DOI: http://dx.doi.org/10.22092/ijwpr.2014.5692

(VFAY) FY e —PYY amio ¥ o kel (Y4 Wl

Olodeo Cxio 30 N g 1 (S yiio (51069 Fao S Sl oluld 9 vy y
G,S!,»MM&”Q

Y Y A #Y o .
SRE Moo 5 b agas o Sk s

Uljé" ‘;;L"J’\"'@““J‘JJ S f aK,ﬁJ\J ‘Q‘J«& w.&.@a n,\g..iﬁ\: ‘.'X.‘C\S} [y C‘L"ﬁfﬁ'\" a); ()L,,..ZJ\J ‘J}i....aax....l}}—ﬁi‘\

ghofrani@srttu.edu : K5 S

Sl hgd sy S Kl Ol s pudige 00K zly AES 5 g CL& i) iz S (g gamails —Y

Q\J@) Ssls ‘@‘L C)L-A suSzsls (.4‘\-&—6) e C:L..é}r}k& a}; ‘)\.N“ZJ‘)—\‘

VWAY Cozgua,) 08 ‘CU\: WWAY e rcdly o éu\;f

US>

sanles 2 J.A_asg_;\_mj\)'\g)a:);;-b\iju;a;g\.b)vlq-):4\5,\53;6"@}4 3 g S ,a&,u&,a 055 !

PRS- PRy K U PRI S PO U T-u v oves Jygt. VPR T I (P W TP B S U0 UG ) RS P VRV I Y-S -V R R E D)

9 (S f—la s_,ut_&) dMJg‘UL‘*’c’\""\’MM ua.a-ij)Y' )‘5\,4‘ °ﬁ)§f“g§j‘“”“6)bbﬁjj}‘ JA‘}C‘Q\;J

03 (G e 6)‘)uﬁj_g)‘;\_§4.;;\§ oamla 3 Ve e ) e sl oo S5 G20l e YL Glols gké\clz“); bbb
RYAY AREVARAS gs‘)) w))‘ \_r o A [ J)) CudS 9 &;b\f ‘L;LL.J‘ w}f 4w\.~4 Cad WOlaos curs uuﬁ.ﬁ Calo

g ienl o YL Glls </ 0F 5 o/ /AT

ledes Caxio o ool e Al oo syl 5 s e 6,155 s lS 5ol

Son S5 pgie S 50135 0Ly ol oA bl VA
| e T LA "PRRY A cladle ;o ol 5l o g
Olaea bom &5 W e 5 023 5 IS (601585 5500
S w48 1L g 5 2 C)ﬂ-‘ RGN
O 3oy Jlw Yo s S sl ool ool ol
bl 5o ol 5 ad SeaslST Sl 5,15 650065 P e
Sl 5 = S5 6o lb s 5l S 5 il e s &S
4 golsby (V44F) Aaker (Rundle, 2005) sl
DS e A N S A Sl (e K g}i"“""") dy
L;\J._g Oy CsL.a sl s Y L R VY bbb,
sl 2 a3l Shlsy ol rae |5 oo sl
e a2l e JWS L gl 10 00 1S b 5
S5 BN 5,50 X S 5 Ll S Gl 1 6 e

Ao o
5L ol golal Loy 5o enls; ezl 3l L
Sl 5o e g rie 5 S, 5l ealanad 4 bples L
NG US| Py P | 6;—3['—“’- ssb 4 Ll
Ll el glosle 8 o ode 4S .,\3\4;’.3:‘5 oL bes
D3 Sles O plosle 4 5y oL e 4 Gl Jas
ol e Cullo )y a8 Wlesls las Olidsw o)y el .ol
5 0l ie IS el e azs] Sy s S s
Ghafari ashtiani & ) culgl g lbls, ol
(Lol 5l Gas o35 ) .(Askandari mehrabadi, 2011
a5 (g ol Gam 5 A b S Lol oy pas
Kotler & ) cwlagloyla ay o blsy (Ls 5 5o t}l..
P T W I S K e ¢ 544« (Armstrang, 2008



Y\

a2l @ (2o Our bl 5 s nsaeb
Cao Bd ) 5l a5 b ol cato 5o Sles
L oadal; 5o ooy olaass sl s I oS ol
ol sll 6l it Jelse 5 0as r\q&\ L sl
el glee Uy ddss 5o .ol ons ol 5,6,
slaglole Jue bl ol jrae o5l 5 330 Julye
«l e 6}1’“\‘ slolole Jas E Lsﬁi"'“\"
las gl S mad s, um s
s Safarzade .(Hamidzade & Ghamkhari, 2008)
S, s m S L;J—<.’.‘> Shre 5o (YY) LS
Jelse 511 a5 cwd i i I8 e 5 oS G
(Yo A) oL 5 Bridson .oslacasls (g xie 5,155
5 ol &y 3 oS i acs ol S
Ay S g mie g)laly o ) e\i.zjjé S e
9 ol ;;L.zno_éf\ s LS IS I ool ge cpiman
CR | PR S PRI PR t P - e@..:;jjé RIS Olelusl
ol o lel 5 Sewyle (Bridson, et al., 2008)
oG sl us e dsj_.igs_n r,........o,. Uy 93 A 39>
(2U15) 425 5 (005 o8 J6) olinebsl

S aS w5 S o\ (Y+) - ) Hasanzade and Ghadiri
oo Olugw o eS8 a a8 sl awsls 5ol ol xie
L o) o A oS ime cnl 4 )l a8t oloas coaS
an A0 S olse (Yo V) oS 5 Cengiz . selxl
(oless Mu%r}@u,wm 4 Q\jsda S\S)}L
by caw aS 55w o)l ol i cols) 5 slazel
Py S e

& s 5,55 50 (Y- V) Rauyruen and Miller
Sl 25090 i Culo il e slaiel A |
bl S olsea 5 e ol & oladss s ol Ay
olsea Olads 4 45 (6, 5b 4 il sa o 5l
Cengiz, etal., ) sz oo ols s bbby a0 o jatee
.(2007

o e Azl 3925 51 (VA4Y) o), 5 Boulding
Ao Joo cmimmad g 3ume b 3 4 SN Slas S
S sai $8L )5 Cweds CldS s S Cumo 40

J)‘kaﬁé)‘;uﬁé})jwﬁj|fﬁjw

YAJ\A&«Y‘\AB‘U\J")&K‘gu)»r},LCQMMLLM

sy Eanl s (Clottey, et al., 2008) x5l .
2 5 Sl glas a5 was cls) (g e
o 7S e Lagloslu 5 ol rie baly, » ols S
(Y- V) o), 5 Bennett .(Osayawe, 2006) .|
Lis 5 obnl el 4 oS i xi 4 S a5 5l slixel
oo Ay (65515 5 o S (Jale laiea ()bl
w\ﬁ) 6\.«45 DLl )‘J\é) C)L’j“"“" ‘Bb- 9 .J\.?u\ \A\ J;‘obj! -
\._QQ\AJ'\_w ) 00 Cs 6\5,\_&\)5 )}L LY sj)f‘
A4 by SWSL L UL Sl i e Wl e
L as 5 SKe b 4 Sl ol e 15 5] s &
SLa i 5 s Jslss 2ln 5o 5 0250 Ol A
L;)\Juj .(YOO, 2008) .,\_uswa w}\.u Lﬁ) @LJ\)\;
Gl ol Lo corse L g Rl 31 5 esdle
Oz 9 0 e LB,y A ol YL s il s
il 8 Ol it e 5o 1 Ete plas 4 Bl Slads
Jolse aslllas U ioeen (Hsieh & Li, 2007) aas .
s J—Jég—ﬁ 53 o8aSad 5 ol re by S5
I 5 Wils a8 5 ze Y game 0,50 Al 5 oo 45,5
3l aS ol 6oy ol cns bl J 925 5 s
ol i e 3 el (6 i Cumnl L 0L e
Al G (i S ge 4 by ol rae sl
ae ol s Shaldlasls dbaacal s b oLLLLL
55 alsn o) SKaS LG ams 55 addlae 5550 15 ol e
e Jpazs drw g O pge dre g 50 B, o e
(Safarzade, et al., 2011) x & e @5 sbJil$
aS el s ol e )by 6l o0l sl
slaaz i (2alS =Y 3l assle Wl ik 5l o
a0l e conlas S =Y sos ol rie Ol
s dsb 2500l Jeols il -Y s 5 Ol ox
=0 Oyud il sl o bl cege s Sdae =¥ (6 i
Gee, €t ) s L3, 2505 Gl @lse (2l 3 fnin
sl s 55 e LAl s sl
S5 S ol 6l 5k g O] Ky ¢ s s
Ao lie G poaeln L bt Wb ol Cmio o
4_5)’\.6‘— S)90 3}5-)}.25)3 "\JJ'Z & @’53.3;)\3\53 Jsj.u
L slg oo aal anzls | ol e (gl 5 sl ol nte



4o ol e by 4w slael cpl by i e 0l B
sl 5 il e (555 G sl e S
ol el gl (pl 5 a8 e sl oL i sl 4 1,
G=_b 5l sl r\qu'\j.ﬂj Ssd go ol e o o dlazel
3y I 2 038 B e se )1y 5 )NS
S imin s\l S a5 (Rios & Riquelme, 2008)
B U=5) NIV P SN IRCI [p W | DTSV L gt W) g Y P
b s a1 GLobl v calie g g oS s
sl o S e a8 Wl ax gt L) LS o s o)
Sl g OV pame CuiS 4 a5 gme 4 0l i
WS oo W Sl el sl ccdd Bl i 4 Cwns
5 25 .(Venos & Safaiyan, 2008) axb | 8¢ wie
35 e B e a5 YU S | Y g 41
S5 OV pame CotS |5 S o ) a5 mlio
03 Sl plaplslu i 6)31%“ 5 &l
Bl oo ol plsle Y FPRIET W FERMEI
Pl olpea OV pame CdS 5 6 pie Colo) 05 4l
Stafford, et ) %, o ety M5 C\...a el sl
St $,100 5 Con Ll g5 0 &S Jul e 5l (@l 1998
e ool a5 Olads o sbl 3 cwd GG s
S Sl dlds Jos 2, aal e 550 el )
VAV Jl o b sl S el 2 8 (6 S a3,
B S e 53 xS gl el ol Lo s
)lJS oolazal ojy.,\.:.‘;....a:@s} gdduyh shls &S
oS A a8 ol el s ol e bl 5105 s
DS oS 5 en L 1y 8 il ol slapaas
aal Ll aes el s 1S 550 catg s S 5 5b 4
Khorshidi and Kardgar .(Memariani & Azar, 1995)
Gauas 5 el ploe oo o 5o (Y04 4)
S esliad U ool e 65Uy 350 Jolse o jtage
SOl 63,50 adlllas 53 05lme A LSJ‘gpM st
L LasTl ol e lslsy S5 Jolse oSs
a Coenl B 51 gl ganca ol o, 51 5 s S i
5 s S Temwle s al, b a0 KaS o) e
sl oo )31 e p ol sl 3 1 555 il
oleme b idos o (Ye+#) o, 8aa , Firoziyan . ams
03 ol iie oo 1 S5 Jelse suads 5 (23000
s=sle dde o a3 5l eslanal b 55005 o

Y\Y

Muzahid and Noorjahan .(Deng, et al., 2010)
it (Stegen a3 20l oLl S s s 1 3 (Y4 4)
aosls plas sl s ol mae L0l 5 oo e
Gy s 5o 23N 5L Lty S8 e ol &S
23 & e ooy ol Jiine (V445) Hallowel .l
4wl a5l alaly b alelee S b (6 i Sl azes
Sl Sleas oS Cond bl (g5l Cad 1S g5k
Colo, iy s andl 53ls 5 e g i S L an 5a 4 su
el 65 ) S o 3l ol S5 35 5 e
QA ) ey gl Sl a8 Cal s K i Sl
sas Sl dﬁéb:ﬁ.\a&\.ﬁ)%\ a)yajikwj\éﬁim

Beerli & Martin, ) ,uju.a Canwd &y 00D Sl p a5 58
5o Gl Goa2 ol K gy s aln] (2004
e ] B 5 ) ) CPACOV I PR P =Y P
Jahnson, et al., 2001) xws L o slasy) 3 oad
(Gupta & Pirsch, 2008 sHelgesen & Nesset, 2007;
) 3 A 2 310 g 5 Aails IS 1 sS 55d
Sy 33 00S G e Syl |y Ky sl X Sy pie
;.;\3)‘\.3 cakis DY 39590 X p L;:—\.\S szjs ‘\S‘U"’u" x5
o233 aS el LSl e pame i g b e
4 .(Rusta & Bothai, 2008) 5,15 35> 5 ea S & e
A 5u§}_3 Sl eSS e Sl J_<g'.) ol
A aesaza Pl 5o iSO e 285 5 gl g
s a5 ead ol ol saz oyl S i b g &S
L) X 390 3 0080 e s Shsl Ky iy S
Iy oS0 —as sy 5 oo, Cla_.dﬁ ool Laals
B3 03 relie 5@ 45 S orized AR g R3]
b el olwe S Al o)l 008G e
el ool Cute 5 6B pea S N5 S s

(Rusta & Bothai, 2008) sa—y o i (g i o5
adaly s aSly w, BT 5 x, elas (V49) )Aaker

o S by adsls s 619\—».5)‘ A L L;w&
U S ol 5w 28T ptmen a5 S iy
a8 b s ol e e 5 S sl

g o0
ols=e b &S ddss 55 (Y- -A) Sweeney and Swait

R U N P Sy P Il g

L cute olas 4 oy Olads i, Hlae) &S Wone ) 4



Yy

3Ly 505 S Ll 355 Canns 4 Ko bl Wl 5,
Ol G5 Jolse n aSU 5 plelia b s S
%E-J;deoiabbj\j;&gas\jh\@\)d\aéo\w:&ﬂ

s

s 09, g olgo
3 50

5 Gl Slalas 51 asliad U d o sl o
S slapasla oK slaias sy Sl e
S I o S 055 F a4 a0l rie b
=23 ped (oo 2l slael (g e oo Dl le
05,8 Sl ol oo sl L5 Yo &S LIk
) JSe) a8

YAJ\A&«Y‘\AB‘U\J"J&KJ;))»TACQMMLLM

Seslal Uy plobia | g e colo) o 5e Julss
Ales S o cmpenl BLA 51 o\ e o s
Olee Logs zass 5o (YY) o, 5 Ghazizade
aul b g, Sl eslannl U ol s ganas; 5 plelis
Hlasls 5 ol e gaue Jol 4ol e dlde s
S ool ke iyl s sl e 4 a5
03 A5 A St OBy F5e el oy g
Slomal Oole oy cpl 40053 SaklaS e Cato
S peal 5 o rU Sl (Lo e rae culs)
2 6ol bzl Gl it Cmnl Sl o ia)
S, 5 plwlis Gan b gdss cpl (W), 55
el ok oo 5 oL rae by 55 Jalse
bt ey 1 S5e Jeloe plolis Lol oas
a5 &S 15500 ) abe i Wl ol Slans

OLA.LH\:A.’_L:JJ Qi ds g il gloldy Jae ola LFI_"-LA:J

Al R

Salaalis g _‘-'-_\_F-'u_’;'j % and .j_;_" TN 1934 =

. - 1&7
__','-"I'—" ‘T:‘\'t' k A W ‘_.__.t. E. —

(R 3 b
(ool g5 g B T e

L,
LI./'\‘A

—
G

T

(E,

1

N
L1

Gl 5 IS LST clbasle 5 s buasls Cale dlde -\ S8

Ol Cxir 3 X 4 g



ORIV PP I IPRCN: > R T
o) Y e 3 sl e Kos iy 4
el B2lo @b ol Caio 5o b e cnl S a2l
Caico 53 Lo 5 o OV s JUis & P2 ST
S Ade 558 Sy 5 oda sl Jale oS s ol
o

Olomean s Hlsel (g law s Jlael (asls o
aS Cl B S50 sz s e OB 60k
S a8 aule Sl GBS ae oS el 5l 2 5l
2313 sae s &S (G ol palbe s sl bl 5 WUls
r\_; slel (Tulin & Swait, 2004) col [ls )55 5 sai
ol 5 sl s Jels ool

03 S s Ay x5 aly o o @Bl 5 e
o 5 e szl sl e 5 S sl 3 i
oz 3 e Y W lael 5 0 ss e de;jag.
Fls e 255 5 das e JSE 1) (6 e D p s
Dl o Ny 6‘}

S Sas K olsea slael nlazel jasls 5 @
b ool bl gime 4y 5 7 oe olan] Jlie (28
ol s Lated s ouiSas o 4 (¢ e S &S (golie]
5 mmy i aS Cd loslal 4y slazel Gl 5 5 oo
Sl G e ol S ol a | slazel 8y 5
Apaolaza, et ) als oo (s jiin Culo, 4 Cuns ()0,
al., 2005

Waa Yy b adaly S 5 g a3l 55 e
iy dgs SaSs 4y sip 3 5 Sl > a8 55 S e sy
4 X g (Dehdashti shahrokhi, et al., 2010) xS
SolLdy 5o (5 e Mg 5 5 cn g & SAde S @)
& i Syl 31 aal e x5, o) 5l 5 %, 4
D 0] A o (e 25 2o sx ol pledee 5
gl sy

Il G 3 ppa bl i 280 pa a3ls e
it ol 8ol ol e Bis y Qda 6l 602
Je idizes GG o)L ) 09 a3 5 ol
6\4-("-.*—*'3 6Lmeﬁgdj s el ‘U:.,\_Sj ‘QYW
3 gl omh (S _piien 6)\3\3} v 45.,\:.::::;;4 wa Qh)'\.w
Lemmink, et al., ,Fambrun & Vanrial, 1997)
el sy saasle 5 Jela s s (2003

Y\ Y

» Ll sbagasle 555 buasls ) oy mos
:;.sjfsa Syl Cand oy

it Colloy e g i Culs, a5la @
5 el e 5513y 05 s 4 sl 28y jage
(el Loy a8 i ) e oS o G Wl e
Sleas Q\’j_.m "\':Su‘" u“\*“-"‘ S e S Glas s
oLl Lo g sas cils y cgd 5 panes)) sas 2dl s
So bl 5l a8 gL xzs (Zhang, et al., 2003) e
ol 4 gl sume oy 5l Sl Sl W,
Colo as anler iy L4 4 95 5 anls ansl
e 15 $lagasls s s

o cwlis S tewlio Cud 23l o @
el e B80S0 e by ol 5l clie coaS
el aBpl S SLaYLS 5 b S Ll )
2l G 2 OLal e il il 0l R
25 sLasbl Ds e ABly o sl e L,
335t e By e s X o plets e
o ad 4 1) (6wt ()loly 5 (g rie oo, cpimen
RORAEINVIPES

Cenl (ol (g mtie gl (i pa3ll 5 e
Al C.'éb 53 el e e Ol gy lUasl 4 gl
53038) w33 zman el Sy sl 3 aal g3 e 6 e &S
e 5555 1 e P 3 (5 sl e 1S
Jomame 3| s in slaaialys el 5 (s 3
(Rahimi, 2011) 5 52 o o gems (§olhe (5 s

Sglas some ciS :0as CdS (a3l ) e
2 eadi b Jpamme Codbge e S Sl ol S5
5l 8,8 Sasl 5o 5 e Sl gosad o33l
olades & K Cudd g0 o jziey (Tayar, 2012) Ssd g
Ll Sleas 5 J game S o

JUss 4 pBaS0 as i s o5 (a5ls 55
Sm S S OV pama 5y des §gte DY pasma
iz e ol b 5 S 55l as
Calozy aal 28 gan ol s as salss s
S b 5ol gl cato iy walss s 6 ke
ol sla 1) i 5ls a5 Jpame g5 ol
Sl anils g gte OV pame 45 55 Al g (3850 5



¥\O

Lsas S8 oLls b 5 Y sl 5l e Dl = )
LUl s ol sl anladly 5 108 b iy &) 5o
DS e s il sl o golesb by (ol
i el A ol ) S Y plads oS LT
bl s sae Qi ¢l ol 15 5 0 b

ol jiga ol 038

Sb ) el wlheo w8 g8 jasls 55
o 3 Shas 5 CoaS ol o] o a8 J oo sz 3
ol Sl s coss s calas et s e Sy
L;\_zta.)._SJg B .njf UGS 9 g ¢w-§)\a “\;\336" MY
G e 4S5 J—el,—-‘ Sty 2l 5 @3\)@ e
slzel ,u\js@ &d\)\f ol 9B D D9l oo (6 fidus
Al anzls ol en a1 o b eyl 5 0, 4 (g e

D) o s Olads :olads a8l 55 -

L olus VS S 0 K pulalis 5o s a1
dle sly) ChLe 5o e K Wl ey Sl a2y ]
s, 5l el aeadde g2 & I o) leslasl b g
Gl 008G e 5 2o 5 (655100 ‘@@T QT s
5 ol = cnl 2 .(Kotler & Armstrang, 2008)
DLy 5 g te ol () ol caio s Sl

28 eslaed GLLIL LSS L ol os S

ol S 5l skt gy SIS pas s 5
5 B S ) S e 5 5Ly e
el 5 sl

S i 50 8858 LS st 5
53038) s a5 ) A bl s 5 o8y 5
Sl 50 g e gD

s ol s Oslan gl plus 23l 55 =
S Gt oda 5o AR 50 4 e S e

]

oty b il Jals 5ot Sy 2 pa3ls 55

S0 0 Lol o e ¢l o il Gelesl sl
.w\j}axj@djmé)‘sbjjsggm)}wm

G (w9
MQ}_J;UL’Q})WUJ\)D a)uﬁ.u\ 390 U’Zﬁ)
S ol s aS anl ala sy, ) v_@écm\ )
a5 L e sacmie glaay § ol 5las S

YAJ\A@«Y‘\AB‘Q\J"J&KjU?r},\SQ\AMAAM

(V44)) Aaker macs Sy Syl o) @
5 PSS 3l i SHo Sose ]y et S CuaS
Gl 2,5 Bas 4 az g bcwas by Jsame 5 L
Al e i s saan S L alis 5o
2390, Ko ol bls b plolis s saiSG e
S i ,lalsy o aS cul Lakie Jeame b S
(Aaker, 1991) cwl ;3.
2 bl 5 G250 S Bl s sl e n L b,
slete b Ll 51 el &Sl e slo) s 550
(Gil, etal., 2007) .5

ol lae Lol codle aslis 5 o
slaais L oo Shae VS CiS 5,50 50 Sedb
) S Sy e Np o el 5 sl 0 VS
5 iy oo Line Wl olalo 4 ol pbosd Jase
Nasiripour, ) 554 s & g Wl & e Cpiman
53 Mg e ol e s s 55 (2009
Al (S KaS i gl s sl

dle e ol 5 Sl paale e
W] DD UGV I VY V) U R VI 5 PRPY SO - A W)
N SR W UL W | R P TP RY 5 E| L PR
S OV e L el Gl sl i 5

el 3 gboasle 5 Jels oL

Slads o sl 3 ollds s ala 3 jasle 5 =
)l 5 S o Slads e 314 el &0 ol 4
Ly oo b5 A A o) Ol i L 55 aws
At S Il 5 e S 50 (35 i Sl
osle G Ju.l\rb\.a

e ol , Ko gals amua igals amp a3ls 5w
aS goe cpl 4o J‘“”f‘""‘ ol i il sl Jip
LLaae )l s esls 55 aue K s ol en 4
Lo e gt asy b &S Slas |y OV pame pLu |
%A

ol Ll oy i bl (s el 5
Mg Sl by satig 548 25 5 o5 O



9 u\.u Cowo 60.\.1.&.)&\.&13 9 w\ J}d J.v\ﬁ 6)\5)\.»4\.'
{Ghodsipour, 2012) el saal sty gl g5

aolid 5 dngs

slagasls olalis s Sl oslpen 5l
o Q_;,\ BLISEETEY QLJ....M NERY )\;\é} 2 )\.\fju;\.v
ST S 3)) RN PESST N SRS GG P SN -SOPY
o) 9 Al g laslian b asls 51
Jdos a0l 35w A waé;v Lbolas 5 0 bylas
>P¢ﬁffm@wch~ﬁﬂusﬁ‘fw
‘-~éj 059 5 odd Ay lis I ol A SV CL,.. L)
g v\ujgu,-‘ =S 009 1 B ol s e aelon
N VU S W S PRI P YOS PRL O c
Laaeolia ol o o S e 3lae 035 1 0l 45755 8 s
5 5 aalea ool pls sboylas ;) UGJ"‘J‘?(’M
2 aS i VL) G oS olds bioglas oyl &S
(Ghodsipour, 2012) ¢l sacz osls jlas 55 Joas

Y\#

5ot Al S s 58S o oS plaas s
ol Sl S ol b ) (Ghodsipour, 2012)
ol Uy S e sl 00z (ob bt
| s 153 g b olSal ST ol |y ] 4
2 OLSul pizan 5 A8 o @l 3 e b 0550 4
f:ﬂ:&wﬁ\)g&.ﬁ}&;&;&u&;u)@&é;#
sals s “5-75("“’4" 5o 1y calis 6\.&:4:.{; .L.:\Je Cﬁ‘
L laslame 5 5 bolee o) camlas Jdow oSGl
S oas olg W o) anlie Gl p cpl nosdle 35l
Ol e cpmizan Aol o g ) Oladlne 5 o pl8
bl 5 a8 aas e oLt | i BB 5 6,50
el )l a6 S e 53 ST ) 5
ade s s &S age alis (Ghodsipour, 2012)
cewlosls 53 850 5 Bl ol 35 P
el =8l sli> ;> .(Mamat & Daniel, 2007)
o a5l ol ol (S 5,0 5 5m 5 5,85
aaly /N 51 S BB ol S s se Jamte Ju

) sLawlio ol Ol 5 olie =\ Jsi

e lada Coad] a5
q 3,15 3 9m s el ol 48 558 e Al 5 dms e ol ps Lanli Ly Jol Lasle sl cuenl il pe

% el 002 Sl Jae 5o o] ol 5 3503 s Las e i Sl Caeal Jo) asle

0 Aans e ol pgs pasla |y o) pasla sy s B s 4 s

Ol crenl)

¥ s ol s el 1 sl e e (S 6 s 4

(Jsere Connl)

\ Al golas Coenl e le g (Oua i o

YLF S A 213 apm s sl Glacls &S LK

(G55 Joolsd oo o)

slasbae o5 s Lajlae 51 S a 555 25

A\_SOL.QJM. Cao )pxjghgjzimd)\ﬂé}j)\.lfj;;\:

oledee Sl = oL e by 25 8 6 S Jols
Y oY K2) n;@ &, Cand ol o sl

eSS V) plede a2 obalaa ol e 0 asliae
Sl A (A3 Hlane odigpe O (o s )
o5 (U= ok ol o Ve 5 )bl pladie by >

B et s.)j.‘.«S\ )“}S‘r‘f .lzoua PR | U\JB .u\ab;
Ko a5l s (BExpert Choice)



YV Y iles Y sl ol RS 5 G pske Sl el

7207 (5w pb el i

(+/+88) 28 guas -

e s

s
T T T T T T T

. */\ . /Y Y v/e */0 A (VA%

alllas Gty Commd ool bl g slanlin by e i o Sle =¥ S
(oo % 5L o)

(/00¥) J&1s g
(+/420) Sl
(+/400) K5 5 ol0s
(+/220) 4 29

(+/+48) Osls
(+/028) % 5l BT
Sl s slsl 3

(OB RYRVIN S PN
G/ Gols cede
(+/2AY) slaze!
(+/0YV) §5 9 SN
(/4YY) (s, (g e
(/0%) ugms

(+/48Y) olads
C/28V) d g ¢ 55
(+/40%) 0l S5 kS
(+/0ve) S8
(/AY4) bl 5,8

G/Y0Y) s Caad

G/RY) Slas ciS

. v/v0 o/ LAY (A1 v/Y0 (A v/Yo

Olekos Cato 53 W e B 1 S5 slasle 5 00 el A Y IS

(+/+% e85 olsme)



Irannezhad ) sl saz ol i 5l i oy caa b aw
S35 =t emelie §mamelip cnl 2l (parizi, 2002
Gl el cato s Gilsa b 51 LI
G35 s L aS e sl 1 05 ol e (g mie
BPo axl

BRRVAR S W5 3 R VST X S P P R L =
=23 s sl o5l o w8 5515 0 g 2y )
el bz i 5 Gds 6l 002 Ul K
o2 o aS Cnl Sle s o se salS WSwle Sd g
Olsmsan Slla oab )ls a5y plosle 5l (6 rie
D5 el cos | ool allas 51 s mte ATl 2k
Sirgy and .(Seyed javadein, et al., 2010) s>
O Caste s bl S wsa ol ey (VAAD) Samli
Sl b el ilos s 201815 6ol 5 a3 g
L oas ol = ok i, 5l e 3 5
5] s 5 e 6513l g e (5 e

/08 il b plll e e gl U lael
Sweeney and Swait .cwl 43 S 51 3 o5l Cuslsl s
Sy 25 ske) il gl | laallae s (Y- - A)
s olgel 48 Koy A cpl 4 Wl plil (g i
ol s e Gl sl cute oo 4 ey Slads
Al St 50K 4 ol e by ki lael
oo &y (5t AL iy H15L D3 ol rb Slael as
AS e slael ol OV e 4 5 558 e 0S5 )
DLy 5 gt ol 4 plade Juae 15 K sl
T PR P N S, sba A8 o KaS (g mie o0 S
el atsly B a5 OV s

23 MBS e as e 5 ol 51 Ses m
shb b esle 5 sl 4 cvws Olaus casS jesls
33 @\J_«.UJUL s e ol S el ng.fw,.._a- S
G gl gas s 55 o)l a0 4 (i by
3 e e Sos S 5 L8 blsl 2 5 el
RN [ | P Ve NGO 1Y B B R A KRR PR ESOW XY
el 5 e ead ol sla e la 5 5l elas s (VL

Y 5 Slass cuiS Gl 30 :(« /YY) Sloss cuiS
R RO C O S DS N U PR SO W PN
,;Hﬂ;}@@&\g&j@h&\:wow
255,y casls sl an Sy of 03 S o K

YA

o pls s a g Llbaw 5l JS 5L ol
5 Ol 5l mls S e et &S Sl /0¥ sl s
QL..A B AS.}.MGA QL..: c\.g LA )\3)}5-]% L;)Lf}\.u
bl s e colo); b esls ( Jol gl e ls
N Sa e ol e i ooy ol 0p 5V lbs
ol 25 g ol slaas s

ool L i colo) pas s g ite culo,
P | SCIIONN I 4—*-9)? =8 Jal cm ol 5o /70 F
o a5 Sl e (g n culo, il Hls s
Bolton and .au sslss o ae w50 X, gas asls
A S o Sole—e s a by 55 (V444) Lemon
Slass 5l oalizl sam y glodas 5 ¢ rie i lo,
o, 5o s S SUS 5 VL CL“ S s 5 3,0
Sloas s a0l e Slams o ol | ol e
SIS ssm a5 ob) sl 4 w50 sanls, ol
Us oK b Yl atan\o, ol i 5 S sial,s
4 ol Sl 53 dms 53 45 A o Cumo 353 )l
S el Wsd e S50 cute (OIS = alaz) oo
5L L L 4 ol Sl 5 4> 1S5 Jud
Jamal & ) .,\.Mdo)\jeﬁ;\; cos |y oS e S Lg)ﬂ;y
L ol e gaanlo, Glosl ) L L(Naser, 2002
A a6y e (1S 4 Sl
a5 S plebie 5l aenlo, SL i crals s asl s
i s Tl U e Lol ol 5 5o
=B e Sl ol N ) i By ams e
shsame s 2 e 53,8 e IS ) s W ) e
RNV JOS

BERVAR R INE-3 3| Sy W U WLy g 51
San plobl waa jas s ol as Sl £33 v gl
655 4yl g irma b Blime 5 e adly Laly, 5l 5
ol e 5 Lds 1) (i 0l jrie 45358 g oo 5 S
s e 2k 5 il 4 g ool s Sl S
Osman, et ) a2l 3 beS o 655l 5 550
Il o s S 55 a8 Liios bl b (al., 2009
A 5t Sy 035s) s 4 4 s a1 44V
sy b (g e A a2 5l ey ) gt Sl e
B VS P P U | P PSRN 5| A I



AR

ol ol b se 5 1+ /NYR) bl 5,8
5o obide glaan S5l S oV pame blsl 2y
Q)ﬁé}h@é“\&)}éb)).&m\)ﬁ}r@
P RS- PNt 3 N L PR PV P TP IR VPV
a5l i e pate cnl A5 55l e s
anlp sy 5 was ol e gass) Cas 4y K plas
s ol slaasly 5l ols ol blsl oy 5 0s
2 My Ollas ann g sl o ) o Dl 2B M5
Home _z ;8 &:\ks .(Hemati, 2006) 3,5 s oxlede
o539 YL (Y- +4) & Office furniture exporters union
Caad Gl Bl o g e o adsl ole Ola)ly 4
S5 &l ] oS et i ol Sl et o
2 08 ,nlo cnls, oSy sl BaS0 ae 0y &
s el s e S 551, e bl
s So it od bl B ) bl
p3 0 B 358 e o E 320 o 1l o ol 4 il
oss oldee (S0 5l g aS g L) ol oy > &8
Les 4o cpl play aal co e cnl Gbls a5 a8 ()l &
A e aed by el aS os S G 1 (6 re
Dl gp N p
1958 6'.'.3\)@ ema sy 5 (e / V) u:.ibl.f
el st e e Gl e S ] e ety o]
S 3 pliaabl 51 5 VIS S U e 53 ol i
u,-"v")\f ol G ke a e n ool CuiS ] I S
L s5LS 0 iS0 e ol (g5 5 e Sleas
bl Uy sl e caS ciles ol e
e.)))TJ_g)QJﬁ slazel BB o Shas 50 YL 25 55000
s fan ol A e 5 solsl el
CLM Loolos asy Bl 5l aal e pgte K15 e
st A 1 0080 ae slasls oS cwlie (o0 Shes
s Vazirzanjani .o_S . 2|, 1, 5l 5 aslo u)ﬂj
sody g a5 K0 S olo asn s 5o (Y0 0) oS
ol iie 5 oBaSG - ae ol aiee ey 505
e ol bl s, ol | cidie YIS
=L &\)Lf L bls calo) ol o) 51 (S Se
GOV (gt ae 4 aS JSles L3 s il
L LS (YY) o,LSea 5 Gaiardelli .l Gy 2
wilaslely 5 e NS oo glac e ol

YAJ\A&«Y‘\AB‘U\J")&K‘gu)»r},LCQMMLLM

Gl 555515 g0 Sl 93 Slass L1 L 6 nt ozl
S Sl .@)5\.3 Cawd & o3l (6 rie 6&\545@\ [
4 Jos oo aln e Sl o S ol 4 g 4S aalss
S .(Alame & Noktedan, 2010) > s oals olis
CL“ Ol 8l s e Jelse o ege ) lens
N B g W ) V- S Py LT
slaus , 4S ¢, 5 b 4 (Alame & Noktedan, 2010)
oY ey slaas y asle el plds - ke
Sleslacul U L. 5 (Ethan Allen) - JI,Ls! ( LaZBoy)
S Slgm lashl oo 1 003 ape el iS
SULalS 5 (B&B) il s 3y i alon )
ceiS 5leslawl U (Moneli, 2003) LJL| (Cassina)
BL b J}_é- Q\.’J.......A sz\.@,‘z'- 6\.&))\,\3@\ d=>= 0 w\.:.d
58 Ny 553 4y s 5 Ll 5 wi55T s 4,15

LaeS a5 bplole el :(+/10)) clis Cnid
MW,\_U\JG_A o s 63’\;,\.&3\@’}1\56\}
slacs o gla¥l§ cas pas 5l 5 v b Ll sas
Colos 5 by 5 ol e e 5 Bis 5 $3e Jalse
.(Bakhtai & Golchinfar, 2007) ceul sas Jias gl
5 R, G e saiS bl plsea ble Gl 5l ol
(Butters, 1977) oS — s glads adlze S
S8 e celis ghla S e a (Y- +0) Chioveanu
Ol e $5laly 5o SIS 5L adlse ol ey iy
oBuSG pae 5l Cud 5 Al p Cou S eia 5 S
4SS sbas arul olas cuenl Gl Oloas 5 VS
o A lie 3l Slen s 5 VLS 51 oL e caculs,
Slagamai 5 Josle ol 48 oicel oy s 5 4y n
5 OB ASG e sl gl 5 ol IS 5T T o,
U VT NN S i S LR P N E
O o A (g i J_<_.,.> (S i ()l 3350) G
Al o ol 4 S (YK L5 ol a5 Ll
RESUW I SRSt PO U R IRCIOUC S A U3
ol ls 5 cuS b clia | ol cud (622 S
e § 5= 50 ) 5 4SS e DLl ) plals ol wla,
St 3 50 & BNk 5 sy 4 e )b,
VARTPES



S (e S OR R
sl o i SU e esle jll g s S5
\_g Q\j_s‘vda d.‘j\_lg ..,\4)\3 I g A (G e L;)\a\_é}
s Ll 6555 o0 a4 basls ) 6o, el
G b ol 3 S easl 1 L ol e Glaac s
e plde Caio )3 358 W el L e Ol rae
W} \_; &LZA ce\AT Cawddy G}L\J O..mb .J;)‘JBJJ
Mb\ )‘ wb.) j}“@ As;))\uu U"‘ \.: 0D g L)‘""bﬁj’ ;g\.b

el Sla, s ool U Ll 4 s (6 rt

soliiw! 8,90 polio

-Aaker, D.A., 1996. Building Strong Brands, The Free
Press, New York, NY, 35-71.

Aaker, D. A.,1991. Managing Brand Equity, The Free
Press, New York.

-Alame, M., and Noktedan, A., 2010. The effect of
service quality on customer loyalty
(Case study of four and five star hotels). Business
Management, 2(5):109-124.(In Persian)

-Apaolaza, 1., Vanessa, H., Patrick, Y., and Zorrilla,
C.,2005. The antecedents of customer loyalty in
residential energy markets: Service quality,
satisfaction, trust and switching costs. The Service
Industries Journal, 26(6): 633-645.

-Bakhtai, A., and Golchinfar, SH., 2007. Pricing
strategies and cost management, Contrivance
Magazine, number 187.(In Persian)

-Beerli, A., and Martin, J. D., 2004. A model of
customer loyalty in the retail banking market,
European Journal of Marketing, 38(1-2): 253-275.

-Bennett, R., Kennedy, J. R., and Coote, L.V., 2007.
Involvement, Satisfaction and Brand Loyalty in a
Small Business Services Setting. Journal of Business
Research, 60(12): 53-60.

-Bolton, R., and Lemon, K., 1999. A Dynamic Model of
Customers Usage of Services: Usage As An
Antecedent And Consequence of Satisfaction .
Journal of Marketing Research, 36:171.

-Boulding, W., Kalra, A., Staelin, R., and Zeithaml,
V.A., 1993. A Dynamic Process Model Of Service
Quality: from expectations to behavioral intentions.
Journal of Markting Research, 30: 7-27.

-Bridson, k., Evans, j., and Hickman, M., 2008.
Assessing the relationship between loyalty program
attributes,store satisfaction and store loyalty. journal
of retailing and consumer service, 15: 364-374.

-Butters, G., 1977. Equilibrium Distributions of Sales
and Advertising Prices.Review of Economic Studies,
44(3): 465-485.

-Cengiz, E., Ayyildiz, H., and Biinyamin, E., 2007.
Effects of image and advertising efficiecy on

YY.

g 2 O slal WJo—ama b Las 6\.&0’:}}AT
S 30 a5 ol ALl b g e e Olus
6:5\)\_? Rpes ;)\Jjwu 6\;3 oledee L;Lza,\ijgjf\ .J.:J\Jga
5 adly Jgame ¢l i | o) ol e ol aals
)J)uaw?ﬂwjud_:wbgjﬂzxui
2y dl g W ples (o 4 e by S O 50

gt o Shysl S :(+/+ OF) i S5 oS
3ol it 3 obso) A Cans J s 555 CoaS
S (A S 5l (gt Shol s sy 5 Conl gz
olbSea 5 Zeithaml .5 5o oo iy 25 s | 5 YIS
Iy 0aS0 e Vb sss S cuaS a5 5 S oLy (V447)
s S s 4 e X S Ol s 4
Lowgeas S caas Gl 3L sl s e culas
Bl CatS b e Rl Bl 58 X e 205 6 rde
S dy Sl (6,065 5 DMl Sl b saSG s
U"‘J’L"’ .(Gil, et al., 2007) JJ\J eA_;LfJJ_.m SS9
23l Y same oy 2 sl s Wl e s SHs curS
)"6}—«:»445&@.3)‘)5\‘/@4{‘)6}2@6)‘)\5}45
sl cold ol canS 5l 1 a8 e 4 ok s
BYIP S URARTN P LV PR P S S et o) ask
SIS S Ay (S tn S o &y (] D 50
‘M\geajqjadjé)o\);,\qﬁ*féaj)@

A RUSOLE
L oS e S oo a5 ool S Lsb
256 Jalse 055 ol e (65 Ll 3 ey
59 ity Copedl a3 b 1) Wy 4 (g e (gLl0l
L omln oo ol olid s g )l 3e5y an s
S e glaaal s 5 3L (g 5 55 go0 4 5 S Sl
Caro 53 Sl o X S o) 5hagls syl
PR RGO I o) Ny P P R Y B N W
Wl D0 Sl ge 5o Jol S, St )b
2l by e Kol S5 Jelos 4 an
5 lebis odle o cpl 5o cal Al s 2 N
A A e Ly S5 Sl e
T B N N N S ) WP IE-N GO P
Ao oo g, ol eolial b g e (ol i



Yy

- Helgesen, Q., and Nesset, E., 2007. Images,
satisfaction and antecedents: drivers of student
loyalty? A case study of a Norwegian university
college. Corporate Reputation Review, 10(1): 38-59.

-Hemati, H., 2006. Advanced Accounting 1.
Publications terme, 170p. (InPersian) .

-Home & Office Furniture Exporters Union., 2009
Home & Office Furniture Exporters Association
Bulletin (overview of the state of the furniture
industry ). (In Persian)

-Hsieh , A.T., and Li , C.K., 2007. The moderating
effect of brand image on public relations perception
and customer loyalty”, Journal of Marketing
Intelligence & Planning, 26(1):26-42.

-Iran Nezhad Parizi, M., 2002. service management and
culture, translation. Hopson, Baryh, Lugar, Jack,
Mvrgatrvyd, Steve, Ripple, Theresa Scully, Mike
and Dan Simpson. (Translated in Persian)

-Jamal, A., and Naser, K ., 2002.Customer satisfaction
and retaid banking:an assessment of some of the key
antecedents of customer satisfaction in retail
banking.Inetrnational. Journal of Bank Marketing,
20(4): 146-160.

-Johnson, M. D., Gustafsson, A., Andreassen, T.W.,
Lervik, L., and Cha, J., 2001. The evolution and
future of national customer satisfaction index
models, Journal of Economic Psychology, 22(2):
217-245.

-Khorshidi, GH.H., and Kardgar, M.J., 2009. Identify
and rank the most important factors affecting
customer loyalty with multi-criteria decision making
techniques. Landscape Management Journal nombre
33:177-191. (In Persian)

-Kotler, P., and Armstrong, G., 2008, Principles of
Marketing, Prentice Hall, USA.

-Lemmink, J., Schuijf, A., and Streukens, S., The role of
corporate image and company employment image in
explaining application intentions, Journal of
Economic Psychology, 24(1):1-15.

-Mamat, N., and Daniel, J., 2007. Statistical analyses on
tim complexity and rank consistency between
singular value decomposition and the duality
approach in AHP :A case study of faculty member
selection. Mathematical and Computer Modeling,
46:1099-1106.

-Memariani, A., and Azar, A., 1995. AHP, A new
technic for group decision making. Science of
Management, 22:28-32. (In Persian)

-Monelli, R., 2003. Bold & Beautiful. Frame,
international interior design magazine.

-Muzahid, A., and Noorjahan, P., 2009. Impact service
quality, trust and customer satisfaction on customers
loyalty. Journal of ABAC, 29:24-38.

-Nasiri pour. A.. 2009 The relationship between
branding and performance indicators. Health
Management, 44:15-20. (In Persian)

-Osayawe, E., 2006. Correlates of customer loyalty to
their bank: a case study in Nigeria. Journal of Bank
Marketing, 24:494-508.

-Osman, H,. Hemmington, N., and Bowie, D., 2009 . A
transactional approach to customer loyalty in the
hotel  industry.  International  Journal  of
Contemporary Hospitality Management, 21(3):239-
250.

YAJ\A&«Y‘\AB‘U\J")&K‘gu)»r}LCQ\AJmMLLM

customer loyalty and antecedents of loyalty: Turkish
banks sample. International Journal of Banks and
Bank Systems, 2(1):24-56.

-Chioveanu, 1., 2005. Advertising, Brand Loyalty and
Pricing.Games and Economic Behavior, 64: 68-80.

-Clottey . T.A., Collier, D.A., and Stodnick, M., 2008.
Drivers of customer loyalty in a retail store
environment. Journal of Service Science, 1(1):35-48.

-Dehdashti Shahrokhi, Z., Taghavi Fard, M.T., and
Rostami, N., 2010. model for measuring the impact
of brand credibility on the banks commitment to
customer loyalty. (In Persian)

-Deng, Z., Yaobin, L., Kwok Kee, W., and Jinlong, Z.,
2010. Underestanding customer satisfaction and
loyalty: An emprical study of mobile instant
messages in China. International Journal of
Information Management, 30(4):289-300.

-Firoziyan, M., Mohammadiyan, M., and Ghaforiyan, 1.,
2006. Ranking weighting factors influencing
customer satisfaction in the automotive industry
using analytic hierarchy process(ahp). Journal
cultures Management, 13: 37-46. (In Persian)

-Fombrun, C., and VanRiel, C. B. M., 1997. The
reputational and scope. Corporate Reputation
Review, 1(12):5-13.

-Gaiardelli, P., Saccani, N., and Songini, L., 2007.
Performance measurement systems in after sales
service: an integrated framework. Int. J. Business
Performance Management, 9(2):145-171.

-Gee, R., Graham, C., and Nicholson, Mike., 2008,
Understanding and profitably managing customer
loyalty. Marketing Intelligence & Planning,
26(4):359-374.

-Ghafari ashtiani, P., and Askandari mehr abadi, A.R.,
2011. Assessing the relationship between loyalty
program attributes, store satisfaction and store
Vvfadary. Journal of Marketing Management,
10:27-45. (In Persian).

-Ghazizade, M., Sardari, A., and Mousavi, M., 2011.
Identify and ranking customers using AHP method.
Master's thesis, Business Administration, University
of witness.(In Persian)

-Ghodsipour, H, 2012. Analytical Hierarchy Process,
Amirkabir University Publications. (In Persian)

-Gil, R. Bravo, E., Andre’s, F., and Salinas, E. M.,
2007. Family as a source of consumer-based brand
equity. Journal of Product & Brand Management,
16(3):188-199.

-Gupta, S., and Pirsch, J., 2008. The influence of are
tailer’s corporate social responsibility program on
reconceptualizing store image. Journal of Retailing
and Consumer Services,15(6): 516-526.

-Hallowell, R., 1996. The relationship of customer
satisfaction customer loyalty and profitability: an
empirical study. International Journal of Service
Industry Management, 7(4): 27-41.

-Hamidzade, M.R., and Ghamkhari, M., 2009. Based on
influencing factors Brvfadary organizations respond
to customers faster. Quarterly Journal of Commerce,
25:186 (In Persian)

-Hasanzade, M., and Ghadiri, A., 2010. effects of two
bank public and private clients deserve brand
Brvfadary.Journal of Management Marketing,
8:194-225. (InPersian)



Satisfaction in the Auto Casualty Claims Process.
Journal of Services Marketing, 12(6):426-440.

-Sweeney, J., and Swait , J., 2008 .The effect of brand
credibility . Journal of Retailing and Consumer
Service, 15: 179-193.

-Tayar, P., 2012. Supporting national production with
the National Quality Standard National Iranian
Magazine, 224:6-21. (In Persian)

~Tulin, E., and Swait, J., 2004. Brand credibility, brand
consideration, and choice jurnal of Consumer
Research, 31.

-Yoo, B., 2008. Cross-national invariance of the effect
of personal collectivistic orientation on brand loyalty
and equity . Asia Pacific Journal of Marketing and
Logistics, 21(1):41-57.

-Vazir Zanjani, H. R., Motameni, A. R., and Musavi
Delaziyani, H., 2010. Measuring customer
satisfaction Than marketing mix after sales services
in the heavy vehicles industry. Business survey,
40:70-85. (In Persian)

-Venos, D., and Safaiyan, M., 2008. Practical methods
of marketing banking services for banks, Tehran:
Look knowledge. (In Persian)

- Zeithaml, V. A., Berry, L. L., and Parasuraman, A.,
1996. The behavioral cinsequences of service
quality. Journal of Marketing, 60(2):31-46.

-Zhang, Q., Vonderembse, M. A., and Lim, J. S., 2003.
Manufacturing flexibility: defining and analyzing
relationships among aompetence, aapacity, and
austomer aatisfaction. Journal of Operational
Management, 21: 173-191.

Yyy

-Rahimi, F., 2011. A comparative study of the
development of furniture industry in developing
effective and appropriate to promote this industry in
Iran MA Thesis, wood and paper, martyr Rajai
Teacher Training University. (In Persian)

-Rauyruen, P., and Miller, E., 2007. Relationship
quality as predictor of B.B customer loyalty. Journal
of Business Research, 60: 21-31.

-Rios, R., and Riquelme, H.E., 2008. Brand equity for
online companies. Journal of Intelligence &
Planning, 26(7): 719-742.

-Rundle, S., 2005. Exploring loyal qualities:assessing
survey based loyalty measures. journal of service
marketing, 19 (7): 492-500.

-Rusta, A., and Bothai, A., 2008. Consumer Behavior
and Marketing Strategy. Journal of branding, 1(1):5-
7 (Translated in Persian)

-Safarzade, H., Kheyri, B., and Aghaseyed agha, R.,
2011. Journal of Marketing Management, 10:65-94.
(In Persian)

- Seyed Javadein, S. R., Amini, A. R., and Amini, z.,
2010. Assessing the impact of brand loyalty
industrial customers. Outlook Business
Administration, 3(36):57-73. (In Persian)

-Sirgy, M. J., and Samli, A. C., 1985. A path analytic
model of store loyalty involving self-concept, store
image, socioeconomic status, and geographic
loyalty. Journal of the Academy of Marketing
Science, 13(3): 91-265.

- Stafford, M. R., Thomas, F. S., and Brenda, P. W.,
1998. Determinants of Service Quality and



323 Iranian Journal of Wood and Paper Science Research Vol. 29 No. (2), 2014

Investigate and identify the indicators of customer loyalty to
the brand in the furniture industry by AHP

Ghofrani, M.*, Farshchi, V.2 and Azizi, M.3

1*- Corresponding author, Associate professor, Department of Wood Industry Faculty of Civil Engineering Shahid Rajace Teacher
Training University, Tehran, Iran, E-mail: ghofrani@srttu.edu
2-Graduate student, Department of Wood Industry Faculty of Civil Engineering Shahid Rajaee Teacher Training University, Tehran,
Iran
3-Associate professor, Wood and Paper Science and Technology, College of Natural Recourses, University of Tehran, Tehran, Iran

Received: Sep., 2013 Accepted: April, 2014

Abstract

Nowadays, those producers are successful in obtaining the profit, if their efforts satisfy the
customers in the target markets and build customer loyalty to their brand. The aim of this study
was to study and identify factors influencing customer loyalty to the brand in the furniture
industry using Analytical Hierarchy Process method. For this purpose, the studies and research
done by others was reviewed and the factors affecting customer loyalty determined and divided
into 4 main categories and 20 sub-indicators. The results show that customer satisfaction and
marketing criteria have the highest weighting values at the first level. In addition, among 20
effective sub-criteria, influential on customer loyalty in the furniture industry, service quality,
reasonable price, installment sales, warranty and perceived quality have highest priorities as
0.323, 0.151, 0.129, 0.074 and 0.053 weighting values, respectively.

Key words: Customer loyalty, analytical hierarchy process (AHP), brand.



