BETA(B) T SE B oSy s 4 30
ey - £/AY0 AR YAkl b e
e Y8 Y/You VA </¥AO AL el
AL ATY y/oy /PAY AT oS,

o /AYA —a/0\Y —/Y0 %3 —+/eN0 Mg
NALVN o/+q) V/etY o/eVY +/*VO 32
YASN VARN \/Yod +/+VA /4 QA Ol g




I:“:]I:IEI e O e 551305 b eyl 9 Olads CudS o dal

Y Jsd 53 45 (5 ke (5)l3ls b desloy Caltien slaadljo 0o § 5 S Gk
Sl i adlge Olge 4 (P=1/00Y) clf.:b Al ad i g Sl odd esls LI

Sl Sleds CaS 5 heuls,) addie 95w duslie gl LU a Ll 0L 2ie

5l CkS slaadl o (5l Olased o pkia Lz O goe S5 05031 ol i o led s

0L i (sl 2 (g e gheuls,

Ogmsly oo Sig F change Adjust R? R ko
Va0 v/ EA/A\ e v/ETA +/A4) SOlds Caas
VAYY oo FoA Yot Ao kol

Fooslad Jpdo 53 0T mls oAb plowil Olejpn oo Az Qo S5 Oge3T O 2o

J}.:IGA odaline

s se oyl 4 a5 Lol g 550 OL e (5530 (St 6ln Golslae b
SR ol SPGB Gmibn Dl LS i 58 0l Ol e ot 0l )2

AL e O i (650l s A Gl e ls,
S Sl 5 Lon

b hiys Slds Cato s w5 e Glatash e (OySE S buT

05905 03581 » (gl whs,aly aanyg 5 Ol CaS oL rie OIS Cals



QA s conhn 0yl conian o 5y 5 ko 43 im gy Aslikad |:|EI|:||:|

osas 3 o3 555 welal 55 OLT Guiaculs ) Ol Jian 5 Ob e Syl
Ob e 6)l3by 5 )13 codar , AST Do L Ll Jiags (ol 455 &)y
3550 Ol i 5abs Lo, 5 Dledst kS 3T skt el ods S e
m ot 3 Ml o Slodst S s 5k 4 0L phe ul) man (238 15 o
S ol el A 0L e Suls, cOledst kST 51 sls Jlesl Ol g
S e Ol (5ol Lailgy 528 (Sl 5 D) CiE5L sl oLl (s e dg
Slods Jlaz| Gl 2wlS ol 53 (S rin o 5 Jooed il 53l (Oleds (godias &1
kS a0 b el by (TN aps) 33 8 e Olesle (so,Lys 5l oo Sliks co T
Geod 4 el oo G5 Ol (i J) Gy b pl 4 g Bl 2151 0L e Sl Sl
GaBl iy (g the Culdy 1y Objle ise 3l gl esls 51 S olg e s
OLT (olsls b 0L mhe 4 odd 1)l Sladss CudS ie o 45 5l Ol L5l Jass
Ob i Hlasl LB g CaS L Ol @l a0 fled syls 35 glslas 5 oo b5
Canip 53 Olodst S 55 059 0l &S |2 (US o b Jlods @sz\)wu,ﬁs
T Lol opl gies g 5 (6oL plsd (612 SIS (651l & Ol & Dles
Lad 4 mie 45 okl wlyl Sledst CuiS 3 s ¢ Bns SEEL gl s ol Sl
sS 5 LSl e 6 s b ST ol 53 S ddoe ) sl

Lo olssme sb 4 S ol (g it il & 350 Olge s 55 (Y00 9)

1. Newman
2.Pedragosa and Correia



|:||:I|:||:| e Ol it 1385 b Gkincald ) 5 ks kS o iy

Olien o 53 6L sl Coretl 5 Sl lad e o5l Sl pgand 5 O ke gla s
5 el a0l e SIS s a5 5 (Sl pli 83,0 oL 4 OL 2 (551505
s bl 4 a5 L a8 Sl Sl dex 51 0L 2ie gladinl B 4 a5 5 a5l S )
w5 S i Lils) S 5o oKl Ol pte ) Syl s by ol s il
S Slakst CiS oS dase L ragy ol s s e tany mls sl

Sl sl (100 A) "0l 5508 o 3T 51565 a5 ol il 5 g (b, 556
38 n 5B Iy hcaly slml b i (s sb 4 Dledst i S
sl Jald Ghelulo) (Cwl Dledst CdS 5l Srms aspte HhelslS)

el gl ] 3 Yyl Slads oS 48 I s ol o lid 5 ible

~ s Ob e (51sls oS M ke b Dlaks kST 05 55 03057 gl pen

4 2 Sl 5 Oliabl (slaadd o (Dledst S ST (sla e 03 5 o 516 5l 0L sl
S5 Sl 6P 2SNy el SLaolal 53 usale &S 305e 5 O ie DL
4 2 S o 5 slaml lis 050l 4 T ) laadl ol s 53 bl ge Db e
S ar s 5 0L e DL I 53 o Sl (el o3ls oy i I S s
03 7 guli b B3 Sl CodS 1 OUT guieiols ) paw SRl 55 Ll 5 e OUT
Bl O s agrs 0L ie 4 oKL ol dga o sl DL Oliabl e
daz 3135 Sylge 5 B L Obe cmBls 5 Sleds Gl o I OLS,ST ABT

.¢~w‘céﬁoliﬁnéj\éujé‘x‘}ﬁbJ‘Oﬁ}{jé};@b‘4{@‘0}}{&#"}9&.}".«.&

1.Chuan-jao



DA 5l ot 0ylad ¢piin Ul ¢ g3y Cuote 53 b3y dalihad |:||:||:||:|

& (515l Lol LI 4 (S cslan Sladst CoiS I age i
f Sy 3,8 515 g 350 Al slos 28 b 4 LS 4 fie (S G b
G 5 G b bl Hbte 4 Sas 3 Ojgo 4 b OL j2ie laaiul 5 5 LIS
Jb s lasal s ol ) glite & ) Ol & 5 3,8 S5 ar 5 3) 50 Wal&iL Ol ke
st Coldy Yo (6ol i GRS D s 53 3,8 L1 eslinal 3 g0 Ob ke i
23 (o) iy el 238 el e oL Sl et (555755 5 OL jike
ot Dl s 93 OS5 di il s 5 (i Oliabl 87 Wijla 0 Hlebl 5550 0l
3 5 g Sl ks LI s Slets JS S L Lt 5 s Slads oiS
03 Oyde Shys (a)'\}l 9 Olimgas &S 313 Ol wgeds 25 55050 el 05 5 s zb
S)lse alex 1 eolaL 3 awal,T LS 5 o8l oo 5 s b 5 Lo oKL
5 Olao) S cc;bbub o .,b\c:)fc)‘w»\g\ culmlidb opl Ob i SMW
sl Callas (VYAP) O, 5 0L 5oL 5 (VFAF) 5 pwad 5 Slusl COYAN) OF,Ken
L 5 5505 Oore 5 3,10kl hluy 5 Ol CwidS o ot gs 55 OLT 1,5
5 Cmgade L3S Ol DL pte Gdeal; ke e Jolse Sl 1y ol (SO
o pa rolal 0L e 8 Wdewy 4 opl 4 555 Jiagh o3 ((VWAQ) O,
o s 8 Jalse o S Ll 6 20 Suls) (Fas elSlal Ol fhe 4 o
b L 5 Sl 51l g 0dks (Fss 5 po g slaelsl s Sl

S g o slaollal OLS I 5 Ol (Cupde )5 1 o romen 5 oS05L

1.Najjar and Bishu



EIDI:IEI e O e 551305 b eyl 9 Olads CudS o dal

AL o gt GolEL 3 i ol s 5 0L e Culs, e 1 EL ol (Sas
350505 0k fhe o 3> bty S0le 4 ey 4 4 35 B 5 (V) o
Ll 3, (gobslame Sples Sledst 4 g s Jole 5 Jaes 5 (S5 Slsgas Jule o
(a5 (o 08 Gl OLS,HIS Sliabl Sl OLS,I H, Jele e g5, 2 O

Al (6 2 ASTE

5 et bl (STl 0L tte ()hsbs b ghiaculdy b O g £ 03057 Cimman

—V.g.ac,»b.b'-%ﬁ;&&ﬁcmrb&\ébw)ﬁQA?}SQ.:}{QUTdej\:m
s thelasl e (golaly 4 YL glelols) 1)t (g pie ghelols, ile 5
S 65 Sl 4 il ails Bl (g mie DLl 5 Ol L b paie ol dail
oy psge 5 L (6 20n )b s 395 YL (oms o 5 lelyld) ol amilir 5 sl
5 JSa 3 555 5 sl 4 oS Sl G55 asehe i A & bl S e

.r.:;fc.ul.i.n;\}\)&))A\)QT&Jme}\}:{;}&@C&l{

o1 Sy Sl ke 3 8L Al alie 035 oS 5l 0L O g S5 b

Ob e s Sl hagly pwlie 03 5 ool i ] ¢l ge OL 2ie (65150 &l 2 S 58
33 Dl il s Sl Bae 4 eand BBl e (3lg Sondy S 5l 0L
3ol g a5 Gass sl 03 s s Sl 5 oKL 5o Cgllas slezr! g oKl
ol bl 5 0L e ol ol o35 0L j2te SISl g el = o g alexr

L;Ub;}i_g)\y‘o-Cﬂb@b}}'b‘ﬂcbﬁwcwgb'\'nbc&43‘)‘@\,4.19-_96.{‘):‘



U Sl opiin ol it o o 3355 S ie 53 fas astkad BOI[rs ]

Sk s e e S oBEL DBl s oy Sege o Siasl LS omer
Lio 5 e 0L e Ol Jls 4 o el ol Ol ke B 35 0n slgiiy £ o8k
g 3550 s 4 o8 b ulda 03 5 (Gl (5t Coredl (dized 355 (S Ol 2t
055 5554 5 o088l L (55ad 5 O3 Sluj ar 8 S 53 5 ks BB oy O 2
N ops Cold goar s L oS Bl 1) (g rie 1) S 6k AW el 5 bl
3550 oEL Sl eslizal S 01,505 Gosds Col g andls & s 2t 5 ol 055 oKL
Ly e bl Sy 2500 s (g e oS 4T3l b oyl oS Gy g0 53 15 255 50
;.iujc,k_ﬂj\uml?afﬁogp.wcua\,\oubgﬁg.w@o@a’pﬂb

.Q...u‘&_guh&wéh@y;:\}\wjéc}bd\fcbb

Jsame b Slodst 5l (gl 5 4 a8 3505 (6 i Jlo| (o515 (6 e &S5 &7 0T )

PRTE SN - PSS PRI P NG S LS PR ES 43\)\@4?-}3()}!\.3.5‘.,\;5:@\:\
Glalols,y Jidi b g ol poled 53 Caetl il a5l o Wl sdoes ) g A
laaciS ol adl bl Ol e (13065 b s (b1 4T 55 iln e &K Ol gie 4y
ol 58 Lol aseia & g (A3l (GHlaby s pde b sy s sk a4 Lilg e
- j:S‘U Jsema b Oleds 1 oslazwl 53 ¢ fos )y (6 2o )té)xgmvﬁdjiﬁ
bl o D 5 DUl 0L 2t Sl oy F5e Jalse o Fppe S (S IS
pe 5 ol Comdl Bl s S5 0l (265 Sls 55 nlis SUSG) 5 Mg &l Eee
IS L sl sl el S 5555 slaelal L Sl I uls,

5 UGl & by e 355 0L e o) 3)5e ol s 53 & 83,0 p S



EIDI:IEI v QL s gs)b\éjtggsmqujjau-\:‘-%@fw@\)

L (5 GelSAl ol ()l i pae &S (G5S Lal 5 53 55 ) 1o SMgs
Ol 3 13 0L te ol Wil B s led (6 2y a5 sl DB Al L 4y

S o 4

SOlele s Gl 5 oSbe o 2 LI 0Lt Gom 5 65 6,05 Jale

W o5l sen b 503 3Lk SLaelSlal (sl Cu e G Ale 7 5 oL IS
G Sy 5l ol laatl & ar g b1 S Lis ) 55 S bl ol b o5sd
L5l Il YV BN s 133 S o o3l o501 148 U 2t i ¢ ol Comex
Ol e 1 €55 45 - satia 5 Sl daTys 5 ad gyl 5o s seiils 5o Ol ST &S
231y s SUG 51 0L pie 5ol oslitul Cgr ol (6wl Lb belal 4,5 oyl
Llg o oKaL 1 oslimal Oley Shlpl 5 4 ,gd LtalS Jle Olge 4 disb adls b
Lile (55 3 DUl 813 DBl 03,57 5 15 Ak Ol pde @ J5e 5 LTS (o3l
Il Sl 2 Bl e Koo 0 S 3,0 (05 o 5 5 5 0350 otde oS gl
e g LI e,ls 3T 5 5 GV (6 SE 4 Sl 5 ol (65,0085 L8 35 i (O
Olppte 3 3L 5 elsl 6,8 ) 510Ul bl & 0T 51 2ass 5l Jols b
2 5 5SS s Ol rhe gladial s 5 L St ls (gl S s Al el 655 !

wd%&wQM“JJQLTMJQQWUbw



QA s conhn 0yl conian o 5y 5 ko 43 im gy Aslikad |:|EI|:||:|

Shlylo s & Lo Dladst LS ite o 315 0L33 (F o)lod Jgudar) 050 S5 =k

"o 5 (IYAQ) (65 samms El LS Ll Ob e )by Sl G mt
Sha gy ite o8 ik y a4 355 (2295 53 OT 155 dilon guunal (Y42 A)
ol o s 50 (Y A) s e Bl e O ie (6510B5 Sl S S ot
che lale LoTps (Ob he e b Slods CodS oo (g)blias Suls5 & ) 4D
Slr CF68 mote Aeuls) Gremen 5 )13 3y Cuse wle 5 OMas
ol Slel bYs dex 100 ls il o Slodst CuiS b dulie 55 0L zie (g lsls
bls gla sl 5 ¢Syl 5 (5lwod ool w53 ol @l Slads gl & lia
5 0L i 53 Sl s ol ls 5 (D e 1558 Ol 1) 3Lk Lra&sl
o 3ok slaolal 1 riy Ls gl el 5 &Syl 5 (S3look slael&al DLz
3 0L ke o580 5 Cota (s Comar gl S 55 51 ool EB el il .
il 5 p3 50 b LU OT 1 ey S T Sl e bk 5o 0515 plaw!
65 Jli=l & 3,y oKaL 5l Sleds CiS @l s S OLT sl 1 65 O
S kS ) 5L gla Sl b oSG 41 5 S5l sl Ol rie i i pline
S Calies Sl 5 ils p Sl cpl Gl SKae aze 53 45T Uil o Sledss ol
Olgae )3 das oo &I o)y RN clf.:bﬁ S Sl CaS 3558 55 Ob 2ie (6w

OFY) Slalp glaasly L gl cul sl Sogline 55 oak 4 OLT (o135 5 staals,

1. Chin Liu



EIDI:IEI e O e 551305 b eyl 9 Olads CudS o dal

35y O ie o500 5 Coda oS ey amt ol 4 35 Eas 53 63 15 2l Sl e

g S, 5 Gl (SoLT S (3la0b laolKal 45 oS 2

AU sh e A el 05 Cuenl g Gline 4 Bl ol bl Eass s bl

by ods &Sl S m bl b s gteols) S Sabuly b aule e
55 il Joslbe sdd &l Slids CulS a4 Las s (Sl (5,0l 5 OL i
Glaals) ol 5o 5 Lib SV (g pie Dhllsl sl 51 ST dalnil o (51065 4 (S5
s O 5 VL o 53 Sleds 4 0 5 (6 mim SISl lulis ol b ¢dS” sl
Sp o Dl Zi ST Vb Connl 5 (S ) 457 35500 O 2 )3 (551305 153!
Glealsy 5 Slads CoiS 1SS gd oS 3 g0 Olgie 015 0 OLL 53 10 yls (5505
el 55505 GWeal Ol e 5 ST o iy 15 Ob e )bl gleS & Al e
OLL 53 1A S o 4 o (6 20 45T LS Oy ke Olejad Doy 4 1) (Aee slaacr
VL bl S Ll g o 55 sletiy Bis STe Olpde 4 Ol e
Ob i Sl a4 gewly 5o 1) 35 Ol 5 QLS Sjlge 5 idls il OL rie Ol L]
Ol e dnrl o p80n o Ayl o 5 5 g5 oBL OLSIS 4 Ol ke (iomes colins 53
Coonl 510l e gl a o i) ol 3 45 A5 8] e g 4 5 Sledst o5 4y
o bl o b g eeds ) OLT g Slaxle Llg s 5 Sl Jla, s ol

S IS JEXE Pt



GA e conhn 0yl conin o by s ko 43 im g Aslikad |:|EI|:||:|

g oL Ol pie b sphe olgtiy Olpde & ias ol SUL LESL Olss o

U bl 039 camlize olilial 5 ol combio ©oiS b 51 oEL blug 5 Ol jgas
o318 5 Ol S 5 b 5 g oSl (S5 slas 5 O WS anr e slkes
Orores sl ohs a5 35 6L (KealyT 5 s 5 el Jases 5 U265l 5 05k
Loy 55 Y ogee Jailyy lols 8 6,8 SIS we)lS 5 e Olge & glas s
02 5 Al Sl 5 pY (B w5 Dol 5 I Sl sk e Bl 0L 22
DT sl p3Y laiiseT 5 LSS IS 4 pllil (a8 o 5l a e s
33 g 3a3m SLelal dile Olse 7 35 OT Goioed (l Sy gokome oo Iyl
i 3 b g Slgi 1 €5 g oulis JJ,:;fclAQTQ:};_ S93 5 so e w9 Sl 4l
SeelSal 5 5 Sletst Syl 4 i Calen o glaw 5 aBle b Glaolal anlie 5 o) &

315, s s g o

6 galie

L;)L.ug.b L;\A&‘L.u Qb_j;'.&n L;\A).EJ B Es (YAY) Ll c)}.;dmfb HE U cLsS\Mo-‘
AY0-1F4 Y0 cCJ/j:- &bm’/cQW\ gr) Q\};b

c:‘j LL:?- . d)‘ g.:’\e- . QL&aﬁ'ﬂ CJ‘)LAIJ\ . ((L;‘j_j)j u.gl_g_)b’[gl) (\YAF) .:‘Jjg.n “JUQ‘“’-
AY e NP ol L e Suls )y .(a)f\ (ol

L;)‘:\é_g B j}n JA\}:« &th.i)) (YYAN) 4e g2re 0w cdj‘}éu.b Lo ydases cc:b' Sl

TN AY BY L 5L ol lond alihedad s o (o Sy o ol 3 0L 2e



EIDI:IEI v Qb s gs)b\éjtggsmqujjau-\:‘-%@fw@\)

b Olds CaS awlan LO0YQY) sl (o 3L oMl 03153 ()5 ¢ aies (o)
Olelln 035 ,8L0 Ol g o st (S5l oSSk 05 5 3 0 0L e (Skieals
NYONYF NP 5550 S pide

S0 (olSaly Ol e ialaldy p Fde Jelse (cusp OVFAR) L i ¢ liae,
Ol o8 iy el )5 alOLL. 1,6 e o 53 Ol Gl s st

05 0l e Gleluld ) awlie 5 )y (VYAQ) .o\,m,r,a\f,\ (g S s e
© (S 2) iss Sopde 48 w0l gd (A9 5 oo e 5ledl slaalSl
b-\7

Ob e (gdiaol) oy {VFAY) 15 games (55558 ¢ (s ¢ Juadll gl ¢ Slal
V8 NP s Sy e Olallls wOE S gh (Jgs 5 po et 30k sl
AFY

o ils Sl el o s ol g 5 Sl b 5STlol o e ST (VWAA) s ¢ Slal 3
sl Sl Ole

Chululs, SRy YA s c@\.»o—‘ N D) ﬁ; Er.i\}b cdlﬁ-cj;

ke asliliad D1, g 53 D13 e D55 5 po s 5 S3ludd Lol O i

YV A (S



DA 5l ot 0ylad ¢piin Ul ¢ g3y Cuote 53 b3y dalihad |:||:||:||:|

o) YA 15 e (Gl ¢l jal e (g5l EC\JT (830t (63 gaes
< Yl a.,l:.fg- WOl g s Slower ;:L«T S 55 0L mie gylsby L LS e Sl se

NFA O OYAS g <K ol 5 o S aleT M| ole 2olan sl

o pe OYAR) Olake dasms ¢ o $0Laom] dow ¢ g sl 65 gme ¢ o g OL 3L
YF O 4 Ol g a5 ol ghse e SR Bl 5 Jse Jelse
ST slelBal 0L O 5 bl culsy ewym OFAQ) oo (s

5 lowr SolT Moy ole tolan sl SVlis 0l wSKas ) 5 Slovr

MY 0l Ky

Sl e

Afthinos,Y. Theodorakis. N, D. Nassis,P. (2005).“Customers’ expectations of
service in Greek fitness centers”. Managing Service Quality. 15. 245-248.

Bodet. G. (2008),” Customer satisfaction and loyalty in service: Two concepts,
four constructs, several relationships”, Journal of Retailing and Consumer
Services. 15.156-162.

Bodet, G.(2006). "Investigating Customer Satisfaction in a Health Club
Contextby an Application of the Tetraclasse Mode "I FEuropean Sport
Management Quarterly. 6. 149 _165.

Caruana, A. (2002). “Service Loyalty: The effects of service quality and
meditating role of customer satisfaction”. Furopean Journal of Marketing. 36.
811-828.

Chin Liu, Yi (2008). “an analysis service quality, customer satisfaction and
customer loyalty of commercial swim states sports academy in partial fulfillment



DI:IEII:I e Ol it 1385 b Gkincald) 5 Olads kS o iy

of the requirements for the degree of doctor of sports management. united states
sports academy.

Chuan-Jao, Lin(2008).” service qualtiy of the ocean sports clubs and its impact
on customer satisfaction and customer loyalty”. An applied dissertation project
submitted to the faculty of the United States Sports Academy in partial
fulfillment of the requirements for the degree of Doctor of Sport Management.
united states sports academy.

Dabholkar, P.A. (1995), "A contingency framework for predicting causality
Between customer satisfaction and service quality", Advances in Consumer

Deniz, K. 2006. Reliability and validity of Turkish version of customer
Satisfaction Scale for health care and fitness clubs. A thesis summited to the
Graduate school of social science of middleeast technical university.

Duncan, M. & Gary, H (2002). “The relationship among service quality, value,
satisfaction, and future intentions of customers at an Australian sports and
leisure center. Sport Management Review.5.25-43.

Duncan, T. and Moriarty S. (1997), "Driving Brand Value: Using Integrated
Marketing To Manage Profitable Stakeholders Relationship", McGraw.

Greenwell, T. C. (2002). Customer satisfaction and spectator sports facilities:
The role of expectancy disconfirmation. Paper presented at the [7th Annual
Conference of the North American Society for Sport Management, Canmore,
Canada.

Hayes, Jenny and Dredge, Frances (1998); Managing Customer Service,
GowerPublishing .Hampshire.

Lee,J.H.kim,H.D.ko.Y.J.sagas,M.(2010)."The influence of service quality
onsatisfaction and intention: A gender segmentation strategy ".sport
management Review. In press

Newman, K (2001) «Interrogating SERVQUAL.: A critical assessment of service
quality measurement in a high street retail bank», International Journal of Bank
Marketing. 19. 3.



DA 5l o 0jlad cpiin Ul ¢ o3y Cuioke 53 a3y dalibad |:||:||:||:|

Oliver, Richard L. (1999), “Whence consumer loyalty?” Journal of
Marketing.63 (special edition), 33-44

Pedragosa, V. Correia, A. (2009). "Expectations, satisfaction and loyalty in
health and fitness clubs", international journal of sport management and
marketing. 5.450-464.

Rintjema, J. M. (1998) An evaluation of service quality at a private fitness
club(A report submitted in partialfulfilment of the requirements for the degree of
Master of Arts, Sports and Recreation Administration to the Graduate Academic
Unit of Kinesiology of the University on New Brunswick.

Robinson, L. (2006).”Customer Expectations of Sport Organization”, European
Sport Management Quality.6.67-64.

Seyed Javadein. S. R. Khanlari. A. Estir. M, (2008). "Customer loyalty in the
sport services industry: the role of service quality, customer satisfaction,
commitment and trust", international journal of human science. 5.

Spreng R.A. and Mackoy, R.D. (1996), “An empirical examination of a model
of perceived sevices quality and satisfaction”, Journal of Retailing, 72.21-14.

Theodorakis, Nicholas (2004)."Measurement of customer satisfaction in the
colntext of health club in portugal”. International Sports Journal. 8. 44-53.

Woolf, J. (2008). "Competitive advantage in he health and fitness industry:
developing service bundles". Sport management review. 11. 51-75.



