Eias Bep aSed 5 JIsS g S (oS 5 3,09, b (29)d i SlatS 8 Slead SudS L) VY-

SS9 3135 Gl Sy 30 (ole 0 il

Journal of Quality & Standard Management (JQSM) :_: i ‘_,_x,j
s "y

s
gl allie g9
o P 3589, 1 (9,18 e SLLS v Olovs Cudes S ) !
S5 a0 gh S g J19 g g (g5
T 6 39hE o Al s s (553250 65l e M gobTuasl £4l5 coue

Tomigd (5 yhxer O gtumo
Oyl i w0p oRadls (g laulus § o coladl uSisls ¢ sixiio Cu pae (iSu jholiwl ¢ Jotues oty g )
o3 o&isls ldas g o - Siriio Cu e 6558 05 (69,5 sele mal> oKl (g5l g Limgh Jatews Y
Oyl @ i oBasls g lalus § cy o cladl 8uSisls « giriio Sy pae Giu jluisls Y

s d Ol ey @i olKails g lalus g o o coladl 5aSisls o Soo Co i Al od)l Wbl 5. F
AR

WAINY 4wzl o b

VB VY G 00 S>

Ol Slajls 55503 5 azgi a5 Wlidly 1> 3350 Sload slaglole 5 Sluwwdo 5l (6 ks 05554
Jelod ¢ pioes ol plal 5l Bas el b it 4 coa ST Oloas &) g Cwss CotS ddxgi gxe dy
O3 Sy Limdey S 53g0mme 10yl yidie Ay 29,0 iy SIS 1h (g 3l eaddll | Dleds oS
ez 50 35 Jae LB o Loyl (gaiins 4y 5 00l glulids o)l i sl cunss Al po j0 o
Ol 3l el tm p VAT jolaiocay i aiSlop ol o 9 s 69,58 o bl (slajls s
oy 3 gl Bl g Osla o slajls olulid b 65105 a5)ls iy (lacs b el
ly 28,5 plosl byt STl g el SIS Jelod Bon b pgd (alony (&S sloadlie
Ol e STyl 5 S ey SIS (60 sime (s 2 82 o9l (5ol (19031 3l e 0!
S 3 el S Bl gloaiie) elgil 050 0 b i Sl aleny b ole Al ye 50 0l oolinud
4 Loy e Sleas 5 (Bol 4y bgs o g iy fax Sloss o 26l Gloas (35 Sloas o jls YIS
s SeS L S sladdss oy o alal, daailsg ls 5l asg el o oS o 8l o Do Jobo
Sl wudS slaadlie (oo G (S L 392y | (Sl @l b ilede (Lghac oae
opell5 gzmen olwailie 3)00 10 pel cnl el hjiie 4 loyiess (ladie) 5 CuiS
oS 15 55 (55t 4 by o Sl Jesll)gins (19910003, 9 gedly (A L sud Aok Colucy
B i3y (gm0 3l | M DD s 5 () yin SislgS p0 S RS SloSras o5l iy
oo 5 (G590 b olpem o557l g Sloas 2l jo (gl (b e a iy gl oadodls saeg o

el (gale laojom plo il i (b yiie lajls 4 (LSS

DOLI:



AR VWA b oo lez 8yled oo o [ 5 0 ailind g e sole &olilab

Ao )

COhen 5 y2) wd ol pgs Slaz Sz 5l uy olagt Cato pae Job 0 CoiS Say
Dol b a0 SO plgieas Gl a1y cakS (YN T8 540 5 o) il anils alises
b SVgame 2b)l ln ot g, So JLio 4 45 55 el Cwi b Jpae SG
el 5L50 90 b Slais 90 Jluwe ploxl 6l 0l jiie 5 955 culs; Az o b bLS ) o wless
3y90 CoheS 8392 40 45 Glegdge 3l Sy 090l (VNP gl o (ojsel oS (el
Sl e iyl bl 9 Sy baisS S LJL: Sleas coaS wleas oLl
Sl 5l b plyear |y o Glgie Grize 5 (V17 Sl e 5 025) 05 (lojl S 5o
0,5 iy eaddl) a8ly Gleas Gl el S g las 5l b ie ol Ual
VoY T lsilal)

Sydiee a8S ks plejle So el ol ble S plyear Sleas cosS
Sl bl )l Sleas 5 sive Carino 4o Law S yinn Loy 40 Sada 1y (VY ule)
5 9b) oyl plie cols, b (Soop bls)l Glead cusS (VoYL oow g o0)
iy Oyt Jawgs oadall) Sleas (IS b3yl plsiear 1) T Glgige 5 (VY S
ol 0als o Lo giS o SulB, slad sl sle Sl o (Y- \Ag\'w}xsla 5 0092) 3,5
Flalyglo @igs SlocS b g csl aid S 0 5]y 9)lo @i 9 (98 i mlio Lad 0

&5 LS 1o ol 5l Gl &0 day] Gleas Bl CudS 5 SV gamme £45 Lol 03,5

1. Hair et al.

2. Kecetep & Ozkan
3. Moro

4. Prentice et al.

5. Kim et al.

6. Tahanisaz

7. Abbas

8. Shen & Yahya

9. Nunkoo et al.

10. Joudeh & Dandis

DOLI:



Eias (Bep a5t 5 JIsS g S (oS 5 3,09, b (29)d i oS 8 Slead SudS b VY

SrSaiz st aiian Jloy 5 bl ST 5 balsgls leg a5 lyiie ln 1y gl
Iy 0> Oloas CoaS Wb avye ol jo Jd s )b a5 cal oy ol ools 5l
OYAF (LSen 5 gatts)) w2 W] 59,039, (0B, sLad o (aile 5 L3, L 2uld) jslaea
sacpadslyl slaylele wilss o ol Sl oS el ol iagh desil ol Gadou
ok szl g,y ol 5l eSS Colae oluy) g sleizl Slaal gowas | (ogae Dloas
59 D 5 s Ll U oy wislss 0l og S50 05l (i slocS il ol Slides
ol 5 gaedan g cle o)yl 4y g S lulid (b yide slajls b agzlee yo )
GleS i iy Slhe 0 CudS Cupde 85 el il LSl anl cess L,
Comdy Sgnty & e Mld (goges i )0 Sluywdd (Fhy @l &5 a9
ot Ol & el gy S97g (l b sdi e anelar Culgys g bl s 4y Sl ,cleas
SaS LU el ol W Geos 50 el 009 () Sibghy il 5 il 990 0 l5en
35545y s 3 Fsran (smas 8 T IS g Sl el ale SO SST (53 550
Ol 58 Slgoo Sy nl wed Slles 5 By Godow &gy SESS Gl 4 (55
O S el sl 1) sede @ls 5 a3 G )sls (ot Cnl ln alie Slagios
()bl gl ans 51 o o () Tt (sateuld; e oo 0 )51 wpay calises 551,
e ol o cae GGISE b agalse slo,lSal, 21,1 5 LesSns 5 mato « sl w5l o
oges 3 slaiz| Blaal 5 i 15 )l i SlacS 18 (2 poe Gl ok 4 Lk

loy winls> 65k

1. Kano
2. Servqual
3. Artificial Neural Network

DOLI:



VY WWAQ b oo lezr 8,lods om0 Jlo [0uiS 5 o ailiw] o e ool dolilas

S Gl ¥

el o ailo g5 Sl b fad e e gy 4 iS5 ol 0

Wbous cuas V-Y

Sl el o B b i Ol Ual dasls islues ygl 1 5l oo lgreas Sloas cuas
potde (VYA (LS ¢ glas,) cuwl ouls iy yo5 oabcdl o Oleas 5 Sleas 31 o)L e
o Slp el Gl 50l gie cols, L (S bl wwbas coas
Sload (2Ls 5l ol it ool ple (VY Lo, 5 (o) 39500 Lo 0 (5t als,
b cons S b S A ol a5 aiS e ol owelisS s 1, eniadl)|
bl Sleas &1yl ol b e ] cuiS obslaoleas idu 10 (YN o,99) 0,135
5 2l lr e g sleiel sl ly labid plpear itie eled 2 08 o
S5 o Sleas 1 a5 loj 51 (VY T Ken 5 s0b) Sy, 00 ety 0,5 5t
gleslo crm cold, dol dasin Glpcts 1 «Sloss CuaS» Ugho b KT 0 5039,
aslo pleie (il 5l Glojle Oload CodsS @y azgh a5 by <8)5 1,8 azgi 590
5 Sleas cuiS Glw | (Y AWVTSKue g V) 0gd 0 (B, Cojo conS o g ol
9 aa> (guielo) maw Gl dean e rels 4 a5 1> cul o5 eoh Coenl
3 NS o sl (B BB T plasaglas Ll 5 s psloge (2al3il s e (6 eSS
ole Bl (g e jsliiads ol o cstalae plcolo 25T sade 4 (1330 (L)
J.Jksc Cewdds CatSL Slods g Slades plo ;0 Ll oo pl g el i 23 0
O e g oyl jgul L)

Egan (cmas Al Y-Y

a5 atis oliiiens 51 458 Solgll Sl sloa s eyian rae slaaSes
5 doxl) el oals 2lhb S o (olo |y Sledbl Ll i a5 Slaas] 3 glednd

e cwl gwlibcang) 5l 4 Feledl Jow ( eoran ouac &G SG (V0T () Sen

1. Torres

2. Nunkoo et al.

3. Lai & Hitchcock,
4. Parasuraman et al.

DOLI:



Eias (Bep a5t 5 JIsS g S (oS 5 3,09, b (29)d i oS 8 Slead SudS b Ny

Censl 00y S5 e L3l S L K00Ss @ e 5 ' eghian (49,95 0 yate 925 oo
S T s Sjlop polie Gliicds oyime oo oSt iz (VoY T Sen 5 o)
Toise sWasasyy Ll Kbjlon yate o wish e wls WS o G310 1 Sl
b 5,5 5 basss,s 45 Canl (gladolan Lolul (33ls 5 paie .l (39,5 o 5 8 Jlal s
Gorb 5l a5 Wgd oo 0l (6 Sl sl Joe (egian (sras laaSid S o0 Jobia |,
St Sy VoV oK g dem) 0l e Saiples |y piep Al o Lol gl
Canl (e Eghan slagygyg pb 40,8 b Jate slavxly 5l slaegorme » (egas Shgo
JUSms il oo 9,95 Glae (Umlim) JLail p2 (Ul 300 53 (Soms Slayg )95 wlie)
Wlg oo (Sl Cung) 0aS 8L ,0 (g9 wes Ul S (g5 @ 099 St Sl
Jyere glacsiluooly yo S Siloyp 1) ol Jate i sloggs59 o 5 (1) JUSs
MU g (59,95 8 (795 9 el (A sue S el JUSew (o gt (ga 4SS
45 i (535 Sl Ygane o mlins 5 ag,05 058 00 drmilne ol (slasag)s 3l a5
Ko g0 mglinms 22 85 1) (IS )05 00535 0 098 g0 waldh (T ol iy b gl
Egome JUiKw 5T L a5 auil ansls glasbin ailgs co bays, e ams oo L2alS b o l33)
g ga molojls laaY ;3 lacygys Ygane 35 o3l 3 JUiw S g ailial o
Olgl S e JUSms aisS Jlosl 593 (6955 59, (tlidee DM Canl (Son il slaaY
Az |y el cul (s oo (ol 50 5 9IS (o0 i ((29,5) Y (3T (09)9) Y
S5k 3l 255 il ae laaSd (glag, yo (YN V aial 5 9,555) wiS (b L

(YA TO) 39 o osliiwl galin ools solL sl by il

1. Artificial Neurons

2. Ray et al.

3. processing Elements (PE)
4. Weighted Inputs

5. Transfer Function.

6. Van Gerven & Bohte

7. Tealab

DOLI:



ARTA VWA Hlhans) op,lez 8)lads (po Jlo [coasS g o lasbinl Cg o code dolilad

S5 Joo Y-Y
Cols, pSojlal slp |y Jaw S olKisls sbiwl pilS Sb,e BT Ae das Lyl o
L) Jyame Sy calizes Slaseiso o5 aiiae gl (Vo0 O Sen 5 95) 0,5 iyl (g o
S Jaa o)l plale; 5o Folite ;5 plaS o g Can G s e S5 0 (Cenns
D3 (50 Trds § S (o0 e ALd iy 4 Jpazme Sla S s B )0 ) (5 i slaatulg>
B B B P N - - S TRV B FANC
Fohlas g pla) cal (b i anST 5 olia slails SLSw JLss 4 gl Joe (Y19
oo, 5 o5m alsi il yglss slo Il sl 1) (it (sl g o Dl (glasls (Y Y
(Vo) TolSen 5 i) WS o Gl5 atyje rals

JI95 9 F-Y

Sy9t8 (nl S oo @l B 1) Sless CudS o e 5 Sl sl (el SG IS e
ol 2 IS g VA88 I i) 0 piiie” (60 5 O el Lasgs sloselsl 610V AAD L o
JI5S e 09500 Loty il () Sipge clons CodS il g it (2l a8 Cel lgal ol
P Oen g Glalygul b Jangs o0l )] Jga 3 50 39 ge ] amusiz JLiSle SO olgiea
el (o jwd ( Sl (255wl (plaebl Sl b4 IS5 ddlie Ve (VAAD)
Cool sad lolis wols, 5 olbls,)l el smsale woyiie cAlis L Sy
OB o), Ka 5 oyloly3msl,1)

eSSl 33031 OY

2 09 ge ooliil (gl (wliie b dily aiged 90 gaiilen 25l sl el onl
Ggbs) Jbyi @ig nee Jslbie slaghs, 5l eslitul (ISl oS ol clalllae

Slagis J Wi s 5 Ml ool w5 (SisSr J L S g (sl

1. Xuetal

2. Materla et al

3. Haber et al

4. Finster

5. Zeithaml

6. Berry

7. Buttle

8. Parasuraman et al

DOLI:



Eias (Beh a5t 5 JIsS g S (oS 5 3,09, b (29)d i SlatS 8 Slead SodS L) V)7

e S duglio gl gS g gail (VoY el 5 Sig) 09 oo ooliisl (5 55l e
Oloo 09,5 55 [z Jlo iy (o05 itte S duglio by aialy Condg 59 (e Jloyi e (008
il g 009 alloe 3l aws g 8 slacars g cawlio (yg03 oyl D950 5 gol,ail bul
Tl 5 5alilyg) Cunsl Jloyi et sl yeite dunlio plSin j0 (255t (y505] sl orlie
355 50 518 e 5 lagss Sl liee gy ol Caz pogdle Ggail cal 5o (Y440
St 033 2,10 929 555 Sl o] lizl G &5 lacdr 4 a5 SlaigSay
Y 5 Si9) aas oo il Sz oS lag] 52 99 (o olis o5 oz

5 Olosd cuiS (eloizl Sllo ) lee bLS I gy p 0 (o9 50 (VoY) Tl Ko 5 ()
CoiS ezl Cdley oS ol lad Gadod cpl 5l Jols bl ailasls bl pgas
ol Buins ol 5l Lol bt cimmen 3l (5 loline 5 Cuie ,3b pbles g § Slons
ol 30 Al pgas 5 s Slead CuiS aS ol

ailasls y gls Jaw b @.B)b Sawd loas codS vy p 4 (Y0V) aol)l.iw 5 O
S50 g (b Sluwse Cold) (cw)p lp Casal jl ols) Jae 5 5 Joo 5l anlllas ()
b GlS Jow a5 ams oo lis gull a8 o oolaiwl JSls gg,ls SISl Gleas Coenl
Slawie 5 S oo 3dgs (25,l> QU Caio @l 1) CodeS Sla Sh 5l (Selite o
Sloas iS5 (sla Sy 4 o Solite slogly bly dilie sla S b S
S Sig 9 YU 0538l b, &) asol feloplias b ol gadod waijle og)ls S
Slodl & sl 65, 55 5o gl a4 Wl o Gleas Basmsasl)] B,k 5l wlul cuas
IS o SaS

CohsS S5t 9 S0y S 3 (2O0kele by (oyp 4 (VoV0) T San g yals
Soow a5 0l lis Gaios ol 5l Jols guls ailansls y adsl clilagy slocddl e Sloas

1. Wenger & Less
2. Wilcoxon

3. Williams et al
4. Lin et al

5. Chen et al

6. Tahir et al

DOLI:



VY WWAQ b oo lezr 8,lods om0 Jlo [0uiS 5 o ailiw] o e ool dolilas

S 2y Slaad S g plles &35 3l oy 4 (V)9) llSen 5 Sty
0 pbles &2 9 Sleas CoiS a5 ol ol Guins onl 5l Jol> mls wilazsls
S8 6 oline 5 Cuie 3l b i

G ol g Dledd CudS 800 peal Gloo LLI)| (cwyp 4 (V1) (o8 5 (d
U yie colo, g oleas CoisS a5 ol las Gados opl )l Jols gl wslasls
OB 5 S8 0 pga a8 3l lis 3ioS (nl 5l el @l izen 131 (5 loline 5 o
Ol (6 i culd, p oleas coaS b 5 il

Shlos 58, 5 areculs ) wlons oSl LIl sy & (F415) " domme 5 logle
CaiS aS olo lis Budos cpl 5l ol gl wilaSls sl o sosas ol Lo G o
)1 hlew )8, 5 2ol » s lolina 5 Coa Sl Cloas

3 ohlen cold) 5 s lolsy wlons cuisS G bLS )| (g 4 (V212) T sk 5 Yluns
5 Cald, p Olead CuisS a5 ol Gl i opl )l Jeols s wilaisle, obis lan
)l (5 loline g e 3l Lo (sl

SdsS 52 o] b 5 adsl (blage Sudlie Sloas Sk Dbyl 4 (1A GliSen 5 a5k
CetnS aS ol lis gased ol gl el bl ailaS s, Sleas Banscdl o S
OBl ps (S5 CeiS (s loline 5 e 13T alage ol e 539> 53 Sloas
S5l Sleas

5 sl Slead oS 5l Gl Culs, Gl oy & OFAF) G Sen 5 s
oS ol las Beiss opl ) Jol guls WAl 09,8 liwgd iy St b Lo
3 hles cald, s oline 5 Cuie 5 by bis o 5o ool Sloas CuiS

1. Aliman & Mohamad
2. Meesala & Paul

DOLI:



Eias (Bep a5t 5 JIsS g S (oS 5 3,09, b (29)d i oS 8 Slead SudS b VA

Gl b9, ¥
Gk 4 3580 Dy (325 —(hrogi Gaid Sy (oulid gy Bl 5l Gds
Sloas a5 Lleailig s abes (o |y Limghs ortl coybel dxale sl oads bl Liylay
o9y Sl ools JSis iles S oolaiwl o5 liwl jo &Bly gyls iy slbeS b S UsS
2 Wged 0 (S Sl el 00y (Bolai (g T aiged (il (nl 5o el (6 S wiges
ool osliinl Coddge pae b g S (e (bl Aiges w2 a5l g%
g Suddge djie 4 bangle >l Slead CodS (IS mhaw 0395Vl jolaie (e 4 Cuu
Gimo a5l 4y az g b Lol 0gd oo (A Cudbge pae Ujie 4y Jagte w5l o 09 Sl
pa Ol 9 Cuddge Glime Wb oo |) (w2 3590 daslr ;0 Coldgs puc g Cudise S
Oliae o digal e Slaay Sl (pl jo awl ool a8, 5 a5 0 D e A g0 o Cudse
I, anol> sloadlse 5l 045 5T sae “*‘)’&WBM‘B Sl 00l dle 095 dion
10> CyetS Jaayd 3l oolaiwl b ol yiiie dsal> 090 Sgammali a4y dz gl b Lo,S dalgs coloyy

ol 00 ML?LA ) u)ﬁ.od.: ul—'}—wﬁ 3)94.' = 4.....4;5 U‘)’“‘A sés..\ml.; 4‘\434.‘

1 1
_ (Za /2)%.p.q _ (1.96)? ¥ 5% 5

(e)?  (0.1)2
Sebiieds g 0, B9y del jiw p cuiS p pae Jloosl Slidss Cdel jo aSl 4y axgi b

nc =96

0 ol it slbeS i b i les ael e sae Yoo slows iges slaws (pl el

6)516"? Sl o ools CaiF 5l Aol iy VAT slaws )l ol 5l as cel ool 1595 03

0025 glyl oo a5 el o oolaiwl aol g 90 51 gt cpl Ho jLis g0 Sledbl
sl o ooly Hlas (V) S &y gody Sl Syl S

B 5 g 58 s il (sloaslitin s ll ol e (slasls  plalis
v

S5 Jow wlul oo ololis slajls sanaslds ¢ samaiws
v
La:dl lT50l g o i Ul Gululyy 1689 e Jow ()b
v
5 ol o3k rnt Bl (g Sl comlin Jao oy pliians (peghns 85 3 oolial
Sleas 25 sy

oo sl Jolpe o) S

DOLI:



114 VWA b oo lez 8yled oo o [ 5 0 ailind g e sole &olilab

1559 b b o sloasliin p (ooled Gz Slool ululp bl (V) S8 4 4z b
5 glisy, TN Tphlen g gol XYeo) T8 s adleyn AT Mg 5 WSLL)
slealeg)ls oalad (b yie lasls 5l o pd 5 48,5158 aslllas 550 0“'%‘)&&
S8 L) 5l aeS o S5 b e 28 gl 35 50 gyl i3y b e e
ool ;58 de LS 1 gz ge Lyl b 5 adsl sloarsS (e oY Blail w03 8392 )0 g ls iy
SSE 455 iz @ £9090 Coml b g Cowal Sz 50 baysS 5l (S bl (ol
865wl ools g i gy b dad e laailsgls )l i slaaiuiles a5 (60 )lge j0 g 0l
r#5 4s5 TF a0l olulid 48 TV gl dabi i @5 b aeldl )0 ad oy wya
ST ol g ol Uasl CIB g0 50 165 g a0 Joo coauds glolid ol 465 YF L coles o0 S oy
Wbyl Ll 4 axg b Ghagy debiuy () jolaiets b JSis Gl i
g3 8abim bl G j5hited; eizren Cenl 0l )50 (T (gl 0092 o il
oy S oo ydd S B yao s Ygeme o 851051 a5 el o solitul Flsg S WT 5
ly sl asbinn . Jol (Dbl Brme oSy (2bb curd g (2LL poe Bpme jho L
oS Slayl soled a5 el o ool FLig S ST oo 5 aslinyy bl dvlxe
)1 003,53 slal bl 5l e a8 el + ¥ 51 VL ELis S Sl ey o sl s oo
CotnS ol g laay oS 0590 40 Sleas S B Jdow a5 ¢ JlsS g o Joo oSl b aalol jo
a5 oosdles b el 3 o el slacygesl slyml 5l L s ol 5o el oals axsls
el ool (25 bd Slees gy bl (pl 5008 18 i 0,50 Wosls

[ Hor el Jloyi ol o IS0l 5 szl 5,061 a5

ot e Jlas byt ATyl 5 il ] 35
looges 5l jekatarpas el oo oolatwl SPSS l58la i 5l 598 Slis,d eel slp
4.‘>9.v l;)jja.uoum.b ] 00 4.._9; 0y (Sh-W) u&l)j —B)HLMJ 9 (k—S) dyw‘—dj)fj.mljs
O3S Ly s,le] ygesl Beds 51 SOl LU slayge;l 5l eolaiuwl g Waosls yogs oy

el o0 L a5 ) O g0 ans B ygey] cpl 40 el ool solaiul

1. Babakus & Boller
2. Brysland & Curry
3.Udoetal.

4. Reidenbach et al

DOLI:



Eias (Bep a5t 5 JIsS g S (oS 5 3,09, b (29)d i oS 8 Slead SudS b \V-

{Hoilh = U
Hyzpy # php

5 Jsl 095 &5, Sl G 0l0ce 5Ll 45 el (gLl &8 Hy 5l jskate ably ol o
31 b oadosmlin Jloisl ML 5 o lai 8925 (5,0 s Dol pg0 09,5 A, Kl
i S s e8] 4 el 5o 8 5y e 55 Hy ) ysliie 5 can 003 oLt 5 el
5oyl kel aalol o (Y=Y + (Ll g ,K5) 3,00 0929 (5,0 e IS 05,5 50 &3, (1 Kilo
8 )Ll 3551 y5kiioas SPSS I3l 5 51 (hmgsy cnl 5o 45 Sl ouds oo 5 Ay 3k |

N(N +1)
M=
_ INW+D@2n+1)
L 24

VAP ) i duoys A0 lisabsl i 45 bl 5Ll azsliz oyge] 5Ll Al L
ol 09,5 95 43, Siloo (o B 3929 9 0085, (o] &8 sl -V AF 5l ST L
3979 P pisie bl &0 8 00y 18 VAP 5 VAP (e 9031 8lel azpliz Lol o5 oo
53 OTAY (o) a 5 315 Sad) sy o Sl 4 09,5 58 A3 ) (nuSiloe o l0 e IS
(Eyan Shga slaaSid bt | oslitul b Culesye (e Geail sl 5l an aclsl
aalgs ail )] Sleas (A4S GBS 5 b yide slajls rm BLS,T (o) 2 sl (oomlie Joe
o sare b og pludl S ogy 4y altes o ras laaSils g, o3l Bus ad
S G (ol s jl g Solane B (23 Sy (B Gl 4 4y

el (V) S &ty e 850 IS (glod (¥ VA < S g Loy Dls) o

1. Villarrubia et al.

DOLI:



'Y AP ylis; oo,lo 8,les (oo Jlos /CasS g 0 Jasbinl o poe oo dolilad

Activation function
{more on this later)

- 5

Output

Inputs —

oB9 3 sleaisl O

2235 oy B ool 39 5ol slogssesl 55 o ol 31 s o 53 s &y 4255
o] coslie (g5le] (logais 5l ooliiwl b wlul 1l 5098 03,135 503l 4 Gudoss slaosls
b bye sloosls qu5p osdloy TSy 5ymli o ' ipransl ~ G FsaslS (slagygasl
(\) Jﬁ"\’ O ygods as owow LS'B)") w.?u LsLQuS).w ul;)...m.n g_)l.ﬂ)\)‘ 9 g_)‘)Ua...»‘
Ll 00 ool uL«.d

Gz osls @398 og ey (ya03l s ) Jgua

& o] - Bg 5 g0gls .
- Sg>
FESY) o Slal
- - ~ 6)[.\”'
o903l S)lel | gol;l &lo S0
1 184 .000 P1 LS 8slinl 3,50 Sl 9 )5 hlog gz 5 culi
0. 8465393 184 .000 P2 S el ogaralyl g olate
0. 9983967 184 .004 P3 Jaig o HE b 0910 0 g juad
0. 8347956 184 .000 P4 OiSy S e 2, SUS! ogiglihe g anligs
1 184 .000 P5 JEE TR LR VOWROR VI Ly WA FoY
1 184 000 P6 915 QS iy Gl jenss (3 kS
0. 9984375 184 .000 P7 BB 5 e Sleas &l a4y (LS, ogagaie
0. 9985593 184 .000 P8 b e DSae o 4 LSS (sosedaddle
0. 9984782 184 .000 P9 S omaslsie g oobe
1. Kolmogorov-Smirnov test

N

. Shapiro-Wilk.

DOLI:



Eias (Bep a5t 5 JIsS g S (oS 5 3,09, b (29)d i oS 8 Slead SudS b ‘Y

B o] - Bg S g0glS .
. Sy
FESY) o Slal
- - . 6)[4”'
o503l S)lel | gol;l &lo S0
184 001 PIO | onsatl) Sl g oloal s 155 oselinsl (y3s 5 prammo
0. 999999 FER
0.9984782 | 184 002 PIT | sy LS5 s Lot Sl lodlbl (230045 ailo e
0.8447315 | 184 000 P12 G5 sl Jeallgis (3920039, 9 Sl
184 .001 P13 3,50 @V s als 4o ailsg s Sbls coial Lais
0. 9979577 & e
184 .000 P14 S8l o sl bed 4y Gidy dawgi oadosls sasg o) 3800
0. 9999993 Sloss
1 184 004 P15 obte & Sless 81 sln o3 olej 51 s,
1 184 .000 P16 595 sk )0 05 Lidy S1he ()5 lebs (ol
0.8347956 | 184 001 P17 Slaas il gl Uil oley oydgroanlin 5 0biS
Lods Calgs 10 0550 Dloas &1 lojune ogcwlio 5 (S
0.9999987 | 184 .001 P18 .
Jyog Do g led (JulyS )3 Jrog Do G GBI (Slyten
0.8446033 | 184 .002 P19 )
Sy (g 5 L)l LE
0.9987982 | 184 .000 P20 i bag sut b Calucy (gl IS
1 184 .003 P21 UL’J""“" Ja..ay oJ-f;d.‘nl)l LgL{aoLe,’..i‘ﬁ A iy d>gs Ql}-.e-"
1 184 .000 P22 algls slojls a LSS Gglhas oS 5als
1 184 .000 P23 algylo b Jolas )0 (LS, ailjgnds 3,55 5 (dggllas
1 184 .000 P24 Wl g,lo s ;0 0,90 ;g5 4 gud ylojhie O gramlio

g0 ogesl seled jo enlply o ls Guiod slaools mje pogd by 3l (Sl mls
onl Gz g, 0 aS g8 len g eolatwl G el L o bl slaogad I sl o3V
odd glulid g5 Jow wlulp a8 s slacdls jo )b i slajls ol ools 758 jighy

] ol o0l QL.....J (Y) de} O Hgods as

DOLI:



\YY WWAQ b oo lezr 8,lods om0 Jlo [0uiS 5 o ailiw] o e ool dolilas

U Jorn &5 i GBI 10 (ol yido sl8 3l gaidians ¥ Jar
Lailsg,ls iy P Joo S slocdls

9 Sleds adgeds olaplosl -

“S)L.\.c 9 sl ‘L(bu.a)l; Y oLl 09N § T -

Ol yie slals & G oslbe 955wl -| M st

(Ol Sledlb| Laas> -

&% 3 JBgJem DUl (35 545me -

(BB g e Sleas bl 4y g)ls iz oS o (LSS ogagase -
Obyiie OMWSie J> sl LS les -

waliools sasg yloj ;o b yiine Lo 90 leds b Game -

Ol e 3kivyge Sloas Bl 55 Collas Cas s -

(G & Ol e Glaebl g slezel agiogllas -

Ohyiie b o)y )3 (s GUS)IS (55,8 5 @2lsi wosl Gogogllas -
Gl 586 53855 e sln plyiie Jal plej pogiceslis 5 obsS - O &5
0 o0ls

Ohtie b Jolas 53 (i QLS &iljoads 855 0 ogrosllae -

S ALIE Sl v 5 e (lgB 0 O AN SlgTen -
(S Sy

die)d Sy (§99790 Sew 9 Olyiie (Tl s GBI JlgSen -
sl slagls

OB Sl 9 5 ilog Gognsr 5 el -
OUS, Salls gl )T g plaie -
oy Jaig e 5L o9 e g 5eed -
Oltie & gdgedy il ,edlol -
htie sl 2y Sladesdlgiws G900y, 5 ely -
Olyie sl 59y Job 53 i 6,1 Slelo agiclie -
Olyie bwgs oudddl)l slasliinn 4 iy 4295 -
iy g o b Calacs (pogael 15 -
byt a4 i Sleas &l gl (LSS paads oUley oe S5 -
Ol yie sl Yo dle b (2l 0y 5 (ISl -
(Ol 0 B4y paris glajls a4 LS, 8505 azgi -| 1 Syl o
5y g b e Dglite slajls (o Bioea -
bl - (Sig 2SI Sl 9925954 -

- R v
- Q 75 dIem

o g)lo iy oS 1o (b i o5 G5 o > jo aid )5 )18 olaasS Bdo 5l
1 ohbica Lo 3l Bl Sy o eaile 3l laay s ac gazmo b, (o Wizl ed oyl 4,

Y 5l Ui ie 3uios 090 Aol i 3 g 00l g9 g0 )b looxe (o2l Lt bas b

DOLI:



Eias (Bep a5t 5 JIsS g S (oS 5 3,09, b (29)d i oS 8 Slead SudS b \wWY

3590 ;0 Oleas S SIS Jdow a dalol jo 0 b ol yide glajls B xe )65
ool | g S g L5)1.J Oyoﬂ bgus 3l jelaie o Ol oo @l CaaS olul g loay oS
loassS 51 S m 5590 40 SIS Judow yge;] ol 80515 10,0 (V) Jgo .ol oo

ilodds 5 e CotnS SIS Jlade Sy e wlelp S soadlie ol dl i

g Sy g B Judexi (9051 gl ¥ Jour

) Slade SIS £ 4’“-‘4’ e &y
Gl | Bl os0i 3L
\ v af P<E | SIKs 04> Uiy gy sad >k Colwog Gogial I8 A
v LAV PaE | s gy S 4 bgype (slaJosdljgiss (09105009, 5 Sl A
9,3 iy lacs 8
oL et | per | | s e e o e
o5 g DB Jpog e DM S
. | S PeE SIS s Slp leds 4y i Jawgi oadosls oasg oy 3iow o
Sleas il o
o e P<E | S8 092y Olyie slols & QLS wslhe o5ty M
4 \,007 P<E |G 0gzg| b yive Jawgs oadall)] slaolgiing 4 (idy azg ol A
\ V/0o¥ P<E SIS 0925|395 Job y0 o Uiy ST 6,8 wlele ogicanlio A
A V0¥ P<E | SIS 0e2g| b yiie a4 Sloas &) gl oY lojas 5l glo,eMbl A
q \YYY P<E GBISs vg> g 4.'.L">5)|¢ L Jelss jo QL;S)LT 35!59...J¢ 3,95 O\)%\TJB.UQA O
\e. \YYY P<E SIS 592 oS, egaslyie 9 obe (0]
A \ YAY P<E | S 09> b e DSaw o 4 LSS gasedaddle O
VY (N4’ P<E | SIKs 04> S g st Sleas &1l 4y LSS o giagaie 0
V'Y YVY P<E QSIS 592 ooy (2L, SUI ogisllas 5 ailiss M
Vf (AR P<E | SIS 04> Gidy Sy e B9l 109005 pe g jued A
VO VAY P<E | 3% 09> S el ogaralyl g olate A
\# V\# P<E B 09z g | LS5 okl 0 y90 Slinpa 5 )5 blug (ogddzg culia| A
VY \YY P<E Bl 09z g| ailsg o canlss ;0 0,90 SIS L 9ud yloj ogrcmlin| O
A ayA Pk SIS s Cewlg 10 8590 Sloas &1l Hley ogcawlio g S M
ooy g Leds
V4 vy P<E |G ogmg|  loas il cly Ul loj cposscmslio s olisS | O
Y- Ay P<E | S 0szg| gl (it glocs 1 Sl jlwad e dgscmslio (e}
Y Aty P<E | GBS 0s2g| )l iy oS b oY s 993 S 5 cenlio 0
. - S N ool 5 35 S o e bl el i |
S e 3lis g0 Y
Yy YY¥f P<E | SBs 09| (idy (S Lawg bad Slus Sledlbl ilagSs alloye| M
v vy PaE | S pms Slae g sbeal da )55 (p3goltdl g 5 gt M
Syl Jawgs oaladl )l

DOLI:



YO WWAQ b oo lezr 8,lods om0 Jlo [0uiS 5 o ailiw] o e ool dolilas

ot Vg GBI Sl gy ol ey ol ol & i yns sl
am e i ) ol ol (F) Jsaz 0,15 oo iS50l o ool sz

Sl ycoas baiw) g S olul 3 (eSSl g SIS Juloxw' 9031 gl :F Jgas

N R R S e e
\ YAV P<E GBS 0929 S &)l bg20 glgil
Y \NAid P<E [ELGIRYEN s
¥ ) fov P<E SIS sg2 esSEly
¥ \YPY P<E SIS 0929 S
0 VYA P<E SIS 392 Slogale
5 YA P<E SIS se2 loas
\ AAY P<E ELGIRYEA olexel

Obyies Sl g SSTyel le 4o sael D9 gas GloCIKS 4 a5 b idgh gow a8 o
0dalog>gar slaldlSs (zals cqa ,o Jow b o soliiwl cgian nac b slo o |
IS b clite (29,5 5 (63959 Sla o b Cewl @3V laiil )3 jslaiacnay 090 (>l)b
Eyas sras 8D gy piee sladelon bl bogd i Gle jiwas gladis
Codd S B 5 A sbbda i o o blo)l Sle jcwas gleoje> coled (59,
03 )5 Symas sras A0S sl sl @l O) ooz 1o olo |l ol 5 0d e 5

Sl ycoas Gbrgpold )5 (e ghuan mac Al Juo sl @l b Jgua

6Ln‘5u.,‘_,(...., Lo,y Y ZER Y o by olasy | slaay sluxi
N - (S 3w Loy
T 39 =955 | ol | 6959 ol
0 FAVYEY V0 % VY 3 ol Y

A4 Y V08V 2 f 1 ) s oleas
£Y X0 Y15 FAQ Y A ye ! 5l eleas

L leas
ABAB av,-vf v | £ | e ) 2 8 coisos

OBk &

G b Sloss

Y1 ,0A VVE¥YS 6 | A \ 5 & Lo
ailsgls 3l azg il o

&S laar in ulwly olas oS mhaw a8 LB sl gin s 3l S gl

D, (6 e Blas w98 Dl g Jdig fer Dleas 550 10 0594 i (ol (Sl ]

DOLI:



Eias (Beh a5t 5 JIsS g S (oS 5 3,09, b (29)d i SlatS 8 Slead SodS L) \Y#

S5 A £
slajls ganates 8Sul Casi v (oulul Sl 99 4 25 EWL sao)s agh Gl
0ty Slods CuhS Cundy a5kl pg g Sl sz IS Joo woyzyle o snd slulis
Ol 5o bl g Soal a5 lST ol g ol el s GBI g 5l ol !l jo b yidie 4

Dgh a0 5 1959y 9 9515 SlacSaSS 5l sdwliawsds sla Judod oS 5 4 o
M>0>A>T o8l Gllae ()b yitie slajls 4 azg )0 i yaelin Cogll 28,5,k o L
bjls anws pl po 0l golal glajls lo)l b plyiie b bl o pae ol
9 &S 25 by oalalll S jlae g sliwl da (2155 39 oLtBl g 9 gee emen (53,15
15 0lse s b damlio )0 LSS5 Lawsi ol it ol ledbl 5510y S5 ailo e
Slasls & QLS5 wsllas o555l sz Slelss Lol s o0 03,51 (5 Fmslin (&S gl
i (A5 clie Camdg o iy (2L, SUBGL Gogoglhas 5wl g ol e

S 1R ES 8 (Y gtane ax g Suglgl o Wb cnlnl

§ W elin (S SIS g S 5l a5 (A sleadlie (69,5, slajls atws 5o
S g Ol (leS )0 Mg SloFen Jold a5 W5 )15 (Saew; Suglsl o b
e Ol 4 23y Lawgi oad 03ld oaeg oy (3855 5 iy s 5l Al BB Sgs
izl o Sloas il

Oygeys inlpl il (@Yl (&S SIS n; sleddlie e slals atws )3 Grizren
057 S)lse wgb bl 4 sax axg Wb il gg ol iluaed gl e 4 S >
4 b ye sl dasllygins (050055, 5 ily (o bt oad >k colucy ol 8
Ok yis Lanwgi oadiedl )| slasleidoy 4 A3y 4295 Glime g 95l Gidu SlS 25 50 (ke

S o 3,
Wb 4z g5 63,515 g syl aboxjllasls 53 5 (AS eSS Codlgl 4 (F) Jguo 50 S
WIS 5 Caglsl e wil ol ytie b oleas pammsdlyl Lol coals a5 Llajls
Gls sloailpe dhozjl by b Joad 5 sjemds ey b Ll o adlys o wol cule,
S g Oltie (FlyP o SNl RBI SleFen rimes Wsdse Dgeite Zuglyl
©)lee 3l ol 4 sy lawgs sabools saey yloj 385 ¢ LiSu (Ggw )l Al B O Lpus

DOLI:



\YY VWA b oo lez 8yled oo o [ 5 0 ailind g e sole &olilab

9 ST o (ST BES i 0 5VL (255l 5 eed S &5 800 (LA
dawgl ol ol 6 S SS BYs 1 (SO cl eols elaisl o 4y 1) L i ST
u**-w’l’ 5 b sy g Cuslrdilsg lo Sl )lanl o YL 5 p3l sl Jle o o isy slaws
@ Sl o agrhe Sleas &l LBl GlaJl )3 cogas ohsh g wax slagisy

el o0l Sl Ual o 428 ,YU o la s o] awgs o) s
OrrweS hyls slezel a5l g ls isn slacS i )b fice d ) co Hla5 4y (358 0 l90 blie jo
ols )b b w g0 a5 pledasin LS o auee Ol 5 ol )lasl 2S5 SIs
S 1o Cu o aS Cdl o g e 3)lge (pl der yols 108 pa LS 51aas ls (108 L e
Cewl ools )13 6 mie Dloas g Vb g 1) 095 Lol 55 i aldS Olgiws ;o g5l0 sy
S Sload s 25y (DB slaguiellys Ay )3 celie Giyaely g azg S
Ol el 03,5 oz g sl Slacs j5lid s e sl S Jlo)l Soe b Smnte 2V
a2 bcaslosls (olaidl gt al) b yids Jlae 5l (a5 SIS whaw (2 YL bao o>
gyl i S b lawgi cubdl ]l Gleas CodlS 1 952 g0 GBS g oubidsl | ol 4
Ol Sloas &Ll jshaieay (55UsT slaanal ) 5l maly 5 Blad o)l a5 050 o0 Sleiinn
O 3l s laibnl b gllae loas &)1 50 ouls >k slaan] b 55,8 & g0 (LSS
3 aS 0gd oo Slpiin Sleas &Il o GG ialS jslaieds yuores Bl ooy
Sloas &Il s 5 Como 18,YL jglateds o) g Sledbl 5),0l8 ¢ e slas,slis
A3 L RKiegh ple gl alibe Glad o wilgi co (rogh ) gl 09l colatul
WDloas oaS sl ) yo LSS cols ) i 4 as g b ST Oladss gl jslhie cyaed 4
Slgidin Huizred S9d oduztiw j Sledd CodS LSS cols, Ol JIG 09l o Slgaion
i 3355 5 0556 slaadlie iy SRS 15 53 Slass S i (sl 055 o
i) Sl 8] Aab sy lole s g 5 ooliial b s 5 gl 5l |y CopeS

3,591 Cawdds Sless EuisS

DOLI:



Eias (Bep a5t 5 JIsS g S (oS 5 3,09, b (29)d i oS 8 Slead SudS b VYA

&l

Abbas, J. (2020). HEISQUAL: A modern approach to measure service quality in
higher education institutions. Studies in Educational Evaluation, 67, 100933.
Ahmad, Z. U., Yao, L., Lian, Q., Islam, F., Zappi, M. E., & Gang, D. D. (2020). The
use of artificial neural network (ANN) for modeling adsorption of sunset yellow onto
neodymium modified ordered mesoporous carbon. Chemosphere, 256, 127081.

Ali, M., & Raza, S. A. (2017). Service quality perception and customer satisfaction in
Islamic banks of Pakistan: the modified SERVQUAL model. Total Quality
Management & Business Excellence, 28(5-6), 559-577.

Aliman, N. K., & Mohamad, W. N. (2016). Linking service quality, patients’
satisfaction and behavioral intentions: an investigation on private healthcare in
Malaysia. Procedia-Social and Behavioral Sciences, 224(2016), 141-148.

Babakus, E., & Boller, G. W. (1992). An empirical assessment of the SERVQUAL
scale. Journal of Business Research, 24(3), 253-268.

Bakhshi, Ehsan; Ajaghi, Shahnaz; Kalantari, Reza and Salimi, Nooshin (2019).
Assessing the quality of primary health care services and its impact on the quality of
life of service recipients. Journal of Health, No. 3, pp. 378-370. (In Persian)
Brysland, A., & Curry, A. (2001). Service improvements in public services using
SERVQUAL. Managing Service Quality: An International Journal.

Buttle, F. (1996). SERVQUAL: review, critique, research agenda. European Journal
of marketing.

Chen, M.-C., Hsu, C.-L., & Lee, L.-H. (2020). Investigating pharmaceutical logistics
service quality with refined Kano’s model. Journal of Retailing and Consumer
Services, 57, 102231.

Chien, L., & Chi, S. (2019). Corporate image as a mediator between service quality
and customer satisfaction: difference across categorized exhibitors. Heliyon, 5(3),
e01307.

Finster, M., Eagan, P., & Hussey, D. (2001). Linking industrial ecology with business
strategy: creating value for green product design. Journal of Industrial Ecology, 5(3),
107-125.

Haber, N., Fargnoli, M., & Sakao, T. (2020). Integrating QFD for product-service
systems with the Kano model and fuzzy AHP. Total Quality Management & Business
Excellence, 31(9-10), 929-954.

Hair Jr, J. F., Howard, M. C., & Nitzl, C. (2020). Assessing measurement model
quality in PLS-SEM using confirmatory composite analysis. Journal of Business
Research, 109, 101-110.

Hemmatinejad, Mehr Ali; Gholizadeh, Mohammad Hassan and Shabani, Sepideh
(2018). Study of service quality of the Faculty of Physical Education and Sports
Sciences of Guilan University from the perspective of graduate students. Journal of
Sports Management and Development, No. 2, pp. 130-114.

Hosseini, Seyedeh Afrozeh; Elahi Manesh, Farideh and Azadi, Namamali (2014).
Evaluation of patients' satisfaction with the quality of services provided in Shahid
Beheshti Hospital in Qorveh. Ethics and History of Medicine, No. 11, pp. 309-303.
(In Persian).

Joudeh, J. M. M., & Dandis, A. (2018). Service Quality, Customer Satisfaction and
Loyalty in an Internet Service Providers. International Journal of Business and
Management, 13(8), 108-120.

DOLI:



1Y VWA b oo lez 8yled oo o [ 5 0 ailind g e sole &olilab

Kecetep, 1., & Ozkan, 1. (2014). Quality assurance in the European higher education
area. Procedia-Social and Behavioral Sciences, 141, 660-664.

Kim, K. Y., Eisenberger, R., & Baik, K. (2016). Perceived organizational support and
affective organizational commitment: Moderating influence of perceived
organizational competence. Journal of Organizational Behavior, 37(4), 558-583.
Lai, I. K. W., & Hitchcock, M. (2016). A comparison of service quality attributes for
stand-alone and resort-based luxury hotels in Macau: 3-Dimensional importance-
performance analysis. Tourism Management, 55, 139—159.

Lin, Y.-H., Lin, F.-J., & Wang, K.-H. (2020). The effect of social mission on service
quality and brand image. Journal of Business Research.

Materla, T., Cudney, E. A., & Antony, J. (2019). The application of Kano model in
the healthcare industry: a systematic literature review. Total Quality Management &
Business Excellence, 30(5-6), 660-681.

Meesala, A., & Paul, J. (2018). Service quality, consumer satisfaction and loyalty in
hospitals: Thinking for the future. Journal of Retailing and Consumer Services, 40,
261-269.

Moro, S., Lopes, R. J., Esmerado, J., & Botelho, M. (2020). Service quality in airport
hotel chains through the lens of online reviewers. Journal of Retailing and Consumer
Services, 56, 102193.

Motameni, Alireza and Kaman Ghad, Alireza (2010). Assessing the e-readiness of
drug distribution companies in implementing customer relationship management.
Industrial Management Perspectives, No. 8, pp. 112-93. (In Persian).

Nunkoo, R., Teeroovengadum, V., Ringle, C. M., & Sunnassee, V. (2020). Service
quality and customer satisfaction: The moderating effects of hotel star rating.
International Journal of Hospitality Management, 91, 102414.

Nunkoo, R., Teeroovengadum, V., Thomas, P., & Leonard, L. (2017). Integrating
service quality as a second-order factor in a customer satisfaction and loyalty model.
International Journal of Contemporary Hospitality Management.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of
service quality and its implications for future research. Journal of marketing, 49(4),
41-50.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). Servqual: A multiple-item
scale for measuring consumer perc. Journal of Retailing, 64(1), 12.

Prentice, C., Wang, X., & Loureiro, S. M. C. (2019). The influence of brand
experience and service quality on customer engagement. Journal of Retailing and
Consumer Services, 50, 50-59.

Ramezani, Yousef; Aref, Masoumeh and Shah Taghi, Mahdieh (2020). Customer
retention in the tourism industry: Explain the relationship between quality,
satisfaction, trust and reasonable price. Health Picture, No. 11, pp. 39-31.

Ray, A., Halder, T., Jena, S., Sahoo, A., Ghosh, B., Mohanty, S., & Nayak, S. (2020).
Application of artificial neural network (ANN) model for prediction and optimization
of coronarin D content in Hedychium coronarium. Industrial Crops and Products, 146,
112186.

Reidenbach, R. E., & Sandifer-Smallwood, B. (1990). Exploring perceptions of
hospital operations by a modified SERVQUAL approach. Marketing Health Services,
10(4), 47.

Rostami, Reza; Akbari, Peyman; Wismoradi, Akbar and Mohammadi Najafabadi,
Abdolmajid (2014). Analyzing the mediating role of job satisfaction and

DOLI:



Eias (Bep a5t 5 JIsS g S (oS 5 3,09, b (29)d i oS 8 Slead SudS b A

organizational commitment in the relationship between internal marketing and
employee customer orientation (Case study: Pharmaceutical and food distribution
companies). Marketing Management, No. 26, pp. 158-140. (In Persian).

Saedi, Atefeh; Abbaspour, Abbas; Farastkhah, Maghsoud; Neyestani, Mohammad
Reza and Abdollahi, Hossein (2020). Analysis of platforms for the creation and
development of quality assurance in European higher education. Development of
Jundishapur Education, No. 11, pp. 226-214. (In Persian)

Shen, C., & Yahya, Y. (n.d.). The impact of service quality and price on passengers’
loyalty towards low-cost airlines: The Southeast Asia’s perspective. Journal of Air
Transport Management, 91, 101966.

Tahanisaz, S. (2020). Evaluation of passenger satisfaction with service quality: A
consecutive method applied to the airline industry. Journal of Air Transport
Management, 83, 101764.

Tahir, M., Amiruddin, R., Palutturi, S., Rivai, F., & Saleh, L. M. (2020). The
relationship between organizing and leadership style and the quality improvement of
primary healthcare services. Enfermeria Clinica, 30, 39—43.

Tealab, A. (2018). Time series forecasting using artificial neural networks
methodologies: A systematic review. Future Computing and Informatics Journal,
3(2), 334-340.

Torres, E. N. (2014). Deconstructing service quality and customer satisfaction:
Challenges and directions for future research. Journal of Hospitality Marketing &
Management, 23(6), 652-677.

Udo, G. J., Bagchi, K. K., & Kirs, P. J. (2011). Using SERVQUAL to assess the
quality of e-learning experience. Computers in Human Behavior, 27(3), 1272—1283.
Van Gerven, M., & Bohte, S. (2017). Artificial neural networks as models of neural
information processing. Frontiers in Computational Neuroscience, 11, 114.
Villarrubia, G., De Paz, J. F., Chamoso, P., & De la Prieta, F. (2018). Artificial neural
networks used in optimization problems. Neurocomputing, 272, 10-16.

Wenger, K., & Less, V. (2020). A modified Wilcoxon test for change points in long-
range dependent time series. Economics Letters, 192, 109237.

Williams, L. M., Barton, M. J., Kemp, A. H., Liddell, B. J., Peduto, A., Gordon, E.,
& Bryant, R. A. (2005). Distinct amygdala—autonomic arousal profiles in response to
fear signals in healthy males and females. Neuroimage, 28(3), 618-626.

Xu, Q., Jiao, R. J., Yang, X., Helander, M., Khalid, H. M., & Opperud, A. (2009). An analytical
Kano model for customer need analysis. Design studies, 30(1), 87-110.

Zoo, H., de Vries, H. J., & Lee, H. (2017). Interplay of innovation and standardization: Exploring the
relevance in developing countries. Technological Forecasting and Social Change, 118, 334-348

DOLI:



AR WWAQ b oo lezr 8,lods om0 Jlo [0uiS 5 o ailiw] o e ool dolilas

Research paper
Evaluating the service quality of drug distribution companies with
a combined approach of Kano, SERVQUAL and artificial
intelligence network
Habib Zare Ahmadabadi'”, Ali Saffari darberazi?, Habibollah Mirghafoori®, masoud jafari
nedooshan*
1. Assistant Professor of Industrial Management, Yazd University, Yazd, Iran (Corresponding author)
2. Head of Research and Technology, Yazd University of Applied Science and Technology (UAST), Ph.D.
in Industrial Management - Production and Operations
3. Associate Professor of Industrial Management, Yazd University
4. Master of Industrial Management, The School of Economy, Management and Accounting, Yazd
University, Yazd, Iran

Received: 2021/02/27
Abstract Accepted: 2021/06/14

Today, many successful service organizations and institutions have realized that
paying attention to the needs of customers means paying attention to the service
quality and providing quality services to customers. The purpose of this study is
to analyze the quality of services provided by drug distribution companies to
customers in the area covered by the center of Yazd. In the first stage, the needs
of customers were identified and categorized into 4 categories based on Kano
model: mandatory, functional, exciting and indifferent needs. For this purpose,
184 questionnaires were collected from different customers of pharmaceutical
distribution companies. By identifying indifferent needs and removing them from
the list of qualitative components, a second survey was conducted to analyze the
gap between customer expectations and perceptions. To do this, the Wilcoxon
statistical test was used to examine the significance of the gap between customers'
expectations and perceptions. In the final stage, by surveying customers' opinions
on various areas of service delivery, including drug cartons, distribution services,
Internet services, transportation and staff services, and services related to the
duration of receiving money from pharmacies, the relationship between them and
Qualitative gaps were modelled using an artificial neural network. The results
indicate that there is a quality gap between all components of quality, quality
dimensions and areas of customer service. This includes components such as the
efficiency of the distributer website , the clarity of the customer instructions in
the drug distribution companies, the consistency of the customer-requested
facilities and the portfolio of facilities provided by the distributer , the fulfilment
of the time promised by the distributer to deliver services as well as employee’s
empathy in responding sympathetically to the needs of customers are more
tangible than other areas.
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