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Article Info ABSTRACT

Article Type: Purpose: The purpose of this study was to identify the factors affecting
students' satisfaction and loyalty to the university.

Method: The statistical population consisted of 315 loyal students and
graduates of Yazd University who were selected by stratified random sampling
method. Data were collected using a researcher-made questionnaire, and
its content validity, criterion validity and also its construct validity and its
reliability (0.94) were evaluated and confirmed.

Findings: The results of factor analysis indicated that 46% of the variance
Received in of university satisfaction and loyalty to it was explained by three factors
(extracted from eight factors): satisfaction with professors and educational
status, satisfaction with university facilities and services, and satisfaction
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2021-6-27 with university management policies. Also, the results of t-test showed that

Accepted the average of being satisfied about six factors in girls was higher than boys

2021-9-20 and the average of being satisfied in post graduate students was significantly
. . higher than graduates in one factor.
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Conclusion: In general, the satisfaction of graduate students and graduates
2022-3-16 of Yazd University from educational, research and welfare services was in
a medium level and about the management services it was in a low level.
KeyWords: Relation-oriented Marketing, Student Satisfaction, Student
Loyalty, individual and Texture factors, Yazd University

Cite this article: Khosravipour, Zahra., Zandvanian, Ahmad., Rahimi, Mehdi. (2021). Relation-oriented marketing
in higher education: Factors affecting student's satisfaction and loyalty to the University.Higher Education Letter, 14
(56): 55-72 pages.
e ol © The Author(s).
e Publisher: Institute for Research & Planning in Higher Education & National Organization of
Educational Testing




> S

db:{rf—u‘{u 97 .‘J::/);;/;

T A-EY bl
(28

Sa10Bg g culoy » Sao Jolgs 3 Il i jeeT 4o wioabuly b 450
o310 @ b gzidtd

o> ) §0 «llgi; wonl y5 g9 i 158
(Ugime odimgs) oyl cilonl cjloal o) pon duad oKl (ol gy g (s pole 0dSiily  objgel Copte ()58 (ol )
zahrakhosravipoor89@gmail.com
Azand2000@yazd.ac.ir ¢l o5 @ o&iild o iy pole g (wolid lg) 0aSuisly ¢ u i pole 09,5 okl Y
mehdirahimi@yazd.ac.ir )yl o5 @) oKl (5 pole § wlid gy 0aSiily ¢ o5 pole 09,5 ,Luiily ¥

anSs Alio eyl

by g sl p She Jelge olwlid cpsls iagh slysl jl Bun idu llio o
gy o5y 4 b gl g Al
(oSS @ Muazs oldg 855 gol 23l g lgzeadily 5 45 YD ¢ g3, ged i g
L oleMblsa s obal gladb 8olas (S diged gy b aS Lidgy 35 oKl el
5 S (ol ccoliione (sl 45 45 (5l Al Sions dolidhnyy S, 5l kit AV ‘°‘
5 30U g ooy (+1AF) ol bl g 0le 2y, ol
K231 51 by bl 51 FE S ol ol oaims i ele oo gl tbazily Yerelrt
5 bl j ol (e gl el Jole i ) Jole aw b wg o 4y (g5l \g../ﬁf}f
e sl jlcols, g o8l Gless g Sl 5l cols, o bjgel Cundg
e .. (e e 1 e
2 Ol s (ke aS 0l L T a0l gl pioren S o oSl VEoulrYIY
+e o

S 48 55 1§ L5 3 ol (i 5 ol 3
D Ydey (55 dme ygboa Jele

S5l 5l 5 a5 e s ol a5 e 40560
e Slosd g lawgio o )3 aldy g ibgh ¢ bjgel Gleds 55 olKisly
D92 (b >

9.82,5 Jolos comitily (5)l0l8g cgmmitily clsy ciodlaly b,l5L (Lo jlgads’
2 ol (8l

Ol (g oldg 5 ol 2 e elge s e Bi90l 3 todlaly o il (VF+ +) (oo csmry Banl ey 4,5 g2 gy 23 L]

VY00 amiuo D) VE (s il ads olKutils oy

g3 © Cilga> 1528 igel o closles 5 o (ol Siasteline 5 Gl Auspe 1,30




ov

doddio
Cpiig 3 kel 5 5 Sl e (el 5 Amaags Bigal g o Lol 3 retes 3l S (e sl
(ool ) (e 5 QLS e ligantdls NV gigan 2 g B s0000) Sl 15257 10 ailans
2 lesas G285 ellas al (69939 nFpdee Byt Dl 4 i Jle (3jgel oas (laii 6l
S50 loasy s jsbas leolKasls (W YAY T Sy 00yl pl) 0isS o iy [0S Cigh s (il (465,50
bl g Sl 4y 985l 2 6t 3B 5 Sl Slasd Coio S Jle Sgel &5 S

pladl gmtils Dl 4y e (el Ao Sy a8 Gloj ol (Vo)) T logi) 03l 095 gl
ol il ol az 51 ans gy sty (slajls 4y wilgny b ojls ol 3 1) (500l 4,25 ol oS oo
Taeabaly 2lil 55185 ke (lgzetdls glaaialys 5 bl 5l ol a5 it (ansts LB
Laogs lazl acsalaly oL (VYAY S ullidad o3 (gowsl g ol 6 pedae) ol (55 b ooy ala))
b by, 6| 5 i ol sl lyieas s ke ¢ Slons sl ploslns aiea 3 (VAAT) (5
CSlis 98,0 jglatedr Sowaidy g oo alaly sloul ] Gae a5 (VAT Y ogame) 0l Cy a5 b e
OYAY o ulliidas o gows! 5 31556 edas) ol Culsy craals 5 (5 yin Lol
(5l0) (g yon 4y azrgi 31 a6 4,05 5" 50518 CenheS g ok g,k ailo ilizes (glaay )Las
Colox hjgal 3Sm kS ) g Jsed B sl il ) (S sz of il g il (el
9 il b bz |y (lalacdlad 5 055wl olSils (51,8 CorteS g aave aylai sl 2 S o0
s Olgreds olBasls Jawgy ouls &l )l oo 51 Ll ols ) e eg 0l 5l g ams IS gl ol U]
Sy 0l ) 955 oo (A T a2l 5 o) plS el 5 0 i Lol sla e
glacilon 1 bgmadls 5T 5 adlin dalo 4y sl o)l yaels 2 45 W3S oo b s laiied & L (1 TAY
oSy 53 @ 65 (2 froten 9 s Olgrer gzl g VFAT LY JLoS) 0S4z g5 395 sloaels
(PSCIN FEY PRI T U AT RCPSN e UL CPS S P XV PN ICORRR JONC SR RCE R SN
ol bolKazsls ool Capllsg 51 S bl e 4y 0l sl 4y Bglane wub e 3 0] Slaain ;5
U g loas a5 0l c0y0 Wil & jg0 ol jo S ol 815 055 lgaiils cols; Gl ge a5 ol

1. Mohamadifar & Berimavandi

2. Ebrahimzadeh Pezeshki

3. Thomas

4. Relationship Marketing

5. Motahhari Nejad & Ahmadi Deh Ghotbaddini
6. Berry

7. Mahboubi

8. Pervasive Quality Management Theory

9. Stakeholder Theory

10. Kamali

NY-00 o 08 ol VF Lo o e g0l sl



JEmic SA

E9050 O,y50d lamiily (6 loldg aisd co Holdg olKiily ay a5 yo 0l cllas oLisl Ul L olSiils
Lo (OYAY L pllone) conl a8 5 )13 o590l loas saumsddl)] Cluvhe 445 3,50 ¢y95859, el b
395 2o, VYO L YO iol38l Comge wdgzge bamiily ()l j0 ol a0 8 ) Kiaa g axas 5
F 6 ke (B g o) 09 o Sgus Ao 3 AD (85 e el bgzeiils Slaad (o ialS as s O
L‘>JL> BRIt Svew . wls) A Hgewo b}}).'a.: 990 hem A.A.M.»Sj W‘J s.:..\> ‘_;‘).1 Q}.S| olBiils (\YQ‘:
5o Losl o Lol as s 1y 095 1150 590 b giils (b pdy 3> jeid puine laolKisls 5| oS Slasy lagd as’
(VTS g 0500599 ,05) ol ol jods (5lo0 1S sl b aS wjls |y ) slos jo culs, 4
sl sl 3 Ml LA ez el Ml gl slaslys slo tlly 5 oo 5 4 a5
Gl (S0 Yo YO Jlo b ol Jle o900 (5l Lolas a5 5y gbods ol adly (5 Ko yial38l e
YNV T opoho g blal) ool ol 381 a5 cyguin Y10 5 o 4

(et At (A5 0095 oo g Jlo G0l Sl Lol glacsan jl pligmtils ol
Syl 950 (P mlive 4y olRiils ploiws s (lgeidls i RCOU P I P CUPRRP SRR o &o
Sy By 5l (S0l ChS i jgbas olKidls 4y b gzl (g oldg (o el ST slacdlas plox]
ol L1,y og5 alaly Kisgel 4ils 5l o 1oy b gmiils (@ 20,08 oo T ailogaiie Hli8, g aiVlad
Sl (5K yuizma DS oo Jaax> oKy )] lad )b lgicas lacanlio plu glo il aiS o es 1o 5 ,b
Soy50 o ;0 (VWY ( gumme) Lo s dalsl 893 olKiils o JYL ahade o b wyas glasss ) jo
Sl 9508 S F Aoy STz el $Vlg (it 5 (85 (T (oSS Bz ¢ o el il
PRRLT IR KNG | i EIPRA J OV DUy IO PR VYT SRt PREP S Y5 (oygel Ao ye 10 A aie
03,91y il slal 43 1) dnal> L 45 axiwd dnel>  claixl g (6,56 ¢ Sl slaasle puw 5550l j2ils
Silw oo ol 3 o8 _iils (oS sloojsm 10 (6 el sy |y (Gouie Sl l{j L bl gausS
OYAF Sl g g basiul)

Gbli.m.“\) LSLQJ}‘j 9 WLQJT QM GLLQ_HQ.U 9 Gulﬁ) ol _iils S)).) ‘SLD‘;).Q )l c]ol.‘> pas o
JRpnteLy ﬁ‘dﬁ‘ I Gyzeidld Cdz b gz iils ((g,l0lg) Laas oy @L)‘)b S i & b 5 \.\...»‘5.’@
sy ol 4 LSS ODLeass B gal 2l g ylgmiils (daze axxl 1) (5,10g 5 il oyl
Obgziily Laas ai e 5l iy > gemiilo b dyas (gemmiils Cdo di e aSiol s axgi b el onls

1. Abdullahi

2. Pezhman & Kazemi Mahyari
3. Teeroovengadum et al

4. Sultana & Momen

5. Asfandiari & Arasteh

NY-00 .o B8 oo VF Lo ol g0l sl



IS}

[N SWEW- ) )5].)5....4 oKl L.S‘)" Q> ulaamlo la 133(5' ubwlé )| u,....a.: )L)lSB ul.ugm‘b ol ‘-Aﬁ
Cotl ¢ 8yl 5| aiiied 095 4 Lol (0903 joldg g gmiils Ladm &y p3le fu 50 5l oo WeelSiils () ol
‘) ).@L> wbs).’ 6‘?‘ u_:)jfo olB_iils don 6‘,} ub}M‘é 6)3[35 9 WL@) ga.l} &9.»05.4 05).9‘)9)
b ol%isls g0l Sloas cotS 5l ybgmiils (sanainls, yiiuw (i sloidgh 40 o oo oLis
ol )15 b gl e Lagd g Jle bigel o code ciin slacl Has 5l olKisls 4y goeisls g loldg
5 bgzeadls gaieils; o)l s gl saSU Ll il 0ol ) 0 S Jl> 0 0l )| bl ISL
Ll (3aze dnxl ) (5,085 5 olXiils (sgus 5 o0 Sl oo dads 51 oSS EDaass | Kis-gol 2l
igel Gl 5 )olg 5 Culo) 5o Jelse plor (gl 5 ol plis sl 428 )5 & g0 olStils 4,
aed 93 4 olKatils 4y lgaiils (s loldg g culs, p N8 5T elge Lal) ol o el oo oy Jle
5 IMled o duast dil ) (o 4y (g5 o0 (60,8 Julge dlox sl 4 Wiloals s 8L g (60,8 Juloe
Aol (g )gld ¢ g0l Dloas i S Jolds 8 Jolse g Wi o bgsye s2tils 4345 g Dlomaz 5
ol ] 50 ol8ils a5 (5,8l g oKzl ay a5 olSitils & ps 5 LISl g Mg ¢ elosix] slacIlas
Jeazs Jlo 1016550 g0l ol )I) oam 0,99 9 S 00iS oo (i (paizman 10,5 o L
w‘ [ O.]a.a ).’) ‘_glkw); )..al.‘> u““‘ﬁﬁ)" o ‘u.ul.w‘ U"‘ » uﬁjf )|)3 R S)e0 (ulio&n—‘uwb 9
Wisls 4 (5,l0lg g ols ) Jale 8590 10 4 g 150 KB gal L2l g bgmeiils ol las 0 LT-Y
f0,ls 3929 Soglds (2L g (59,8 Jalge
@ 5 lolg g cals, Jale 8,90 4o o Kisgal ils oSS OMpazs b gl ks -y
5,10 9929 gy £8L g (69,3 Julge olXisls

ORFN) Tz 5 AT oS (clo 35 a2l Somen 1o i e 5 ol £5.050 4, 4253
Helouds VAA - aas bl o cleas HEAS S pas oy ogas 1o lallas § o yiags Ll 3,5 coy
b Sazme Ay ,3 4 Gaas ogas Laasd | 6 0lsg mapie «((1A92) T 5 Jol (VYA Ko g (gaeml) 0
bl sl G g csdae u‘),ul.u Al oy 0] 50 palians Hebods Sloas b Jguamee daze el

sokaieds (OYAY ¢ Jlgd)590) sl 00,5 iy a3 €09l (6 yiiion LB, 10 s Caely Wlgs 0 058)l O jg0ay

1. Copeland

2. Churchill

3. Ahmadi et al
4. Oliver

NY-00 o 08 ol VF Lo o e g0l sl



S Z

(8l 5 0,8 Jelse) o) sloanT sty il olStils 4 ol (g ol 5 oeitils Culd 5l sl (S o (il
el 385 ool (ogad ol 55 (Slalllas a5 298 (o)

a3 Aol s 5l 1y Lol slaiy 3 o o a1 eyntls
S5 890 slwolRadls 516 52y a5l ol Uil 390 Carii g (o 918 lSUlg3 b (Se iy 0.2)
Pl lany 35 o g pine b SVl (oo Sy bl 4y i sl S slis i (23L)
0y ST (Y 10) "o g oy iy (VFAY Lo g il ) o )lo |y Caniin (0 i o8 S oo
by, i 5 lgzeidls Culds) s § (6,8 (s ey bl g loas iy elKetls 4y gl
s ol s ol 3 ol 0,8 5 2 gl bl 3 e kS ST,ol s 55 0
Elass sole olKtils 335 o il olSiils 090 10 L SE g skl s cpzrgs LB by lojls
o3 fame ) Glojls Slaas CohS Ghomias B ey e oo ] 093 ol Gk Sl 09>
OYAY olllone) 05 oo (5510 sLsd) laculwosg (sLis o)ls g 3T oo (g pw oBtils SlexsLws g
(53 s ol G 545 1, Tl g3 elaizl Lo, 22555 o clogmils & i (S aasell
Obgmadls (231 Gl (nl 51 AL Ca gl g szl (g o 9 g0y Gl G010 il 0595 (210)
oSty o (olS218) (6l ab Sy ay Jolby smsiils ol olaas (VWAF o Lgame) aims gl
QTR0 Ghlen g oolj ca5w) wigh oo a3Lil ()l pb oy (2))] kol (asls 5 Wb oo gane
Ol b g o o 5 a0 ol slaaalys 5 Lol JalST sl giny 52n2ild) (5 yin Sl cnl il
VR0 o Lil> o Ladlo) aalys o 51 45 s,

(sranld) 5 Sty gl sy loly 5 (gianal) o (V4 10) " Sigslily . ygeidlS gy 5
Loy 0ads S o ol (gaienls, g goeiils slazel olS il yquai g goxiily o g oo oS o i3 )|
6oy et e SlolBiils gl o )bgzisls sleiel g 0,ls i o (i1 gziils slazel g goxiils
Jrd il (LSS oigel ol Las (YV2) TS )l g GhgaFan )| Lipgsh (sloausl o ls (b gzl
QSIS (higel 50,15 09,5 a s gzl (3,55 (55 (st DT (s o Sl g (Dhparllg 6
Elad kS 0zl 15 (¥ + VA) O S g Lyl i oo oS oSl 45 o (sygesidls i S
o oS Lol 0o oo i Lyil (g olBg szl il 5 ke 1 sz sils Culs, 5
Slaalas 5 o 45 wiols (i (T+12) 7655 5 Sheanlyl Sule s (6,56 olszdls s ol

1. Arasteh & Rezaei

2. Vianden & Barlow

3. Kunanusorn & Puttawong

4. Erdogmus & Ergun

5. Chandra et al

6. Mallika Appuhamilage & Torii

NY-00 .o B8 oo VF Lo ol g0l sl



4

u.ul..a) ‘JASL B .o)lo QLW‘Q u.ul..a) » ‘5..“.9 9 ‘QM ).uL 6)|ol55 9 oKisls Ja..ug.a 0JLs djl)‘ QSlLA
» 03— Jl)o\ w))‘s Slods ‘).39..4.» Lu.“)—’ °5>Lcﬁ ..\.m\)‘sn ul_......' ‘) (5)‘°l55)'.’ ‘5..»...03 p.a&.._..wo)...zt
loailie alal, oS wiealal, (b <8l ,s (VYAB) y92 10 0,18 3939 i ans pué w3l (5 )lolg
‘o..\..i:gf)a Sloos ua.ﬁ.aS W Coddd (e LgL(b)L';_é) “_gajé O “a'."ﬁ) ‘u,o}ola uu‘él.: ‘p.,.w Jw‘
i, (Y FA9) oligos )l (6 o sime 5B b i (6,8Bg Ly 55 b yiis slatel 5 ()l yiioe Sl
3 s o O jgody Dlod> ZoalS Jg ol 0929 ()5 sxe alaly (5 boldg g Dlens con S
oMJI)ol U”))‘BLS"QJ)JWQ“MEQJKLSA)J‘ L_s)‘élﬁ5).>oMJbo‘w))‘jd.‘a)‘)MdJ;‘a
babal) CodsS 35k 5l podine of o 5 peliins jobod o (03 poal g 0t 03 (5l e alai
O3l et e 9.5,y 5 oa b STol (15l L ally SS9 o gime alay gl (s loleg
CadS paaS sl HLas (VWAY) (S 5,8 ls51.0 ls 0929 (5,0 cxe alaly o2 (5 ,lol3g L oais ST ol
5 Obgzidly Colo, wals Sy (b3 5 0,10 a9 (5l sime g S alail ) lgeiils (6 loldg b lens
0lj0g0me Kl ) .aiiS o (6,5 le |y Hlsm—iils (5 )by s Dleas coaS dlally Wiy B pgal
)...>L. Syl eiils colo ) b g o e 5 oo abasly o yiws g Lael o cole sl asT <3l 0 (VYAY)
MEEW.c,w;lom%.ﬁwloqu)ﬁ@lsﬂéebqlgw)o‘_;uuuﬁ)lesgus;;.,:;.o
gils Culs, (ol i ol 0alls ol Gy g olRisls cd paal p giils Culs, o sixe g
Sloasd CodS Ko it lsiedy ol jolS Sd gl (i el ool .\d:ls;,ﬁ.;gg)lol.éjﬁ
soeils (g olag s oliul glad,> IS a8 il 18 (VWAA) (oeses ot an b soedils Culs, g ool STl
51 2B 5 el 1 sloadlge plosg olKisls 05 0509 (1)) 9 (o g g0yl ¢ gmburt ¢ 3Lt (5 loldg 5| oo
u‘)ls.o.ﬁjjl.wl...c)gsujwow‘)‘u\fﬁtA;).)44(5)‘&[355&4).:‘5:‘“\)BAA)JOMJJQM...LSE;.\;)J
oad Sl ol s ‘_g)la‘_;;mag;.,;‘;.a)_:.‘;’t“ Ol yidien (5,lo3g 1 Cpaseds a5 wisly Las (V749)

3508 ()5 sime g S 13U 505 b i (5 lolég

ORIF (P9
dod (gl (6 lolancl b 2l (Siad —hrogh g g Sonl (5318 B LS| gl
VPV o 5145 53 G VEE+) 555 oKl oS5 Edamss youy 5 50 lKi5g0l_2ils § lygmtils
5 ol 38 Cagibgn by 553 olStils 1 M1, 355 (Ll S b I 15 s 195 s JBla V¥A0 b
Wigod wr oy 3551 1y oSS gl oo (6250 b s ot 15 5WU e 1o s ol (ol
$3918,5 dalidow p VO gl poe 4 ag5 b aios Ol glaids  Solad (6 mSaiges by, b ,a5 YO

NY-00 o 08 ol VF Lo o e g0l sl



JEmic sy

6‘4.7)0 GAJN_Q_»—E(SLAM}JB‘;OLMOQPA)QAJ;A\ Lv&ml.'wu)&.acbu&jf d.nL..m.m).v R
el 0 00l i (1) g 0 asliins s (5ladysS 51 5y o bl ey oS 0 )b S

el slawlines B oLl o b 5 baa 8 (V) Jgu

by o5 slows bl e e
o LN ol 4 sy g olSsils 5l cols,
'O +/AAQ shigel by g Globial 5l cols,
V) ALY olKzily Bloas 5 Wbl 5 culs,
Ve JIAD sBails o lacuwlow 3l culs,
5 AN oKails LS5 5l culs,

-191] S alols ) cals,

£ SIVAY GRSk sleces )b 5 55k 5l culs,
f /DY (AT Lundio

b shol sloadlse g, 4y ol Judow oyl ! yo oolai il gl oo ol 5l Leole Ll .).,.:L, 3o
a5 59y (5 Sl (omie s 9 S5l YL 03 ) Jelge ] il S ol solainl | uSeg i >
W P w)‘; (Y) Jju\} 5 L}T LY .‘09.').0 Sl

KMO 5 s )b o050 (Y) Jg

oo KMO

VYASEIATS A Sl S
LTS @il 4z 0 )l g8 0]
e Sl g s

Sloolaiwl b laosls culed jo .canlongy IS by Jlg 5laue )0 FANAF cainomesi $goe o Jule

Laisy
2GS i PV g ol ol 5 A YV ¢y 15180 g 250 a5 100 waiiS S 5 TV ggamne ||
oy sl el Widgs (6,15 alsgel ls Ja3 5 5 ol ol S A gl zils L&YY ¢ Juass I

Lol 00l &I (F) Jgaz 50 sy sl puiio (o (Swao o jilo 9 (7) Jga 50

1. Promax

NY-00 .o B8 oo VF Lo ol g0l sl



7Y

SR G g o 5 (gla oL (¥) g

bayes ol | 2STas Blam | o laskeal Gl | Slee ki
Y - 12 VI VoY ol & g lolsg g olEls 5l culs,
Vo yY Ve UV fa/q ieel Conds 5 bl 5 culs,
AR NN V'Y ZINY ARZAN oBiils Sloas 5 Sl 5l culs,
i al Y vIYs FUFD | elfails (ot pae ol 5l culs,
o Yo ) ¥/¥) VEIVa olEils (LSS 5 cgls,
s YA $ /v VEI¥ S alols 5l euls,
¥ v ) Y/AA \Y/PY G5l slais b g 6,5l 5l culs,
¥ 14 ¥ Y/AR s jaseh Coxiie
. N Z .
b Jolge 963 3 ol go (S o b (§) Jgor
ke, [ cole, e, | sleale, |ocls, | leals; | sleals,
syl | alol 5l | oSl ) | el | SUISH 1| el | g oSl
sl s g olSils e Sless 4 Candg | ol 4 oy
&S0k olRisls olRils 550!
SOAYTE | 5 skl 51 uls,
gl Condy
X SFeRe | RAT | g bl 5l eals,
- oKisle wlons
&
A 00l IRYA '3 Al IRV P S Seals,
e sladaln
<] il
A
D ARl BV PEl VAR 4 ol BV TR P U JON I
: olasls
—+/- A e VAT [0F | efeef alols 5l culs,
St
AN C2 YA L S IRRYL € VS IRYA & REed YA o AR INRVL S Sl PP E S O
6);°Li L_;Las;‘,va)é
—el-0f YVE| . “[-vE YRV EYRAY (YRS o s ol Caniia

NY-00 o 08 ol VF Lo o e g0l sl



S p¥

Srots 1 a5 (5ol g olKzils 5l culo, b (28l Jalge lass ams oo yLid (F) Jgo 10 7 joie gulis

wl.w) ol Slaos 9 S )‘ wLo) l) ‘5.»)5.;0—‘ “"M5 9 U‘QL_H.V‘ )‘ wLo) .0)‘\) )‘\)G.M 9 Cle
abal) 6, 50b oo 3 5 (5,9L8 5l Culs, wlRiils (LSS 5l cols; wlladls o6 o sl
olBzily 20y glacwlow Jl cols ) b olSiils loas 5 DU 5l colso)ls o sme g Codie
Jaalsy ol b cme g cuo alal) 6,500 slocis 3 5 (5,0L8 5l Culs Wl asls (LSS 5l euls,
abal) 6,50l oo B (5,5l 5l culs, 5 olKiils (LSS 5l cols, b olRiils oy o slacalow
g Cudie abaily (6,50 slacus )8 5 (5,0L8 5l cols ) Lol iils (LS IS 5l culs, o)l Jlo g 5 i
bl 3 patd Cabie 5 5,50k So 8 g (g yskd sl olo, b (S 5d alols jleulo, o)l o cne

S8l pae g e

Cig 50 it (9L 9 (529 Jolge Lauwgi oSl 4y (55l0ldg g oLy LT -

elge ok 5l ol e (slolby g oSl 5l el (satan Ol o)) s Il Gt s 5
OS5 Sl oslital 5l 15 o oolail o5 4y 657 (g, & Alaizr (ga 5 ) Julowi 51 (23l 5 (592
o315l lallas Pl oo 2 sl 4l alaz 31085 18 (15031090 Jra 43 (50w 55 S0 2 B i
Combly pyg8 Jalo? 5 € Jooss gy 27 slaas sl allain (bt ed (o) slp €Ogmdly =09
g ke Sl (sloasli b alitul g el ~ 89 S 9alsS (igal 3l w368 (99 Jley (emp Sl s
S g o0 (B) Jouz 5o zytine sloaidl wlul o el oails 00,51 (8) Jgaz jo 3 alfais as oo
3§ ol gl 5 bl 2925 a0 ey e (5l e (e o5 a3 o it b (gla el 45
p3Y 010 1,5 0B 090 1) (ogama S5 (slodg e 3925 gl o LIS ooty iunsl oloiel M (ygms 5, Joke
& S sS gesS s mlrd G0 S (el ol e L (oladiged ;o aSul a4z b tand S5 4
GO9S 5 Saelon e ) (nlplo 1)l 3929 wind oo (LS ) W piiie (o hnd ala ) L bl 0905
Sl s92g b oV ¢ 5l 5 S sS o sigad woe> il e (o Ll (6 3y ST 0925 5l el 61
i Bl s x5 el

NY-00 .o B8 oo VF Lo ol g0l sl



70

B9 935 Jolge p Ol a5yl 5 ol&ls 31 Cold) bgem 55 b (0) s

Y

)

VY. INE | elee N[ AYY | -/F AN < [OA

O9mly =599 (9o
Sig
to,L]
d)‘JJLo.w‘ OG- /) S ad
Aot e v o
si“'“““"“

£ Jole

b ls

5 ool 5l eols, | )
izl Cands

5 S 5l eals,| T

LAY VIYE | cfAe [ elee N | OIYY | IYE [ AAIVS | -rfY 2 PR
Slesls, ¥
VEO | IEA | efeeeN | ENE | oY - §5 v | sl

olRiils o e

(610l 5 o521 1 s, (e (R) 5 i Siad 5 5 002y (O) Jpir 5o o8 psbslad
Sondy 5 Gl s cals; ol 4 oS st Jole ¥ jlams oo ol (28l g 90,8 else 5 0]
a5 s s e olXisly i pae ol 5l culs, g olKisls loas g SUISW 51 culsy o —ibjg0]
O Wi Sacen Jodie .ol a8l ol 4 (g loldg g oSl 5l ol Sgaw,S ) (6551 sl 5l enlail b
157 i slo Jole 020 o lid a5 Sl 157 I u R jsdome .l /Y Se g iy slo Jole
oV e O F ke aSolaazrgi b oS oo (i |y O 4 By 5 olRidls jleuls) bl 5
iz S et |y (5ol 5 oSl 51 s algi e iy laale ey ol e
PS5 e G b B luie | el Cundg g ol 2ol 4 by po B lie o5 L 5|
el s (5,089 g oSl 5l culsy (sl (o e 00 st el

435508 9 sy Jole 990 3 sy 9 350 (SiS gol il g by gl I 5y LT Y
90,10 0929 glai 8L g (60,8 Jolas ol Klils

NY-00 o 08 ol VF Lo o e g0l sl



L 2%

44

8L Jolge 95058 Jolgs o3l 1 (531089 5 olSils 31 Ly s o (sl t (39031 () Jgurr
(=15+) youny 9 (1=1DB) 50 (S gol Lild g b g2l oy 5o

. 1 crod (905
Lo Siloo amlin (512t 9] b o o5 -
okl sz 3,
A- 3144 4 31 3 }
%j “) £ —2 CR
23] 3 .%_ = | = 113 = 3,
A B \ 2 g —?0 2 °
I I 3
Ve AL | s | slegle
[N g 2T
/ST IR 778 G RRVRRVN B SEVV2N N 072 RRYERS g PN ﬁi#ﬁ’s 5 olKails
el I 75V NN A VAV VWV I PURPSNTS
WYY [ OV | s | jleals,
L o bl
0N IR IR AR U AL VLS 7S i 3 00"
ORI aay | FVISY | T
gl
ONY | YA | s |l eels,
L o3 Sl
N IR VLY RRYERS S B Y ¢ YIAN-IYY | Vg ‘f:"‘gt”l’s 5,,u.
CTRE g | YN s
e oSzl
. FIFE | FYIAA | g3 I eals
s =
7S W IR VR Y VPR K VI N /Y21 IRYPY IR /7 S PSR U EET
o ulyls | YIVY | YU/AS e
S 74 oKl
A [ sy | gss | Sleels
| . = Pl )
SRR [ el | AT | YAY | ooV ersY | eivy 5;";:”1’9 syl
ST I 71 4 N I P77 S U el
o owsa [ asay | e
| 3 esls
S N IRYAZ W BRI T R 70 2 Y0 LY “i:""_t”lfs ST
b ea [y | ey |
VISA | AYNA | s | jleals,
L Ls
LA IRTELN IRVETL N S B ) IO IR il e
OIS YRY | AYA | ey | SPTF
sk
o] YIvE LA | s L
XY | —eVE | s | oYY | —eaY | vy | VEY f:fgﬁ’s o
S B ER TN R Vi i B T

NY-00 .o B8 oo VF Lo ol g0l sl



44

@ésaélotﬂlj\qu)‘QTA.;&)IQD?”oli.:;slo)‘\&gu)LsLchLc)oolaQLth@tu(?)ijga.?BsL,

‘g_,’_i.,..)’:_éwujlqu,ol&mo&gﬁmduw@}lqu)‘oliaglooubjab&ljlqu) ‘@bjjﬁ?
S s 5l Ol 7150 (e Sln g 0l I grme 09,5 99 (e Slie D5l (6 2T 0k sla s 85 5 ,5l8 Sl b,
BN 0929 (i 9 O30 SIS (s (5l gme Dol o0 slaJale ;0 392 ()l (e Slee 5l i

G109 5 culs ) Jole s yg0 53 (5 gol (13 g ( noST dLmass ¢yl goxuiild &l s o LT - Y

0,15 0929 gl 8L g (60,8 Jolge ol Blilo &

oS Mz Ol gl s 53 L el g8 5 (633 ol g8 dnmslio g5 £ 0 g03T (V) g
Q@yiuﬁ‘b‘gwdb BY)

RO R e _
oSls sxle 3,
e 5 | 3
14 3|24 3 4 11 % }
9 3 qj 2 — - qj 23] _3
35 2 il = 3
3 \\«i) _’_“'\ N 9 _ﬂ'\
51 9 9

b o VEIYA | YOITY | Jeass b 0 Sl cals,
YVA | = /FY | AR | AT [ =g | oavy | ey [ SRS 5 olZ2ils

o )l i 7 .
TTET N s | VORE | ks gel s | O & ol
Sl /g | FANY | Jeas Jb o Sl eals,
VEY [ < I0) | <IN | YA [ —eve | eAY [ efeeq [SFF 7 PIRARE
o b lg -

VeI | FUPY | s gl s [ 2ol Sends

o PN | YVEY | Joams o o | el
Y 3 T IV T T BTN B L e PRUAELN

ooty ] ol
I ake | YRR | ol gl pals | oSl Sleas

VNP I | Jeas Jl 55| el
Lo .
VYO | YIAA | ey | vy | v | s | Ry (SRS ol

b bl - ..
LAY | YAAY | e el s [oBls (e

FEY | VA | Jpass J 4o
| 58 ) eols
N Y N BT BV B BRIV L T
b b ylg : olLails LSl
LZASTN IR YAV IRNCESW RN

NY-00 o 08 ol VF Lo o e g0l sl



JEmic ”

PAS | VY | e Sl |
Srlr 28 alals 5l eols,

iy Iy ; 253
Pty [ | gy

SAY | ele oY | /AR | YAY | e/ <NY | OYIVY

YIAY | AYIOA | Jpazs Jb> o sl 5l Lo,
N )
S| < I¥Y | TR | RAY [ e BA | e | VY f:""ﬁ’s PO IS
(St S8 - c
TLoemy [ avay | sl s | 6xSok

YIAY | AT | Jeass s o
Lo s
S [ —ess0 | DA | Y [ | ks | croy ‘i:"‘;t"’s el Casitia
o~R)'9 .
LYY | Ay | gl s

Sl glas olXiils 20 pae slaciwlw jlculs, Jule o losols Hlast gl (V) Jgao aazgi b
391 OIS gal 2y 51 i (55 ire yabas Jass I 0 lgmiils (uSlie g ol s cixe 09,5 g0
RPEN Ql.f:_&yTui;slo 5 (oSS DMass (b gzeidls Dyl o (gl pre olas 0 sl Jele o Jg

Woloiudn 95 y5 amai

e 3 2l cidgh g oigel Dleds aiiwd dxals (o Sleas slalejle (et 5l olKiils
Sloas (pl CaaS a5 | 4y ax g5 9 098 oo Al L gzeiils a4y olKiils (ggu 3l A conl Sloas glaoje>
ey 0 5 4 (6978 (6 el pons Hbos

U‘yLSA 43_9[.3‘ w‘ L)’“"'“" 5 Sl 00 LQJ] (_g)‘él.‘)} 9 wLp) g.A.CL: oKiils Gu).:duc ‘_gl.bwl.:...u 9 oKl
Slogs 5 ool ¢ o3 LS 10 foliad (GVU pale g5 e loszals 5 ookl dlal) CopisS oS S
tobgzisls jo ali v > slacs lgo g oolinl a5 ( 2B Tog3 dnwgi (Lo iils (glp w05 (e
LS‘)" oKisls w).'d.a L ubw‘é Gu)......;o u.]s.er» 9 oKl Ls)l_mc\.’oﬁm 9 6)Lo.~o 5( 9 uLQé5uLv‘
4 Sy Sl 259% 3l g D975 SIS (55901108 g (el Jlns )0 055 (sl s e
Jeals, (mlidl o as s 5o Lil olfiils leas coanS o Slas Sgun 5 b gor—ils LIS  lolaz]

NY-00 .o B8 oo VF Lo ol g0l sl



$4

OYAY) e 5 ,8le>1 (1 YAF) sly00 (A YAD) jo3 180 (V2 V]) (5,85 § Shaall LSLo (Y- VA)
9 0 ‘(\Y‘QY‘) u‘)l&o& 9 wslf C.il.u Lu Lol el e (\Y‘QA) (G g (\VQ(V) oé‘)'o}o.?m )lif_..u‘)
30 e 9 pi0 KB gel L2310 g gz ils Dl s 0 4T Al o i pgd i (slaaidly
Slaas g SIS 5l ol y ¢ b jgnl Cardg g ool jlcols, oyl g lolsg g olKiils 3l cols ) sla fule
Sacus )8 g (5,9L8 5l colo, (S5 58 alold 5l cols ) wlRidls 20 o scaulw 5l cols ;) w8l
gl (a8 il 1y 4y S (6 5V (. S0lio o 250 5 Ciild 0929 (5,0 Sre Sglas (6 5oL
..\....JL' oKisls 69.«.0)‘ 03 43‘)‘ Slons L Mu‘)_uuju‘)oo s.)ﬁl.ﬂ...a quiaj).itu)‘ LF“L hb‘yu’_‘o
ezt Jj0 (LaSS EOMoas b goeils Sl a1 50 000 oo Hlid paus i sloaidly
OrSilen g il 3959 (50 Sme iglas o8 _ils by slaiwliw Jole j0 Lo K5 gal il 4
wl.:)l.uMm)éo&m‘b@pwb)mow‘_gl&wus‘_g)...i..:5u)Lba)MﬁujLw)‘swb
OSen 5 (ot ol b a5 aid o0ys sdmline (g,ls pxe Dglas S Jelse jo Lol icanl oy olRisls L3
G ol @l Gelul g el (S0 L 5o 92miils (5 )olg 5 Sl e i 42 4z oLk 5o
Sollidly glacailw b stdai axlllas )0 b 85l g 5 jenion Oy guods olKitils 2y sl -)
D9l (gl 58S ke
ax>l o) gelils (,lolag Cuaii a5 Sl ol iils JIs cod )b 10,5 5 (gl Wilgs so oK iils o -Y
| ol en 5ol gl 43S gy (ol 4 S oalictl Mol 52t Sy L (Saome
olRils iz SLS IS wub wsjls lgoiils Cols ) Cda o cago ot (5ol olS Sl ax gy LY
©)lee g Gl 5l Glgzmasle (sla i 9 il 4 Fuly ) g 0392 (295 (sages Ly sl 45 g
Al o9 SIS
39 a3l (glaigS Ay (i 5 AlBuliS el 3 358 (slacedlad (s 85 lSUlgs s i) oliils ald ) LIS -F
QS 03590 1y b gmiils slajls SIS ojlail as aS

NY-00 o 08 ol VF Lo o e g0l sl



d‘%{a V.

References

Abdullahi, M. (2014). Investigating the relationship between the quality of university electronic
services and the loyalty of undergraduate students of Bahonar University of Kerman with the
mediating role of student satisfaction and university reputation. Master Thesis, Shahid Bahonar
University of Kerman. [Persian]

Ahmadi, R., Donyaei, M., & Navabizand, K. (2012). Assessment Refah and Shahrvand Chain
Stores’ Customers Loyalty (Case Study: Tehran Stores). Journal of Marketing Management,
7(14), 37-88. [Persian]

Akhavanfar, A., Maghsoudi Ganjeh, Y., Wazifeh khah, S., & Ageli, M. (2019). Investigating the
relationship between service quality and student loyalty with respect to the mediating role of
perceived value, student satisfaction and brand image. Journal of New Research Approaches in
Management & Accounting, 2(6), 49-68. [Persian]

Arasteh, H., & Rezaei, S. (2015). Marketing in Higher Education: Identifying Criteria and In-
formation Resources in University Selection. Bi-Quarterly Journal of Educational Planning
Studies, 3(5), 33- 52. [Persian]

Asfandiari, T., Arasteh, T. (2015). Portraying the relationship between the university and the
alumni at the Islamic Azad University: Science and Research Branch Case. Journal of Research
& Planning in Higher Education, 21(2), 129-153. [Persian]

Bakhshizadeh, A., Kordnaeij, A., Khodadad Hossaini, S. M., & Ahmadi, P. (2017). The Impact of
Visual Aspects of Outdoor Advertising on Consumer Brand Awareness, Brand Preference and
Brand Loyalty (Case Study: Palladium Mall). Journal of New Marketing Research, 6(4), 1-24.
[Persian]

Baremani, A., Salehi, M., Sadeghi, M. (2015). Factors affecting quality of higher education from
the perspective of students at this stage. Journal of Educational Research Islamic Azad Univer-
sity, Bojnourd Branch, 6(26), 19-42. [Persian]

Chandra, T., Ng, M., Stefani Chandra, S. & Priyono (2018). The Effect of Service Quality on
Student Satisfaction and Student Loyalty: An Empirical Study. Journal of Social Studies Edu-
cation Research, 9(3), 109-131.

Dehpanabh, S. (2017). Designing a loyalty model for sports science students at Guilan University.
Master Thesis, University of Guilan. [Persian]

Doshman Kesh Abbasloo, M., Saeb Nia, S., & Hossein Oghli Khiavi, M. (2020). Investigating the
effect of brand personality and perceived value on customer loyalty (Case study: Islamic Azad
University, Meshginshahr Branch. Journal of Research and Planning in Higher Education,
4(40), 22-33. [Persian]

Ebrahimzadeh Pezeshki, R. (2015). Presenting a comprehensive model of Iranian students' sat-

NY-00 .o B8 oo VF Lo ol g0l sl



\A

isfaction index with an integrated approach of interpretive structural modeling and structural
equation modeling. Master Thesis, Yazd University. [Persian]

Erdogmus, 1., & Ergun, S. A. (2016). Understanding university brand loyalty: the mediating role
of attitudes towards the department and university. Procedia - Social & Behavioral Sciences,
229, 141 —150.

Hafizi, A., Hafizi, A. (2016). Presenting the proposed national model of customer satisfaction
index. National Conference on Management & Humanities Research in Iran, Tehran. [Persian]

Haghdoost, A. A., Rafiei, H., Raeisvandi, A., & Kazemzadeh, Y. (2015). Satisfaction of post-
graduate students of kerman university of medical sciences, iran, with their training program
and campus facilities. Journal of Developmental Steps in Medical Education, 2(12). [Persian]

Hosseini, M. H., Yazdanpanah, A. A., & Farhadi Nahad, R. (2013). the Direct and Indirect Effects
of Relationship Marketing Elements on Loyalty of Students. Journal of Research & Planning
in Higher Education, 18(4), 121-143. [Persian]

Kamali. Y. (2016). Methodological Study of Stakeholder Analysis and its Application in Public
Policy-making. Process Development & Management, 28(4), 3-29. [Persian]

Kavosi, Z., Rahimi, H., Ghanbari, P., Haidari, L., & Bahmaei, J. (2014). Investigation of quality
gap of educational services from the viewpoints of students of Shiraz University of Medical
Sciences, 2012-2013. Sadra Medical Journal, 2(2), 161-172. [Persian]

Kunanusorn, A., Puttawong, D. (2015). The mediating effect of satisfaction on student loyalty to
higher education institution. European Scientific Journal, 1, 449-463.

Mahboubi, M. (2015). Identifying and prioritizing effective marketing factors on increasing the
level of customer satisfaction in the service sector. Master Thesis, Yazd University. [Persian]
Mallika Appuhamilage., K., & Torii, H. (2019). The impact of loyalty on the student satisfaction
in higher education A structural equation modeling analysis. Higher Education Evaluation &

Development, 13(2), 82-96.

Mehrpour, R. (2016). Investigating the effect of relational marketing tactics and relationship
quality on customer loyalty in Shiraz mobile stores. Master Thesis, Islamic Azad University,
Marvdasht Branch. [Persian]

Mir, H., Parsian, H., jahanian, E., Shabestani Monfared, A., Klagri Shirkhani, Z., & Halalkhor, S.
(2015). Students' satisfaction with education by professors in Babol University of Medical Sci-
ences in 2013. Journal of Developmental Steps in Medical Education, 12(1), 97-90. [Persian]

Mohamadifar, Y., & Berimavandi, E. (2019). Perserviced Service Quality in Razi University and its
Effect on Student Satisfaction. Journal of Iranian Higher Education, 11(3), 101-126. [Persian]

Mohammadi, M. (2019). Investigating the relationship between professional ethics of higher

education professors and student loyalty and university brand equity. Master Thesis, Iranian

NY-00 o 08 ol VF Lo o e g0l sl



JEmic vy

Institute of Higher Electronic Education. [Persian]

Motahhari Nejad, H., & Ahmadi Deh Ghotbaddini, M. (2014). Effective factors on student loy-
alty: a relationship marketing approach. Journal of Research and Planning in Higher Educa-
tion, 20(3), 121-140. [Persian]

Pezhman, R., & Kazemi Mahyari, H. (2016). Proposing and Analyzing a Model for the Influence
of Ethical Sales Behavior on Customers Loyalty with a Case Study in Parsian Insurance Com-
pany. Journal of Marketing Research, 10(29), 21-40. [Persian]

Pourrezvani, Z. (2013). The moderating role of personality traits in the context of relational mar-
keting. Master Thesis, Yazd University. [Persian]

Rastkar Mahmoudzadeh, Sh. (2018). The effect of the quality of perceived higher education ser-
vices on student satisfaction and loyalty with the role of moderator of the mental image of the
country of origin. Master Thesis, Tabriz University. [Persian]

Shams, A., Yarmohammadian, M. H., Hassanzadeh, A., & Hayati Ab Barik. (2011). Determining
the extent of customer orientation criteria in education based on the views of students of Isfahan
University of Medical Sciences. Health Information Management, 8(8), 1096-1086.

Sultana, S., & Momen, A. (2017). International Student Satisfaction and Loyalty: A Compara-
tive Study of Malaysian and Australian Higher Learning Institutions. Journal of Intercultural
Management, 9(1), 101-141.

Teeroovengadum, V., Nunkoo, R., Gronroos, C., Kamalanabhan, T. J., & Seebaluck, A. (2019).
Higher education service quality, student satisfaction and loyalty: Validating the HESQUAL
scale and testing an improved structural model. Quality Assurance in Education, 27(4),427-445.

Thomas, S. (2011). What Drives student loyalty in university: An Empirical Model from India.
International Business Research, 4(2), 183-192.

Vianden, J., & Barlow, P. (2015). Strengthen the Bond: Relationships between Academic Advis-
ing Quality and Undergraduate Student Loyalty. NACADA Journal, 35(2), 15-27.

Zavvar, T., Behrangi, M., Asgarian, M., & Naderi, E. (2008). Evaluating Service Quality in Edu-
cational Centers of University of Payam Noor in East and West. Journal of Research & Plan-
ning in Higher Education, 13(4), 67-90. [Persian]

NY-00 .o B8 oo VF Lo ol g0l sl



