14E-Y-Y Ava) )’—_\)-l(\'b}él))n‘"b)ln.\“» 70093 (wodaw 3)95lw) Ul Mg S5 j2 |n5l.c olSiuls Sl 0386l al=xo

S v ol jlow 4 0w A1 )1 Slotd (531019 b Sloud CudsS Al y (ow y 9

Ol 38 sow oo Gleilivw jlow SSLS 4 oS ax>1 50

"6 0095 Ud)3g0me IS & o Ul Jlod Suww 35S
2‘5).@5:» Auouw s‘"L,lfJ.g o Joxo

ous>

w3l pilies g Il ol 03,50 5 sl e (g mie L s o Ol Lol o sl 05 0l ndua g diaa)
Gda 3,08 o 3 esill 5 3m gm0l 2ie sl eslizal s sl &1 Sladst G ol Ll loy 53 Sk 0L
Slpbsley LIS oL e Ohleg 4 ot Sl Sladt (b5 b Dledst CokS daly o) ol sy Sl
el 0355 Ol g5 g S

oS anrlye (gl Olbews S8 TEY olis 03 el (Lo — o 5 2y 4 2l ey ety 2 B9
3ol aaliiin s 55 5 IS 3okl asliiin s 51 eslinad U 0L Led come lebinlon (sSS o
S 3 el b el bl s e ales Shas & baslie s alsy 238 D13 i sy5e ks (503l
pr SaS b gy (Somsen b O3l 31 OLL 53 A3 Aol s S W o b ek 5 OpesT oy — 0
A eslinad ol gyl oo sbesls Jlos Jskie & (SPSS) 153

Syl s edd Wl Oledst 4 (g bbby 5 Sledsr ClS e ol paey Sute abaly sl 0L @b Ladasls
g S Ly (golsb slal o rege

Rl 03 eV Sl (olsls s 5 bai b LU s 1y 35 BT 5 S b balb ey O pde 15 paSdai
Agles Joe Ole sl 5 i 3550 Sl 55 Obulen QLSS 510K IS | s 36 STas L
3ol ol s 5w Oblew & gt Sledst W)l WIS 5 il a5 SIS K Sledt w1 il o8T S gb ren
Sl atg Sleds S

SelS (sl (ledst i S rsuals (slaslg

1 d gt 0k g5

£ e o
5 mwdgy Aty oMl 551 oluiily

Email :
S_shahri43@yahoo.com

ol

WA s o Alie B udy - WA Cotgs,l : allie il s -
Aodio
IS (g e Luld g ) 2 Glag el s o3 L obesle sl 0l 2ie Sler slasl s 0sS]
(Dl o O 2l e 25 5w L 1 b G Mg s 38 WElle 5 s
OB S =il ys il ol b el Lolesle Lol aen Wb bl il Sslss o Ob i
DL &q“ U s st ‘) QL;..I.:Jl;.e C)LA.«\?‘
Lo~ ))}L LS‘J" b b\;ﬁ v\.ql}a.: L;UL‘)) LSLAL“M Qg i 5 o sle dly (oDl ST oSl ¢ Gloys 5 mdlg Sladst Cy e o5 S st
R
Shcwl Sole bbby bl dear 51 (Vasls O 5 S sl il ke Sl 5 g 3l 5 Sl S skl

(b sbaay e (2SOl 65515 5m 35

oml Ced ol Lo Obele R 3 Al

Ol 0L Ol (S pole o&2ls (S35 Sl
Ol QLBOL Sy p sl oSl (utlitgy odSK2ils o sae gy 5 5Ll 05,5 (oo’

ST lls (Ol g O Kin s o8l e ¢ Jlays 5 adllg Sladst Cu e (g S (g pmils’

Ol s s ekl 5 sy Aoty (oS



O 9 b ppadl o Sumw

(v++A) Ekiz 5 Arasli (Vs dal s Ol les
0503 Dleds CodS Ulge Cod 55 lagh 5o
S esd 03 posat 5 e ekl
oo, 02 Vo Ll Lok ley Ol e iz S
DS s Suls Il 35t 0SS Obe s
Sy @ el (pl e 503 YL 1 55
L ladbusla Olpde orizmen A dal 2 0L 2t
S L3155 g0 Ol 51 s pllas ) 5L 2l 5o
SRS 5 i Ohlen LSS 4 Shw, 4

Wales s
Sl R 5 S o il i kel
Al T bl 5 Ol e bai a5 ol e
S Ol obly sse sl I S
ki Wl olts S slul o okl
A hley bl Cdd s (ALl .
e Oleolew gl el Il s leause
@ ol Sl Guel (265 LG s (V)35
L ool T Glaesl gl b Oblay dawys Olas
Sly s s e golasl s w |y g x5
o3ob bl Olsban Sl sl esl gl 5 len ot
el 353 Sl 31 Ol Sal 83l 3 e
ol @ Oy Clads |y (VD)) tad )l
52 ) AN e 5l S Ol
L omer (0Dl Sledst 5 WIS Ol
Loy odd <l Slads 51 oL zie aBT 2153l
058 Iyl ol ie ol bl ol
e CSoLie il Olley & ISE 4
32l Ohle il o 552 Sloys glaasli s
Obesbon Oloa 4y Oloys aslsl g Olays iyl
Olan 3 1y 2 Oleps b s doled o anl
b Olles el e 53 as e aslsl Ol Loy
oo Sl sl glaag s CH @

2B 50l 55 ool sl L OS5 il

Lol Olas & Olas Slels (550l 0L i
warl e Slads Yzl 5 S o a3 Ol o 5
Sy el i Olesle 4 OUT

el e3508 Oy 35 s 5 (Yer))Bowen
"ebobl Gas M Olse o bl 0L rie oS
Slas @ Ol Slads 3 b 5l S cils 65«
Shlobtal sle 4 obosle Sleas /NS 4o 55
Coya O he 4 Sl &l Cids jy s e
3ok (M0 el o as Olesla (gl 1y (608
Olse a1y 0L aie (5)laby laasl y Lglesla
355 s kil anes ol Sl Ll
Slodory poghe S me GUlls Aas e 528
Sl Cad o 5 ool L 2 filed 4 5 o
S s (Sl A .njfda el QS
oS e 0l zie Ul Olosle sdnl sl
2l Oa e sl bl pl s e s
YooA b s aags 5o S (Ol gl
5 el edd Sy el CadS sz
ol Ol s C,L.J Aoy (g ie (g4lab
Sty il ot 51 0L ke Sl sl
o=l 5 sl o 5 0l 500 edd Sl s kS
wl e st S3bos gl e edul 3 bosls
oy O w | s ey 5 sl
(0)asls

oo Al ey w0 Eask s (Yeov)Chen
Al Ol colls) (g cleds S
ol Dbl CodS sl Ol gy ol C,L.J
el Olles Sl o LsSU o tege Sl
Obleny Sl @y e g5 & SleS 3500 (iomon
355 o 50 Olew ubly Ll cww aSL
by 1 e CwtS b Gl slemdl e Olley
Ay Lalgy onl g oesdle 355 e slal anle

S s ol Celb Olsles b Ok Sode

WWAY Dgamie 9 313 po ¥ oplosds 7093 (wrodiw 3)5l) Ol g S5ib iy r:,lc olisls S8 jol pu 03Kl alxe



e blow 4 0auh Al wload olsls L wwload wusnS adosl) (Sw) 0

O e ot sl sl SLaolKleys 4 LS
S ass GEYINA 00 aomm ot S I
3 S ealinal 0SS g

N e T IPNNUF ) 5 W WP Y
Glaodis p dr (oo nd Codgdos 4 a5 b S
Al eslaad e omes s gladigal 1 Ol
S G b5 o pam s 4 bbaslii
@F Olwslen Ol Clblpe 5 jame S
JooSS 1y ety filed &5 53 Ollen 3 S
Ole alo s b DL 3 oy sies ) Lod 3 g0
Yo Ole 3l el Ol Ohles Sled!
5 aps JB aliln pYEY LS oill @)'j}' aollow o
spllal webiic 5 31 Gagn pl s o s
Sleds 4y Obey (651650l (53, Llel
o= &8 VNDNOLKes 5 egk (ead &L
Bl (Ul M alis Slls aile £ L JsonT
(JseV) e & Gl (dlpu¥)odoms 4y 5 4,
Olad Oz S (Jlpt) B L85
(o &1, Slous w0 Ol 15690 e (558
o b B s e Vel ead eslizd
opod (0 =305 ot 5) =08 L) S gl
oo ) aslidesy oL plae Cgr S o0
FLssS Wl e s el Flis S Wi
S Aol s 140 (oI5 s g 52 1A
g 3l o wsliin (VL UL s oL
Laosls o g 5 SPSS i3l p 3 51 aesls s
Og03l gt (oot o 05031 Sl
Al eslanal ey B

sl 03,50 4 3L sy Sbs b g ar s L
135 S35 35 0 g

28 glebsley 5 and il s O Kiass
DUl U g 3 03 305 4585 lod 3l Ol gt
Sl Olsley 1 ool (6,8 6ses b

Lo 3 A0 = Y0 B 1y Ao )5 0 51 eS 59w LSl
3 Sl Sl gl a8 bl 510 Y)das il
5 Ol oS pde cmge oslpma Sl us
slazel 5 lael 5l 55 4 5y Sleds 51015 o e
Sy S g Sl OBy &1 4 (g xS
LS 5 Olesm,y Sl s Ok e culs pus
Olosle 356 5 OL3 5 oo mse OUT i
Slds S x0Tl b 1 absy
AR 5 e S S Ol Al
5 0)cml Sl 5 YIS Olssl s Loy,
Gyl Sleast 0L zie AT 205l L cyooes
Sl oL e Sl Lglsle ol by sl
Sl Ohlen & JSE 4 ool S Iy
Al o o Sl lawel  ps iy CS )L
wlsl G Lol Olys aul b 51 sl Oles
Olays by oled a0 Ol e Olen 4 Olo s
et 5 ks ashl Oliaslen Olea jy 1y 3
5o 0 Sl Cleds glaas pa C 2l 4 Sl
R ow{ R P PO P g P [ R - Py
oo 5 Oltie &S 3500 e ol sen Dl
sbaael 5 slzel Sl 5as 4 5a Sl Sl OIS
Sy S g Sl OB aas &1 4 (g xS
LS 5 Olesr,y Sl s Ok e culs pus
Olosle 356 5 OL3 5 5o mse OUT i
Lol pasn 005k wals | absy s
Ml L clasr ciS daly o)y Cda
(o &1, Sleu w0 Ol 15BN lew (558

3 8 o anllle 550 Sl sley 5

w3 D9
Goll amsls ol a3 plomil (Sosed 0 50d w

Sl e anrl e ale b oL e Ol 4JST s

WA s pigh 9 315 o ¥ ol 7093 (woduw 3)5ks) Olus S5 js [o}lc ol (S jul puy 03Kkl alxo

141



O 9 b ppadl o Sumw

=t il o =V0S =VioS Js =) o S w6 0
wolidi oS Lol 5l ad eslizal(oly L =0wl;
a5 sl OL5 4 b s s SO 0L
3 by wliey ) a1
S OLs 4 S Lls &S de can slas!
LI S VY U N S\ B R oSt o R VY A abe
R I R
AT ey bl Siagy o o558
s Ol 5 g ad, Olba)ls 5 olskd
N e SEy aoliliw 5 VW 31 Gau Ve 5l e s e
a5 Ad 5o5] e Siasy g w4
Gl S Olys 5 by as, Ll ol
5 oMk st sl o adlee 5 s
S Cnl S5 OLLE A Bl (s ls | Cu gl
o3y el (Hbly e asli
Soserr plenlsr IS5 s (WWAO) L o
L5 YAV IS L g 50 5 (e Ol 5l odll
o I PR PR V7= IRCHUH R W O USRI RICH
Sl Ol Wisai 058 s p asli
S o3 Sl edd 5O ol s sleel gl
350 (Can)OS & a5 b sl opl ol
sl 45 S g O (g5, SO i axllas
FLaS Wl s 0sasT b OT bl crimeen
ey AN QU o 5 4 S 13 St 35
2 oL Sl Ol pl das s 0L &S el okl
el 0332 135 5

basl

DLy do)s 5 Gllp i sy cnl 3
Loy 5 Slsls op S s L VEX(L08/ )L
adls jolantl ,a 44084/ )0ls 0 4 0L Seul
e San oy ) dpdr 4 g L

(p-value=:/++y, r=2/FoM)Olas 4 Olas Slds

JL«T}-‘Q#S&\ st;. “)N("?u:“‘hﬁj"i O’i‘JJ A
_)'5\_)'5 43‘)4;..} r.>=>- Jj.iv AM»L>=A 10 3 J)jl,{ [/AO
wlde n Y10 Ol 5l Colg 55 &S el ety YU
U’-’-‘ BEREEY J?L>rj JJG ML‘.W.AJ.L YEY L@.J ok @)}3
ealail L):"‘h)jﬁ )\f" ub,& “ Mwﬂ )‘ J&)}i
cMLJMJLP JAL.:' Mu.ﬂj.: L)'»’«‘ ] 0l
i JlE VB Jls oS SVpw Jyl i
cC)M U‘j:" LJA‘U W} O cu,v.'«e- “-".IJJ:’
Condy S R e wu S 5 Gsl
Jrd S T e Ol @y S aw Jab
oy Caxdy 5 4 S 3 den Camdy iy A
[GWES ) U; u:.ou el 0> ¢ 4.\.1_/5 cu
syl wsbiin 5l &8 Sledst CodS O
“ .layja QI ¢j3 U’w Ad o eslaad J‘;S}J.w
3 Ohken SOl SV 4 bss e 50 s i
Qy“}w st ..LQLL;: ol 45()\ Sleas &:««:4.:5
Sralia s & plaarg Lol oy ol )l
)‘J‘B oslaul )9 ji’ib 6%_}}73 L LQ)L' PR v
3y I3doms aalii s Slzel b 0T L3 conl a3 S
G e 5 pod SR S8 S B s i
0 E=F=Y— Vs 5 L3l e g YT Lol
lezel g;,.;.l.sl.g d\—/\—VJ‘}N (U gep (_}Al}.o
VeV s o sSenl N Y1AVAY
g.f:'“*’é; @ .laff e V=AY 0-Y 6=V -0 )
Ao o 1y Jhea YY TV-Ye N Sleas
6)‘35_5 J)U..:Llw‘ ML.JMJ.: 4ML...§M.~J.“: r)l.g_a- L):&u
oolaiul J‘}M\Y’ Lg)\éb} Odoww S U':“'aj)”'l

;ia.b LSJ-S o)Uu\ d»l.:j.ﬂ u,:.h}}i Ui‘ DL cCM‘ ol

WWAY Dgamie 9 313 po ¥ oplosds 7093 (wrodiw 3)5l) Ol g S5ib iy r:,lc olisls S8 jol pu 03Kl alxe

\4v



e blow 4 0auh Al wload olsls L wwload wusnS adosl) (Sw) 0

BT e D e
S Sl o3y (p-value=+/004, T=1/07V) S
5 Sl cdS e 5 m GOl e dal)
sy andllas e lgboley o 2K L,
oS e Gl e g St aaly Lol adlis
ool o, odbls sl 5 Sloas
ol DAL sl ege 3ol 3 (Ll
Slks sl C p e 5 2SS S Ol
Calos 4 bl 5 Cwd a4 Sl Olas 4 Olas
Ll LB bl bl 4 &S ol eap Sleas

Al e

e 5 ke alaly odias OLES &S el sdel el
Al Clls 5 ol clS e g3 e sols
it Sl ey anlllas sy5e Gllialen s
Sl il 4 ol i S
S Sl sl Cowds (p-value=+/+ 1), 1=1+/YY0)
aie 93 o OIS pae 5 St adaly eas Ol
0 Sleds by 4 Ol 5 Sbasr clS
ol engs a5 glagloslas
S a4 Conls i Shes o5
33 O SU13 oae dal, (p-value=1/YAA, 1=1/200)
2 S 4 Casles 5 Sl CiS adlie

S0 ssms asdlas a5 slgbi )l

sty g Oilasd CutS goohay oW (Alwiss cups 00.0)T S 1 Joss
1WAA Jlw ) aallbs s)g6 (sledGaw)lany )s (Cress (s)ladg) ol)lay $5)B5) Olblsd

(S o po

e

B el

P-value 3,590 slgliw jlow
VAR +/YOA
v/en) ARK]
+/YAA v/v07\
+/074 V0¥V
YR v/880

Olas 4 Olas Skl
Slodst s 4 bles
K s,

Cnds (5550

ohlay )E) OLa3 slal ssiy ) oo 00335 000)1 23055 PJosa

IWAAJLY )s acllos 3)96 (SledBaw)layy (osid aSlyl Cilasd ay olyless 5)lsldg)

4 ol O slow & 68 ) Skl Slat gy 4y
YA Olas 4 olas lals
\/AO Sleds il 4 ol
Y/80 Casd 4 Csl
AVA S s,
o/ee P-value=YoA/04=YX bl e

WA s pigh 9 315 o ¥ ol 7093 (woduw 3)5ks) Olus S5 js [o}lc ol (S jul puy 03Kkl alxo

\4A



e 9 b (padl Jles S

ool sy 5 GVL el 51 Dlods iy we
Lbe 5 ol wlas o8BS ol oS
ASG 3,50 395 b 5 Slacanad 3 1y 8T ol
Gl g SR 5o 0L e ()bl s e 13
LS e Wl Olas 4 Olas Sl 5o Bl S Ol s
o Ol Slls ¢l b e LBl 0L e
L Oy Slks el Ll e sl 4 ke Olas
ey Sl & gl sbolole ol Olas
Vel

5oy YooY e s 0L 5 Wirtz 5l & &
Slads xi ae) s oLl 5 el sl bl
OBuS cibys el sy VL el
oo W8T olil wlie 5 ok olas
Las o 13 UASE s)5e s b S Sleess
4 o Sledtt L LLII 55 Olas 4 Olas Slals
OF e .l Jla, 55 1 (6 2y Sl Sl VS
s s s el Gl Sl &S
B O 1 LI I TH e 31
SRl B3 g ugelal L3 SDSbeas gleS s
ok e (Gpae 5 M5 00 SS& 5 035
S o 5l S ol Gl a8 il e s ses
iﬁ,w el 3 AS ds g Qljfi.» el
aslie yo Sl W & rK}.Asu.eJ..i Shhsl S
0L i Yot opl by ol zi YIS oy = L
4 G el W Olees 0 Oleds
VIS o Olas 4 Slas Slads

el Sl ils Loakly s adiee ol
s Sloss Slosar 5 o hyls ol Gslo
S el (Sl il b sl Ll
Sl LolE 35 0 ol ofuy Ll 3 nl s
Gedms s3Il B milag 5 Sleys olads
Sl plyl 5yt Iy Ko 5l L3

b\b \) 9 I a.JJZ'.WS/ ;ﬂ.:.lﬁ L;'vlﬁ).) 9 d‘LwU.@_:

23 s Ml bl sl Gl S RSk,
S ool pl OBy sk ol tasy
Oliwsloy 5l Cwds 3l b ey S 55w s
LS, Loy o3 Jle gl p)ssd S s
5 OLE o g &S S ol OSG A= U (g

CatS Ole oblae 5 Sute dal) Lol s
w0 SOy ok, Ol adse b Sleds
D5 b Gramen ol LA (o &1l Slod
Jle 5o Chen YeoA Jle s OLKes 5 Sy
Feoov Jle s 0L, 5 Wong Shoal YV
5 Cade adaly YooY Jle s 0Ks 5 Bloemer
e 5 Oledst CoaS adge g3 Obe |y (5ol ome
S b Golie o (Bily Sl 4y Sk (5,100
(O AN N )l ol s

Sl ol 1 S Olas 4 olas Sl 4dse
o Lol SV 5 Sledst 5550 55 amal ol 3l
Jole e Olas 0 Olas Clads . W5ls ,n Como &
Ak Ol e ol 5 O te B 3 (65
Ob e (g ame Ol s Sl 5 Dlmnd 55 ]
Codst 8l Al Coge Llg e gl
el 5 Sl g oS Codl J= sl s 8
AL 4 Ll e 2 5il Ok le g S e
(10)53 5 e ol 3L o

S Yero Jl s 0es s Bosh jiags mls
w3l gl Ol 53 Olas 4 Olas Slils S ol O 5
S Olge 4 Llg e OVlewa 5 Ol
5 WY bl s Ll op Sl ld 5 op 5 F s
53 OLKes 3 Babin 5l & 4 (Ve )ail 0 Sleas

33 Qlil;.ﬂj ol gl Dbslginy 5 amo g Yoo Jla

AN Dgamies 9313 po ¥ oplosds Fo) 93 (oM 3)5ks) Ol g S5ib iy r:,lc oldsls S8 jol puy 03Kl alxe

144



e blow 4 0auh Al wload olsls L wwload wusnS adosl) (Sw) 0

s Sy o pds S bl
sl s g clU T alyyie pde 5 Ot slacy
Sl Slsle Ol cl Sage Oblen Gl
Sl Ol U cl palst de 5 oels @) e
S Sobe 4 s o el Ll 4 es)ly sl
e ol ol 2y sl LB L Ol
G Jlxl 5 il dals st e el
Slebl 35l Ol o dle 4 A dal g anllS S 5B
G s b LS SGS ey 4 (S gl 4lslo
p“}f slaell 4 5 b JAKT 35 b Cndse
das Cols)y el sbul laweds Olys gl
03 DL Co e 4 2 Ol e 550 00 Sl
el ol D500 e g s Ll 0 lelesle
Al il GLS gl oK 5 e s
Sl cmle by Olge 4 Llge oK
SLelEL (1S 5 gk Sl oayl il
Sy Solpl o« Sag s Sl bl sl
glaslazul 6,5 5 e s Sl @S5
Ladguw D) g Ol A8 Cygxr A5
oA s e panass 5o Sles (655 o3l 6l
T e S5 5 0L rde Sl b gl ol

sl

S5 Ao
2oy oS (oleds B aS eslizad 45 Tl
5 ol T el rile b Jolse el
5 Olisbeslas Ol 5 Cwdst ODEULS LIl s
5 Ol ol (Cads Sl esliad LS ol
Glas s b 3l T Al 5 el bkl
b g Al e et e Sledo) 5 Sl e
Cals,y g Sl ol e oS Ol
258 oo by 5 0L rie O3S dgate 5 (g R

Sl @ e & ol 4 ey (olg o

Sl by Ll o p s ls am 55 dnen
Lo wcdls |y Sl ol Oy o (So,28 &
gl & by Glaiis Sl osne 5 s ib
I R
(A o 55

sly olis Yeo¥ Jle s Sew S Jash C,L.J
ol K 0l &1yl Sleds ciasS 5l culs,
OLLT 5 Oliwys a4y Sz slgin 5 4o 55 4 s
dlo 53 OLSan 5 (Spw iasy mls (18)ss 8
ol s b gdate WWAY Jle s YA
(05 0) el

2 0L (Y MO 5 (Ssw fass cu
Ll adls colo; Clusr ciS 3ol rie A8
Sy sl 53 U syl sy ol Jlasl i
5 Aol anrle hed sdias @) 4 bt 3l
wog e O 4y e a4l
OLes 5 Lis Jiass Tl oraes (0)dslei o
o ble s ol cas o sl 0L (Y1)
c,L; LoaS oyl ey aaly, ol il
TNl Gl ol ags

el OF 51 (Sl (ARl doam fas5y b
Py s yeh S8 0L rhe ol b &S
Gk Lol ey b L (e
Slodst plad ogzs Ol 1) OF Cle il e
SV cas e PRV R E I [
2 Kon sledle Caenl (S5 sledl e
Sk el 5 WYS L b bl
Crlpbe sls dalp (LU (S35 slesdl e O as
Ll il i Sy sl oS o
By el i 55 o gl

e adaly ls DL ol las S sk nes
oS 5 bl CiS i s e sl

S s adlles 5y lgbie e oy Ol

WA s pigh 9 315 o ¥ ol 7093 (woduw 3)5ks) Olus S5 js [o}lc ol (S jul puy 03Kkl alxo



e 9 b (padl Jles S

@'é,ﬁ,ﬂ &;\jzﬂl slaaal 5 5o el (’)N EPR Ol

S SlS ple s bokuley Ol pde Sl dwy S b OVses 5 Olpde a5 3550 Olejl
5 I i b Shask onl sl b L L s Sape b 2B, 005 Gk ) 516 LS
335 o Sl St 5 Sy Sl A, sl 5 03,8 258

.Jbﬁ@}ﬁﬁ)ujb)aéjw

Qb

1. Lazarevic V & Petrovic Lazarevic S. Increasing Brand Loyalty of Generation Y for Future Marketers.
Availiable at: http://www.buseco.monash.edu.au/mgt/research/working-papers/2007/wp28-07.pdf. 2007.

2. Serkan A & Géokhan O. National customer satisfaction indices: an implementation in the Turkish
mobile telephone market. Mark Intell Plan 2005; 23(5): 486-504.

3. T Bowen J & Shiang Lih CH. The relationship between customer loyalty and customer satisfaction. Int
J Contemp Hospitality Manag 2001; 13(5): 213-7.

4. Evans MM, Jamal A & Foxall G. Consumer behavior. 2™ ed. England: John Wiley & Sons; 2009: 576.

5. Souki GQ & Filho CG. Perceived Quality, Satisfaction and Customer Loyalty: an empirical study in
the mobile phones sector in brazil. International Journal of Internet and Enterprise Management 2008;
5(4): 298- 312.

6. Chen HJ. Exploring Relationships among Health Care Quality and Patient Satisfaction on Patient
Loyalty by Applying PZB Model[Thesis]. China: Institute of Health Care Management, 2007.

7. Arasli H, Ekiz EH & Katircioglu ST. Gearing service quality into public and private hospitals in small
islands: Empirical evidence from Cyprus. Int J Health Care Qual Assurance 2008; 21(1): 8-23.

8. Mortazavi S, Kazemi M, Shirazi A & Aziz-Abadil A. The Relationships between Patient Satisfaction
and Loyalty in the Private Hospital Industry. Iran J Public Health 2009; 38(3): 60-9.

9. Coffman J & Yale P. Would you recommend this hospital to a friend? Available at:
http://www.bain.com/bainweb/PDFs/cms/Public/Would_you recommend_this_hospital to a friend BB.
pdf. 2007.

10. Bush VD, Bush AJ, Clark P & Bush RP. Girl power and word-of-Mouth Behavior in the flourishing
sports market. Journal of Consumer Marketing 2005; 22(5): 257-64.

11. Muschler JA & Schumavher KA. Promoting Patient Satisfaction and Loyalty. Available at:
http://www.thearsigroup.com/pdfdocs/PatientSatifactionNL.pdf. 2008.

12. Tabibi SJ, Ebadifard F, Khalesi N & Torani S. Total Quality Management in Healthcare. Tehran:
Jahanrayane Puplication; 2001[Book in Persian].

13. Wong A & Shoal A. Service Quality and Customer Loyalty Perspectives on Two Levels of Retail
Relationships. Journal of Service Marketing 2003; 17(5): 495-513.

AN Dgamies 9313 po ¥ oplosds Fo) 93 (oM 3)5ks) Ol g S5ib iy r:,lc oldsls S8 jol puy 03Kl alxe



e blow 4 0auh Al wload olsls L wwload wusnS adosl) (Sw) 0

14. Pont M & Mc Quilken L. Testing the factor structure of the behavioral-intentions battery: an
empirical study of the Australian banking industry, Australia: Proceedings of the Australian and New
Zealand Marketing Academy Conference, 2002.

15. Godes D & Mayzlin D. Using Online Conversations to Study Word of Mouth Communication. Mark
Sci 2004; 23(4): 545-60.

16. Babin BJ, Lee YK, Griffin M & Kim EJ. Modeling consumer satisfaction and word-of-Mouth:
Restaurant patronage in Korea. J Serv Marketing 2005; 19(3): 133-9.

17. Wirtz J & Chew P. The effects of incentives, deal proneness, satisfaction and tie strength on word-of-
mouth behavior. Int J Serv Indust Manag 2002; 13(2): 141-62.

18. Shakibaii AR. Tensile specimens of supply and demand for medical services in hospitals. Availiable
at: http://cehp.behdasht.gov.ir/uploads/170 379 Shakibaii.doc. 2003.

19. Kersnik J. Patients’ recommendation of doctor as an indicator of patient satisfaction. Hong Kong Med
J2003; 9(4): 247-50.

20. Alvani M & Riahi B. Measuring Service Quality in The Public Sector. Tehran: Iran Industrial
Reseach and Education Center; 2003[Book in Persian].

21. Lis CG, Rodeghier M & Gupta D. The relationship between perceived service quality and patient
willingness to recommend at a national oncology hospital network. BMC Health Serv Res 2011 Feb 25;
11: 46.

22. Hamidizadeh MR & Ghamkhari SM. Recognizing Key Factors for Customer Loyalty Based on FRO.
Iran J Trade Studies 2009; 14(52): 187-210.

WA s pigh 9 315 o ¥ ol 7093 (woduw 3)5ks) Olus S5 js [o}lc ol (S jul puy 03Kkl alxo



e 9 b (padl Jles S

The Impact Of Service Quality On The Loyalty Of

Patients Referring To Quipatient Clinics Of

Studied Hospitals In Tehran

Tabibi Seyed Jamalodin® (Ph.D) - Gohari Mahmud Reza?(Ph.D)

Sabahi Bidgoli Mohammad®(MSc.) — Shahri Somayeh*(MSc.)

1 Professor, Health Care Management Department, Islamic Azad University, Sciences & Research Branch, Tehran, Iran

2 Assistant Professor, Mathematics and Biostatistics Department, Member of Hospital Management Research Center, School of Management &
Medical Information Science, Tehran University of Medical Sciences, Tehran, Iran

3 Instructor, Biostatistics & Public Health Department, School of Public Health, Kashan University of Medical Sciences, Kashan, Iran

4 Ph.D Student in Health Care Management, Member of Young Researchers Club, Islamic Azad University, Roodsar & Amlash Branch, Roodsar, Iran

Abstract

Received : Apr 2012
Accepted : Sep 2012

* Corresponding Author:

Shahri S ;
E -mail:
S_shahri43 @yahoo.com

Background and Aim: The present case study aims to investigate the impact
of service quality on patients’ loyalty to the services rendered in outpatient clinics
of the studied hospitals throughout Tehran.

Materials and Metheds: This is a descriptive-analytical survey in which 242
outpatients referring to the studied hospital clinics in Tehran. For data collection
purposes, the standardized SERVQUAL questionnaire(1988) and for the
measurement of loyalty for service quality, the standard questionnaire for
customer's behavioral tendencies(Zitamel and Berry, 1996) were used. Regarding
the validity of the questionnaire, its content validity was confirmed; and its
reliability was approved through test-retest method and Cronbach's alpha
coefficient. For data analysis, Pearson correlation test was employed.

Results: The results revealed that there was a positive and meaningful
relationship between the quality of services and the patients’ loyalty in Tehran
clinics. The most important aspect of loyalty was complaining behavior.
Conclusion: Hospital managers should enhance their understanding and
awareness to maintain, and even improve, the patients’ loyalty to their services and
should do their best in this regard. Hospital employees should be aware of the
patients’ expectations and act beyond it. Finally, they should know that rendering
services to patients is teamwork and that the key to providing patients with good
services lies in their satisfaction with the quality of services they receive.

Key words: Loyalty, Service Quality, Clinic
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