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Abstract

In a highly competitive world where customer needs are changing rapidly, customer loss
costs a lot for companies. Therefore, how to affect customer loyalty is of particular
importance. Accordingly, the present study aims to develop a structural model to determine
the impact of perceived service justice on customer loyalty with the mediating role of service
quality and communication quality. The present research is applied in terms of its objective
and descriptive survey in terms of its methodology. A researcher-made questionnaire is
administered to 215 customers of Internet service providers (including: Shuttle, Parsonline,
AsiaTek, Hiweb, Sabanet, Telecommunications, Fanava, Asr Telecom), selected by non-
probability available sampling method. Cronbach's reliability coefficient of the questionnaire
turns out to be 0.86 and above 0.7. Convergent validity in the PLS model using the Average
variance extracted (AVE) criterion is above 0.5 for all structures, and is thus confirmed.
Structural equation modeling and partial least squares method are used to test the
hypotheses and fit the model. The results show that perceived service justice has a positive
and significant effect on customer loyalty. The mediating role of service quality and
communication quality in the relationship between perceived service justice and loyalty is

also confirmed; however, the effect of service quality on communication quality is rejected.

Keywords: Perceived Service Justice, Customer Loyalty, Service Quality, Communication

Quality.

Received: 30 March 2022 / Accepted: 03 July 2022 / Published: 09 July 2022

1. Corresponding Author: Associate Professor, Department of Management and Accounting,
Faculty of Humanities, University of Zanjan, Zanjan, Iran. Email: h.azimi@znu.ac.ir



> .-

o~

QLPUJ oti’:b\.)
Y D Al
TA-V C)L’u.,o Al Qllu)b 6( A &lﬁ)pa@u Li‘y%)j.)

YVAV=1104 5 o 5, 5501 bls

Lo g e
P9 R YIVA—EAY. :‘s:l;: Lle

CainS” § Dlous CuiaS” (bo A b (5 i (51069 g o H8 Slus cdlue W
Sl
' edae s

NS>

3Ly A e (6 e O31s Cawd (s gd podss Ol 53 gz 3L c_,..»,__.é.?c\f@léj Odd a glis o
ol o Cal ok Sl 45 (slo s el 51 OL i (gl3by (6108 5T & e 10 5yl S 5
ol B L (g mhe glaby p edseS s Sleds i S pan 6l ol b Jde &K drn g andllas
035 (sl £ 5 5l S 5 Bl 62,0 s 50 Gelesd g Ll DL Ll 5 Dlads CoiS
(Bl fente) (Sl Oledst sdiasdlyl (S L8 0L mie 18 YN0 oy catluoGasee asl fun o
3 Sl e S gy @ (L e 5T op D plis (il cossle SSLaT (T w0k
23 551 8en aloy 35 VS SV 5 AT el ol 53 B ST b o s 3 S g e e
OLis baojle aen gl 515 070 YL i3las (AVE) sl gl Al bl u.il:.a Hlre 5l eslizl LPLS Jus
Jol a5 5 b le SYles bdie e 551 5 Dl b 0sa5T g 125 8 5 A 55 5 50
Solabas 9 Cie J.:S;L? S in (s lalay a.)..f«df).aujb.\} SIlae sls plas @L'J A oslatul (g Ol e
’\':LL" Solaly podicS s slds Clus J.;E P Obl s s Olids CtS uile [ cpiomen s

sy Ol S Sbeds cwiS St Js s §

bl CadS (Dbl CalS (g e (651365 0lieS Hs Sleds Cllde (Sl (S lg

VEOVRAA L1 g g6 | VB BT s gl | VB il o gl
O ) €05 0l o813 ¢ Sl e 0aSCEsl3 €6 il 5 g ke 05,5 HLESNS s ki g5 )
h.azimi@znu.ac.ir



q coiS s [ 6y G )13g 5 0SS )3 Flosd Clas i

donio .
K (551365 ol (6 2ta b s alanly 6 (1SS 5 Laim ol 53 0T U5 4 Olejle s o e
S o130 Sl A 3a  slaw Ll (6 2he wde Sl 4 4> 5 L .(Mostafa & Hamieh, 2022, p. 1) 5,1
ol jaie S a6l (PP o AP Os 5 adge) Canl Jab O j2ia b 5 Gaas 5 s 1S ol
05 bl o 0L zie (MY Lo AT OLIKen 5 (5 sm30) Sl ol Sk L Slods &1 (g ,l5b
Sl 8151 5 O3 (5Ll slite & Ol 2t lyas vgs 5 <S55 canenl 31 ls H 5 Olosle OT a5
YAV OS5t (5 g 30) Sl bl (6 ol LS 5 (61 OT 51 513 5 5SS (oo 5 colia
o lidig p g S S g 53 kS S palalaae 5 aV¥sle SMalas g bl e diST 5 e ST Sl (VWY o
5 Colaae (sl 4 0S5 me cda s Sy (g stan 5 olie Slods b das planil alzdl (Slods Bl s
AF e ca igd Glans 5 (lliim) das o 55 555 511 (aalisn byl il o SO sla)ls,) 5 i
Slodst @151 53 3500 03,5 0L Ob zée (4565 2ul 531 (g1 Ol oo S ol )8 el 51 S opl sl (VYF o
ol ¢Sy Sledst CokS (VY Lo VAN O, 5 Slins) Sl Sledst g5 0> Slably gy 5 o 1)
S 55 9 (Yaqubet-al., 2019, p. 62) dis (g j2is (5 lsly ool ¢S men slay 0 (6 i Culs )
OLSer 5 7518) ol = Jlan Ol (Gulins g 5 (5101 cpls5 (1 LIS (51l &5 Ol i 4 Doleds
355 0 o1y 5 Shes 5 Sl dulin 5 e Cute 350 bl cm cDlodst (gVL CliS (Y o (VFAA
5 Sole) 258 e Obpie ()Iaby a3 5 Suld, A1 s s Sl b e (g ke Lol L S
13l Sledst CodS sls Oles 35 (Khoaet-al., 2022,p.419) Jiass s (VFF Lo Y44 0 Ken
SFl 5 Dleds (6,8 T 5 Dok LiS e G b 1L el S b s e 3T (g ke
Ob jzéee cvudjbjuu)cb‘af@h)bsjl.s)l..;sl.af;-«;-mé &S AS S 5 o oI5l asenT

.(Solimun & Fernandes, 2018, p. 76) LS (5,565 wlus!

S e Liloy g sbstan 5 Cite 30 o Kol 5 Jden slal (Fida et-al, 2020) ey mbs Gb
Gl L, LS.««..«A Yl Jhen & das L Ol Jiags ool 5o s (Kanyamaet-al., 2022, p. 1) &)ls
SR b b L1515 Ol S g ol gues ¢ o SIeanly (Ol 5 5 4 OT 1 5 3,13 (5 ke
St Sl (ot gylby 6 e Culd g edd S s Oleds coaS” (Vedat & Salim, 2022, p. 326)
e b eled 53 LSS50 Llse ol B0 S5 55 5 okd dgms sl s e S5l O 2ie 3l
23 (s e 1 (CalKs Ola ko) ot L1 31 s 3 o |y (Siaite SleDbl g il Koemsl 5 530 b

Kb e olsls Ol he b Esl 3l (6 the b LI, kS i ja (YY) Lo (IYAA (3187 slslust) LT



V¥ QMU‘(M 6293)?3‘5JM‘?3“5J3“§%|QME K

S S5k 53 1y el S5k g T2 B 3,8 515 S (laaali Ty 55 b 0L e (1365 4 4 5 1
55k sl Bl o, 5 IS L) eSS Dbyl CdS (Y9 o YA WOl 5 4dge) il
)uu&f,@w,wawu)\gﬁ,a;.cw\oxsus\q;,f;gjdpsw\wusuwﬁu,w
S slal 350 53 el B4 315 32y (il (B3 2550 Ol b 4 Lo e Ll plate sty
Ll Dbl CuiS ST gl LT a5 slezel 0L he Cols) il @il sy Dbl
.(Athanasopoulou, 2012)

(Ol s (Sileo cossbe ESSLT cpNT o)l ¢ Lo dhox I (5 m) Sleds siasdl )l glacs o
Ob 2 ‘_g)lzbjdué\ajju_i.«;hg\ L;)lf..bl.ajr\j:bLmljwji;mbr;bub)):r&bﬂa;)\)\us
il 5 Ol rte 4 Sledst oS B e ooy 5 S (265 Ll b 3 45T LI sl sl n 5 30
ol 33 ST s 1 0T (613l g 50513 5 4ugr 1y 555 O jzie 355 0daS ys Sladst e (bl )l oS
d‘u\ﬁf;bwwwhjj ol i b i L;)lsbjty}ab.laf)wuguuwb&ubu\bl..w\)
wlu\(\yd\mcwbjutlauj\ud}ubbwaf@uuwb& Solsly podieS s Sleds
Wil o Sl CuaS 5 Sledst CaiST LT Eals 30 (g 2t g laly p odseS 5 Sledst lie LT ia8”
& s ol 9> Oliies Sl S OT 51 plaS™ o 3T O Suisly wils (N ST al 55 il 28
(il e sl STl T e cp T sl ¢ BLa) 5zl Slodst sdins sl (Al S & 55 baabibs 5 S5 oyl

losls Fral (P jae dl5T b (Ol s

S Ol 5590 .Y

S w0 5 yloldg N—Y

Jolse J,ﬁ,ju&; O H(Fadilaet-al., 2022, . 137) Col ggo sl (5 280 (551365 5 slezel slom|
)OS 5 63T3gm 5 OUS 05:500 5 (Sos0 e o oo CnlalS 5 5l 265 Sy 1S
T St 2 6 5008 il oo 6K Slodst a4 (5 ke ol 03,5 Sy 805 3 b 1k o sl 55
A 5 eSSy SRl L G pel (2B gl s el gl OVFy o AR Ol 5 (g)le) Cobls dal =
ol 4l Caelie Cenl ¢ b0 GLESSTE 31 Juol paie &K Ol 5o 40 (6 e (51305 Y guames Lo
sabar (28,8 6K St 5 OV guass Ol a5 20 (651315 (YTY o T8 O 5 631 0K)
gw,;,,\pu@St,$ygux5\>ﬁ6;;ﬁgﬁm;@@?;uﬂ&;u);epjmwwm

ol (gl r}@.u S i g,y (F o 1T44 OIS Slol) Lyl Casa (uaS Olaa b cyls



W\ B s [ (G g0 (51089 2 805D Slend cllas il

5 S B 5 Gl 0K 4 ao s 5 0T (1 (S5 ks plonil (S b 0slss k5 433 blad 1S
2 S) 3she o 35l m l 53 (8ls S5 68 JSKh 4 3 h e £ b IS A L dal) sl ) en
dny Sl (55 5 )l dm 93 els (6 e (g0l e sgie a5 510 Lo VAP (OLSKes 5 amm le
a deles 5 Oglbe (518 Ole 4 5K A 5 300 ST 5 1SS s (e L85 6l €,
slazel E%M‘%Jﬁ-wj&ﬁ &by (Yang & Peterson, 2004) Cwds sdiassl,l ¢S (6 s
NFCR g T RPN estin S| (s plal b 38551 S5 53,8 o 13 e dihy B 4 0L i
L ) 55 dal g (65 31457 (S1lyln0 5 (gla by o ol (Ghhin s i OS5 4 Cod aded e 5SS

QOYF sl blS

Dé&ﬁ’)éabb odlas Y-V

24 el Sl 3 YIS Wy 5 55 (6 mhe Jaw 5 SIlie 6755 0L zie (g4l0b s oSy 58 el se 1 LSS
Olele & Win o (S0 Olge 4 1y SIte O e 3108 o S 58 Sl CdS 51 0T &las
YA (B 1slas) sl o3l plowil ol 03,87 dgad oS gblse 5 b (S5lo ol g 3 1 bl
)LgJ.ALB@:.é.:f:)yJJJIJE)aM431)\;“)\.445-&}3)'\ Lg}iné}:‘_;tmgca.udfbﬂdl.\p.(ﬁ %
S b dhdn 5 Joo by illas 57 (55500 53 5 L el b Sl ) (55 Ll 5 (o0 &S Sl Dloks 451,16 o
S el Slae (A Lo ¥ O 5 Slias) b 1B 5T 6 i Slulea! Al 5 oo (il
Sl cDladst 51 LB16 0L zie S50 gylabma 1 SL5L I ey ol 5 e Dbl by 5 51 g
chimdf)c,.@.?):dul{:}a}dljjﬂchMBJLpQ)yQthSmgd\)\fxf@éf):@bjbuhw
mg,;@u;1)L;\Awd\xul;@‘xlom)ﬁ)w@u)aubp6@\,’,-..:“.3,\3@”\?
P Al led Ol W g0 a5 55 ol2BI Uy Led 23U 03,8 044 11 538 () o o Bl S5 oS
QY 30 o OF s OLRes 5 a5) U8 L (5 e 5L o (guoms GloyDleds Hshie w1 3 5
2o A etd STyl Sllie o sl 0Lis (WWAA) il Kea 5 Slias 5 (WWAA) (3187 slalist s gl
13505 Ol S e poki Ly Il 4 3 Ol 5 oo 1) Ll il O e (150

305 (6 e g lsby (g )lalime 5 e 5T edaeS s Sleds Slae 1S9l Al

K PREJUN-K 38 2 ¢

ot Gleds Slalejle b ge 5 mlio 6l ol Julse 1 LES S L sl 3l (S

9 Gamsr ) o TN OIS 5 Gawge V4 o OF e O LTz S ) Sl Sl



V¥ QMU‘(M 6293)?3‘5JM‘?3“5J3“§%|QME \Y

(5,50 5 sdem) 355 o 55 O e Gdian L) o go TS L Sl £1L1LOYD Lo V¥RV OlKen
Lobjle sl e 5 S 4 Ob ke 61y b CadS L Sl 0357 @l 3 10 (Y4 o (1P
L oT 5 o et o L &5 51aST g5 CakS s 4 0 2ie oS 1> ¢(Namin, 2017) Sl okl s s
a5 1) Sleds CuaS (VAM) 01K 5 Parasuraman (4 o OV Frv OSaa 5 Sls ) S 0 1SS
BB () 1t o ad oy I b 3 Sladst LIS 50T 5755 5 Sledst 1 (6 520 J gonn Syl s (3D
5 rgmen (O 35S 5 Jden (F 03 gy adn0labl (¥ 6 p iy s 5 (0 Koy (Y (03 slozel
S e Sl o Cie Sy s 4 Sladst Ilde 45T S e 0l (Y0 V) Carre 555 (6 g 510595 o gale
ou,—.;m5|)>|.M>@u:ilp\bL;)uu”qu,duo&s,;).m@)\;,;‘u¢>abou.\s;.:a.;
Llg) CoiS 4 e Culg 55 45 S o 6SS Slads LS b5l 4 el 5 sl s, o om S5 Sle |
Oladst oS 5 e (FVA o VP v) ()58 A s Gb (Chietal., 2020, p. 1027) 552 0 5V

3305 = e 48 a0l n 1) 33 4 b o ol 3,03 3T LSS

305 g lslias 5 ote 5T Sledst kST edaeS s Sleds Clie 1p98 dd B

23 ekl &S 0T L Jales 51 0L i &7 5l 5 L o @1 0L i 4 S 0 &S Sleds CoaS
CaiS OF Lo T i35 5 onlt) 555 oo LOT (w slezel sloul ol g 03 5 I8 5T 0T alafy coiS”
sKanyama aales .(Jiang & Zhan, 2016) Col 0T (g 136y 2l 551 5 (6 2ie Culd ) 5 5 JLid 4 Sleds
b6 sba Joa Sleds iS4 51 Ol (VY8 o AFAY) 0Sn 5 dr (g amse 5 (V o Y0 YY) O, Kes
<Y+\4)Budianto 5 (0Ad o ¥+Y))Dam & Dam za 935 slaasl ’J"‘fu‘f‘l’é Sk » e s
3 18 o 3T (5 e (155 5 (5 e Ll cdip p sl gy e ysha Slods oS48 sls 0L (YAR o
;y&wﬁqb ‘_g)bl.ejc.ubﬁa.umb\ubb;Mn.fvjna\fd..uu;im

OSen 5 Slans (sla a3 4 01§ oo dhar 0T 5148 ol o plonil aia nl 03 35 6 505 sl iy
S ) Y gaamme 0L 2t w55 (Y o VP ) 0L 5 s ¢ anto S 5 53 (FY o (\F4A)
shalst ¢ Jlad Ol 2 Ol Cylosd ESOL Cad O j2ie o 53 OF o I¥AQ) 1500 5 ool Ol g g
5 S o Lal (¥ u,‘W«A)o\)mjéu,ay,g&pwowﬁjog;@w,; () Lo ITN) B8
359 S lolme 5 e LI OLT ()bl L Ob ziw 4 ol &1, Sleds g_,..c..fwu».b:buudiwﬁ
Pl SN BB 25 Ao p i 4b 8 ()l o)l

..})‘}‘_gj:.iﬁ6)‘}&)ﬁ6)‘)txﬁj¢a;ﬁﬁjtc)bv\5-%:f9ﬂ@)é



\Y B s [ (G g0 (51089 2 805D Slend cllas il

olbli,l cuis .F-Y
izen LT (gladinl 2 5 O e 5l peomes o553 dia 3L 187 5 ST 53 oo haie 4 (55 ol (slaOL
Gl 0L e glauldy i1l 5 (6,gSS c03,5T Cows 4 (gl T8 (g5l (6 in b LLI 1 g e
OV Lo YA O 5 g S) bl dalgs o 53 15 Olejle 4 OL 2 (55035 OT (gl ! domss )3 457
(sl 0aS” 355T Ll o o 4 455 Aty S 4 ol ol 51 (s 2t Syl SOL alaly CliS
s OLSLIS o510 (Y o A0 O 5 ols,) dib daly S 55 (g mie Sl 5 b so iy
Ol s 4 Slodkst @151 CneS™ 5, ) e il O j2iee (Sla 5L (6 Sl 5 il 5y 55 5 55 5 (3D
AT O 5 (5le) 58 oo e 0L j2ie (5,3l 5 Culdy 4 (il tiw do p Slodst CudS 5554
Sl Sl 5 Ll 15 gleds Slie 3T o 0T 13 sl 5 Syl CadS ol posdle (150 o
(s G 5 .(Zhu & Chen, 2012) 5,15 Cuarl 0L j2ie 5 Sleds O daasailyl o slazel drw g (gl 30
&5 3 s Muralidharan et-al., 2021,p.1327) 5,138 o 5t oo o 31 S ol » Jobs e
S5l pslts e 56 lasy Sle (FY o A¥48) Sosp 5 (oo posn B b o
5 e (gla sy Clie & das e Ol (OFY o ¥+ Y4) 01, s Agnihotri Liass @u.wufd.
Slods 55 Slis oM 5 5b 45,008 o 56 Sleds LLSLEals; 5 BB b 4 el Slus
b b el 3 3 g |y Dbl 1 S genls 15 50 S 1) (g rie g 5 slezel (ol Ll 5 e

13 ged 7 e i Ol ) ol
215 Sl CudS s gylsliae 5 Cte ST elieS s Sleds Slus 1p gz Ao P

ol 3 ke Dbyl CudS odd eslinul sbul o th (ol (g3dmte slal ezt Sl CliS
slul 548 w8 o d¥uzul (Y44 Y) 01, Sen s Hennig-Thurau .(Yu & Tung, 2013) dgx 5 eslezel ¢(g 2
Lps b 8 5 55 S8 Mo 5 Lo e (sla ke Ol 4 il gl 5 eslazel (L dar 1 (Dbl CoiS
(e SUMb] L1l Lias e |y agie slul onl o LS 45 ol Sdua 0L e (51 4ST bl
b il 55 abasly slowl ol o @ ¢ oS 5 3LS1 Sleks Bl pimman 5 w8 5 $lslo (glaoysliv 5 Colas
S5l (Fr o VP (Ol e 5 0L plo) AST SLLE ESUST OLS IS slazel e 4 il 50 OLSST
Wen 5 e 5 (AY Lo OFr ) OLa 5 Js o(F+) o ¥+ YY) Gopalsamy & Gokulapadmanaban
58 ol oy 4 b Ol oo 1 6315 e 3T o) (lalbs 6 rte b LI kS 315 0LaS (1AY o (1 F4AA)

3 gul - e



.:)l:L;J:i.aL;)blé)ﬁ&)\;tm;g;fi»ﬁitalbl;)\g.:i:f:m 4o

@y gl Ob e 583 53155 5 sl Wil 5 00 S b Olodkst 4151 L bLo I Oledst odasdil )l ga S,
Ll S 558 el patdls g 531, Ol e Lol Ll 5 e oS ol il ge 51 (K Slodst CdS sl
Doty 55 5 O s Sul) Lol CodST L Ol &7l and ST Lok 0L 2Ra L) 5 5 Dtankihy A
oy (YY) 0L, 8es sFida ey gls Gl () o VA OLGs 5 (5 gw g0) L dal i 0T (g1
ol g 4 Sl S50 35 (5 (15 5 (6 e Suls) (Dlodst kS e e (o (l3bnn
oy Sl b Sy Olpde W 23 5 0 58 0L ke sl St S DS e s
w5 e als s VL Sleds CuiS 4 meie Llg e by cpl S s oLl Sleds (53540l 5
13 g0 g an Do)y ok Ol ) i 4 a3 5 e Soatdly Loy sl Lol 53003 8

205 Sl CuiS e 5T Sleds CiS iy b

29 H ogeh0 Juo O
T s 4y 5 oasphe dobe iy Gl B3 5 0 550 Slaand b pmls s bVl 4 a5 L

P i

()

ooy |
e

I 'l| - - 4 - - |"
| et | ' ,
' [ ok ) | A

Sy il e oo sgde Je ) S
o3 wliigy Y
ij.: aosls 6)_5Tc.>: )‘f‘ EREEY L;.'L.:'Ls.ﬁ Cy )\ 6‘13""9'? cﬂl’- Lgéﬁ)‘.f u;.hjj.g_ BE &:£>J uf&))

‘L}:L& P ‘_}.«2&.&) stk‘ Sleds AMJ«;\)\ L;LACSJ.& QL;J:M qu &A)}: ui‘ L_SJLAT w‘a-) bbé}m

oy 5 a3l 090 5T g 0 4 5 b oo (P e ol 5T 05 0 s (il e 5 5la cSTLT (T 0



\0 B s [ (G g0 (51089 2 805D Slend cllas il

Sl edie YN0 (i pl GolT 4 ses OIS S Jge s 3 enlitul 5 ad sl 4 gas ail s ol el OeT
.,\,:G,',:L;,uTL;w,,;Qﬁw,wﬁgm}\x;‘5;4},;0:}”&%,&\”.%%1&m;:wﬁ
Al eslial S Slas e Bl 2gy 5 okl SVl obdde 51 dde 5515 5 Slad b 0T S
S o iass 53t ol lale ow 5 s 1 ses 3l glojeT (gltle S¥slee oS Jus &
oo ol opl gl s e oslizal (gl le SV slee Je 3l el b ey alasly 51 ool e 39 5T (ol

o5 5 UL g Elig S Sk e po AT
ol Sl O3S ate a iavie (ol p el 1 b (gladsein sluai ) gl 5 .Uyl oYL oL e
4.]9:—)&.& )J 45 )}bw .-U‘ab; QL;J (CR) r(_?;j g_s'.\ili 6‘j ‘) '/9 LSYL b)\u\;\:.«u‘ YLS.’. 9 6)\?[; C_,.w‘
a5 5 55 emlie oS 52U 56, S il dde cplply (il o +/% 31 i (CR) poslie oles 555 o0

NG

‘;M ‘56“‘5) .Y—\"
1255 513 b 3550 (AVE) Poks ol izl il sls 085ke 5las PLS Jobe 531 Sn sl oos 2 1
Gl SN i 35T o St Sl Kl 3l ojle &S5 457 ol sl Ol jpe 8a30LE Lastls oyl
4 by AVE slie oles ool jainie ) Jpdz 53 & 65 0ka .l /0 o3, AVE 350 el
ol ) K lay 8 Jsd b > 6L 8 s cpl 5 dias o OLE 1y +/0 31 iy ()l ki cso jLa
]

R el 5oyl e e PLS e 3 058 ke (sla S 1 05 o bl ot s
O (S3ben b S 55 Sl oo dbgy e 058 e sla SOl Jele (sl 1SS a5 2 b e et
O3 YL 0 pS ate b dad e gladmnin jiolie bl caph s oalin ¥ 5 Y gla IS5 55 &7 ghailen L
el 513555 1 0 S (gl ke (sl SIS win 53 (IS UL 1 (6, o3Il Jae S Ol e e p ol

oy bl Olge 4 Vsane plie cpl ol ol osls OLES Lajigl..:.; &y ;e t-value x.sLia\‘Jﬁi).s

1. Cronbach

2 . Bagozzi & Yi

3 . Composite Reliability

4. Convergent validity

5. Average variance excracted



V¥ QMU‘(M 6293)?3‘5JM‘?3“5J3“§%|QME \V4

Llods et |5 31055 sla ke 5 b Slis Lty 47| o 655 o 5 ,me o b Jole o b Lo e
wLﬁ Lsib) ‘)‘ &A}}:’ )U‘f‘j C‘«w‘ (_\/Q;' ‘\/Q?) OJL )‘ C)l}- J..:'.bu.d @L@S c.)}.&@ OJAU'\.A 4{)}.&4[&.&
.C#ﬂ‘)‘))}ﬁ-ﬁ

. - . . g -
ﬂ}ﬁduﬁﬁéha)u&‘ﬁ&@‘})}éj L}‘..b..l'l\ J}J:—

ECER o o :

AVE | cmr | myr | €S X
0.71 0.78 PSS Oliab!
0.79 0.87 \ sy Sy o S S des
0.68 0.81 N T S llons L
0.84 0.87 Yo e oS S A ol
0.64 0.65 \ sl By oS ris e
0.66 0.68 ol eSS Sl gy e
0.69 0.77 Pl eSS losgl o s
0.72 0.81 P eSS S35 (5,15
0.72 0.81 Pl eSS ERHESE
0.64 0.81 P eSS Sles kS

‘;‘3@‘9) .f—\"
Kt | Kan o155 slne &5 Jlm 53 .l 1 S5 ol Hlas 05,8 051l ladibe 351 s 503 slone
ot gn OT L a5 jo b it &K L1y it &0 Smn o S5 o155 slne cdomion o 0aly 1) iz &S5 sl
o Snt e gl (CHll das o 513 gy S |y g abge 331515 alss slme S leny
Ko Ol p s lin (0 505 (sloojlo b a ol 0T  Steas blin 53 03l 0T b ojle K (gls st L
Sl ool SOFAY osl3ls 5 65815) bojle pla b ojle OT Soaan lis 55 Siuls jasla bojlu K
oot Oien SV 5 Jiy oy 03 23550 08 & S5V 5 s sy PLS3 531 515 ols) it
o Sl SV 5 s 355 r amlie baojlo plubojlo 0T Sovan blis 53 Jilaast Lo bojle o
5 Sl b ize AVE pislie jdo (gol s sle ol ool s &8 dias e slgzi 1y o 5l 1 S15 o)

C..w‘w)f)\jgu\ﬁguJ‘)}AJ::MWﬁdeﬁ&‘f\)@b)‘bﬁ@%W* JJJQ-JJJ.{)}EM

1. The Fornell — Larcker Criterion



\Y B s [ (G g0 (51089 2 805D Slend cllas il

SV s Jios s 3leslial LISy sy (s 3l ol s ¥ Jsr

kles g 5 e Qlwfx.ub S Ay DAY ca..\:.a.séwlijéﬂ‘\éj\ ! o gl il Olasis
..\..p)sMJ'.:Ju.:.w.lébd@.x:ﬁdalii.}l:df)m‘_gbl:M);VV)@@JBSJ.\.«ABBM):YVcJﬁJ.\
@Lﬁl{@lﬁd\ Llails e Jlo 00 51 SV le 900 BYD Ao 3 YV g atils fu JL YO LY o
chj:f‘ﬁy.J;",5:)@&&1\4.34;-}5Qlﬁ.@lsdj:fdﬂ&_sjlow)>ﬁ)lfjb}gu:a326)hTwlq-

..sl.sv.:u.?Ls)LaTwl?A{Lgbb!)&)u'l'&hdﬁﬂyb@lﬁ()l}:@

Gl s Dl p 05031 S T i Sl Jil iy 5 ol le SVl pbde Sl R ol o
BE ASJ}JQJLQA ! odaT W J}~\> }V E) Y Jg..l )'l oalaiwl b aosls J?l’J )'\ J.p\> @L‘b A eslaw) Juw

b g LS oy ol s b bas a5 T 4 b o 4 (sl odalie LB () Jsur

1. Structural Equation Modeling (SEM)
2. Partial least Squares (PLS)
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