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1. Confirmatory Factor Analysis (CFA)



IPAQ sl Ve by egmw Jlw ( odl g 5,15 5 cowsS Co e

VEA

vasuio |y b ysio cp balgy Gl g Canl 4l o5l (o)ldle SYolee Jao b lis ¥ S
DyS e B ey 250 il e ls linl cgllas (g5l5 ks gl (Ul S > S e
ooy bla 5l ol oS il sl asls gdldS cul sadodly (L ¥ Jgd jd &S 465 ke

Syl ol Jao pisucals, MolS 35l 51 48 W5 pogllas 4t i

S lw Jao g 555051051 Jae 931y sl Y Jgas

e - JUal s Jorb 6 e sl sl
Sl | gpSoilsl
\s5 Y5 - - (df) @il e
FANAY. | AAY/EA. 0 <7 <2df 2df < * < 3df () SeSaal
Y/90F Y/-¥a 0 </df<2 2 </df <3 O dD) | oss ae SoSanl IS
e - IAQ¥ 95<GFI<100| .80<GFI<95 (GFI) i SsSe
Y R 0<RMR<05| O0<RMR<10 RMR) | cloye cpiler 2y
oslo, Bl
ATY D 97<CFI<100| .90<CFI<.97 CFD) | ks bl pesls
Ay A 0<RMSEA<05| .05<RMSEA<08 | (RMSEA) Sl st
2ln s Slaye
-[oAs .Is08 60<PGFI<1.00| .50 <PGFI<.60 (PGFD) | oy msSes ol
it
-I5AA Y 60 <PNFI<1.00| .50 <PNFI<.60 (PNFD) | jonl Uil omsls
odd)lxin

Byblixe 5 Cute /A0 licebl o jd by yuiie Cpo paii o sla 3l plod a8l (o3l Jde o
5 oadodlazwl t-value g p-value [asLis o jl acs b o505l <l . (P<O0/05, t >1/96)
oo g /0 ) a8 Jaine dlaily (gl Jol Ladls i 45 cul oyl alayly (S g obins by
dgus oo odmliio ¥ S yuizmads 5 ¥ Jodo ;3 a8 4565 jlod b EV/AF o5l 5l g )15 ped ad L
Glosd CuisS  (dlolae dny g > ¢ J8 ) Seg Sl (g yidio b bls )l Splyil sl gl oy
t- gp-value jasli g adsg b as aisb o +/0Y 5 «/FV /YD L ply i 4 (Sig Sl
opl S g o il e EVAF 05l 5l Z)1 g jieS +/+0 Jl e 4 dlaly 4w ya Iy &S Value
TEE Ll spiie cullsy p Soig Sl Gloss i il piomen e oo dnl sy A
bl el 3l )18 Cgllas 5 caslio 03l 13 S copd il Sl e paSLE 9 Jlade oS Wil e

By b o 4 b cpl o IS g



VEA ol (Suwig ST (g e b b, o e ST el dlasl pi G oy 0

sar
@ &0 SQ6
PTF3 a7 il 8Q5
g2 - i .35 7 T
i = 2! —
PTF1 . 25
A7 iy
sQ2
DTF3 a2
= sQ1
DTF2 - During-Transaction
T4 Features 64
53

DTF1

64
63
62

e o T
ool o
S =Sl =
m mIm
— e | R

EEA
®@E®

i) 71
T8 post-Transaction BE
=2 Features Customer o
) Satisfaction Sy

8 U3 L Waleo (goSU1.Y S
o b byl Sl ol slal muiitans i Sl gz 0 GimgR (nl widd B oz 408 c(mizen
“aaly y Pole yiito JID g (e Jiiao yite $1@ Jgo 8 cnl 0 45 355 0 arlre

RO

Q
Q
Q
Q

61

Bingirect = a X b ()

ol ¥ odlayly ygods (] g,y 45 5,8 dwls
ax*b )
t —value = (v dkayl,
Vb2 x sa? + a? * sh?

b be p Jits g1 o))kl gllas ljre S8 ¢ 28bo 2 Jiuws yuite 51 30 @ Jga 8 ol

Dediee (o (Pole Olud b dsldl ) oaddll)] Clesgs
dx g o o) Sg Sl g inde b byl Soplyil sla pui i Sl Glise polosl il 2
g I e YVE L il o 4 S S Slods S b ) 6yt gl (dlolns
2l cd P bt e Sl ol el t-value Jlade ¥ dkaly ) slael 030l b acowl < /7Y
ositns e Sl ol gy cplil cccwl £V/AF 850 5l 2,18 a8 il a b Y/OF . 4 Y/AYY S/FYY L



I sl Ve by egm Jlw ( ol gm s, g oS Coppro——— YO

Y slbans B gl donis amd LIl 1) (oo cold) ( Sig Sl wlosd cusS ulisl )b
Gl 0503l LS ¥ Jgdo )0 doMs jobay ¢ iagh Y U

ORRg3 (Band 8 903l LS AW £ Jgua

=W
o | dae s | cu N
09031 | loline | (golaline | 3 lustisl | 3,litius! a3

— (aloleo L3 ) Seig Ul gy b b)) 5Tl slayl )
g Sl Glosd CuiS

(ol o) g S g ptitio b bl Sl yal sled ¥
g Sl Glodd CuiS

¢ (alobro ) S i8Il (g ynio by b)) S35 sl eyl Y
g Sl Glodd CuiS

sl | eleee | SIEYY <AVY N Syt Culsy —  SooypSll wloas couiS ¥
— (aloles i3 ) S S 6 yiiio b bl o5 gzl oled 0
Syt coldy — (Syig sl Closs cuiS

 (dbolao > ) Sig Sl (g o b b3 S sl slal £
Sdo Coldy = (Sgpsll Gload ot

< (oo day ) g Sl (g o b bl S35l sla) Y
Syt cold) — (Syig sl Closs cuiS

KV Y PO O/FFN o/+¥a Nisrd

b ofeen SVAY ¥y - [¥V0

KW 2 Y PO I AT BRI 7 B/ o ¢

sl | efeee | owIERY | efesa | oevvE

sl | e | owiaYy | oeAn | v

ab | e | ovioee | el | o¥YR

S5 4% g S

ol (Seg Sl sy b bl cypte Sl slal 186 oy Ghagk onl ol Gan
sboodly jl g a5 (95 4p5)8 Cdn Gimogy ml 3 (S e 92 g S silom (gd 3 Gy
Pl 5] 3 Y 2 (03 )8 ol el g 4 Ll 3 45 Sl jiie 3l oics gl
oyl b eyl gems 2 0je > ol ludl baws 4 3u 4l 90 5 gy (ol LA ooldtul Wledls
bl 45 ey oS G ynn by bl s (65l (95 A oo e 4] B IS o SaS
Syt 4 CesS Sl g (i b b)) slags Tyl jloslital 4y 4293 L 4l pos 980 ()b yide
N om bl g Lgl cams 1) (b ytia oldy wilodyl pooma 5 4 (oL 31,31 & Loyl
s o5 55 ol Lyl

b blo)) Sl slal 186 2 e gl pow 5 o3 sl sladop Lb o3 &S jbolen
Gl Shg oS ob L i gl a8 )3 )13 W8l 5)50 Clesd cuaS S 5 Ko Sl g o
3) Slallao | bslpm 00 fuols golts 55 Cute 156 S Sy 3 alolas 5 dny 5 o <3
Caile (TR olSon 5 Ly ¥V (o 5 o3 70V plidllie Y43



10) el (Suwig pSUI (g e b b, o e SO el dlasl pi B oy 0

oyl ab g b ,d )3 e culsy pokd Sy Oloss cuas b Ui pyles dusyd ab
5 olae 5 (WWAY) () Ken 5 WS sladil b aus s cpl doeis a5 o) e 5 jboline ).ul;
oS 56 4 292 Gimgly ()5 PRl (Sladnd b &) bgpe byl plih g ik o2y (Sladns b
adog bcab e ) cols) o gyuie b bl SOl slol o dlasly 15 ol Spd wloss
bl Sl slad s bl 53 005 S Slass a4 03,5 ol iz 65 ke 0190)]
lads 5 b Sladllas b ollas sdelcuwsdy guls 3,15 5y sme 9 Cue il Culis) g oSG pas b

5dgy (VoY) zlalle 4 (V4 +9)

4 Byl Ghep (e gews (sly e STyl cus ) S5 B S lou b Sl 4 4 g L
&l b )5 gews cpl (lalo sly ool (Gingh clbdusyd s & av g b Coul W S99
@ iy CabsS Gl (SS9l )l g (gl Jgl 48 dw a4 427 b3S (o0
Sl Glyiie pad mp 4 dog ogas ol (95 pal) ilugased ) wb Gy
K plosl deuen e 1y ded by y inlyey dlgn b e a5 (g s dbul (g e 4 gl s
5 oAb gy8 LY quato 3y50 1) (oSSl Ay do gl @SS Gyguo DBl wled un &S Sy @
Aol LogS Y guase 13485 03g)] 51 b sl sl

YK o 00 w5l oolSds,8 (dlp b o damme cus s SO SOl Bl bg,ST 4z b
Lol ).ul.» l.moT by p obytie 4 Cuas Gl L &S cunl 05 p (658 90w Cpocplyd 5 Cul
B3> cls b copml al p byl geuns o 33,5 o0 dogs iz Llagh pilee 48 4 g
38 e cold) p ol el g e cuiS alKin sl

pLl ) 48 23,5 o Doty (i (0] slayl g’ (lpte 4 (65 (ke sladps b 4 a2 L
CatsS opl WSS Jos sl 5 usS Slolis 1y cutS odiiS cosd o3l iwl olul VA 08 ol you
syl a8 348 0 Jrobs i Oldllas sdolcwnd @l 4 dvg b a3l (e glp S
oo )5 ¢ luabl ¢ 655wl wleiel Jud 3l S 5)lge 00818l 008 B yuno b b, S 551 il
2 ooMe cuily dalgs byt colsy gl wsl opjide 3)lse opl culey & cul Glbls)l § laas
sl ($39208 25 3)lg0 4 425 b yidie Coldy (638 13L (gl 008,83 55

sl Closd cpl 9,5 )18 dogdyg0 (&S g (o5 a3l L g0 Bl Glyide 4 & Sloss
g zol> cglS F3ly SaS" 4 wledMbl g9 g 0lddl)] Glosad g leMbl gabddls wolu
cge Sl jl3y90 SlEMLI (Sluyjgyts 9 ()l bawg adllas 3)90 350 9 SlMLI (139 JolS

235 Slyide ol S5



D 1 S WY WP i Y VPPyy VeI | OO | P VRT3 L P WP VRV P S— ) ¢
ol L Slusl sl ygslpl lawgs b yitie b lblsyl (61,8 Ug S oL jo b o ol Juds &
casly dlgs 36 (s puie coldy p pbl onl 3 JSito g g0 13 (5l ]

EMuass g cpw b o3l bl ol ) 4l s @ coly wyiod 5 colo Glul cp)l8 5 Jupeus
DY YL colsy b Sbyde dbol j3 olius w3b 50 4GS e ealatwl 0yl a5 5l coglate

AGS o I jads Culw jo aS (g8l oles Wb ol yide sl oS5 ardl g colis g argr jelaie &
O 53 ol Y gy b b cunlio g dgd (gabdied b yde OleMbl b Lgd Colw gac
Gy ol g ) ol Clads (gyiie b (sl g 254 0l dlgidi (st & Colw slalin
ol 23 (gy0l Colw )3 Cugae & (gytie Cuf (o Kblgs gaiddb e

o ) Sl gt b S Copte olle g (18 Cooal  pil Glagh ol 4 a2y L
iloodly (sl oaiScolos S g oy lacslop; oanl sl Giaghy (ly obyde cols,
logud 1 a5 ol lojlo il atws o ) Lo9.\a> o sl 53 550 Ko Sl g yidin b blol cu oo
255 )18 Caglgl 0,90 25,5 o0 000 S Sl )b >

olplls conl Bados g (oalatio 335 oy oSl Ghgy Cunle 4 &S s opl slacudgise
pas Jdd 4 By i)l i Sloj dblie 0 suisd gl piliue e daly G @ 00
—dige gy W g palyd  Jlis] o pSdiged gy 5l eolal ISl (b e | w2 d Ay paw yiwd
S s Jloinl (Aol g pol (pl &5 €85 )15 odlatal 3)90 (poysd y3 (Bolaiyd 65
] 00 @L:

&b
chyiie 6 loly b e (Sl (gl Sloss kS Ay s -(WRY) gmans oliyons 55 5]
WY A) A Jpd g drwyl Copse Ao olsle cWole ollie 1 edlinll

2 Gy Coldy g Olodd cudS dlal galal) axlllas (WAN) .l ( o puol gt g ptmn 108 (g )lae

(YF) £ eyl p) S pito pole dolduad ¢ oSl g i Sloss glawolio Jao (g )AL coio
V=¥

dl)‘.’ (RS9 J.\a S u.>‘).lo (\\“i\) .l ‘wblﬁl ‘L;:_.\.;L.& ‘L;«e.;f @bfo‘@}? fcm.)l}g)._ﬁ»
)"-\-3‘ rg.—aw.} ‘ul)-i‘ d)‘mb Ca o ) ul_)~ 5 W k.A_Jl v3) u,u_>= N "

Sloss cuaS jl col sy 5 g)bBs o Sbiyl s e (IVAY) oo csdant o (b3 ledl 6o cano )8



VoY ol (Suwig s (g e b b, o e SO el dlasl pi B oy 0

Co e i 085S s Joloe (o (Sinod (wyp (WAY) 2 «(g320 9 p o 5)Y el ¢y il ULS
()l S (il G €8 b (93)90 adlllae b yiiie Culid) g s pidie b (Suig Sl bL))
XTY0 (YAA) A 15,8 Co 1o

https://www.donya-e-eqgtesad.com/fa/tiny/news-3645928

Abdulfattah, F. (2012). The effect of electronic customer relationship on customer
satisfaction a study in web banking in Saudi Arabia (Doctoral dissertation,
University of Huddersfield).

Ahani, A., Rahim, N. Z. A., & Nilashi, M. (2017). Forecasting social CRM adoption
in SMEs: A combined SEM-neural network method. Computers in Human
Behavior, 75, 560-578.

Borishade, T., Kehinde, O., lyiola, O., Olokundun, M., Ibidunni, A., Dirisu, J., &
Omotoyinbo, C. (2018). Dataset on customer experience and satisfaction in
healthcare sector of Nigeria. Data in brief, 20, 1850-1853.

Chen, K. K., Chiu, R. H., & Chang, C. T. (2017). Using beta regression to explore
the relationship between service attributes and likelihood of customer retention
for the container shipping industry. Transportation Research Part E: Logistics
and Transportation Review, 104, 1-16.

Diaz, G. R. (2017). The influence of satisfaction on customer retention in mobile
phone market. Journal of Retailing and Consumer Services, 36, 75-85.

Feinberg, R., & Kadam, R. (2003). E-CRM web service attributes as determinants
of customer satisfaction with retail web sites. International Journal of Service
Industry Management, 13, 432-451.

Finn, A. (2011). Investigating the non-linear effects of e-service quality dimensions
on customer satisfaction. Journal of Retailing and Consumer services, 18(1), 27-
37.

Firend, A. R., & Abadi, M. F. (2014). Impact of service quality, trust and perceived
value on customer loyalty in Malaysia services industries. Procedia-Social and
Behavioral Sciences, 164, 298-304.

Frempong, J., Chai, J., Ampaw, E. M., Amofah, D. O., & Ansong, K. W. (2020).
The relationship among customer operant resources, online value co-creation and
electronic-word-of-mouth in solid waste management marketing. Journal of
Cleaner Production, 248, 119228.

Gloor, P., Colladon, A. F., Giacomelli, G., Saran, T., & Grippa, F. (2017). The
impact of virtual mirroring on customer satisfaction. Journal of Business
Research, 75, 67-76.



P sl Ve by egmw Jlw ( ol s, g oS Co o V08

Koklic, M. K., Kukar-Kinney, M., & Vegelj, S. (2017). An investigation of customer
satisfaction with low-cost and full-service airline companies. Journal of Business
Research, 80, 188-196.

Liu, X., He, M., Gao, F., & Xie, P. (2008). An empirical study of online shopping
customer satisfaction in China: a holistic perspective. International Journal of
Retail & Distribution Management. 12, 50-59.

McNealy, R. M. (1994). Making customer satisfaction happen. Springer Science &
Business Media.

Mohammed, A. (2012). Eservice quality strategy: achieving Customer satisfaction
in online banking. Journal of Theoretical and Applied Information Technology,
38(1), 6-17.

Ogura, T., & Tsuda, K. (2018). Method of extracting appliance pricing factors in e
commerce. Procedia Computer Science, 126, 1476-1483.

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service quality and
customer satisfaction on customer behavior in online shopping. Heliyon, 5(10),
26-32.

Shen, K. N., & Khalifa, M. (2009). Design for social presence in online
communities: A multidimensional approach. AIS Transactions on Human-
Computer Interaction, 1(2), 1-15.

Alhaiou, T. A. (2011). A study on the relationship between E-CRM features and e-
loyalty: The case in UK (Doctoral dissertation, Brunel University Brunel
Business School PhD Theses).

Waldron, T & Wetherbe, J (2020). Ensure That Your Customer Relationships
Outlast Coronavirus. https://hbr.org/2020/04/ensure that your customer
relationships-outlast coronavirus.

Witell, L., Kowalkowski, C., Perks, H., Raddats, C., Schwabe, M., Benedettini, O.,
& Burton, J. (2019). Characterizing customer experience management in
business markets. Journal of Business Research. 92, 15-28.

Wu, L., & Hung, C. Y. (2009). A strategy-based process for effectively determining
system requirements in eCRM development. Information and software
technology, 51(9), 1308-1318.

Yeo, G. T., Thai, V. V., & Roh, S. Y. (2015). An analysis of port service quality and
customer satisfaction: The case of Korean container ports. The Asian Journal of
Shipping and Logistics, 31(4), 437-447.

Zhao, Y. B.,, Wu, G. Z, Gong, Y. X,, Yang, M. Z,, & Ni, H. G. (2019).
Environmental benefits of electronic commerce over the conventional retail
trade? A case study in Shenzhen, China. Science of the Total Environment, 679,
378-386.


https://hbr.org/search?term=ted%20waldron
https://hbr.org/search?term=james%20wetherbe
https://hbr.org/2020/04/ensure%20that%20your

