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Abstract

Purpose: The purpose is to classify the components of SERVQUAL services quality in public libraries based on Kano's
customer satisfaction model, prioritize them based on the Asymmetric Impact-Performance Analysis and, determining the
classification of SERVQUAL components according to users’ groups.

Methodology: This is an applied descriptive survey. Population included active members aged 15 and older in the five pub-
lic libraries of Qaemshahr, Iran. Stratified random sampling was used. Instruments included customer satisfaction and
SERVQUAL questionnaires. Multiple regression analysis conducted, creating two Dummy Variables of penalty and reward.
SERVQUAL components were classified into three groups of: Basic, performance and excitement services. Asymmetric
Impact-Performance Analysis on overall users’ satisfaction was calculated.

Findings: Shows that accountability features of the group of basic services with high-performance, characteristics of respon-
siveness in the group of performance services with low-performance, and the three characteristics of physical dimensions
with low performance, reliability and empathy, and attention with high-performance are in the group of excitement services.
Prioritization features identified increasing and maintaining level of performance of: 1) responsiveness; 2) physical dimen-
sion; 3) responsibility; 4) reliability; and 5) empathy and attention. Moreover, demographic features exhibited that women
were more satisfied. Age, education, and history of using the library has increased users' satisfaction. With the surge of the
level of users' satisfaction with the physical dimensions and reliability has increased then the level of satisfaction with empa-
thy and attention has decreased.

Conclusion: This study was first to enter the literature of nonlinear analysis of users' satisfaction by Kano's model and
Asymmetric Impact-Performance Analysis measuring service quality of public libraries. Nonlinear analysis enabled the de-
termination of priority of actions based on positive/negative performance compared to linear regression coefficient. Also,
disclosed the variation of level of satisfaction of diverse groups of users in terms of gender, age, education and history of
use.
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Conflicts of Interest: None
Funding: None.

How to cite this article

APA: Haseli, D., Taghipour, A., Esmaili, M.R., Akbarnejad, R. (2021). Classification and prioritize of services quality based
on Kano's customer satisfaction model, Asymmetric Impact-Performance Analysis and SERVQUAL. Human Information
Interaction, 7(4);59-73. (Persian)

Vancouver: Haseli D, Taghipour A, Esmaili M.R , Akbarnejad R. Classification and prioritize of services quality based on
Kano's customer satisfaction model, Asymmetric Impact-Performance Analysis and SERVQUAL. Human Information In-
teraction. 2021;7(4):59-73. (Persian)

The journal of Human Information Interaction is supported by Kharazmi University, Tehran, Iran.
This work is published under CC BY-NC-SA 3.0 licence.

60

Kharuzmi University


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

SIS g3 5 cpplizels 3,Shoe 55U (lS gyt culsy Jao bl Slosd cuaS caucudsl 5 (crudib

Sl (V ioly Jelis g iy 42 1y ol e 9 292 S
byl lgs 5 Jiwwy «lipan o (Sojud GUIKal - (S50
4 odbodly sdeg wlead &l Lbly — olexel cobls (Y
DS~ deggdien (a8 o pliebl JB 050
- @50l (¥t 4 (938 arg g LS 2l
g dlaxel JEsl , Wl oblgs 5 olaceylS” wol g sl L,
5 Olyide & SeS & bl — nlicadsins (0 5 bl
load 5l S culoy b badye (oges sailbuls closs
Oyl 53 (YoVY cadls 5y cell o) sl onds lses! O]
s 5 s LS omesen 5 (YY) el
salbuls” Cless cuas o gy il cpl 5l (AYAY)
.JJ]oJ)S I (PGE
pol 1) iide Culd) @Vl o Closs Jle coas
S site Soldy (Yoot IRl g spl) 4
AN = =z s .
AoiS g S o) ol 0208 g (gdn Mz potde
L Jgamee o Ul 5l 30 ) spuie cals) (YNA)
Sl bie p3Y cllanl 5 bjls b gl cwss
: . . Woeo
obyide bl e 1y coldy (Y0R) 95 5 (o
Shlbsl Glss b Jpame S 3Skes L] a5 aib o
ulam:u 229y );‘).9 U] )‘ Lv .LSUA b))aiﬁ ‘) d)A-\Ma
B ool plie 5l aoy A amse (Ui odn
@)S dalgss <l b gyl 3 1y lojle Cwdd b Jaaxe
cwlio ) (gyube cols) il & culize ol ol
slaglojle dly 29w Gl 5 (LU gyt 2l )
Sg ol )b bl sly e Gy )b
Hlasl wes Cuenl (gyide colsy 4 ol b il S
5 b)) Ly coaenl Glosd b OYgame 4 Ll &5 o)l
e v e s Belio Wighle pes VY (T s
(YY)
2 35 390 Olegdge p e | (S e ol
Lol ogee &S ales I Calisee laojes o aais,
Gz clasiudib o b Jus jl oolaiwl b (g e cols,
PO L.ﬂ?f9)-“’ )l)_sl )] ol Ll u)f )1)_9 Cou Dyg0
AU s 5 piomis sl ]y o] by cilise slaingly
Slaasllis’ 13 p)lS Gloa L s pie cols) (b )3

%0 Nadiri, Kandampully & Hussain

1 Zeithaml, Bitner, & Gremler

12 prayag, Hassibi & Nunkoo

2 Top & Ali

 Demir, Maroof, Sabbah Khan & Ali

OleMb! g Sl Jolbss
BA-VY (TR lins)) oyle o,lads eaiin ol
http://hii.khu.ac.ir

dodbo

5 Cyuie Coldy wlod cuas cole a1 sl o
9 Ol (slp pre slapadls plyie 4 e ()bl
Calbuls ales jl wlods Gilise glio o0l Cawd
)ls) Sl 0392 4295 3590 S g soges o AIKD
She & 538 s Jb 53 eses glballs (Y10
Sl & 1y Ll closd oS s (glailaie 5 Sin b
Culdy s oges Aol Lol s ains o &l e
o g Canl i |y glols class &) b 5 ohols
ol g ailbulls clesd cuas Bb oges Abuls” oLl
i ) i eses SaLS oy 1y o 5 oyl
ol 4 gl S e My Bgw e p)lS Slasd Caows
cwlgs ) Giolidl sals eges laalbolS ojes s
Cuol 0395 4Lyl Culis)y Doy 9 loss cuaS iuli8l (ol
(130 k5

4 5 Cal )5 bwy s S8 ol wless cuas
ool |y 0aS G pae eyl a8 5)ly  Sts Slods e
BBl Glosd CudS (VoYY Thbls g s el lol) w8
(Y ¥ TLyssT) cand o ohnlS S5 g el b gl
@ &lbolls’ wlead 5 ple Ji Gasg e cload cuas
(Y L0bL) cl 3YL coldy S Gl ol
ly &bl wloss 5l gl b)) (Y1) "ol 5 o5
bl Jlae W g anloe sload ablis porde
Bl e dx 4 1Wled S duog ailbulls lad cuas
bal Lo Gl pai 0gd oo L)) (gawy o )d 90
Pl (35 e sl e i sl dp0d
Pl el Ayl gt A wuwl S5l
ooucolsy jais g Gl dboge Hais uwl slezel LB
bwg el babols’ Glad Coas diw Ghgo & Cwl
X SISO FYWIPIN BN RES Y P
Sl S 1,3

i sl SIS (VM) "oy 5 Jabos lelgul
J olgear sasinl oo S bl cless cuas
Loadlgeo Vo JIgSgpm wbie daol 3 bl dawg IS

! Wantara

2Bae & Cha

8 Amanullah, Hasan, & Hafez

* Thakuria

® Partap

® Hernon & Altman

7 LibQUAL

8 SERVQUAL

® Parasuraman, Zeithaml & Berry


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

Elagile alllas o 09 Ll 5 S cilel @) cdolea
dyg0 9 (st lUbulS o Ll sy g Miwn wlul
LB se (S b ol Slogsle 3,50 bl szl
s L33l Lol 05l ol Lol s alng 5 ¢ Jgid
ol el g o)h it s Slas clodd opl sl i
W Aalgss b e cols,

Colps 4 YW g i (63,Slee Slolill (pgd dtwd
ool o g JolS” (385 g 398 00 Caslis > (i baogs
Sy Coldy 5 Cuild dales olyen 4 |y (gyido cols,
obwl) cosl Sl ol Bass 3o s (03,Ses
380es 4 a2y L (VO QLilb 5 el (g S
NS 5 99 coge) M Jloy sl Sy LIl ) (e
coloy GalBl 4 Sk Glajls mb m (Y4IV
5 S (o S8 Cundd B L Jgarme (8 ki g (5 nde
Coodl D93 00 syt Culd) pie carge il ol pas
15 el plel 5 ololis 48l cpl (o3 Slae lel] oyl
cblis gy ¥ M ol olyie 4 class | Jsame
S9ben Al By (sl 5 oS el el Cusge |
oges Sl Jle lye & (Y3 Mon y Sigg)
iy 4 Jlasl Slios g oyl Sl s ola S
& plisl 5 Glbols ly i > 5 Clis olad sl
ol i e Wl @ Slee Clasd gi Mg lp)S
P2y S celdy GhlEl el wtl 55, b Sk
Dy )5 Culd) (Al cage (b SijeS ©)ge
Sl 15 am lojlo loludl pgd alag ;> Sl ol 3,91
Lol wliol

oS ool Sl bt (85551 5 Olin @laljl (pgus 4o
a9 350 Sloss b WY guae jl edlatwl p&ia ;0 b yiie
pie it (VWY S g 99 cogw) Mmdced )5
S Sga) a5l pnte la)h a4 e bl s
e plm 9 ol g Ll jgis (Jb cul b (YIY
Obie 15 a3 il gldlasMe LB @50 4
WS e ey sl sl ) o Sk j S
Obsiia bug SUII iz 4251 (VA Fgyd 5 bgs)
Ol losb a4 Ll al)) Ll g o asuie Ysens
2 500y il 1) L8, alie Sless by &Y guamee dad o

%2 5ohn, Woo & Kim
¥ Wong & Ho
 Huang

** Gupta & Shri

£

c[hl.)] cf99j fY'Y' 5“wLC fY' \V 5\..\.0.>|) k:u#lb.)‘.) L')L.&.S L;o’o;
O as ol iags Jb ol LA(YoYe 9 5 939 ¢l
sosas clmasbulis LS culs) iow 4y JLs
by JlsSs e adlie iy 9 25028 ()15 1y o8 cals)
& ol 3 S e S Jls o ailansluy (s ol sl
Jae il LS 55 Salate coglsl (slyly Silgs o adlse
S8 &Sl gyt oy Liovaw gla s jl (S 98
sl oS glaadlie copglgl g Al (e Ly WS e
ot wailge 51 oS ya il (g ytte ol olise JIgS g
Dgud
@l dnwg (VAAF) TS Lags &8 cal glay ki g5 Jae
g Syude Culdy o Jas e daly cnimo Ll 5 cul
S sl Shg lS Jio yo ] Jgamo b cwsd 5,Slee
5 o Shos ol LS Gl 4w > Coots | g
4uL.~\J‘) J.J)I.) (8 i u.g.L.o) » u"?l"’““’ L_J‘).UL) - st)..i’l 9
Sl eyl s (Y04 Gl 5 sl s S5
Al bl D3y s b Jaaze 3 Ll oS e (gyg 0
pie 4 e Ll 3929 pie g S (6pSsle lo)b I L
ﬂ - . < e o . e
colald g dliope deowe (b)) dede e ol
el s i Bl SUl3 oS ojle 4 (VoY
dp9 4zjp olsie 4 Ll ol el o st (g0t
Ot Cedd Blil g9y b gyl e 3 lik 4 Jpane
Ve Y wh & .. e .
Ol (VWY S g ) gdee wid)S a > elanl s
dgdes Sl yd (yiie bwy mye Ojpe 4 SLI
L (e g2t 2 g (V7 <o 5 calinl ()
359 dgud oo LB oy (gyide (gow )l aolwl cloll
35505 ol S o 5ol (Lo ) Jod B 15 5 g
Fober Coldy e SRy 09)5 cnl 9y » 2 5l Gl
woges ladlulsy Jhe flee a4 ub awless (g yie
anel> 5l 0 @l 51wl deserme bl oba Shy

* Ahmed

2 Alam

® Twum, Adams, Budu, & Budu

4 Kano

°, Basic

¢, Performance

7. Excitement

8 Asian, Khazaei Pool, Nazarpour & Tabaeeian
® Ghorbani, Mohammad Arabzad & Shahin
©yu &Ko

" Dace, Stibe & Timma

OleMb! g Sluil ol
B-YY (119 sy ool ol coiin Al
http://hii.khu.ac.ir


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

SIS g3 5 cpplizels 3,Shoe 55U (lS gyt culsy Jao bl Slosd cuaS caucudsl 5 (crudib

Sy dee glaoyrly pod g (gde Culs) Sy
L)bﬂ) O’l .(Y'Y' ¢ uls 9 9;‘;' ‘Lsf) Cawl Slosd 9 u\/}.a?m
atwd g0 4 3 ySdas a5l g8 Juo wloljll I plS” o i,

don bawgio 3Slas l (Shy 3Ses oS M3 (LS
5 18U 598 Shrawl SL1S)E) sl oml b Shs
3,500, Sl )55y 90wl olEel Lalg, ((AVAD (Lol
ke 5,Slac 4 am3 o Gl 8 ol Tt ka5 ol
A (Shy pled Cute 38las b aulie 3 (Shy
(Y & Sang i g estalf) 2l 2las Coldy 2 sy
&8y Jlie » cute By (5)leokar <l 505, (o9
(site 2Sdas b b Shg o Cunl (l g 58 &S Cunl ite
23 9 Sl il cute 3 )Slae b ba Sho b alie
2 it 586 it 3Sles b n S g thiud St
5 by Jlwe) b lyls IS gaecols, walad
& sl 3,505y izl b 3,Khes (VAN Ll
5 &5 Cogo g Jae b Shy o Sl 5)Sles
pof Shy So VL 2 Sles v WS oo s (b

ool A8 0 15T Sy o 3 lae o o5l 4 (S
9 sl pl8) slacaglgl e)litels 0, Slos 30 5 9IS Juo
b olaShy ol cwss wlas g OYpame Cois
5 &Nes eolul Ll Gy @ b 3)Sles
iy 9 Vb oSlas b sl (Shy sln e ol (03550

(¥ JS8) sl el lan

s Sles W s Sas
Y 1 sk
Y 0 2 b
\ ¢ -

el 3,Klae 5l 5 18 Jao obolyy il Cuglyl ¥ IS5

ooes Salls Cbbre 09) XyS (0 2y 1) lyide

®Bi, Liu & Fan

* Prospect Theory

® Kahneman & Tversky

® Mittal, Ross & Baldasare

OleMb! g Sl Jolbss
BA-VY (TR lins)) oyle o,lads eaiin ol
http://hii.khu.ac.ir

b ocess plb plin Ll pubxS 5 ollis o
Ssly -l G ik 3 o Sl Cambge 4 (Jguasee
Wby S ad s o glojle & bl g4
EBaES > Jlio lyis s (Yo 0Y ¢ o5 5 52) S oo SaS
3350 (sisel Sool)S (IS0 i oo Sy (oses
GIFp il pbg o plojde jeds 5 o)l
SISy g e sliael ol b (pde 5 (o Clowlye
Slesd g3 Nl e 8365 cly obolissl (clayge;l
B Sygo 4 1y S colisy Ll @yl 4 sl 50l
case bl B pie Ll ol el ulil gladasde
alag y> Sl ol 35l ey cpl 5 s dalyss ols)b
ol (63ySos g (awlil Slol 51 dmy ylojls lolaB] pous
bug e Cold) Jole dw (6595 4 (pizren 5 Juo
S5 (Y LS ) Calond asld laisee 5 Sy
Joo bl g 1) ynie Sl ganadl Consy VS
9 Sybe Cold) Glie (gdges Home a3 ol S
ol 1y (syndie o 3y90 plll yo 5 Shos (f5em ((HI Hgoce
9 P & e S JSB 4 (il Sl s
P9 9 ol @y 2 (S Sy S8 4 (03551 Ll ep o
ol IS8 cuwly b S JSS 4 (0 Sdes bl
Al S &S e e i o Slas jemre Cawlodds odl
A b ol 0 03,91

J-éIJ 5 )
TS CRERN
ST &s JS.LJ ol 3l
il
il ol stz
025070 ii_: e,
kil = ek
'
Vs
bl Zalal 2l v
e

S (5 ihe calsy ol 4 Jao ) IS
Sl yie ol g Slads cuas gla e CMSUEL j (S
Coglyl yolaie 4 2paly Bl > bl Slgb S Jre dlen
I dSite ol o sl ol glie die panass sl g
e odlial T lizal (b 5 Slee b g s b,
Shr Poe Ubsy o )il b 3Sles Llod 5 4

! Chen & Kuo
2 Asymmetric Impact-Performance Analysis (AIPA)


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

Glodd g degose s pas Ly 4 &S cul 550 oliwg,
willS LS ik I sped sabls b awlie )
Abols mh cpl 5YL g Jlo V0 Jld slael sl (wlosds
dgde il by oges sabulS o)l uob 4
Qg o> dyglp 5yS'eS Jga,d 3l ookl b sl 45 V¥
3y50 dged HLiB] 10 dolidiuw p ¥+ dliad b duwlro 445 Yo Y
EySdiges gy 3l edlatwl b ages 31,8l .8 15wy
sl wliols o b glacl dab | Losles dlaib
3y 9 (691,5 JolS ol Yoo dlag coles ,d Ls
Sl plodi el 93 Jold laggy lpl6ad Jlog
Closs CuieS Gloro Car JISgpm dalidoy 5 s
Sy Coldy iotuw doluiuwyy g eges (ladibuls
Sl adlge gy Jolis JIsS'g oo doliius p 9 292 155 iy Jol
egden (w5 @) dlel Colll (455 Jlez) (S
k) 958k 5 (255 Jka) rbhcdsine (a5 &)
Dy oges alolS Clad Coas ot Caa (455
S e g ol b s ity 5 o
9 0l (ol 5 4o (il 53 blgn WIS pilloes
(OTAY) olligyp 9 (souS> sloingly 5> dnlidun
Sdmoyz 9 (VWAP) (ol pb (ols) g odlppme oLt )
oS5 L alStil calbolS L5 (WAR) (cdmeysms
390 (ITAY) glabls 5 (Sliwjed SUS omojes 5 (W)
Wl Cops Juie Limap ol 3 e 4B 3 b
VOV (e Cold) (lomiw daliduoyy (2Ll sl ElogyS
5 48 15 dsleo + A-Y oS gy delinyy bl el
SIS gl gy Wl cups pizen Mgy ol

gV e JIsSs 0 sloaidge
oirg Slal wluly (e 4w ) baidl Lo 5 420
O )Sy el (ygejl 31 eoliel b ol 53l 00 plox]
2 bl g dmp (KBl (lapie 9 dbnl 5 GSa
b Shs b g bailye 1 Sy o 15 o lusles bl
5 @Shes qlul Slois 095 aw B > IS5
@ (Shy o 3)Sles pgd SISy 3 D ganadb (355
2 Ol IS alsy p oliel 3 Sles 15T s it
3 So B Gise 53 b dlxe by sl Jge)d ol
Jols ol (Blbcums glajute ololy o Shy
5 Abuls 5l eolaiwl dble ¢ luasd Shde (pw Comis
2B Gl g A5 saaib IS Jaa Sloss (glaog)S

#f

(oo (o8 o BCudgie (gl dnelr LS| dcn
P ople Cblbe 05 g Sl sl opd g Jad
Sl Cow 4 1) bailols gg5 cpl (oges saibuls
Cuslodls  Bow )8 gl ol (gl pasd wleas
F AT ISl GdSsS (daSs N SL)
CapdeS Sl & md o LS gy (S D (Sow
SShy Bl e gleegs ln ol
NNV S eSomn 5 oY) dis Oglite Slicumes
9y ol (VY U8 5 ol S YT g )
CBaBS 3 Slots i Glelyl cabails adlias o,
S92 42ls3 Ao ()8 (sloeg 5SS 4 ages

St glaadie ganail (V Jols (Glagh ool Slaal
Jio ool eges gladibuls o SIS closs
9 8 os ( owlul Clolll dtwd dw o I8 (gytie cols,
b oold cuasS dgty Glolidl caicagsl (Y o (o55:5]
(7 5 ccnliiel 2, Slae 136 oo g 4525 b, ) oslis
bl 2 JlgSg e Slosd CudS (slaadlhe (il s
Al ol ey S cae p $I g colsy Jue
ostde Jro VO JSE il (Bldcumer sl Shy
5 9 JISg e Jao s pledl 5 (555 4 06 5 gy
e o iy oylael 5 Sles 430

e B r

el el 31

.
$25e il 3l \1
3
3

O3 ostde Jde ¥ JSS

O3 V9,
a5l gk by Cusl (S ol Gimgd 3500,
Cmno oy~ hiloy Bodld (59038 Jai 5l 5 63,8
g Jlo V0 Jlb slael Jals adlls 3yg0 dusls 39 e
Sl ol lw j2ed (0 (g0 SRS oy ) SV
9 9 (_SJLQ(" 4.»17:;1.5 dw JAL» g™ 4.;l>uL5 == L}.’.‘
B5GUS 45 (ol sl i g sl 5 i wlles

! Koukopoulos, Koukopoulos & Jung
2 Maceli

® Lai & Hitchcock

* Davras & Caber

% Ying, Chan & Qi

Oledbl g Sl ol
BA-VY :(1TAA liae)) pyle oylets cutin alo
http://hii.khu.ac.ir


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

SIS g3 5 cpplizels 3,Shoe 55U (lS gyt culsy Jao bl Slosd cuaS caucudsl 5 (crudib

I cldy oy 2 1) (08359 ©lasd) Vb 5 Slos o |

(VY g 5 Syl ) S (0 (g2 )
38es a5 Gloj |y g Sy ulyd o a3l (5t
s ogte g B Uil b b Sk ol
b Shy ol 2Ses & Sloj 1) gawyS) culp (b
|y degyy asld Gllao 508 ST e e ol oYl
Codd Sy lpiedr (Shy il (bl jadls glhe 3
bl padls e 18 ST gd e 4B)S J3 ) (wlu
S ol @ Sy @l am e padls glas 08 I iy
OBl (slayails ST 098 0 4B)S a5 5> (253501 Cnss
38das oloj )3 culdy 4 pxie (Shg idl ply de 2
g ool wgdie omb 2Sele 3 (Lol puizren 9 YL
mo 485 Gl € Slas? Cwdd K leis 4 Cwdd
o3 Sy j) a8 GMET (Yo AY (lSlg) 5 S el plS) 295

Do god 48,5 4la3 1> la sl gllas j8 duylis )
slaaslbols wloas coas gla Shy gandib V Jgi
L s e Lt $l (g ptie coldy Jio bl |y (ogee
SRy o dos g DL sl jadld Bllae ;08 awylis
ol 0,8 3 dngig Jied 5 el Cubls (S50 slol
5 esoll Glods 09,5 3 (phicdlgius (Shy (555

Ll 5518 (0 )See Slodd 09,5 )3 (255 Fwl (Shy
o90s ailols’ wlesd curS slb Sho siuatb N Jol>

P Jae bl

09,5 -yt Sg Sy alps oyl Sk
. s v _
Sloss Sl b S
A Y
bl Aoy >
JIRTR < IR e EY < eAY

SRS e -0 SV

oSl Y Y -2\

gy Jlen
bl Sy SERLY SN phcdgiue

Skes 2120 -+ a¥ A PN

sl (S8
bl slezel

*

R’=0.542 bn 559 aldin yom)S) oy -)
R?=0.262 bl cless Sgmw)S)y cups Y
R?=0.431 55550 Glods SgmwySy cupd
**p < .01, *p < .05

OBl 3 Slos 5l
S a9 bl Glapasls jlslawl b ¥ Joa> 5
2 Shy 2 ol 2,8les bl cunsey SIS Jue
o dnwlo ¥ 1Y slage b (bl p o)l IS culs,

OleMb! g Sl Jolbss
BA-VY (TR lins)) oyle o,lads eaiin ol
http://hii.khu.ac.ir

50

sl yise ) Jolpe ol w03)5 (aseie 35 sl (il
iladds sald FoY Sty &

Ladl

il Jols ingss Gl eluly isky dw 5> sl
1 oslazwl b clolidl gancyglgl oils Jao yololp b S
Gl e 5 il Slee 3L Ll )
S SRy cwen 9 P85 Jho plel n Sk

$l g puio Cold,y Jao
S b Shs S Jao 5 bl L iy ol g
bl Supd sl Jold) Leges (glbaibils cless
2 ey (2958l 5 rhcdgine dagiy Jaen ool
5 63,8 los ¢ bl Dloss 09,5 dw ;3 ()8 IS cols,
Jos ) gdate cul iy eSe aaidb (23551
P Gasis gy | (Sle (it b A oS,
Colsy p abols Closd cuds la Shy o)l 5 Slee
e 93 di Sirg 3 Sy b (gl 23S ool olyplS IS
RSl g el Gless 4 b claS gl (Sl
olol Closs (Sislo e sl (gl 3 sbmy) S
ozl 390 123l )5 Jol Sl 3 & Sla Sy polie
935 )L (ages ladibuls Closs CodS (Shy
9 Sly e plyis 4 ol)l5 (I cols) polie (:0Le
@ Sy bl Glas Sl glo o dwd 42
upd g9 93 9 85 )13 oolital 3y90 S yiie lgis

v AR s . . Fa

ol oy (adld CunsS £ A g (Shy 2 sl
oS ol Tlons 3kl ameS) cuys dasys adls
oo b osas SaliulsS clsd chS slaShy b
Ol I caldy ) p 1) (bl Slosd) Gl 3)Sles
o2l .l Au;‘sbli 0a3ld pgd Cu s £o5 A o LS
Sig b a5 canl (cloas 5 kil a5y culps sk

pybp 8 53 (S5soS allje p 518 Je s
2 Dummy Variables
® penalty indices
4 Standardized Regression Coefficients
® reward indices


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

5 S Jte 5l solial b )l culiy ot amd e olis
Colsy Lo b slodas @iglis oy liel 3, Shos 3T Jubos
Syl (et g Senw Sy Gyge 4y loss

ol 2,50 | W3 She

10 slazel O A0

0.8 B= 1w ‘

0.6 e a Heben <)

b Bt B=.,17
. 0.4 B=._.AY
} 0.2 T
S B rer 2 S
o 32 34 36 4 42
5 2
- 04 ey
=14

0 B=-,148 e

0.8

1.0

:JSJ...G

izl 3, Shos il L ple ¥ S5
L) A5 cols) o Lo Shy oliel 5 )Slee 1300 S
ol p gy 300 (55 Gledd 09,5 dad o lis

3y Slos &S Jyee 0 Cunl uls)b el dopd e 250
S g Ah Al ooy cage oy Ve bl )l
by 1 oy Y 5l YL 5 Slee (glyls slazel il
el oy 93 5l a8 Wb Lials 5 Slee (5143 50
el YU o, Sl b oo Jion Sy ad saled Loyl
S5 2 0 ySlos bl s )0 g sl Cols) doyd dw
Glod 5 0,5 ):;l_, sl dalgs ol pen 4y uls,b sy
S U ol cols, I i cols) pis p awlal
Lol ol b i cold) 5 YL 3yShos b 60y Calgins
g o Ve dgds Wb ials ol 5 Sles a5 590 5
5 ol 2 (63,8kes Class 098 15b b sald ols)l

sl ptall ol 3 Sles 515 cal (lo)l ao)3 V4 g
b els )l Culs) cage plie Glon 4

Sabbspie 2| el AL

-0_043[ 0.097 S 2l
01

0.015 |: 19 slae! Zulli
-0.009 [] 0.029 s s e
0.063 P U
‘ -0.194 1 0.195 ‘ st el

-0.25 -0.15 -0.05 0.05 0.15 025

Cols) slaasls b Y Jgue

A SGP DGP  RIOCS . s Sio
CYAS LSAY ¥y Y Y5 S b dlal
CADY CAYY VT eYed TV Slozel col,é
LOYS ANSY XYY YA YYD g Jien
R ..¥a9q - 5 +NOA Y.YA Srhicdgine

B Y Y5 YRR SO U L O~ STl

SSGP ¢yl IS culsy 4l awels :RIOCS :cuilasly
Sl — colisy pae DGP {sa g Judls — cols,
colizel 5 A (ondg

RIOCS = [ri| + |p| (1) Jser
SGP; = r;/RIOCS; (Y) Joo s
DGP; = pi/R|OCSi (Y‘) JQA)B
IA; index = SGP; + DGP; (¥) Jse 2

() Jga) | (Sig ly b sl =i
() Jgao) T (Shg slp dep pa3ls =i

1, (AIPA) 3,Shee opylizel 5l (caad 93 L yle ¥ JSS
A6 Sl 900 s cmple cpl > amde L
(0ke) des wlilizel (88l yoe 5 (IA) )liel
beusS lp (1A) izl b bl sl b S
oliel (3550 5 (o3 Ses (ulul lyie 4 W Shy
3 Sos qulul (lgie 4 b Shy a0y Sly 9de
bl ge sl 0 ozl 5 clmalols I 35S
She &2 I oSl ol oS amd 0 L) 3 )See
035 el (ol 3)Sdas 5 Vb 3,Sles 09,5 9 4 (YY)
Al (Shy o 6Sbe ( Shy s 3Skes ol 3 il
Cold) B Shy 2985 5 b s (G ile cpl S8
ol 3Sae g liels ;5T Jasls g alugey o)lS S
2kt b s i Gule ol el il
4F 2 g Cwl ald pasule Sy el
Spgo 4 &S cwl ol das b Cuys ol sams i

Caol 04 by 50 22
38des gl a2 gig Jaen g slosel ol (83501 (S 90
el (233550 (S2g A SyplS 3L Colisy g VL
ol Sliage Slgied g Canl ol 3,8es s (S5
S 8Bl Shes (Shy jle wald | ol
ool (Shy sl ol (alo)b el g b 2Sles
SRy S g Cwl Vb Slee (s s pbcdgin.
algs oloyl cage (o 3,Sles alS &g 3 a5 ol
2 (s g )S) apd b dugli 53 bl g5 ol 3
(F US) it coloy p JIopm sloadlie j| S o

Oledbl g Sl ol

BAVY 1V e p ez ojleds cptin alx

http://hii.khu.ac.ir


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

SISy g oylitels 3,Slas 15l lS ¢ ytiio culisy Jao Lolal p Glodd cuisS sancuglsl 5 (siails

5 oleSe by 5 0b5 05 90 o sl Sl LB
@5 El g dlosl CullB (Sho 90 2 4l G855
ol Oglita (330 5 065 09,5 93 sl o Shg plo

IS 2ol 2 olinels 5 Sles 536 IS
Cumis wlw! g ABulS Slons oy S
(doyd OY/Y) 425 VEY cdolichun & odimd el joyl8° Yoo Sl
Sl S ¥ Jods 039 dye (duoyd FE/Y) 45 VWA 4 o5
Shy e ol | i pelul p bl wloas

Copmir bl ALS Closs (cloog )5 Y Jouo

250 oj S
IA 008 omls s A 00 ols s
oloss osbl day > oloss osbl day >
O 1 S S L T < RNORY SR Saeb ke
S SR BN 1§ -a AT < I\ SRR ¢ slael culils
R ey S TSN < IR ST gy Jlen
SSA bl S A\ Y eShes e - 6 i) ghne
Sy bl . XYy bl ¥ ¥ 255 gl

o bl GBS Gload glreg )5
Ve e 0955 53 (0 TVIY) 58 WY e o jlas 5 )8
Yo LYY w05 50 (Mo pd YY/Y) ,a MY cieS 5 Jlo
¥ Jods szl Jlo Yol i (doys VYY) 45 VY 5 Jlo
ot 33 oo St |y s oluly WlBolS Sless clmog,S
09y dw yb gl Aol Glss cuas o She 5l S

o905 SBALLS Sloss i o Shy @ig F S
den > 05 a5 e gty Samiz ol

Cwl 005 ;A.l> ul.))n )l Yoot LQL;)Js

1/0
~._
S
0/4 A\
0/2 y4 \\
W N ~~"
0/4 _( i R Y
-0/6 +>
-0/8 s
-1/0
@ o . o
PR y”’ ,);f XY
g A ¥

o> olulyy b Sy i & S
o bl GBS Sloss clbog,S F g

Jlo ¥ 5l it Jle ¥e by FoS g Jlo ¥ Sk
A s s pesls A s asls asls A S el esls
GHPXTS osbl dos > Sleas osbl dos > KHPXES oibl Aoy >
Y ST < BN (T BEPR Y B el A ey S ol
CAY LSl eys R C TR IR ¢ SRR | WY N W0 ER O S slasl coulbls
S SR T R Y SRNVN W W U SO MR § SRR S% < P 1 4 AN g Jlen
TR A Y S-S IS AN | N S WU W ENPOR PN o ARPP IR WO A
T N PSR BN ¢ S | 0 X U IR s SN 295 s

osas SBABS Slods CunS (sla Sy quss ¥ S
ORI ggeome > amd oo Gl Ty )l e ell
Sl Aol Glss gl Sy 5l o8 cols) g

Oledbl g Ol ol
B-VY :(1TAA lias)) pyle o)Lt cutin alo>
http://hii.khu.ac.ir

Y

ol 005 LA-l>


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

SIS g3 5 cpplizels 3,Shoe 55U (lS gyt culsy Jao bl Slosd cuaS caucudsl 5 (crudib

e S a0 (wlel g Guls Oloas gy,

(doyd FFIV) 525 WY ¢ Juass alaie g Syho Jlas 51 o))l
0 Jodo 0dg (JueSS OMuass (doyd YoIY) ya £
Ol e Shie uloly 1) albols” wlesd slaog )5
Alols” wlodd cuas o Shs 5l SO b o lis

1/00 -—h ——
\
0/50 w,
0/00 -
+J"«§} JLA Y
-0/50 - == JL. ¥ 5 Y)
-1/00 ¥ Sl i
— .
l: Y - 3 \\q}
32 3y
My 4 e
& )

o bl (eges SALLS Closd cuiS b Sho mis Y JSS

(koSS Mo lid)ls PBUEb iy g dbawgie SR
A s s asls A s asls s 1A s el sl
Slods oibl doy > Sloss bl Aoy > Sloss bl Aoy >
IR < N . SRV S Y ey Y bl Y s S50 e
R ST SR < I NS SR - TS IR SONTLY SRR (- SO W RRUOY SO o slazel b
) GRS e DA . P SOV W IR Y N ST S% < PNV S 4 g Jhen
) T L . P £ A W R L. WS & S L W o RS SR A SR e
S0 bl Y S ST LS Y s sy Ll Yy FA 5 gl
o3liw! Al bl AGLULS Glons oy, 9o sabols Glesd cuss cld Sy pis A JK
GBS ;I g9 ) Amd oo L | (Joard glaie g Syae bl

93 (Mopd OA/Y) ya5 WO wlbsols I solatwl adlw s
Sloss dl‘“s; e Js» Sely (PHE Lgl.hd;l}uLS
9 e e i 1) edlatul able wlely albols
Slp b Shy gl oSzl 5 wrlcddue (Shy

A Cglate odlawl Al  yolwl

OleMb! g Sl Jolbss
BA-YY (1A% lis)) pole ojlod piin ol
http://hii.khu.ac.ir

oy ol ) iy (eSS s o)l ol
e AELE iy 5 dlawgio alaie (glyy 5 Cusl 00D

1/00 +
0/80 -
0/60
0/40 -
0/20 -
0/00 -
-0/20 -
-0/40 -
-0/60 -
-0/80
-1/00

S5 sl
slazel s

Ol et oo 5 S yse ol o Sho jg A JSG

54


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

SISy g oylitels 3,Slas 15l lS ¢ ytiio culisy Jao Lolal p Glodd cuisS sancuglsl 5 (siails

oozl aile oluly ABLS Sloss claog,S 5 Jsis

2 il oS ablo Sk
1A Slosd 09,5 bl adls dm e jadls 1A Sldd0g)S bl padld amp pasls
L5¥ S e -y Y- ol -0 Y S jud sy
% IR v¥ ¥ v ol -0 Y slazel clls
-..0v bl ey N .av Sl .eq . 4 g Jren
-+ YA ol ey A - Y¥ ol ¥ AR S nHCagins
- YV ol . Y - bl -Y5 - ¥F 25wl

ol (Shy b amles (1)l Lok cage wiils
il 5z o (S jud SUIKl 4 eges slaailols (o S50
Uy olaiel e bls She o)l <Y mlio g Jiwy
Oyguo &y 00 g3 yd0lp Dlodd &)l 5 oges slaaslbols
o dagy Jien (Shy g e Ui |y 383 5 ek
2 OlmlS am phlals (9,8 aag g il e
a5l (Shg aw cpl 2l o)Ll seges ladiluls
Ol 3l it )8 a2 g g Cunlg )3 3)90 e g0
Ol 42y BB culd) 5 (brs cage Sl Gje0 13 4,
o)l o iz U W) pae o 13 g 5 sl

csls walgss ol
ol (Siag 0y s oLl 3 Shas 136 Juo Jilos
Loyl 2 ol b g sl Y3 Slae (gl sy gt
w290 (S onl pl J 3 g el cols) Sl e
Vo U aolgh oo idlS &yguo 3 Lol canwl colisy duoyd i
Sre b i s el 8 1) (Lol corge do)
O SRy cnllpj 98 bix (Jeb a3 pdhdgiae
ol gaw (ol bl ad dalsss () cols) case ol
AU i b b alss o) st Lok cage
295Gl (6o (S pegad > ()l 3)Sles
S bl 5 s el Gl 3,8kes gy Sy ol o ol
2 Sy ol Sl e g (Jad (63)Skos (Shg 3Ses
ol 3y Sdes 51 g canl ulo )b 2o VA Cage pobs s
s el )8 cols, el Gl ploa 4wl 238l
OBl YL 3y Soe 4y (Shg ol daw Cosl p5Y g
5 slaiel bl 35S Sy 39 slyt (ipan A
o L sl 3y Slae 55 Jao s etz gip Jaes
90 cpl s )8 0L culsy coge o YU o Sles (ol
St lpyl8 Colidy Coge duod dw 5V e 4 S
S g 99 i iy ol il 3 Slas & y90 3
Mnl (5SSl (S b il Lol coge Aoy
39 45 ol g el s 25 Slas (sl (38
Bl Gy 15U s Ip)lS e Cunlgs

Oledbl g Ol ol
BA-VY 0¥ i) ploz o,lods i ol
http://hii.khu.ac.ir

o9es Gaalbuls s coas (o Shy @ 3 JSS
dilw Gliee il baed o lis 1y eoliiw] aile bl
slaiel cublB 5 (o508 ol 5l ln)8 ol ol olatwl
wbly pals de gy Jaen I o)l cold) Gl g GRIE

Ll

1/00

oA
oo |

-0/50 I\ I | T

-1/00

slazel Ll

54

o3lisl diiles (polol p o Shog @jgp A JSi

S 5 4o g Sy
o9es Sladiluls Cloas cuas (o Shy sanadb
S b oLt $LS gpde colsy Jue el
P 2958l (Shy oulel Slosd 09,5 53 (il
b oS3 Sl Sy 4 5 (53, 5hes Sl 03,5
Aoy B 5SS Gled s 09,5 50 axgig Jien g dlaxel
loas &)l g SaS 4y ol biled g pdicadgiue (Shy
Ol s Jl (S onl mdee LT )l 4 @
unl GHILLS 5 eses ladbuls Gluogas JSlas o5
sl g 35 g05 s )3 )8 Lawsgs Tre Coge &
5 oo Sl )3 (S ol Lo 45l ULl
3 Sl g il 52l 35y Ll ol s
Uy 5 QS ool g il sy cages sbabls
L aemd o ol 1y )8 @ olisebsl g slezel Ul s Ll
2 O aS Slie 4 (Shg cpl Jloy 3Sdes ) g5
oo Al g WS L8 s b g bdhe ol L 2y
ol Glage wiS Wl ) wloss cadlyys 5l loebs! g slasel
G290 08 el 2 &S Slie 4 93,5 dimlgs eal Sy o)l


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

SIS g3 5 cpplizels 3,Shoe 55U (lS gyt culsy Jao bl Slosd cuaS caucudsl 5 (crudib

U Jados g 9l Jace jl oslatal b )8 cols, iomia
a oleas colsy ioxw b slodes ciglas )il 5,Slos
09l (2ol ()5 5 i e(ad pd Ojg0 4 g P Je
e g Cte 3y Slos ulislyy g 39l 0 929 4 9290
Uit 45 Jyee 30 A8 e Caglyl s 4 pludl closs

ool catn 3,8kos 4l by as 3 Slas
sl SIS g0 o Shag 1 S yo dnaidly S s
Jie loa s slaog,S o ol,l8 i lbcures (sl yuiio
waseiie 5 Ll o)zl b lise 5 45 (sl 1S
2 Olodd CodS (Sh gy pp Comidr peite )5 538
03)5 > oyl it ) (U5 Cald) (sages slaabuls
OIS yd jin Wlgi oo dont cpl Jle 5l (So 09
Sl S a bl by e 4 Cud eses sladilooliS (o o
p3Y ey cnl 3 S (oo Jaten 1y 0 S L )8y 9 loss
o5 Sabulis 15 by b ks, 5 cleds &) o cul
D8 s AbulS I gl cols) 9wl Joo & yui 4y
O ol L ggeame )3 0l (LS gl i (yw puite sl
ol Gl yidyy Al Closs sl Shg jl o)l <ol
oy i Joast aate 5 Syde sbysio slp s cwl
S i (eSS EMias )l p)lS ol feomme
94]a_w9~ob|audl)_’9g,\_~u‘o.\_wp\_l>u_wu)ls

Gl L Ygasn 5 izt o | (5 Mo i
Ol yite 93 () S 298 o0 Yl @b OS¢y
a leas 4l o Ll 5 eges sladlbulS sad o
3,31 51y LT b by YU cMuass b sl g o YLS, 5
Sl p5¥ ey el 5l l03,S" Joo (ol MeaxS g (o o5
2 Sty glaghigsl GHUlS 5 eges slaabuls
o5 8l paee (bl ool 5 losd &l] ogas
g Oloa s wileny s,k copl 51U Al by 8368 5 cpw
1 anle el i |, ol cols, g ol W) 1 Ll b 3,
L 5 oges sladlbuls jl odlatal i jrite joguas
bl g (o3 olal 5 )8 cald) (e codlial il
sl Loy Tl jd )8 ol adly yiol58) slazel
CesXS L Lol w5, slezel cudbld 5 (S5 38 olal ogas o
G (S 99 ol pegad o Ladl calisy g ks ol
F oS calidy ol oslatal (il 38l L ouizxen 298 oo
ol Las Hll8 S ] 4l ialS dsgig Jien

5 osos SLadulS (gou I sy A3l o Jion

OleMb! g Sl Jolbss
BA-VY (TR lins)) oyle o,lads eaiin ol
http://hii.khu.ac.ir

\Al

1_33)1 ‘_’j )/..(Jn.c FLe Wope P ol Ol)g)lf L;’:;"Lb)lj cel
sla She s anlg bl colsy coge dops Ve bl
syl mloyb p (Sul b g ol ol b La5S
Gls (6l plo b culsy sdopd oges saailuls” (ST Ll
oS s g ol )3 ilome lad g oyl Gomen
by g plowe b (6380 cleas 4031 s jlo aiun
298 i S9iS ghaw > d>gig Jhen g olotel ol (S
sl RT3 Yl 3 Slos (K58 Sl (S5 o 5
conylizal 5y Shee 1505 g LS Jao 95 gulss ully
ol Gilidl 5 clodd Coass da (sl plidl slacy ol
Jolis Jol als yo 5 clolu8l oyl o s die J195g o
el SLalgll gl i @ b 2)Slos b slo Siag
38des b sla SRy sly e 9 ol (255501 g (63 Sdes
Jolis laladl e glgl cplpls sl Slol Il lod s )i 9 YU
) ») .))|9p
5 Gl oyl cold) pae 1o yd VA Cage il b
A Amlgd 18
2 1Sy Sl (55 (S 0,8des aw il LY
9 Sl OIS cold) pie dop Jlea cage yob Jb
A Amlgd 18
»9 Cal ul)))Lf %LO) ) doyd uu.w 90 ).\ol>
P slsy pie Lo Ve coge dSlas il &g
Jb > olexel clbld (555 (Sho o Sles maw bis ¥
Cyg—e ) g ol Olﬁ)lg wL\O) o AR —>g0 ).aol>
daled lhlS ula)l oy 90 cage 3 Slas ials
Jo 3 egy Jaen S5S (Shy 0 Sles maw bis 0
g 3 5 Gl Gl)lS Culdy do )y aw cage pobs
lgs s ole )b depn K cage 3, Sles ials
2 U (b g )S) oo b dmlie )3 b g5 ol
w3 o ol (s pbe Cold) SIS g iz Sl S


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

S g g5

d)&o.h )..o'l> Yy Pbu’l 5 Ry dal).él IS )‘1 41,,»»5 TRV
Al oo Jos a4 GI008 g S5 didged

&l ol

S 25y lin (3 5 S
2GS S los 20

WSy 8l )> (o g Jiwe ook pils iagh
Ll 0l (nbu] u‘"b

References

Ahmed, S. (2017). Service quality satisfaction: a
comparative cross-sectional study of public and
private university librarians in Pakistan. Libri,
67(4), 313-325.

Alam, M. J. (2021). Effects of service quality on
satisfaction in Eastern University Library, Bang-
ladesh. IFLA Journal, 47(2), 209-222.

Ali, B. (2020). Impact of COVID-19 on consumer
buying behavior toward online shopping in Iraqg.
Ali, BJ (2020). Impact of COVID-19 on consum-
er buying behavior toward online shopping in
Irag. Economic Studies Journal, 18(42), 267-280.

Ali, B. (2021). Consumer attitudes towards healthy
and organic food in the Kurdistan region of Irag.
Management Science Letters, 11(7), 2127-2134.

Amanullah, M., Hasan, M., & Hafez, M. (2021).
The impact of service quality on user satisfaction:
A case study of selected Public Libraries in Bang-
ladesh. EPRA International Journal of Multidisci-
plinary Research, 7(1), 309-316.

Asian, S., Khazaei Pool, J., Nazarpour, A., & Ta-
baeeian, R. A. (2019). On the importance of ser-
vice performance and customer satisfaction in
third-party logistics selection: An application of
Kano model. Benchmarking: An International
Journal.

Bae, K. J.,, & Cha, S. J. (2015). Analysis of the
factors affecting the quality of service in public
libraries in Korea. Journal of Librarianship and
Information Science, 47(3), 173-186.

Bi, J. W., Liu, Y., & Fan, Z. P. (2020). Crowd intel-
ligence:  Conducting  asymmetric  impact-
performance analysis based on online reviews.
IEEE Intelligent Systems, 35(2), 92-98.

Caber, M., Albayrak, T., & Loiacono, E. T. 2013.
The classification of extranet attributes in terms of
their asymmetric influences on overall user satis-
faction an introduction to asymmetric impactper-
formance analysis. Journal of Travel Research,
52(1), 106116.

\Al

ool ol ley cusiS b g S e el Ll ol laks

o @8 dag Olie Sl Y gy cnl Sl il
3 el lipabol g olazel JUasl &)lae g el b ol

Chen, L. H., & Kuo, Y. F. 2011. Understanding
elearning service quality of a commercial bank by
using Kano's model. Total Quality Management,
22 (1), 99116.

Dace, E., Stibe, A., & Timma, L. (2020). A holistic
approach to manage environmental quality by us-
ing the Kano model and social cognitive theory.
Corporate Social Responsibility and Environmen-
tal Management, 27(2), 430-443.

Darakhshan, M., Hassanzadeh, M., & Rezaei
Sharifabadi, S. (2007). Service quality in the Cen-
tral Library of Management and Planning Organi-
zation. National Studies on Librarianship and In-
formation Organization, 18(2), 25-40. (in Persian)

Davras, O., & Caber, M. (2019). Analysis of hotel
services by their symmetric and asymmetric ef-
fects on overall customer satisfaction: A compari-
son of market segments. International Journal of
Hospitality Management, 81, 83-93.

Ghorbani, M., Mohammad Arabzad, S., & Shahin,
A. (2013). A novel approach for supplier selection
based on the Kano model and fuzzy MCDM. In-
ternational Journal of Production Research,
51(18), 5469-5484.

Gupta, M., & Shri, C. (2018). Understanding cus-
tomer requirements of corrugated industry using
Kano model. International Journal of Quality &
Reliability Management.

Hakimi, R., & Sori Nezami Z., (2006). The evalua-
tion of quality of services in central library of
Zahedan University of medical sciences. Zahedan
journal of research in medical sciences, 7(4), 267-
273. (in Persian)

Hamzehpour, M. K., Kiani Khuzestani, H., &
Darabian, T., (2014) Assessment of service quali-
ty based on the SERVQUAL model in Tehran
municipal public libraries. Research on Infor-
mation Science & Public Libraries. 20(2), 333-
348. (in Persian)

Hernon, P., & Altman, E. (2010). Assessing service
quality: Satisfying the expectations of library cus-
tomers. American Library Association.

SleMo! § Ol folss

BAVY 1V e p ez ojleds cptin alx

http://hii.khu.ac.ir


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ Downloaded from system.khu.ac.ir on 2026-06-13 ]

[ DOR: 20.1001.1.24237418.1399.7.4.6.4 ]

SIS g3 5 cpplizels 3,Shoe 55U (lS gyt culsy Jao bl Slosd cuaS caucudsl 5 (crudib

Huang, J. (2017). Application of Kano model in
requirements analysis of Y Company’s consulting
project. American Journal of Industrial and Busi-
ness Management, 7(7), 910-918.

Kahneman, D., & Tversky, A. 1979. Prospect theo-
ry: An analysis of decision under risk. Economet-
rica: Journal of the econometric society, 263291.

Kano, N. (1984). Attractive quality and must-be
quality. Hinshitsu (Quality, The Journal of Japa-
nese Society for Quality Control), 14, 39-48.

Kargar Azad, Z., Esmaili Givi, M. R., Nakhoda, M,
& Haseli, D., (2016). The classification of
WebQual dimensions based on the asymmetric
impact-performance of Kano's customer satisfac-
tion model: A case study of the Tehran virtual
university website. Iranian Journal of Information
processing and Management (JIPM), 31(3), 743-
766. (in Persian)

Koukopoulos, Z., Koukopoulos, D., & Jung, J. J.
(2019, June). Sustainability Services for Public
Libraries within a Smart City Environment. In
Proceedings of the 9th International Conference
on Web Intelligence, Mining and Semantics (pp.
1-12).

Lai, I. K. W., & Hitchcock, M. (2017). Sources of
satisfaction with luxury hotels for new, repeat,
and frequent travelers: A PLS impact-asymmetry
analysis. Tourism Management, 60, 107-129.

Maceli, M. G. (2018). Encouraging patron adoption
of privacy-protection technologies: Challenges for
public libraries. IFLA journal, 44(3), 195-202.

Martilla, J. A., & James, J. C. 1977. Importance-
performance analysis. The journal of marketing,
7779.

Mittal, V., Ross, W. T., & Baldasare, P. M. 1998.
The asymmetric impact of negative and positive
attributelevel performance on overall satisfaction
and repurchase intentions. Journal of marketing,
62, 3347.

Nadiri, H., Kandampully, J., & Hussain, K. (2009).
Zone of tolerance for banks: a diagnostic model
of service quality. The Service Industries Journal,
29(11), 1547-1564.

Parasuraman, A., Zeithaml, V. A., & Berry, L.
(1988). SERVQUAL: A multiple-item scale for
measuring consumer perceptions of service quali-
ty. 1988, 64(1), 12-40.

Partap, B. (2019). A review of service quality as-
sessment of library and information centres. Li-
brary Philosophy and Practice, 1-17.

Prayag, G., Hassibi, S., & Nunkoo, R. (2019). A
systematic review of consumer satisfaction stud-
ies in hospitality journals: conceptual develop-
ment, research approaches and future prospects.
Journal of Hospitality Marketing & Management,
28(1), 51-80.

SleMbl g Ol folay
BA-VY (TR lins)) oyle o,lads eaiin ol
http://hii.khu.ac.ir

\A)

Rajabipoor Meybodi, A., & Rajabipoor Meyboodi,
B., (2010). Using the SERVQUAL Model to
Study the Quality of Library Services: A Report
of the Shahid Sadoughi University of Medical
Sciences. National Studies on Librarianship and
Information Organization, 21(3), 60-76. (in Per-
sian)

Shahin, A., & Zairi, M. 2009. Kano model: A dy-
namic approach for classifying and prioritising
requirements of airline travellers with three case
studies on international airlines. Total Quality
Management, 20(9), 10031028.

Shakerzadeh, M. A., (2013). Evaluating of Service
Quality Level in Libraries Using a Combination
of SERVQUAL and Six Sigma Techniques. Re-
search on Information Science & Public Libraries.
18(4), 443-462. (in Persian)

Sohn, J. I., Woo, S. H., & Kim, T. W. (2017). As-
sessment of logistics service quality using the Ka-
no model in a logistics-triadic relationship. The
International Journal of Logistics Management.

Thakuria, P. K. (2007). Concept of quality in li-
brary services: an overview. PLANNER, 5th
Convention, Gauhati University, 7-8 December,
pp. 412-420.

Top, C., & Ali, B. J. (2021). Customer satisfaction
in online meeting platforms: Impact of efficiency,
fulfillment, system availability, and privacy.
Amazonia Investiga, 10(38), 70-81.

Twum, K. K., Adams, M., Budu, S., & Budu, R. A.
A. (2020). Achieving university libraries user
loyalty through user satisfaction: the role of ser-
vice quality. Journal of Marketing for Higher Ed-
ucation, 1-19.

Wantara, P. (2015). The relationships among ser-
vice quality, customer satisfaction, and customer
loyalty in library services. International Journal of
Economics and Financial Issues, 5(1S).

Wong, A. T. T., & Ho, M. W. M. (2019). Service
quality and customer satisfaction on budget air-
lines: Kano model approach. Journal of Econom-
ics, Management and Trade, 1-16.

Ying, S., Chan, J. H., & Qi, X. (2020). Why are
Chinese and North American guests satisfied or
dissatisfied with hotels? An application of big da-
ta analysis. International Journal of Contemporary
Hospitality Management.

Yu, H., & Ko, H. T. (2012). Integrating Kano mod-
el with strategic experiential modules in develop-
ing ICT-enabled services: An empirical study.
Management Decision.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D.
(2018). Services marketing: integrating customer
focus across the firm. McGraw-Hill Education.


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html

[ £T-90-9202 U0 JrIenuywesAs wouy papeojumo( |

BAVY 1V e p ez ojleds cptin alx

http://hii.khu.ac.ir

Oledbl g Sl ol

\A

[v'9v' 2 66€T'8TY/ECZ T TOOT 02 4O ]


https://dor.isc.ac/dor/20.1001.1.24237418.1399.7.4.6.4
https://system.khu.ac.ir/hii/article-1-2982-fa.html
http://www.tcpdf.org

