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Dabholkar et al., 1996, 3-16) .
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! Core and relational service quality dimensions



B e LG (mas (Sl ATl & gyl

s ot LU g mle 0555 cladst CodS oge oy 93 a5k o
Isnd Jlie 53 Skt kS sl o o8 GWlas 3 oyl 55
Ll 5o e Soldy b s S8 500 il oS o Jalse Lo
by @ial Cad OS5 Jule s pie oS ol o LBl s
5 (Ravald and GroEnroos, 1996, 19-30) il Jds ol 2wl Ll 5 oo (6 j2ue
B LS o &KLS Ol ke & Skt CiS ) (o) (e o
003" 5k sl 5s s s plalslul g 3 b N S
gd edae cdimes M @11 s 0L zie Sl 03 g A 1 513 L O
4 2)l> St kS p oS S el Jelo ) & Likiine b (S 4 S
s 2 53 015 o ) B B ol kS (T 2) (Bl it 5o o et
Lo 5 ity ot Condst kS aa) 55 &5 a0 s o b SE 5L
53 o5y Wl b g LS st oS S K s e Ll
CS o Cads uT 3 53 dS ol s OF Cas  Condst S )l 50 IS

(Heskett etal., 1997, 7)s 3% 0 Cas a5 «iyls

Al Sl y Wi -y

ot Sl s 5l ol ealie (6,18 0311 5 03, o 5 sl

Conl o ol 3T
(Woodruff, 1997, 139-53;Holbrook,1994,21-71;Zeithaml, 1988,2-22) .
Lol 53 0L e (Bl )3 35 b e codh 3L )3 3550 (0 gas iy &5
o aels sla 4y a plo o gdlay (255 Caad Jald &) ol S sl iy a L
el L a5 0 S8l (5 3 g sl ¢ 5 cosla Ol 4 (2 5
L Ses 6 fte (6 2 &S5 51 0L e 3 0 odalicn 5ol oS 3 e S

g Sy 15 e OUT S5 gt 5 pa st sla (S35 a4 5



PFAL Ol — 1Y 0 3lad — g ke (Sl 9 'y

G sla a8l (Holbrook, 1994, 21-71; Zeithaml, 1988, 2-22). b
B o255 (Bl ps 5148 G s OT 4SS ceolgiiy i
S B (BLos 1S L S e 1 (eS8l s (Al e
(Zeithaml, 1988, 2-22)usls oo
l4e gozes Ol 58 4 O s Lo 5 ol SCam 0k 3L 53 3550 5 slaies
cﬁaogg.aﬁdfﬁdqﬁjwfd\ﬁ@b@.bﬁfg_hl:éu‘_gu@)'\
Sl i gl 5 lady ja s (6,8 05101 Ol 5o 0 Ll 5 g0 08 3L 55 25!
Sl s 5ol eG ol 53 a5 eals Rl b3, L aglie 53 Cads e
35 0313l )3 (S 4SSl ediST s pae ST o5l Ol 4 0ds
ol sl s A5l LU (Tbid, 2-22) s 55 o L AT (sl a3liw
SLas el 4B 8 15 oy 550 Sleds ol Slosl ys (5 2ke Suls,
L 0L e Loy (K8 p s 536 (25,1 487 dis oo o0 4 53 0]
sly Sul, ST 5 (Anderson et al., 1994, 53-66) 5,0, oS -l &S5
03 S s o))l as ¢ (Ravald and GroEnroos,1996, 19-30)<—ul ool
53 - (Lemmink et al., 1998, 159-77)Cul a4 4 5 oSyl Slads U5
gr"')ﬂd\-.‘;"“-l%l"’:"O\ifz‘:““d’u“\’.'°wdfr“54€t}’vﬁt5xfm*~‘5
rl e ilen 1S5 8l s 1y "y 51" OLT LT &8 s ¢ 5550 !
) Bl s 03,5 4 el (6 e Loy &S 350 5 O
Gle 515180 a8 g b se ol Sledst O pits (6l (St S
ol ogr Dl (ST (o Wl (6 2 Syl (el 50 A 4 0dd 3L o
LUl s e sy U Lo il g oks 23 5o 5550 81t O g
u.\_;gﬁ,:.;@\,,@.\s%Guo,,gus&u‘).m&hup
2l e s, SLa &S s Sl bl s i oS L, 8 - 0 55 5
PREINPIS SIS JEIC gEIC W ST ST g



\Y e LG (mas (Sl ATl & gyl

Gl L LT (s olinls, di s Josle ol 5,8 o511 ) gl Ol s
CotS adaily 5 mle 0953 )3 yotes 3 g dauly 4 (6 20n LLb)y Al 31
boil by b old) (6,50 il ¢S5 08 opl i ST AN s
bbby 3 Sl ot (b Slenea ol S35 B5,1 A s

Lsd o 1 i (s ke

1Sy i loy Y
S i ol GloSbw a5 Lo ge Jale o e ()l (6 e as s
Lo a5 Lol o (3 s a6 jion ol (Gl 3o o e o o 5 5
IS Gt ol S8 000 (180 OYM e o0515) 3515 o
Ob e ¢ Slgm sleamdl 55 aS7 O ST Cnl Sl ans 53 (63l Hlaw Ole 55 4
d.“_.ubﬁ-jQ\)Llé:.j\d_guljugjiisbﬁ.fficx}j@‘é)bdﬁ&@
le guiails 5 e e dan L LT il Sl o O 2ie 0L 2ie sla
At Ol s gl Sy ot g5 48 | S 0L ke e | 55
G i gla ol slaml (65,0l DS 5 ST (GLs s ol s ol ol
S A5y Cedst  elaznl 5 oolasl Lol 5 55 e o) g el Ll iy
P93 Sl a il 1530 b 3 555 4 5 8 Candy o S oS o
93 Lebes 51 513 42508 &) o (28 St 5 e 4 Lo O 2
) st 5 LaYI S Ol a1 ol 5 83 s g 1 gl i
S g cand bl sl Dy s g dEL (0 Hls 5 5 ol el Sladl
;riwclg_ﬂ@w,uwm&mw,swlé\ﬁ‘)@@;‘ou;ugg
odh Lo Olola 5 (st Sl Coa (g 2o Sl opl ol 1,57 (oo ol 3
jl);)b‘_g;:_ﬁg.{u,ﬂ‘_;;l_ib;u;ﬁuwﬁSdil?)gu;ﬂ.c,w\
) AYAD ¢ Ja) Ll o3 S (5L 5 s 1S wlo (g 2t 4 Olods 9 CiS b



PFAL Ol — 1Y 0 3lad — g ke (Sl 9 ks

Sl sla lejlu sl ad sl Codn (g min Culsy 05T Sy
A e (6 s ooy ol 8l (Jones and Sasser, 1995, 88-99) ol (5 4!
(Reichheld,1996;Heskett et al.,1997)5 53 oo 2l )b - ylous 2ol 5 s ol 31
O S ol 3 oalital b w5 o 53 G5 &K s Sleds geS 2 de g
DT bl o 0L s Sy Lo )y e o573 5 0L fle Sl (o %
3303 5 g0 hile gad 3Ly 1y Sl oS (55
(Peterson and Wilson,1992, 61-71; Heskett et al.,1997).
ol LT e 3l 3 5 5 (51 akimSle L6 Eoms C B A ARST B
$SC S L QL o ol Card 5 65 S L ol Sl S (6 e
b6 o (see Y1,1990, 68-123, for a review). s 5 ¢S5 b Gl i
Sl oy s st Gl LT oS il ) Ko o>
(Cronin and Taylor, 1992, 55-68; Parasuraman et al., 1985, 41-50) 5T 4= L
(Bitner, 1990, 69-82; Bolton and Drew, 1991, 375-84).
Je sl o 0303 OLs ) S8 )3 Jube Sladie = b 4o 5 b &
Wl ok (65513 8 b Slidios 5148 Cnl Jule aw Jols ok 0305 oles

Sy Culoy (Solginy (S &5 o ) S

(SF PN (omis dw -F
Sl 5 4Bl x5 DMl (s (ANNS) (8 s o slo S



10 e LG (mas (Sl ATl & gyl

L e omee slajlde 515 Cplin olwdade L1, oLl ¢STTHsl ANNSs

LS o S5leand (55l o5 Al sladde
(Spangler, May, & Vargas, 1999, 37-62).

s gl SLeMbl 5 15,5 3L SleMbl ol sl S 1 il 5 o LT
(Venugopal & Baets, 1994, 16-21) waw (o [y ol

G 4S e o3l sla 05 5 51 So5 ilse Jls SYLasl e ANN
Lgbliju;]aﬁ-j:bélfﬁﬂl:udbq-“)ﬁujwdjls&ﬂﬁvﬁ@mo‘};&
Az LU s o b (s oits (gla Ligy LS a6 S pli

Ay e o5 i 5 ods oS 5 48,8 (o355 i b &S5 I
SIS r e 3,8 S e L pd r oS (s A OMEs 4 5 as
ANN .;,fw(,w@j,,uul;&,,»;lu;,'ﬂsgﬁ oslizal gl 53
SLa pxie 5 (63555 Lo it oo odomy Lol (pv) 2 Sl s o3liul s
e &5y 95 o=l dsb s (Nelson & Illingworth, 1994) &)l =5 &
30 0T 51 s SLos ) 05 (o 5 (Bome s Sty oY iz e
(Rumelhart & McClelland, 1986) .& col Calises gla 4}

5l s sl il 1 LT asas G goes Lo ANN Sl osliz ]
O DL Gy g (ol 475 57 S8 S Sl (65l Jo 4 (b1
355 o 3n oyl 5 ek a4 5 Cueiien 213l 008 S
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1997, 76-93; Zhang, Hu, Patuwo, & Indro, 1999, 16-32).
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Wragg, 2001, 189-215).
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Yy Summary of Articles

The Investigation of the Statuse of Educational, Research and

Facilities in Pf P.E. Departments in Various Section of Islamic

Azad University from the Viewpoint of Faculty Members and
Department Heads

Mohammad Rahim Najafzadeh (Ph.D.)
Mohammad Khabiri (Ph.D.)
Amir Ahmad Mozaffari (Ph.D.)

Abstract

The aim of this study was to investigate and compare the statues of
educational, research and facilities in Pf P.E. departments in various
branches of Islamic Azad University from the viewpoint of faculty
members and department heads. The method used was a descriptive one.
All the P.E. faculty members and chair departments in Azad University
(311) were the statistic population. All of them were selected as the
sample. The data were collected through researcher made questionnaires.
For data analysis, ANOVA, T-test and descriptive statistics were
utilized. The findings showed that: according to P.E. faculty members,
the clubs in Islamic Azad University were at a high level, the programs
were at an average scale, research activities were at a low level, teaching
aids, equipments and sporting facilities were also at a low level. In
comparing the viewpoints of P.E. faculty members and department heads
on the studied variables, there was a significant difference in relation to
accomplishing the programs (p=0.05). But in other cases, there was not
any significant difference regarding research activities, clubs, sporting
facilities and equipment (p=0.125). The results of this study
demonstrated that the status of Pf. P.E. Departments in different branches
of Islamic Azad Universities was ranked at different levels.

Key Words:
Educational department, Educational Status, Research, clubs,
Physical education, Department Heads, Faculty members
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The Effect of Management Styles and Managers’ Personality
Features on the Psychological Health of the Employees of State
Organizations and Offices in Tehran

Mahmood Haggani (Ph.D.)
Habib Azizi
Abdol Hossein Rasoolinezhad

Abstract

This research deals with the effect of management styles and
managers’ personality features on the psychological health of employees
of state organizations and offices in Tehran. The main question is if there
is a meaningful relation between management styles and managers’
personality features and the psychological health of employees of state
organizations and offices. The research method is a descriptive one. The
research population includes all the managers of state organizations and
offices in Tehran. The research samples were chosen by Morgan Chart.
The questionnaires used in this research are Lotans management style,
personality features (NEO) and psychological health (GHQ), which have
suitable validity coefficient. Finally, the hypotheses were tested by
regression multi-hypothetical statistical model. The results show that
there is a positive meaningful relation between management styles and
personality features like conscientiousness and pleasantness and
employees’ psychological health. Also, there is a negative meaningful
relation between the neurotic feature and employees’ pychological health
(a=0.01).

Key Words:
Management Styles, Managers’ Personality Features
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Interval Estimate of Project Time Completion Using Simulation
Approach

Amin Zeinalzadeh (M.S.)
Jafar Hosseini Dolama (B.S.)
Majid Bagerzadeh Khajeh (Ph.D.)

Abstract

This paper aims to utilize an approach for computing time completion
of project network paths with determined activities that can be used to
estimate the time completion of a project. Activity durations are
considered to be deterministic in critical path method (CPM). Since it is
impossible to predict future events in a deterministic manner, project
evaluation and review technique (PERT) is introduced which studies
project with probabilistic activity durations. In this technique, large
variance of path durations can influence the calculation accuracy, in
which case the simulation technique is an appropriate method. In this
paper, a sample arrow network is chosen, and a time distribution is fitted
for each activity with Input Analyzer Software using some historical
data. Mean square error, chi-square and Kolmogorov-Smirnov (K-S)
tests are used as three measures to evaluate the goodness-of-fit. In the
next stage, a computer model is built for the network in Arena 7.0
software. This model is run 120 times and based on these replications,
the minimum required sample size for (1-a) X 100% confidence interval
is specified. Finally, a confidence interval is computed for duration of
each network path and based on this; the time completion of project is
estimated.

Key Words:
Simulation, Discrete Event Simulation Approach, Project
Programming
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The Influence of the Emotional Intelligence of Academic staff
Members on their Educational Performance: Individual
Competencies Approach

Mahmoud Nouraee (Ph.D.)

Abstruct
In the recent years, the widespread interest in the relationship between

emotional intelligence and performance has led to the development of a
substantial body of literature. In spite of this ongoing attention, the
subject of emotional intelligence and performance is still in a
contradictory and controversial phase. Thus, a need remains for the
development and testing of hypotheses relating the different dimensions
of the emotional intelligence to performance. The goal of this research
was to extend prior work on individual competencies and performance
and investigate the possible relationship between academic staff
members’ competencies (self awareness and self management) and their
educational performance and to determine the role of their working life
quality as an intervening variable. The results based on 930 questionnaire
responses collected from 72 universities in a field study indicate that the
extent of educational performance is positively and significantly
associated with their self awareness and self management. Besides, the
quality of the university working life interferes with the relationship
between these variables.

Key Words:
Self awareness, Self management, Individual competencies,
Emotional intelligence, Working life quality
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A Feasibility Study on Rationalizing the Government Size
Program

Nasser Mirsepassi, (Ph.D.)
Jafar Beikzad, (Ph.D.)

Abstract

Change in Iranian administrative system is one the crucial issues. And
in the recent years the necessary has drawn a lot of attention. Several
actions have been taken and the "State's Septet Plan of the Change" in
the Administrative System is a as example. This paper aims to evaluate
the feasibility of one of these programs i.e. the Rationalizing
Government Size Program and to identify the factors affecting its
execution. In order to do so, the above mentioned program was divided
into four programs and the affecting factors were defined based on John
Child's power-control theory. According to the quartet factors and the
defined indexes of the four programs, a matrix questionnaire was
designed and after evaluating its validity and reliability, it was given to
the swgects. The results were abridged and after classification they were
analyzed using the inferential statistics tests (the single-group t-test and
Friedman). The results revealed that the feasibility of the program is
below average and the influential authorities in public organizations have
the greatest role in leading this program to failure.

Next, the heterogeneity of the interests of the decision-makers and the
organizations, the dominant coalition and the subjectivity of the
individuals' and organizations' decisions are placed successively as the
effective factors.

Key Words:
Government, Size, Subjective decisions, Influential authorities,
Dominant coalition
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Identifying and Grading the Effective Factors in staff
Empoverment with Through TOPSIS Method (Case Study: Gas
Corporation, East Azerbaijan Province)

Soleyman Iranzade (Ph.D.)
Sadeg babaei Heravi (M.A.)

Abstract

In this article, the effective factors in staff empoverment through
TOPSIS method have been studied and prioritized. For this purpose, the
effective factors were investigated by reviewing the literature and the
related concepts in empowering. Then in order to identify the effective
factors in the statistical population under study, a questionnaire was
compiled. The compiled questionnaire was distributed among the
research samples in order to select the main variables under study and to
collect their views on the selected variables (factors). After determining
the main factors, the most effective ones in empowerment were
identified through the use of minitabl5 and by drawing a partograph.
The reliability of the responses was confirmed by revaluation method.
The TOPSIS method was used in order to prioritize the identified factors.
To do this, the second questionnaire was distributed among the
population to study the effect of each factor with regard to the
determined indices. after collection and summation of the data, the
decision matrix was olotained. Finally, the factors were graded in terms
of their weight and importance. The results indicate that education,
employing participation system, personnel motivation, submitting
authority, performance-based reward, team work, occupational
enrichment, and accepting responsibility are respectively effective in
empowering the staff.

Key Words:
Empowering, Prioritization of Factors, TOPSIS
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Studying the Relations between Personality Characteristics &
Irrational Beliefs and Job Satisfaction among Personnel of East
Azerbaijan Telecommunication Department (PJS)

Saeid Najjarpour Ostadi
Hadi Esmkhani Akbarinejad
Sholeh Livarjani (Ph.D.)

Abstract

The aim of this research is to study the relation between personality
characteristics, irrational beliefs and job satisfaction. 100 subjects were
selected from among the personnel of FEast Azerbaijan
Telecommunication Department using ranked random sampling and they
were evaluated using NEO-FFI personality inventory, Jones Irrational
Beliefs (IBT) and surveying test of Spector job satisfaction. The method
of research is correlation method. Multi-variable regression test, Pearson
Correlation Coefficient and T-test were used for data analysis. Testing of
hypotheses showed that there is no significant relation between the
personality characteristics and job satisfaction and none of personality
characteristics can anticipate job satisfaction of individuals. The results
also showed that there is no significant relation between irrational beliefs
and job satisfaction. The findings indicated that there is a significant and
positive relation between personality characteristics and irrational belies,
and that neurotic personality characteristics can anticipate the irrational
beliefs of individuals. Other findings show that there is a significant
difference between men and women in terms of irrational beliefs, and
that female subjects have more irrational beliefs than male subjects, but
there was no significant difference between the two groups of men and
women in terms of job satisfaction.

Key Words:
Personality Characteristics, Irrational Beliefs, Job Satisfaction
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Application of Artificial Neural Networks to Identify Customers
Satisfied with Car After Sales Services

Alireza Fazlzadeh (Ph.D.)
Mohammad Sadegh Zeinali Kermani

Abstract

The purpose of the research was the development of a neural
networks model to identify satisfied customers for car maintenance
service marketing. The data were collected from the survey of ten car
maintenance service providers in Iran. Multi-layer perceptron (MLP)
neural networks with hyperbolic tangent function trained by feed forward
training algorithm were utilized to build the identification model. The
result reveals that the identification accuracy of the test on the model is
greater than that expected by chance. Through a set of available
contribution weights, the general importance of each independent
variable produced is revealed. This research confirms that the neural
network model is useful in recognizing the existing patterns of
customer’s data. The advantages of using the model are highlighted.
Authors believe that the model is useful and suitable as an analyzing tool
for car maintenance service on market strategy planning.

Key Words:
Car after sales services; MLP Neural networks; Marketing strategy;
Customer satisfaction
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