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Abstract

The purpose of this research is to determine the nature of the relationship

between the quality of social relations and the perceived value of the quality of

health service in the Specialist Hospital.

Methodology / Design: 170 questionnaires were distributed to clients (patients) at

the Specialist Hospital. The number of questionnaires retrieved (153) was (139)

valid for statistical analysis, analyzed using SmartPLS v.3. .SPSS v.22

The importance of the study / The importance of research is to be applied in one

of the most important sectors of investment in Iraq, namely the health care sector,

and address the problem of realism in the search of the organization sample
search for everything that can contribute to create value for the customer.
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Theoretical results / The existence of a knowledge gap on the interpretation of
the nature of the relationship between the current search variables represented by
the independent variable quality relations and the perceived value of the
customer.

Practical results / The current research results in a set of practical results, such
that there is a direct correlation between the quality of social relations and the
perceived value of the customer.

Scientific effects / The results of the research can be used as the interest in
building high quality relationships with customers will lead to achieving the
highest perceived value of the customer and this will increase the chances of the
hospital sample research in achieving its goals and objectives.

Originality / value: The present research came to fill a knowledge gap, which
was the absence of a study of Arab or foreign to the knowledge of the researcher
dealt with the relationship between the variables of research in one hypothesis
model, and the importance of this relationship in achieving excellence and
excellence of the hospital sample research.

Keywords: quality of social relations, perceived value of the client, specialist
sponsor hospital.

| &laa

Gl daagia — Jo¥) sl

Gaad) i Yl

Glail Dl cladll e laye oo ST alaal culas 38 Laal) Zaadl) sagan Hlaal¥l o
a8 DAl daa e GUY) O ool adiily (ool gall pog Ol Blias daay deadll
(lly e Mmd . ageadll ang o ciliatinally le IS8 Al Aol g Uld 8 5aTie A puu
Glassall 8 (o dadkall Clesall s3sa (goiwar il dSB L3I eVgy (dasall L) Jasiy
Gyl Cilislg¥) (o Cinsal cagaa dady WDle o dbilaally L Clals wgd o) LS il
Dadie (Ggieer Ciladdll b i e dailill gl 2l WehalnY Tla csall Cilugall
.(Junhyuk, 2015:2)
Glpdiad) o ay aaall Sluwgall dals ) Dl Ludlially el syliiad) claaill |k
DB Al dale dala il AL Ll danall dedl) edhe Gn Lelia¥) QB pads
.(Gruber & Frugone,2011:492) Zs.all dexdll sasal A<y0al) Zall jjas 8 ClBlall oda
290 palall gl 4 delaa) clBlall sl of (Fung, 2011:28) 4uhs <l cps A
Ot (& Gl AUl Hed Ally deedl daliall bl 2i59 anyy Glaluad) pizag A& S
Laladaial) Lgaass PG PREN
O Lnaal) Sladiiall e ¥ Spealeall clabiidll b asll Gians A A cshally iyl o
5asal A50al Ll aasty Jlaad) 1agr Cpaigall Al Hlaa¥) daa ol 8y Jeldll U<l i
e P ey Al Ledll Basn grie bl Chdge Ala 35 Ally dsall dendll
AS5ad) dally e Laa¥) B 5asa cp dup A cluhal) A s Aalud) Gisanlly el

ayllganlinidliaglell ¢s

el alaet)

AY VALY sl le (s

Ay Z
/245 S




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

\

Aoyl Jlee) &y (& Glpaiall @l Gl 8 saaly duly 259 ade (o Db cderdll 5a5al
OSH) Al il G A degle aoatl Adjea Boad dsas o Ju Lo ey sl ¢ Ul
A,na dalll 8 layiliy duelaia¥) Gl sagn LaaaY hlas dlall Auhall 588 Ciels d hag
4)lie Biaie s Gledd aally Caal Ally oanaddl) Sl Jadie b dsall deadl) 5agal
Ll daall g Ul b ALl (gAY daldl) i) aa
Basal AGual) dail) goiwa iR UL Gl alCie delua dalll Ko i L e 3l
S dag) 4B daliiall b e ladaY) GlBall Bags (Siwa phla (S8 Laal) 4axdl)
Gaad) eijla (Ll
F V) el 5l e AaY) alal () Gl sy Ayl Al 8 amye o5 Lo ) ol
JaiSl) hdiua b daal) dasdl) Bagald A aal Aagdl) d)y) B L Laia¥) cilblal) Baga il L
b LS5 dujal) 5Ll e de gana die G (515 T uanadl

fie Laa¥) e 5a5m oranadll L)) 2diee olaial (530 L~ 1

§ prmnadill () aline & Loaaall Lo 539ad A,0al) el &llpo) g2 Lo =2

& Anaall Lasdll Bagal A0 dedll Wy b delaa¥) QB syl b aag da -3

§ paadill LSl 2

cual) dsan) s GG
tl L D ey eall cailally bl calally i duaa) Jlad) Gl

Glasdll aoai & Jsadll (gl o dage Shaiia ) Byl 435S (e Sl dnadl a1
Jie G clabiie 3 Jaall b)) ClSHA e chsiall @b 203 3 panaddl) Laual)
aaaddl) Gl
& leRubis Gl Clyirie dual ddbise dualle @by B leladind 25 anlie Ly Cbag &
Glabaiall adly pglat dal e Jladl Sl il (e 50lad Jlae 3529 ae - aaall g Uadl) 2y
s b el Gl e salaaY] e GiS L Gald (K8 lidiaaly Loses Lhell dyeail)
o) 138 8 Dbl Eisadly clupall 8 gy 38V 2l s il (e de sana
Gaal) Célaa) s la),

YL i Gl (e degana Gaind I s Gl Cangy
b donaal) daodl) 53sal A0 Aally due Laa¥) GBI saga cp 3D dagla e el L1
) 0 dakiall

G Lnal) el sasal AGaa dadll G 8 delaa¥) Gl s3sa Ll e adsll 2

) a8 Aokl
e Laay) clBlall saga ol Gual) a8 Aadaiall @)y (gae aaal .
o) Leod) 5agad AS5adl) el sl Cnll 28 daliidll b alalall o] (2 djas

Ay Z
/246 S

| &laa

ayllganlinidliaglell ¢s

el alaet)

AY VAL sl le (s

=W




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

\

dad) gl clawls

S Gy (Y Dl 55y alleall daialy saaae il e Gl (3Ual jeas o)
Gl Adally dnle)ll i) Al paddi maal dlny ume ale palaidl (e
t V) sl el

bl Glal w
Bagal A aal) dail) 3ias 8 W ly LeldnV) Bl sasm) dubs ey el Gl )
A2l Aal Wy o (Laylly l5llg ) sl &DE e 0S5 Bl 525 (o)) (Aesaall daadl)
(lasbadll Bagag alaill Bagag Jelill 835a) alasl BB eaiid duaiall 4aadl) 35l

() Glail) m
DX dhdlae G adlslly awdnll Sl ditee Gl e Gl il )l )
i)

it Gldal) =
s paaaill Sl cadiie b AlauY) as Ll & Al sl Gl Sl Glladll Jaay
[(2017/2/20) e s (2017/1/1) Cpe il

:gi:gkﬂ\ Gl =
i) el L) gl en Jlee¥l claiie ol e Gl gudadl) Gl el
i) oS Alilae & adlslly Syglaall Lplal) Agall ) emnndtl) B adisey
L) ) 7 dgall < bl

| &laa

ayllganlinidliaglell ¢s

Caadl Clystie om ADke Glllia ol cpd ald Alall @b Al Ll e degene ) ol
(Geaal) Loaal) 539a 3,00 dasilly de Laany) Bl 5352) sl
s s LS ¢ Mall Ganll Zudyl) il (s Akl dasada gy amlY) = 35a0Y) nt 5

o
b (1) Iy _g
3439335)“\ W\ Ty 1) A1) ZE
doaual) daadl)
aUsil) 533 al
Jelidl) 5aga H2
ila shaall 53 H3

— i
Gl o ydll Jaladdl) (1) JS5

Jiwdl il s delaa¥l el sasa e ol mai) (1) IS8 P o
Lol L) o(dalg a5y Lapll) alaa) &8 PIA (e 4nld 23w Al Independent Variable

AY VAL sl le (s

Ay Z
/247 S




i»sj/wy\»@)w 2.8 A drmaal) G0 2] 52] A5 32l Aecesid] Guiiaii (P LD 019 e by ) G bi ) 29
SLS Juus \,0; AL\

\

D P e 4uld sy Dependent Variable il il ggd Lsall daadd) 535 4S)a4])
(laglaal) Bagag Jelil) Bagag aUaill 8aga) alal
) Slada b :lasla

(il il laselal S al dle e laldely dulud) ciluhal) &3 e ¢ UY) ey
e At Gl dagh Ol cadlaal sty el Gl cV3La e dls) maay dal o
taY) sl e gt lua
Anal) Lasdl) Bagald A0al) Aaidll B Geina il Ao Liia¥) clBlal) Bagal sAuwtyl) dudil)
fet Aae ) luiajh IDU daajill 028 (e By
Al Basa B (goina LAl (M) (L)) (Al duelaaV) AU s3gn e —H1
el 83 8 (goina LB (AN (Lol Al Lo lanl) A saga sl —H2
clagleall Bagn (b (spina Ll (Al ¢Lia)l () daclaia) ABa)) 53sa 2y —H3
Giagl) Gunlia :Lial
Y ocalse ol dlla 3al) zull 53 Five-Point Likert jwledll <€ ubite )3 dlaie) o

| &laa

1 delaay) Bl s Gulie dlay) Chiac Sy il Ghatie Guldl (B 8l Y (s
Lol .55 (9) ashiad sxe cwilSy (A&l L)l al5N1) aled) &5 (De Canniére, et al 2010)
Bagag alaill 5asa) ala) A (Akter, et al, 2013) J daall aadll s39ad 4S04l dasdl) ulie
) (1) Jsaadl b mamse LSy (15) 4l sy (Solglaad) s35ns Jolitl

Gl Gunlaa (1) Jsanl

I T I T

ayllganlinidliaglell ¢s

De Canniere, et al (2010) delaiay) cilBMal) 592

Akter, et al.,(2013) daaal) daadl) 52 gad A< jaal) dagdl)

el alaet)

aald) dae) Gt yacad
Ayl e . laasls
e e ehl ) e alaeYl @llyg (Survey Zuedainy) Luhall mgie Jladh sl s
st 3 eyl 13gh sanall WA e Alad panadill Bl idiss 8 ((mpall) o3
FaeLan) lal) 5358) Mal) Gandl Cilyiie (3D asls 20a3 ) reiall 138 (335 Zal)
Al alaall Andai Cashad dladind 3 Glad) 13 g o(dmal) dendl sasad A0l dadlls

AY VALY sl le (s

Auhall clusmyd LaaY Structural Equation Modeling

A

248

N




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

\

Laal) 3130 :pile
(e desanae Ao alac¥) P e Booklet € (i Ao (Llawyl) Gl sl aveat o
(o BLAY) @i & B ¢ Slanl) Qdadll (mpal el e LD laaldie) & . enlial
5 (2017/1/1) g 52all pammiil) Ll s ((oanpe) (5 e Bylon Sy Bl 3
romald (plia ) caend 385 (2017/2/20) die

coiall) Jadtig Auhall dual ddhaanll il Gas ce dale Glagles Jo¥ gl e —1

(el (s5isa ¢ yanll edieLany) Al

) ity sl Cand) s Gl Base Aila) 3 )@ (24) S giall ey 2
AL sl B3sas Aald 5 (9) G (sSu 1 V) sl

gl Leadll 535ad 4504 Aegll Aald 558 (15) 0o 0sShy 1 S gl

Gal) dieg aaliaa . pde )

S Ailas 8 anadill Qi) adisd Gumalyall (anpall) SN e Al aiae Jais)
Dlis Jlaall 138 & odiald) ol¥ Wy Gl @ilpria Jos Bladd Addle SSYI Al aginass
il LAdlpdall i Al o Ball Godel 5 (sana ) asle s Gl gdine 05
IS Sl aadine 2aa3 e 50l aae dlla 4 aa3nus Non-random Samples dilsiall e
(gsbill due) oslul Eald) cuwadiu) 8, .(Saunders et al., 2016, p. 275) &é
axsly oy Mt paina) Jiad pae & askad) 138 e 32l (40 a2l Volunteer Sample
Ormaball el (e el D8 G Ll cdiaal) S U8 e sl Gl e ey
On OIS 1 ¢y < D) o BaY) (o dmaal) aghy )l mans Y g Gl 38 bl
Geaba)l i)l e sy (170) duad) aas OISy - caeshiall A gl alaial cad)
-(2017/2/20) e s (2017/1/1) (e 82l Cpana caiisall

@B Y1~ SE ) gaal)

Lo lainY) clidall a5 asga oVl

Gl b lgde 35N (DA e o) Aplaall JlaeYl dlas (A elg duelaia ) Bl 535a ¢
Osialll x5 3 (Palmatier, et al, 2006:136). oalell 22all 8 Dils lgei Caagd 38 ¢ alall
Lty cladaiall (g A8Mall Aalal) Aaplall o e A Aspal) i Lo lainY) lBlal) 5358 )
Gl 25 Ay Wl (Sa e laa¥) @lBlal) sasa o) 3 .(Gremler, et al 2002:234)
Agardll laliiall dege (AL ae Asgdll AR Y Agardll cleliall b gals ISy Gsl oYy
Gladiiall @ins Sy (Wu, et al,2014:1062) :dadlall spall Gaias e deadaiall (Ko LY
e Lelaa¥l clall sy e DA e Gl Lay e Jasll lgde #ladl)
LSohd) SbsSall e IS ey L oYy o) ) il yudag (Chang, 2007:15) 5l
Laaal 13 DL sagas (WU, et al,2013:1064) gie @ dalas Lall o Guly Clgallg

Ay Z
/249 <

syl Wlganiniay pglell <5 3ol Glaa

el alaet)

AY VAL sl le (s




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

\

WD) s3g) al Cilaw 5 Ly Ak Jeli 53 e g3l 3 Lsall Llejl) gl 8 30
lelgl clllia o) bV X WS (Lapre,2012:59) cibill #¥s oo Yau candalls 3l Lod Z&IS
ddiall A8a)) 535 L o) oSadl) (e g Le iy B sasly Al vie lBall (e dibide
ialh) o gl jge by Bl oda il AAS V) I maalgdl e e oSl Ll
Al gl o cldlal) sass ( Fung,2011:28) i 3 (Roberson,2014:14).4)
e LS Lciblall e Logall 8yally cppaV) daldy olin alaa¥ly duasell duaddl) cililall
Lol b€l sda Jadiiy palic 830 (3 (oS e il e (Sadeghi et al,2016:3)
LAl o5

Al dagadal b1 GsSall gl e e Lain V) chlilall saga Chujad (o 438 a0 Lo e 3lig
olad agifiy agaliilly aalin) 4oy 2aad DA e @lypead IS o jedin Allg Lgnilyg dadaiall o
Vialaiall

e ldiay) clBdall 8aga Avaal :Lilh

| &laa

YL Lelaa¥) Bl s Loaal daTiy (pAY) ae QB ) dala Gl )
:(Fung,2011:28)
o il axe U Oghia Adlall sagall cld due Laia¥) cldlall ) ggaia ol cplalall of 1
125 Z Y] B digaia (ernng (nAY) e AR Guld] o asi Y aglBle o 3 gAY
Gl e Bliall S5 ail daiad e lsads AV ae dalail) olad Gl ea )
Bagad) I3 A0l Aadlly Aalsiasal) Bpaall Ailiadl) Ll 3n3 N 358 U Lagead dogal
L)
pedll) S esl) o dalse DB P e Jlae DU Lulady) ) Gaiaty Oslail) Gpas —2
Bagall 3 lially (Lladl dulaY) I Jodig (4313 AL dalal) IV jeliall Gaeed)
ERIA
dnlacy) 1l da o) deelall clSolully Galall Adlad) sagall <y Bl Gaas -3
ASjudall Coylaally ASdall mllaally (485 Jsadlly aedlls
DAl old) s ¢ il s Adle B3sa @l ClBle 259 —4
Basal ()5S agialiily cuilasall el e s8y) L5l o) (Buckingham, 2006:8) <5 =5
-Cilaal) el ae A8

ayllganlinidliaglell ¢s

el alaet)

coldyllg daall sy jigill A (sa5 Al Baga 2929 pde ) agy WS —6
o Ll L ALY Ulsiy Ly ciandl) sasm e lad Uil Lely e 400 5358 =7
.(Woo and Ennew 2004:1254) dexall saga e A8l s29a 2aa3 3 jdle

AY VAL sl le (s

A

250

N




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

\/’—\

delaiay) clddal) aga alag) GG

Daskis s el o) G Gaeedl Al i LY ae Y] dligh Gl (6$ dal e
Osdigr P O Sleliall o deuly Aesana 8 ang By LI g saa CDle e Likally
3 clesylly Cilaaly izl cilaglly bl 5al DA e B e JSally JSS Akl
L e duelan¥) Cllal) s3sn gt g AL Yo Lulaod b)) A8l 535n nseke Jash)
Y Cilsall a odag A8y Lally Al clisSall oda dadi cilise s3e (e O5S (oie Jia
(Liu,2011:72)4e Laia¥) @lihall saga byl 8 Ll

Layii-1

L)l Capas 3 e Laia¥) el Baga bl 6 8yl duaa) <l Llaadl) (saal Lajll (<&
Gaa Glendll Clils mien & dnad sl agid bl o ilalally el AL auil 4l e
3 Lo laa¥) Gldlall s3sa o oy sd5e 5o Lyl o) (Hyun,2010:253) ke 3 'clidial)
&) Cladg g i sl Aeadl axtal sl oY) e e Ll jsa (gohay
Liay 090 e 4l D) e laia¥) clBlall saga (o8l Gulad Uapd L)l ey inall 13gag Jiesal)
Ja¥) A o datally pad Bl jsad dnpy (I AN Ly puds WS aid o (S YV ABL) (b
13 Galy e Gl axs 3 L (Kotler &Keller, 2006) asbeiss kil sl elal 43)lae xie
shab 0ol ashy dus Wyslati gl diladg kst Cul€ 1)) L) ailadss 6 Y Jelal) dam culs
Ly Bl @lllia o)) 31 . (Oliver, 2009:87) caill sa e Lol 5l ziiall po 4ijail Lol s
Joes A LB (5350 B3 Liay a3l S (53 31 agiy oLl & LS Lia)) agall all e
.(Daniel, 2013:3

dE#N-2

oo ey cali) Lo lgie A80 Cliptll (o lpdiall lllia o)) 3 Takee legnge Joliny mellaias 421
Lot Fan cleadll Jlae 3 48 o) WS 2B & VL 3l lgabiee oKly 4l
AN oy 48 baaa (160 Al dgall e alae¥) A de)l gl a8 Gy (Aljazzaf,2011:25)
AeY) e ywo L W d@ll .(Jap, et al, 1999:304) dDlall sasn 8 culd] i a
(Wilson 1995; Carter and Zabkar, AYl okl as d8Blall Jon adgill o) gl
So Ll e 2] dlgh GBle oy e eldn¥) Glial) sasa asede Sys -2009:339)
Laag -23n (Al da (e 4SS 81 Gudlal) ALY eli) o e sale gl dalay 31 A& Gulld

| &laa

ayllganlinidliaglell ¢s

el alaet)

Yoo o Ll ae Y1 dlgh Gl b Sl e desanar ladaiall (395 b o)
( Hyun,2010:253)dsshll gaall o dabiiall dad ila Agon (5o Dy

alilyI-3

Whau  glaa de deally DD dlalse 8 Al 4l e G Gy
Osll O Tl B8 Say A Ciisall 4 e G5V i WS L(Janssen,2015:13)

Ay Z
/251 S

AY VAL sl le (s




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

\

Lebiiall ae dalaillh jhaia¥) (& L) el OIS 1) Led Gaaliae 48 LLi)V) 13 5 cdalaiallg
bladl AN 8 Bhee jualic AV HEBU B Laalie (Johns & Saks, 2014:141)
LLYh exall el daps adl (o (dhlall AN Chupan iy 3 (glaal) Ny il 5N
AU Alalge Y dalally el el dayy I i) AlENT uds LS 3D Gl 8 ibalel)
Junhyuk and  aBlall bl e aBIYL eyall Head 520 () (S)lamall SV judy (s
ne e € fhal Gl HEN) W eyl e il Ll i) sl o) L(Kwon,2015:17)
(De Canniere, et al,2010:89) Wsha & Al cleadl)
Aoaual) dasdd) Sagad AS)aal) dagdll aggda :la)

el cagll by i Gl ) zlas cllle dmaall ledl) Jlae b 5352l )
O conall Uil b Jeall adlyy @O e ) Gigadl e S fiald) (e alaaY)
Bagall tlad il () andy Caagl) 1305 cpibilsall Aaia Cpuat 8 oaea ol (Y Gt Cangl
DY) A Gl e ISV 3 aall ietg) Allaelly (e (gie (il gl i)
el Jaall s sl L(2:2003 cdasd) L(Lnaal) Ledl) Lo agloeas digad b Slelaally
Omend Jalaal i) ddmlly ysdall 53gall Glaa Bl iy Lexie 1990 ale i S alaaly
Lghall aail daiall maliy ehae el o) (Ko 83sall glam @hh of 3 desdd) sae
MasY degiagall oY) ulae pe Anlhe Andl) oY) aul uleall 25 Clehials dagall LaLs Y
ehae 2ol Bagall 5 b jualall gl g dleliy malipd) olal s olasly 2o clshadl)
Bagall 5} e slagualld gl Jolall aumgy JSLaall paanl daallail) @bkl Gadai o dasal)
Aoaall dexdll Baga Gaead el Al Gunliall ) Salaall e (gialiary «0glas ¢y 5k
Lexdll s die sagall o e ag)l) e (canpall Laddll s sagan alaia¥) ehadl (e callaig
el of (S Bagall Basaiall ala) e 550 F V) gt et (68 Gl el oo anall
Laxal) ehie e ooy 8oLl cduiall 5yakal) cAile Wl gaaail Lol Gland) st e ol
waa3 Wpanll shal cylsall panads PA e G ddbaal clalaa¥) e 138 of dasal
.(Brown et.al,2008,2,11-12) Llay) cilusylaall Juzmdl jladly cdardl) (jgetty cpdll o 31

ansl e el Y el Lo b didee Al @ileadd) L Bagall Al daill gt )
i L e lgiya (Sar 4l Y1 gy dgiaall iDLV Land alladl) daialy ye dosall dasdl)
b gl gl ARl Alage 8 adde OIS Lo Luld Gl deod) (e oY) & (e @aaiall oY)
dsie Lo L Lie it of oS Leg 4] dadiall dmal) Zasdll 8 (mnpall laly ) ds )l
il Chnasill o paaill pi o caae Wld L (el Clals adivall 3)3) agi Lalag
1y dedkal)l Lmaal)l deadll 3 5asall e sthall (giuall Glld 3aa3 laa B Bacluall
daniiosd) Claeally g2 5lSs (g5iner i) & cplalell ehol Uasiye ()5S b sale Capasil
((199: 2005¢(5<4l) dudal daral) 5lag)

Ay Z
/252 S

| &laa

ayllganlinidliaglell ¢s

el alaet)

AY VAL sl le (s




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

\

daal) daadl) Sagal ASHaal) daudl) alay) :Luald
b Lo s Ay Laal) Aasil) Bagad AGaal daidl) sladf L35 (Akter,2013) s

allail) 3aga -1
B e gl a3 3 VLD G (gl o Cpadtivnall cygeat ) Uaill 5aga
Al Adgign Caimgy Alanll o3a dalye b Basall Al Jon L lygeat U5 Dpulid slae
Glo Laadll 3 sy sy (ollly il ddgige Jo¥) goungall plaill dpageady alaill 5ol
gsasall Ll dardl) Jalye b 5agall slli e Laslag lad Ddse Jia 1305 Wlly gl Gl
L il lalaa) dul e 45,8 (gaay aladin) Alsgus dapy Choay 4ild oAl BoliS
Laaall Glashall & dileally V) 353 Ay I jadiy sl duagad 58 53V gouasdl
Aasall Lle)ll Jlaw b draal (e dpagadll W danall dile)l) Jlae (8 (i yall desiall

Jelail) saga -2
Jelall dess Jaig ariinally Laddll adke (o Jelall A€y Jelal e N juis Jelall sasa
GRSy Dlaall e Aileal) cilaliaV) Joa Ganall ae caglailly @byl e dardll adie 58 e
s Aelall dendll Aot (ge Lela Tejas Basall Cailsn e Lage Lils s Sl adglies aslalaal
Bass (e jmy deladll e 5, eyl al daadll sl ol sy M) (aldaV) o Jelil)
sl Gun € 0 Al Gl as (Ganall) aatiudd) dels o) @luhall S5 Cua gl
SISy Jolall il Al<a) lllia aily candall (ool 5eUSlly 4 jaal) Gum (1o 53 Slllia () 223l
Guhally panall G delall WA e 2 Al il saall 3l 13y lalialy g2yl alaaY)
o s dlelly Gslailly BN DA e delil) By 0o GBI Qiljsal Ji3ads acd (e Dlad

| &laa

ayllganlinidliaglell ¢s

Lol Lganail oalastinal (5309 dapus 42 238 4 (peddiivsal) Baclue (8 deddll anke 4y () Ol
Cun ampall Cudall (e Zujall dileslly alaia¥) Jiai dolesl) Lol 4uaY) daadll jig ) jadn A&
Aol Llejll g Ao 5aally podiiall cilalinl agd Lo elld Jy
Gilaglaall 3352 -3

Ol slaly Lo o) deadl) ddee wilgh 1 5uis 3 deddll Bagad degall 2] asl Cilagladd) s3sa
5ags Laaal e ladV) U8 (e epuall ladid 23 Gum Lexdl) 3930 pe alelin gl aleladl da
Iigline Apea) Lol lly Aacill 2g e 2l Crm e Eamall Blejll Jlae 8 Al cilestedll
oot lal Ciige bt 8 Lawls Tal 55 L Cum 5,08 L) Slashed) 535a5 prdtidll die
elie B o gy Ledll s Jabyd Cilosteall Lot a0y Glaglaall Laslei€s Gads
sl sl dulal

el alaet)

AY VAL sl le (s

A

253

N




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

\

Cial (abia pfiy Ul Jilat = GG gaal
Comatial) Z\.':\c lag Y
Bt Sl e desene (e YL Ospninall o5 3y (S8 Al de Chuag (oS4
) sl 3 LSy () (Sinsny « panlly s L) Allally « pial) Zocadal) clasleadl
Comniaadl i Ciomy (2 )dson
Ve B e [ | i | ]

60 83 A
40 56 A I

45 63
49 69
5 7

Lelaiay) Al

20
19
28
43
29

38
29
65

syl Wlganiniay pglell <5 3ol Glaa

7

Fald) slae) e i aadll
el o) oS (Al paibiadd) (e degana agd H5E Gl g il ¢ (2) sl ek
aldl) mitl)l coglil 3 Jlall Gl Calaa) a8 aali dilidy A3y Cleslee aad
GLY) de S s 2 ¢(60) Aoy Cpaatiuall AU 23l e (83) OIS oSN dae o)) Guaiall
aaing (63) Gangiiall e 220 ) I Lelaa¥l Al jdge Hlals ¢ oSl salus 2S5 Lea (56)
L (5) Laxe ol s i) eV W (%49) Lusis (69) coagiid) 2e OIS s (%45)
On plec] Zghm il Auhall aaine i e (14.38%) Ao o 2038 penll pdger 3l Lod
5 Ain(41-34) il il LS ¢ (13.66%) Ay 21(33-26) 4 jenll L5l Lgals (41y(25-18)
e (%20.86) 5 «(%30.93) 5 (%20.41) sy A(50 oo Ael)s ¢ A (49-42)
AlaVls Alany) ALY el i) adine i) agh & Sl Bl o3gd IS S 5 ¢ )
B sl Balgd dles o bl gl el (ggine Hdse Gl Lad L) A giage lgle
3y ¢ (27.33%) dpny LalaeV) salgdl) Ales b laey (46.76%) ik 3 A el 1l
iy (%35) Lty Llall clalgdl) dlea 58 Ayl Jinls (20.68%) daiy ashall salgd dlea

el alaet)

AY VAL sl le (s

Ay Z
/254 S




i»sj/wy\»@)w 2.8 A drmaal) G0 2] 52] A5 32l Aecesid] Guiiaii (P LD 019 e by ) G bi ) 29
SLS Juus \,0; AL\

\

Baly oS5 Lo 1y clgaladinly Llawl) chad A agh (s (e Gl adine (S8 )
ALY b e LY e 2y L Oslery Al Gilalaial) 2Bl agiul)yg st yas
oubidall A839 Uil saga HLas) Ll

owlial) 3131 diilas Baga ludl —1

Gind b aalid I Gl pea b derdieall dus)) saYIQuestionnaire  Atauy) e
2y asa e @aaily Five—point Likert (ulie 38y e Cuna lly ¢ Jladl Gnll Ciloal
il lilly Ll (amy (AUl Gaal) Hlasl iy calad Craain (530 Cangll Lghias 331

Face Validity GAWY Guall i
Jae (b palaia¥ly 5al) (453 e desana o Y] Lay BLEWY) Cajm Eald) Cul
Clpiie (ell Leadiuall BlELY) @iy lSe) e il (1galal lail) el aley 52y
Balll cuald ehall U8 e dadiall sl Wil ol aally anas Ly dalall 4,
(Glall ki) il e lgume die pyangy 483 ST 0585 S bl (mns dpaniy b

Content Validity <L Gaa-—
Qb laal shaly Laaldl cacls Adlal) Al e (el (pseiall) sl (3am k8 Jal (e
(1) (Chen,2011:194) = silly the confirmatory factor analysis (saSsill alall
e Sel GsS ol e Yy (CR)the Composite Reliability (2) the factor Loadings
aied ili Ladie Ve (35S iy the average variance extracted (AVE) (3) (0.70)
ik LSy SMartPLS v.3 aaiiall Jlas¥) zaliyll Jleainl @lldg (0.50)

(lESadl 5aga) JEiuall jiiall oSl Aalad) Julail) ~1
9 ) CosSally (LiaMly a5l Al all ooladly Jiisn ypicieS deLeia¥) DAl 5253 e ()
{(3) Jsaadl b LS, sl Tagh sasl Jlalall il jlasl 5 55 (

() 5392) Joasal) Luaiall aSall alall Jubaill (3) Jsan

Average Variance Composite
Extracted(AVE) Reliability

| &laa

ayllganlinidliaglell ¢s

el alaet)

Estimate

AY VALY sl le (s

SmartPLS v.3.2.6 .@uﬁ Glayda ) alinayL Ball) slael Gt jacadll

Ay Z
/255 S




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

\

Baga) el il (slie chail Ldalall Gleniill paea o) (3) dsasdl Gllaee e Gat
i 3 ¢(0.50) a5 (Hair et al,2010) Wwass Ally Algaall Liall 3g0all e S (B
cilS g3l 3 (CR) (AVE) (s S b 055 Lo 1ag ¢(0.947- 0.745) on leraes canglp
Lelany) el s3ga e Aalall Gl o Lo Ja Lee Lol agall e o Lasan
L) dileany) eollatll el Ll
Al duhall b anstid) Gubiall G (3) dsas B @ e 25 Lo e Talaiels Jadl) Aadls
cpbaill Culal) bl ) ae galdaiy (Al 8398) Jaiall juriall ulal
(Aasil) Basal Ayaal) Lasill) aulil) psiiall (ausill alal) Julal) =2
Basag Jelil) 5asag alaill Basa ) ADUN laalels (Aeddd) Bagad ASpaal) daidll) lil) Luxiddl ()
WS i) e ulial oSl alall Jalatl) ladl 3 5@ (21) o OsSally (Clasladd)
(4)dsasd

| &laa

(A )al) aill) i) uiiall Gl alal) Jubaill (4)Jsand)

Estimate Average Variance Con.wpo.s!te
Extracted(AVE) Reliability
0.925
0.915
0.939 0.839 0.954
0.883
0.867
0.897
0.903
0.875
0.912
0.867
0.912
0.890
0.910
0.879
0.918

ayllganlinidliaglell ¢s

el alaet)

SmartPLS v.3.2.6 zaliy clayie ) oVl Lald) dael o jaadll

A0 Al alil) ustial) (uliie culjadl dbalall cilaniill jues o)) (4) Jsaad) Cldars (e G
o (Hair et al,2010) Lax Ay dlgiall Liall 3soall (e ST o (paal) dasdl) 5agal
(CR) (AVE) (e JS adf 0S5 L 1385 ¢(0.945— 0.805) 0 leases Cinglsi i) 3 ((0.50)
A dadll) arier Aalall Ll o e Jy Lee Ll dg0al e o) Lgaaes cilS il
Aaa D) Lilan! el elaY dadle (Laaal) Laadl) 535al

el duhall 3 asdid) Gubiiall B (4) dsas B @ e 25 Lo e Talaely Jadl) dadls
cobail) Cuilall lal ) e 3l (sl Ladall s35a] Al Aall) il puiall ull

AY VAL sl le (s

Ay Z
/256 S




i»sj/wy\»@)w 2.8 A drmaal) G0 2] 52] A5 32l Aecesid] Guiiaii (P LD 019 e by ) G bi ) 29
SLS Juus \,0; AL\

\

Reliability of scale oubidal) @l -3
leuly leiaDlay LlawYl dndia paaaly (ubiall chad sl Gl e Gaaall dal) (e
celin hiinl Eald cul (A0 delly D s3sa) o Al Il Gl chsnd
-(5) Jsaall & LS Cronbach's Alpha #L (g S ) Jalaw ulial smartPls 3.2.6
Cronbach's AlphasLus < Wl Jalae sl (5 )dsas

LGS W Jalaa | @l Adl) axe KT &) paidial)

0.85 5 s =
0.88 4 KBy 53
0.92 4 L o
0.90 5 clagheai 3asa | _ = ,
0.89 4 Je il 552 335
0.87 3 padiBage | S

smart pls 3.2.6 zaliy clasie 2l sl slae) o jaadl
obite bl e sl luly il agag ) ei ) (5) dsaall 3 salall st DA e
(Sekaran and Bougie,2010) s3)s) as 43,laalls ¢(0.92-0.85 ) o cansglis 3 sl caald)
(070 =<) 0sS O e gL S W dalae
agh Alaay) Jalasl) ;LG
Aahall Clnie pans 3 A GHLERY) ) Cullll) e desena oo Ble sl clasy)
Oe Arily ase) o) ol dS e 0585 L sale Ak Leayey lpaddis Lgaikatiy d8lany)
Slo Gl dal Gag 1A Luhally LU Lecaldll bl adine dauh agh Alee Jygud Jal
Jidatll hlial e degene Jlarivd 23 Glall Luhal) Cilpatier Bl lad Cpuaiuall shly clalasl
fsk LSy pasll Slaal)

(Clall Baga)iiall yutiall Lhagl Alasy) Jalail) -1
sloal) busidl) e cilly (3 gl Slas¥) ddaill chlad) e desana (6)dsaadl ek
() Gl
N=139 LieLaa¥) Glidlal) s3sa Jisd) yiall aagll SlaaV) diaill (6) Jsas

EREEEnErs]

ayllganlinidliaglell ¢s

el alaet)

AY VALY sl le (s

1
2
3
4
5
6
7
8

O

average




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

smart Pls 3.2.6 zlin cils b jaadll

Aol Gl i)l dgag e daelin¥) S 5asa (s5ie I (6) Jsaad) il s
18 2asg ((1.156) )38 ale (glame Cibaily ¢ (3.587) &l Lsxiall 13gd alall Jasssiall o)) 31
Ol (34U oyl laussll (e ot alall lassgiall () Ly ¢lguailady bl Glud) e hdise
S5 bl O o Diige S aady . pnatiod) (55 Gig o Dilsie am arial 13 o) ey 108
Loas G ol IS8 (lSed) Jlall daglas g5 o b Y Lalaia) dpeLaiaV) clBlall 5agn puicie
eblal e
(Aasal) Lasdl) Sagad AGual) Aaddll) Al piiall sl Alasy) Julatl) -2
(bl Tavgidll) (e Cillly (53 acagl) Slas¥) ddaill @)lad) (e desana (7)ol seda
(Amaal) Laasl 53pal 350l Lail) ol uriall ((5laall CilyaiY]
N= 139 (Aanall Zaxill 535a AS)0all Ladll) ) aiall omsl) Slaa¥) dibail) (7) Jsan

| &laa

0N N[ (W[ —

ayllganlinidliaglell ¢s

el alaet)

Average

smart pls 3.2.6 zalin cilsjia : juadll
3 o) Hlai dgag (e donall Leadl) sagal AS)aall Aadl) (ggia N (7) Jsaad) s juis
piga 138 2aa9 ¢ (1.009) 028 ale (Hlaa calaily ¢ (3.51) il juaiall 13¢0 alad) dasigiall
12 g (3) AW el Lassl e el alall Tavssiall o Lasg elgmsilady cililaY) Gl e
e 5 g O e bdige GBS aady . Cmaiesall (555 85 le Dilgie any puiall 138 () g

Ay Z
/258 S

AY VAL sl le (s




i»sj/wy\w;\n@ 2@ A Al duo 2ial) 529l A5 3k Sutuiid] Suiiaii (P LR TG Gt bomiy AV Gl Ml | B2 g
SLS Juus \,0; AL\

\

G ol U el Jal) deaadas sag cdn (b Y Lalaia) dusaall daadll sagad AS)aal) daidll
agills) e Lo

gl dddliag cladasdl) LR — BN Eaaal)

LBald) cadls Cangl) 138 3isd Jal ey Gandll Gilicag daa laa) ) GED Giasal Caags
b LSy Gl ciluimjd Hlady zalad ey
Bagal AGaal Aaskl B (goina 0l ABlal Bygal AN o ally dunil) Ludajdl) Lad) oYl
Aol cilpapdl) JLEAL culd dughl) dudapdl) LIS (e dalll GSAT Siag tdsaall daxdl)
tlgie Al

Ladly 483) Lo laia¥) cilMal) saga sy 43 o paliy AgY) Le)dl) duajdll jlas) -1

(2) Jsal) b LSy alail) Baga B Gima il (VY

0

= )
0604
SA2  4—0.659— %
0.807
a7 AN
Satisifaction %0
0.425 a
sQ1 O
o
=a.
TR2 e 5Q2 a
0721 ___ =
TR 4—0727— K] 0.406 5Q3 D
0841
TR1 ol 504
trust 505
0.354 B
COoM1 -
prd
‘""‘-0.673 \
COm2 1—0-366:
0982
COM3 il
Commitment

A Ll Lpdail) LA (2) I

&l iy (AL s slal) Jsall il cpy A HLEAY Sl z3sall elay (2)JSa)
Standardized root daladll sasa yige ae ilaic 88 (14) e zagaill (s 3 (alaill 5352)
Lyl HledY saldie) i ade (Hair et al,2017:12) mean square residual (SRMR)
Lyl Adll) ADladl sasa 2l (syine LG gay (2 )JSAN mlm cyedil 3 JY1 Ll
(8) Jsaall & LSy o Js¥) Lo pdll daadll Jod Ao J Lo plail B3ga (3 (a0

AY VAL () daall oyl el

259

A

N




ems,.w)’\w,\w 2.8 A drmaal) G0 2] 52] A5 32l Aecesid] Guiiaii (P LD 019 e by ) G bi ) 29
SLS Juus \,0; AL\

Path coefficient (p) Path
TR2>SYQ 0.425
SA->SyQ 0.406
Co2SYQ 0.354
R2 0.498

SmartPLS v.3.2.6 gy clajie e slaeVl &l sl e
2l Jolea A cyli) a8y o AN cLiayl) (AR (goine il Gl () ey (8) Jsand) o
(AN Liayl) ) Lo Lia¥) lilal) s3sa sl ) in Las ¢(0.498) slse Jalaw VI (R?)
dgry uiall e colall e (48.8) Oy callail) Baga B Jualadl olall 54(%49.8) s
dae G o dnld Jog z3saill 58 o Ju am dge 13 iz dsaill e Jax ol <y
Sl

G e & (oY) Lol Lmpill lad) zlser clpai o) a4l HLEYI s WS
Lad e Dni(1.96) (e LSl Ll I(C.R )asd 0S5 L l3ag (P<0.001 ) (ssise conl Ligine
(0.055)xl; 3l SRMR

Bags A yima i (A (Ll AE) A o (aliy Al dedl) Auadl jLad) Ll
(3)JSadl b Ly Jolia

| &laa

ayllganlinidliaglell ¢s

Satisifaction

0.397

qn
-~
ors2 | QR
o )
™ e 0772
0811 __ —osos—¥
TR 4—0730—] 0.385 ) sl
0 N
TR T

Iy

.

trust Interaction ~ QB
0.402 Quality OB
COoM1
0544
COM2  4—0525—]
0523
coms [

Commitment

AY VAL () daall oyl el

Al e al) i) laal (3) J<al

A\ Z
/260 <




095,20\ 1 e 5.8\ aanall deadtl Basat A ALl demill Gwhad P LR019 A bominny ) Gl dnd) 2oy
SLS Juus \,0; AL\

\

(Loayl) (A& AN Basa slay) Jisal) el G ALY s Sledl) igall elas (3) JSal
Aalaall B3ga 50 po Gilliic 58 (15) (e zdsedll (sSi 3 (e lal) 5asa) aalill uxially (al5Y)
A ale (Hair et al,2017:12) Standardized root mean square residual (SRMR)
Basa el (gsine il agmg (()USEN il cujglal 3 AgB eyl Al HlaaY ealacl
b LSy ¢ oY) Lol Al Jod Ao Jay Lew el 5asa (AN (L)l () A8
(9) dsad

Al Aoyl dpapdll las) 35 (9) Jsaad

Path coefficient (p) Path
TR2INTQ 0.397
SA-> INTQ 0.385

Co=2> INTQ 0.402
R? 0.501

SmartPLS v.3.2.6 zalin clajiae Je slae¥h &ald) slac) (1e
Basn) b (pDAN) (Lmpl) (A) AU 33 Al (grina b cllla o may (9)dsaal e
) ks Liagl) () (ixs Las ¢(0.501) oplae dalra () (R?) apanill Jales dag oyl a5 (Jo il
ol Shitial dgay judall e ol (54(%49.9) oy cdelill saga & Jalall cplall (0(%50.1
i) daia Gl a anlil oy m3eall 58 o Ju ua sdse 1385z dgaill e Ji
Ligine Clpadi lgapan & Al doejal) duijdll Hlidl) #3sar clypads O (lia 4l HLEY) jaas LS
SRMR dad (e Sz=i(1.96) (e ST gl J(C.R)ad 2355 L 1385 (P<0.001 )gsiuse cons
+(0.055) sy )
Al A8l AN Lyl AR Baga sl Al o aiiy LN dejdl) duapdl) jloal-3
(4) J<adl 8 LaSy claglaall Sasa (B (Syina

syl Wlganiniay pglell <5 3ol Glaa

el alaet)

AY VAL sl le (s

261

A

N




ems,.w)’\w,\w 2.8 A drmaal) G0 2] 52] A5 32l Aecesid] Guiiaii (P LD 019 e by ) G bi ) 29
SLS Juus \,0; AL\

SAL
""‘0.5431
SA2 40500 —
0913
- L
Satisifaction
0.380
\ QINL
TR2 -
“om_ o) a
TR3 1—0-309; 0.816 0.409 0'52?__*
07 o A
TRL 4 .
trust Information QIn4
0.392 Quality )
COoML
0703
comz 1—0.?54: 0.748
0.557
COM3 ol
Commitment

A dae il dpca il Laa) (4) <

(Ll (A A Basa sle) Jsall il cpy A LEAY Jladll z3sal) yglay (4) S

Bags pije ae Gl 558 (13) e zisall oS A (Clagleall s25a) alil) yuidlly (al5N)

(Hair et al,2017:12) Standardized root mean square residual (SRMR)aaUaall

ey (ssine il agag (4 ) ol copelal 3 CAABY Aoyl dumdl) HLaaY saldiel s 4de

A Do il dnmydll Joi e Ja lee Claglad) s3sa 3 (AN cliapl) AR ADW sa5n
(10) Jsasdl 8 LSy

ayllganlinidliaglell ¢s

Iy

A e dl) dacdl) Las) il (10 ) Jeaal)

Path coefficient (p) Path
TR INfQ 0.380
SA=2>InFQ 0.409
CO=2INfQ 0.392

R? 0.487

SMartPLS v.3.2.6 gy clajis e slaeYl &ald) sl e
535n) A (elly Liayl) A& ABNaD aga sl (gyine il Gl o) maaiy (10) Jsaad) e
AN O i Les ¢(0.487) oylae dalan () (R?) wantll alew e oyl 285 ¢(lasleal
3 il e ol e (47.7) Ol closleall 835 3 dealad) Gl 04(%48.7) iy
daa @l Sy bl oy z3salll 88 e Ju aa b5 13z 3saill G Ja ] i

il

.

AY VAL () daall oyl el

A\ Z
/262 <




i»sj/wy\w;\n@ 2@ A Al duo 2ial) 529l A5 3k Sutuiid] Suiiaii (P LR TG Gt bomiy AV Gl Ml | B2 g
SLS Juus \,0; AL\

\

Lgine Clpadi lgaaen (oo LA Al Al Hlod) zaged lpals o) el 4l HLEY) jaa3 LS
SRMR iad ge Suni(1.96) (e ST Ll H(C.R)ad 5255 L 12y (P<0.001 ) (s5ime cons
(0.048) ks

i) dpajdll Las)

Tl sl Cal dashl) dpajdl) oo Alial) Lol Clbuajdl Lol dall)l cul o)
(5) JSiall (B Lasy dunsil) dpajdl) Jlasl

sq1
0521
®R S
0836 ___ #_,g;?f —
TR3 4—0.514— - 503
0646~ 0.560 *
7 ' 0768 5
TR1 ' @ :
Trust 5Qs

0.825 0.812

/ -
/
o760 e

3720
-

= 015
Saz 40803 — 0.735 —FUEIERN—0.743 —» 0.817 S —oea—¥. OB
0680 L o717
543 ol Q\“:g sss o
Satisfaction Relationship . 0729
. Interaction ~,
Quality Quality
0.756 Qls

ComM1 QM1

05097
Ccom2 ——__/__,3.825_.; Q2
0.636
comz : o7 7 QN
~

Comentment

W
ayllganlinidliaglell ¢s

Information Qin4

Quality

Iy

.

Gl St G A HLEAY Sl #35aY) (5) <A
S il (A 5sa) Jaial) il g AW HLEAY Sl sl ek (5) JSal
Aalaal) 53ga yi5e e (illie By (24) (e zdseill 05Sh 3 (dumaall Ladsll 535a) 4S50l dasil)
A adde (Hair et al,2017:12) Standardized root mean square residual (SRMR)
Al Bagal (ginn il g (5 )JSAN il cuyelal 3 (A Dol Ayl LAY salaicl
(11) saall b LSy syl Aamdll Jsd o oy Las Ze2all 83sad 3504 dedl
Bt l) Al laal il (1) Jgandl

Path coefficient (p) Path | R? C.R P
RQ-2>PQ 0.743 0.552 | 15.621 | ***

SmartPLS v.3.2.6 malin Glajde Je alaeWh Balll dlael (0

AY VAL () daall oyl el

A\ Z
/263 <




35 Y \REH R 1508\ ol G0 aiil Baged A5 okl Fomid! Gudai G LRyl s lomia X caladiadl Saea
SLS Juus \,0; AL\

\

b (fonall Zaadll Bagad A0d) daidll) B (AEDU) (gpina il clllia o) ey (11) Jsand) e
53‘9; u\ ‘Fw_"\ Laa 6(0552) D\JEA dALtA ‘;\ (RZ) Jg.l;ﬂ\ dALi.A 2\A£§ C'_DLJ.:\ .55‘9 6(0-743) g)\.lfu
e (44.8) Ol conall dardll Bagal A0a) daill b Jealall culall (a(%55.2) i A8La])
Slos zisall 58 o Ju dim dge 135 (zdsalll e JA5 ol il yitial dgmy pusiall e cplal
Al daia @ldl 2 bl

Lisine Qi lgasen (oo L0 Lopdll Lol Laa) 7390 s ) <l 4l BLEYY jaa5 LS
SRMR ied e Sai(1.96) (e ST Ll J(C.R)asd 0255 L 128y (P<0.001 ) (s5ime cuns
(0.040) sty

Jhllganlnialaglell ¢s )0l Gllaa

él

Iy

.

AY VAL () daall oyl el

264

A

N




ems,.w)’\w,\w 2.8 A drmaal) G0 2] 52] A5 32l Aecesid] Guiiaii (P LD 019 e by ) G bi ) 29
SLS Juus \,0; AL\

\

Cluagilly Claliiu) — bl jsaal)
Cla gy oYl
Aaball a8 afid) Gn delaal) G s Lilg SlasV) dilal) s cpell -]
Ao linY) Gl 53ga sl Jon Aadlgia s duilaie cuil€ diall Slila) asea o) 3 gl
A8 il Gy Gasall Leadl) 53] A dadll il Lad  SlanV) dalatl) m3l cupglil —2
Lot Baga bl Jon Addlgiey Audlaie culS Aiall Gllal aaen o) 3L Lgilys Al
el
Al o) e Ju lee sl A0 Aedll 3@a3 & (grine i) Lelaa¥l lBla)) 5358l -3
L5l AS5aal) Al Baia e LgiSay due Laia¥) Ball Bagay Gandl dipe o)
Ju Lee platll g (3a8a3 b (spina T (o) (AR (L)) oo laiaV) S Sagn e —4
Uil Basa (3aiaT 8 agaw daeLaia) Bl saga Sl dsied) slaal of e
oo delill sagn (3a3 3 (gsina 51 (V) Al (Liajll) daclan¥) Bl s3sa e =5
(e lil) 83sa (38 (B agew due Laa¥) Bl saga Al sl slaal of e dy
Clogleal) 535a a3 b (ssiea S (AEN) AED (L)) Lelaa¥) @Bl s35a 2l -6
Bags (S (B agen LelanV¥) Bl sas sl el dlasl ol ey b
Gl glaall
Sluagdl) Ll
A adiad) b delaal) G 3 A e Donal) Zexdll s3sal Al dadll ujen Cargy

g anlniEdaglell ¢s Al Glaa

b LSy laastl e sl I Ml Gindl Jea Al S
B B3sas aLaY) ) Al Zie Asiall LS 3 peanadil) L) adine 53] Be2 1
Al indy 4l (53 Al Jpm Augiyell sypeall Wik (0 52l (S8 AclanY)
agl 38,04 =

.

e A aljinly Aigall CLBIA) sl e Al bl Cilide b oalelall e asll) -2
LW L yg g Al (3aad e Ly agae e LaiaY) el Joadl 313 Ja)

Lelaa¥) Gldlall sasa ity ely Blug alaa¥l g 23l D) Gl die afidl e =3
L5l AS5aal) Aal) gabaty (L (e 4l W]

05l AS)0al) Aagdll (3int A aguny 8 Lo 503l Al 53385 8)9 i —4

Bagad A5l Al (3t B old e 4l W (el Ly djeal Gunliay ilug slaicl 85 5 =5
Loaal) deadl)

Gatad I Gaga L ey agid € ye GG ae dlle Baga @il Gldle e dlilad) -6
L5l 3504l Aal

AY VAL () daall oyl el

265

A

N




MQEMY\M)\A@ e .\ Spamal) duo 2iall ol IS Al ommid) Sumbai (B L 319 e bomins | aliMmd) 5200
SLS Juus \,0; AL\

\

Jdl.«a.d\

1. Aagja, J. P, & Garg, R. (2010). Measuring perceived service quality for public hospitals
(PubHosQual) in the Indian context. International Journal of Pharmaceutical and Healthcare
Marketing, 4(1), 60-83.

2. Akter, S., D’Ambra, J., & Ray, P. (2013). Development and validation of an instrument to measure
user perceived service quality of mHealth. Information & Management, 50(4), 181-195.

3. Aljazzaf, G. (2013, December). Quantitative trust management to support QoS-aware service
selection in service-oriented environments. In Parallel and Distributed Systems (ICPADS), 2013
International Conference on (pp. 504-509). IEEE.

4. Athanasopoulou, P. (2009). Relationship quality: a critical literature review and research
agenda.European Journal of Marketing, 43(5/6), 583-610.

5. Ajzen, (2002). Green Supply Chain Management in Power Industry of Punjab: Evaluation of Key
Drivers by using ISM. Proceedings of SOM,

6. Brown, Tang, T. S.,, M. B., Funnell, M. M., & Anderson, R. M. (2008). Social support, quality of

life, and self-care behaviors among African Americans with type 2 diabetes. The Diabetes

Educator, 34(2), 266-276.

Buckingham, M. (2006). Adjust attitudes. Leadership Excellence, 23(11), 3.

8. Canevello, A., & Crocker, J. (2010). Creating good relationships: responsiveness, relationship quality,
and interpersonal goals. Journal of personality and social psychology, 99(1), 78.

9. Carter and Zabkar, (2009)Islamic Bank Service Quality and Trust: Study on Islamic Bank in Makassar
Indonesia. international Journal of Business and Management, 8(5), 48.

10. Casalg, L. V., FlavidN, C., & GuinaliU, M. (2010). Relationship quality, community promotion and
brand loyalty in virtual communities: Evidence from free software communities. International journal
of information management, 30(4), 357-367.

11.Caseel and cobb (1976). Dating relationship quality in the US and Taiwan: Does similarity or
parental approval matter?.

12. Cassel, Am.]. Epidemiol. 104, 107 (1976).

13. Chang, H. (2011). Critical factors and benefits in the implementation of customer relationship
management. Total Quality Management, 18(5), 483 .

14. Chumpitaz Caceres, R., & Paparoidamis, N. G. (2007). Service quality, relationship satisfaction, trust,
commitment and business-to-business loyalty. European journal of marketing, 41(7/8), 836-867.

15. Clement, J. G. (2008). Value Similarity and Its Relationship to Interpersonal Relationship Quality and
Identity: Perceptions of Self, Partner, and Ideal Partner.

16. Cobb, Psychosomatic Med. 38, 300 (1976).

17. Daniel, (2013). Image quality of ultra-low radiation exposure coronary CT angiography with an
effective dose< 0.1 mSv using high-pitch spiral acquisition and raw data-based iterative
reconstruction. European radiology, 1-10.

18. De Canniere, M. H., De Pelsmacker, P., & Geuens, M. (2009). Relationship quality and the theory of
planned behavior models of behavioral intentions and purchase behavior. Journal of Business
Research, 62(1), 82-92.

19. De Canniére, M. H., De Pelsmacker, P., & Geuens, M. (2010). Relationship quality and purchase
intention and behavior: The moderating impact of relationship strength. Journal of Business and
Psychology, 25(1), 87-98.

20. De Vulder, J. (2011). Explaining customer perceived value in business-to-business services (Master's
thesis, Open Universiteit Nederland).

21.Dupont, J. (2001). The gap-junctional protein connexin40 is elevated in patients susceptible to
postoperative atrial fibrillation. Circulation, 103(6), 842-849.

22 Farrelly, F. J., & Quester, P. G. (2005). Examining important relationship quality constructs of the
focal sponsorship exchange. Industrial Marketing Management, 34(3), 211-219.

23.Fraser, O. N., & Bugnyar, T. (2010). The quality of social relationships in ravens. Animal
Behaviour,79(4), 927-933.

24.Fung, C. (2011). Exploring individual self-awareness as it relates to self-acceptance and the quality of
interpersonal relationships. Pepperdine University.

25.Fung, G. (2007). Relationship between number of medical conditions and quality of care. New
England Journal of Medicine, 356(24), 2496-2504.

26.Gibson L. James, Ivancevich M. John, Donnelly H. James & Konopaske Robert, “Organizations
Behavior Structure Processes”, The McGraw-Hill Companies, Inc., 14" 2012

27.Gronroos, C. (2007). Service management and marketing: customer management in service
competition. John Wiley & Sons.-508.Economics, 148, 122-132.

A\ Z
/266 <

~

ayhllgantniayadall s8]l &llaa

Ll adet)

AY VALY sl le (s




MQEMY\M)\A@ e .\ Spamal) duo 2iall ol IS Al ommid) Sumbai (B L 319 e bomins | aliMmd) 5200
SLS Juus \,0; AL\

\

28.Gruber, T., & Frugone, F. (2011). Uncovering the desired qualities and behaviours of general
practitioners (GPs) during medical (service recovery) encounters. Journal of Service
Management, 22(4), 491-521.

29. Gummesson, E. (2004). Return on relationships (ROR): the value of relationship marketing and CRM
in business-to-business contexts. Journal of Business & Industrial Marketing, 19(2), 136-148.

30. Haischer, M., Bullinger, H. J., & Fahnrich, K. P. (2001). Assessment and design of service
systems. Handbook of Industrial Engineering: Technology and Operations Management, Third
Edition, 634-650.

31. Heizer and Render H. (2008). A decision support system for supplier selection based on a strategy-
aligned fuzzy SMART approach. Expert systems with applications, 34(4), 2241-2253.

32.Hennig-Thurau, T., Gwinner, K. P., & Gremler, D. D. (2002). Understanding relationship marketing
outcomes: an integration of relational benefits and relationship quality. Journal of service
research, 4(3), 230-247.

33.House, J. S, Landis, K. R.,, & Umberson, D. (1988). Social relationships and
health. Science, 241(4865), 540-545.

34.Hyun, S. S. (2010). Predictors of relationship quality and loyalty in the chain restaurant
industry. Cornell Hospitality Quarterly, 51(2), 251-267.

35. Fisher,(2008)Relationship quality, individual wellbeing, and gender—A series of longitudinal studies.

36.Janssen, M. (2015). Relationship factors relevance on relationship value appropriation in
collaborative business relationships (Master's thesis, Open Universiteit Nederland).

37.Jap, A. (1999). Building trust in international alliances. Journal of World Business, 33(4), 417-437.

38.Jap, S. D., Manolis, C., & Weitz, B. A. (1999). Relationship quality and buyer—seller interactions in
channels of distribution. Journal of business research, 46(3), 303-313.

39.John & Saks. (2014). Employee engagement and organizational commitment: Evidence from
Jordan. International Journal of Business, 19(2), 192.

40. Johnson ,Brunner, H. 1., Klein-Gitelman, M. S., Miller, M. J., Trombley, M., Baldwin, N., Kress, A.,
... & Lovell, D. J. (2004). Health of children with chronic arthritis: relationship of different measures
and the quality of parent proxy reporting. Arthritis Care & Research, 51(5), 763-773.

41. Josef Gellert, F., & Schalk, R. (2011). The influence of age on perceptions of relationship quality and
performance in care service work teams. Employee Relations, 34(1), 44-60.

42.Junhyuk Kwon, B. B. A. (2015). The effect of value co-creation and service quality on customer
satisfaction and commitment in healthcare management (Doctoral dissertation, University of North
Texas).

43.Komulainen, H. (2010). Customer perceived value of emerging technology-intensive business
service. academic dissertation, University of Oulu, Oulu, 11.

44, Kotler, P., & Armstrong, G. (2010). Principles of marketing. pearson education.

45. Kumar, P. S., & Sagar, V. R. (2008). Quality of osmo-vac dehydrated ripe mango slices influenced by
packaging material and storage temperature.

46. Kwon, J. (2015). The effect of value co-creation and service quality on customer satisfaction and
commitment in healthcare management (Doctoral dissertation, University of North Texas).

47.Lai, 1. K. W. (2014). The role of service quality, perceived value, and relationship quality in
enhancing customer loyalty in the travel agency sector.Journal of Travel & Tourism
Marketing, 31(3), 417-442.

48. Lapre, F. A. L. (2012). Service quality in nursing homes : a construct, measurement and performance
model to increase client focus. (Doctoral Dissertation). University of Bradford. Retrieved from
http://hdl.handle.net/10454/5773.

49. Leonidou, L. C., Barnes, B. R., & Talias, M. A. (2006). Exporter—importer relationship quality: The
inhibiting role of uncertainty, distance, and conflict. Industrial Marketing Management, 35(5), 576-
588.

50. Leuthesser, L. (1997). Supplier relational behavior: An empirical assessment. Industrial marketing
management, 26(3), 245-254.

51.Liu,. (2011). The effects of relationship quality and switching barriers on customer
loyalty. International Journal of Information Management, 31(1), 71-79.

52. Merriman, L. A. (2010). Relationship quality and men's oxidative stress (Doctoral dissertation).

53. Monroy and Alzola. (2005). Investigating relationships between relationship quality, customer loyalty
and cooperation: An empirical study of convenience stores' franchise chain systems. Asia Pacific
Journal of Marketing and Logistics, 23(3), 367-385.

54.Ndubisi, N. O. (2014). Consumer mindfulness and marketing implications. Psychology &
Marketing, 31(4), 237-250.

ayhllgantniayadall s8]l &llaa

Ll adet)

AY VALY sl le (s

Ay Z
/267 <



http://hdl.handle.net/10454/5773

i»sj/wy\»@)w 2.8 A drmaal) G0 2] 52] A5 32l Aecesid] Guiiaii (P LD 019 e by ) G bi ) 29
SLS Juus \,0; AL\

\

55. Oliver, (2009) Customer-to-customer interactions: broadening the scope of word of mouth
research. Journal of service research, 13(3), 267-282.

56.Palaima, T. (2012). Modelling relationship quality across organizational cultures: an empirical
investigation within the logistics outsourcing industry (Doctoral dissertation, University of Warwick).

57.Palmatier, R. W., Dant, R. P., Grewal, D., & Evans, K. R. (2006). Factors influencing the
effectiveness of relationship marketing: a meta-analysis. Journal of marketing, 70(4), 136-153.

58. Palmatier, R. W., Scheer, L. K., Houston, M. B., Evans, K. R., & Gopalakrishna, S. (2007). Use of
relationship marketing programs in building customer—salesperson and customer—firm relationships:
Differential influences on financial outcomes. International Journal of Research in Marketing, 24(3),
210-223.

59.Rauyruen, P., & Miller, K. E. (2007). Relationship quality as a predictor of B2B customer
loyalty. Journal of business research, 60(1), 21-31.

60.Reddy, V. S., Das, S., Ray, S. K., & Dhar, A. (2007). Studies on conduction mechanisms of pentacene
based diodes using impedance spectroscopy. Journal of Physics D: Applied Physics, 40(24), 7687.

61.Reis, H. T., Clark, M. S., & Holmes, J. G. (2004). Perceived partner responsiveness as an organizing
construct in the study of intimacy and closeness. In D. J. Mashek & A. P. Aron (Eds.), Handbook of
closeness and intimacy (pp. 201-225). Mahwah, NJ: Erlbaum.

62. Roberson A. (2014). Supermarket self-checkout service quality, customer satisfaction, and loyalty:
Empirical evidence from an emerging market. Journal of Retailing and Consumer Services, 21(2),
118-129.

63. Roberts, C. (2009). An experimental investigation into the impact of crisis response strategies and
relationship history on relationship quality and corporate credibility.

64. Sadeghi, M., Zandieh, D., Mohammadi, M., Yaghoubibijarboneh, B., & Nasrolahi Vosta, S. (2016).
Investigating the impact of service climate on intention to revisit a hotel: the mediating role of
perceived service quality and relationship quality. International Journal of Management Science and
Engineering Management, 1-9.

65. Schroeder, S. A. (2007). We can do better—improving the health of the American people. New
England Journal of Medicine, 357(12), 1221-1228.

66. Skarmeas, D., Katsikeas, C. S., Spyropoulou, S., & Salehi-Sangari, E. (2008). Market and supplier
characteristics driving distributor relationship quality in international marketing channels of industrial
products. Industrial Marketing Management, 37(1), 23-36.

67.Stoddard and Goldenson,(2010)The effect of value co-creation and service quality on customer
satisfaction and commitment in healthcare management (Doctoral dissertation, University of North
Texas).

68.Ulaga, W., & Eggert, A. (2006). Relationship value and relationship quality: Broadening the
nomological network of business-to-business relationships. European Journal of marketing,40(3/4),
311-327.

69.Van Bruggen, G. H., Kacker, M., & Nieuwlaat, C. (2005). The impact of channel function
performance on buyer—seller relationships in marketing channels. International Journal of Research
in Marketing, 22(2), 141-158.

70.Walter, A., Miller, T. A., Helfert, G., & Ritter, T. (2003). Functions of industrial supplier
relationships and their impact on relationship quality. Industrial Marketing Management, 32(2), 159-
169.

71.Ward, C., & Berno, T. (2011). Beyond social exchange theory: Attitudes toward tourists. Annals of
Tourism Research, 38(4), 1556-1569.

72.Wilson, D. T. (1995). An integrated model of buyer-seller relationships. Journal of the academy of
marketing science, 23(4), 335-345.

73.Woo, K. S., & Ennew, C. T. (2004). Business-to-business relationship quality: An IMP interaction-
based conceptualization and measurement. European journal of marketing, 38(9/10), 1252-1271.

74.Wu, L., Chuang, C. H., & Hsu, C. H. (2014). Information sharing and collaborative behaviors in
enabling supply chain performance: A social exchange perspective. International Journal of
Production

75.Wu, S. H,, Huang, S. C. T., Tsai, C. Y. D., & Chen, H. I. (2013). Relationship quality in a
coproduction context and the moderating effects of relationship orientation. Total Quality
Management & Business Excellence, 24(9-10), 1062-1083.

ayhllgantniayadall s8]l &llaa

el alaet)

AY VALY sl le (s

268

A
N




