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Trust between Employees and M anagers
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Forming a Climate of trust in organizations is vital for today business environment.
In creating such climate, the role of human resource managers is of great
importance. Therefore, identifying how HR Strategies and practices affect forming
mutual trust in organizations can help HR managers to do their roles effectively.
This research studies the effect of human resource development practices including
four main practicesin the context: Training, competencies devel opment, information
sharing, and empowerment that are thought to be the main sources of trust between
employees and their managers. Data analysis was conducted using regression and
path analysis for data from 138 respondents in IDP Co. This research presents the
framework that shows how these practices affect manager-employees trust in
organizations. The results show that competencies development, empowerment, and
information sharing have a positive significant effect on trust between managers and
employees. However, the effect of training is indirect; while competency
development plays a mediator role between training and trust.

Keywords: Trust, Training, competency Development, Empowerment, Information
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Serial and Parallel Approachesto Resource Constrained
Project Scheduling Problems

Hamed. R. Tareghian

M. Salari

Faculty of Mathematical Sciences
Ferdowsi University of Mashhad

Resource constrained project scheduling (RCPS) is a NP-hard optimization problem.
One approach to solve this problem is to use priority rule based methods. In this
paper we implement eleven most widely used priority rulesin parallel and in serial.
Using 120 standard test problems each containing from 30 to 120 activities, we
compared the performance of serial and parallel implementations of priority rulesin
solving RCPS problems yielding shorter project make spans. The results showed that
the paralel implementation of priority rules gives more efficient results.
Furthermore, to benefit from the parallel implementation of priority rules, it is only
necessary to combine up to three arbitrary priority rules.

Keywor ds. Resource constrained project scheduling problem, Heuristics.
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I nvestigation of the Relationship between Organizational Reputation
and Employee's Personality Characteristicsin N.I.O.P.D.C
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PhD. Sudent, Faculty of Management, Theran
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High reputation of National Iran Oil Product Distribution Co. (N.1.O0.P.D.C) both in
public and among its staff aways prompt many applicants to compete over
employments in this company. The organizations such as Oil Companies that engage
subordinates into training and development of organizational culture are likely to
enjoy not only from its deep organizational conseguent, but from employees self-
efficacy and confidence as well. This will eventually leads to increased productivity.
In this paper, we have investigated the impact of organizational reputation on
personal characteristics of NIOPDC's Staff. Results demonstrated existing of a
positive significant relation between internal locus of control and self-efficacy.
Furthermore, we found that reputation has a reversed relation with external locus of
control and aso a positive relation with narcissism. Our population has been staff of
NIOPDC.

Key word: Organizational Reputation, Self-efficacy, Narcissism, Interna Locus of
Control, External Locus of Control
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1. Economic view

2. Game theory

3. Signaling theory

4. Capital and labor market
5. Strategic view
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4. Accounting view



Ca y o aoliydgfy alxo oY

st or 53 p sl |y Olsle 3 b

(Dt DS el 03 g0 48T Lol 42887 e g0 Syl 53 g A o SO 00 el
Sl ) ol G 5 5,8 o i 53 RS sl ozl 4 1) (500 oU 5 (o83 s gead
Al 4y (5)la pU i Wl e e 5 bl ilibs a3 gl (IS8 S S
OUSHIE Jals tlaadlso polas a1y 05,0 6K IS Gl ¢ Glojle &gl ¢ Jolia s
3k (S8 O el s das e DL 3 e o gee 5 OIS OIS 4l O e
O LB, ol p 53 1) ST 18 Candy 5 agrs 5 S (oo 4 )LSG )15 08T, 5 ps 0 o571 (o
‘M"gs‘

Aoy b 53 O o 3 daras Yo o8 sl 85 0l s Ol 5 01l 8 G
3gn 5 ol 5y e ¢ s s i OS5 G 1 pwles 43l (1 kol (guey 8
5 Y smma jlael 5 555 (6,87 05 (S ¢S s il 5 Y pames (Y il diy
(F S o oSy s Lacew o sTo 0w ¢S ynt Jle 3, Shas (F 608 5 Slad s
s e Sl 1y (s Il adar 5 (558 (5 e oIl ar B S5 05 1 0y 5 St
i LSS ol gl 5 358 o0 oylnl o 03Il ax B OS5 4SSl ¢S5 16,8 Lases (O
Ot Ly g a0l anr U oS, 0 a Sl S ot elam] S s (8 0S8
s(Fombrun and Van Riel, 2003) 3,/ 4> & Loss 5 QLS LIS ‘C\.QH_:J,L\_;)I By

(Fombrun and Gardberg, 2003)

BIg0 &g S p e Wlaskie

5 ST & in jad 1) B sm Glajlo gl Sy ke deabelin iy o b 5 Ol a8
s e 0LES Ladasetio cpl o ld g 4 51,5 & e go Slojl & gd oLij )l 5 Lo
Dl (Gl Sl G850 D h Sy ke 5 DL G

DS )le baaseine oyl

23 3 lete Combge S0 el S 5 S AT e b 4 (oK (55 et led fool

1. Distinctiveness



[~y o St G S g 9 Silojle © s (ot Alasly ()

LBl by wlie OB LS s

S 15 |5 e led a8 3 o8 T o Sl on 5 D 5 a5 ool
ST S jaze g oy (Sl 6 g 5o

L olastbls,f s Lac b oS5 o wT e sk 4 (oKn 68 e 1 5,65l Jol
Al L, 5l e OB S el aen

L o sl (glae 3 Oliadled (oS5 o8 T o b o (&8 (55 &t Ty g2 Jool
Al 8 5l slizale 5 J sl

Ol gal Cols e 53 LacS 5 a8 T o b o 88 (58 O T ilis Jool
(Fombrun and Foss, 2001) L Coles

"&9b395
4 53L O3y el DLl Sl S o i gn cdamma 3 OIS 31 sl 53k
)l b ool Sl oS 05551313l e pllasl S 151 (s ,S sl 5 ogllae Sl 1 slow
L K o lan D sl D58 4y 5k Ll e Ja 355 3l Jas sl Sl o
Sioss gUlgosbyn 55 55k o lal (555l 3 5ol 3131 53 CS > 5 S i 45 8
ralie o (e o5l G (63 g (id> s (Bandura, 1997) s4ls el s, plosil &
G gl Sl Ul 5 Lacslge 3135 ST yal &S5 Ol gz 4 10T 15l o8 ol ol
as 4S Lol (5,5 o (Strauser and Ketz, 2002) LS oo (o 5 dtsld 5 5 50 b 25
Lol el (il Canlb s 55 el b ge planil sl 35,5 0 5 skl S5l o e
ey sl (S 55 8SS 35ls IV ol Combge 3 ol aibs p 6sbo s 3 g e
55 LaylS T g <=L>u‘ 3590 533,8 y5ba (al.c« $osbss e s .(Bandura, 1997) ol
Sl Caliiee Gladomd so 53 5 Olej Jsb s ple o5k 5 3505 o)Ll Calidee (Glalnd 5o

&S s ol Ol oo 5,00 51 (Eden and Zuk, 1995) Conl _sais sla S5 s o 5 ol

1. Focus

2. Consistency
3. Identity

4 Transparency
5. Seif efficacy



Ca y o aoliydgfy alxo Q¥

) 3 il ;s ladia 4 ol BB ol a3 &K 3 sba g S L3S, S
Wl 43 8513 i ple (63l 5 o
= o B e 9 03U b8 sl 31 ST s e 5 (B Al (sl sl b
DL ol (ST pte ! Rt e Jpame (555b3 55 (2l isdio 5205
S5 Jlss 50, Nes 4 Lg e (SOl 55k s SR Osr (IS S el
il o (b s) Sae a5 e el Omen Slalel Ol 53 i
.(Bates and Khasavneh, 2004)
AN ey S 5 s e e (60l s sl 53 1) sk ae e gL
23308 655 g bt 5ol 53 01,805 5Ly (S5 8a ool ()5l s 55 ==
AU I 0sls il S 53 QLT G 525 (o 5 ot 41 ol g0 e (la Lo
Aol e Ll (50l 255 )5 Slodss Al ) 5 o Sl g2 e )0
.(Bandura, 1997)
a8 621 31 48T me ol o il (i S L e 5 6300 5 o
ol Lyl 8l 5 iy b g dal b A )ls ) 55 oYL (6o ls o el
) 03 Gosln s § 55 ler (Bandura, 1997)k 55 e 4 se (6 e oS b S
SiilSes 5 o omen (De Noble, et al. 1999) 2, SKan 5 Jo s 65 bw s o 3T,
Dl a5 OLLE LT S5 487 sl ol &81,) ( Chen and Wang, 2006)
Jomames 5 510 Glales b aS ol ()50 5 5l (o5 10 0 o ga (5y5ko 5 )
.MJEMQIJQU\&I,,\{,\;-
OIS Gl U adaly slow| SUly 45 Sl (5L 55 31 o islabaly (555b 355 .Y
N e aieo b Lalid 5l ey 5 0)1s dikos wle o wlio 4 45715 (63131 5 05l
S (5513 510 a5 i 5 o O S0
o e Ul Ladaly 535l 8148 Sl (g 5b 555 51 o5 1 p e (spsba & Y
515 3 55w go (Sl Ly g 5 oLzl 4l 5o o e
o, Ll LA)KCB_;S\ bl sl OT 53 S Sl 5y 3l Ep Ll gyl e F

i 115 el Doy g 4 i g ol (Sl sl Ll S s YU (65




ad o St G S g 9 Silojle © s (ot Alasly ()

.(Barbosaet al , 2007)
35S 0593 3138 s 5 o K05 S S 505 51 ol oo 55 513 555l 55
:j}):\):}}ﬁj_&&@\é@&ju\ju .M@éﬁﬁﬁj&)@t)ﬁ
4SS oty IS e Cs 5 6L 3 OB sl s ol ST el ST S (600
:Pp,u;;,uﬂ;\i@ws%yomwwigsduj}”upb;};asg;
355 595 4S Slodomy Sl ST 5ol gl 1 dS .S oy T 6l 1y oYU sl
j':}...)J.QJZLfmcw)-ucd‘}?w}bbjs@u‘}inﬁ;du@ Lyls &S5 S (gL
o3l 355 a3 Wl o ool IS 555 3 andltims a1 3 36 St 555 65k 3
OLS S osba g il a Ll Slojle O g oS Cdls b s WL I s o 1) 5
il OLiilejlo )3 O 5 () A p Sl a0 ST G CS 0 (g 3 5 o e
ol pUls onl a8 AS e sl 555 Ol pte 5 OLS,HI8 Ol 53 15 55k 5 Olesl 51 glas,
Gaisd J3l 4 opl ply S 48 L 4 S8 laeute s L Gollas (J geaee U s e LT
Pabsr g 5o
By S IS 5 OS5k Rl g Sl D e il s

SRS gl

(Cid 53 (Rotter, 1966) 3515 elazl 6,8 3L (6555 53 ads;y 595 IS 058 6,8
DS 315,405 (S5 slasl ) IS S Sl o5lys 3,3 5k 4 eslal J 28 061
o LS plasil (GUlg psghe 4 (555bo 55 6l (e o 5 20520 55k 5 o5l L RS
315 S a5 IS o pghe 1 IS 05LS (s eIV Jae s awlh 0 b
.(Bandura, 1997)

S 3K U 0T slasli gy 5 dasme Al oo LIy Sy J &S 058 &S (gl 3l
a0 ) La S0 5 iasls Cud s 0355 oS dial o 1,287 05 530 1y (g1 31 LT
M&m“u,v\_‘g‘@usv\;,mw\)wkfdw,wu@QTLS)\;\?UJ\

1. Locus of Control



Ca y o aoliydgfy alxo oF

;;w,u,\xdbq,\ou,w)p@us,u)\;;u;p\‘g\;l;\d;ﬁm.mp@gm};
.c,_wln;,r_sjol_::u"\,,l,ﬁjﬁﬁdleﬁ@)@joaﬁ@j\;E%L@T
3 5893 d,S 0SS L sl 80 aST das oo 0L Oladss .ol G931 31 ol J 287 051
wns ol 1o, 5 6 R S5 o 5 S AT ys 5 i i il it ()8 05K
e A OT Ll 53 a8l Uy 5 i, 58 U8 )5 1y Jaome 3157 on Jikizes 3131 51
Mt bty e 5 S sl 5 1 (sles 28 dials > J S 0 IS AL el glodiS
ESG Ol gie 4 Sl e (6,8 J 587 05187 48T Wil 03,5 slgriny Olidses |15 )15 5 5,8
.(Spector and O,Connell, 1994 )l Jos 55 Jad o il )5 il (68 it

e &G Olgie 1y J R8T 4 sl g 53 J ST OGS 3550 55 o Ol ST
.(Lee- Kelley, 2006) &y 56 ¢SS Sy J 257 5 5555 J S o 5 s OLES jaues
(2 Ulg 1 Jele Hlgn Juie &S5 Slaslinal L1y J 28 0518 Siles S 20 25,8 5 o s
PS5 A 53 5 (633 Jalse (AN 5 U)o 53 s et g il 5 IS s ¢ 2O
b S 5 5900 IS olal e b dny 5o ol il o (Jams Jal go (il 5 587 ()
S 6 4 als Olis Jus ol 53 1)y Ll 5 obg ol 50 SL el LT . ias s ]
i il 5 30 aS Il 3 L5 ST b jme ol B Julse Olgie 4 1) L8 e 5 Ul
.(Oreg, 2003) s e Jal o oo 5 5b

3 Shlze] 1 gmear s &S5 Gl (oo Glajle S spd i 8 4 a5 bedls
Gl 55l an s o (g5 IS O 5LST ghyls 550 1A el el 05 8 G (slael
PG 5, 5 dlasl gl an Lipls S50 Sl s e 871y (03 bl Gy J RS 05
P Do GRS p e 5 93 4 L Al oa b g e DLl 53 OLEs 5 (e
1 ghsh gk

13 ke g ls e o daly QLS Says IS 05 Glajle O el 1095 4o

3513 g San 5 515 e o daly G ,m J ST 058G Sl e 1p g Al P



Qv o Famatils s S99 (Slojlw © peis oy abily oy

! i 95

D55 5 Sie 5 L5 (6 g o6 13,313 e U gy 0515 )3 4y (Sabds s
O 5 Sone bl Olea 53 5 db 3 wiied A3 OT S35 p sl oS o (655, S 3
395 5 1SS s cmnss Losgst bl crdls Cangs 4 (Sainds g 13w Ol 45l b e
5l dely 45" (Jorstad, 1996:17-22) 5,15 IV (5 gmes 355 5¢01,50s b Jdas Ol ok
el Ol pstin o1 53 o S 05 ool Bl 0 Dooka ol 53 i 535 555

A3 0T 5l dm 5 E8 8 LS @ (oliBiDlas 53 1y ey U 0315 457 395 (87 ol o
55 55 0dudy ool 51 A g 5 (Ellis 1898; Freud, 1914) 5 , 484 3 5 BT ;5 1, axicds s o3l
M@:f&bu:\J,é!w.C,.w\oa;o:w‘(wwwndb;ﬁb}dujwj
31l 3 oglle j b a Jlo i Kais 5550 5,005 (63b 5 dhaols Comdly L Jle i Sains 3 5
s 01,805 bl Ly 5 )L aoen 5 ,LS (sladely (655 e 51 45 555 0 sl
2 93 iy e 0 iy S g e S50 Ul 4 1) 5 Jlej b i 5 Conated L
G 390 53 Ol cpl 51 a8 L Jbo 8 atald 5 55 Canaded 61yl 51 31 Ao y3 03 5L
S s (5 c@T o éf)j{ > g (Wonneberg, 2007) A;A:@J:Q.L"Qbf Iy Lo ys
VL b w6 5 1 6l m 2L e Sl 055 B 5 T e 5 JU 5 (80
355 0 pdul Olanil 5 it b o BV J gl 03 50 ooy o Juod I (cdb 5 o5
Sl (S g5 ) Gla S 51 01,805 iy sl 5 (6 pdy T 45 gons
3 0bga 555 05l L& Qe liw gl il (6w oo 5131 ol .(Jorstad, 1996:17-22)
e pbte a1y (Ao Li 5 0 g p0B 55 ge x5 5131 ls a8 05, 5T Cesa
QA))TJ:S}éjgadﬁ‘}:;.:Js;.gq-);\):}5-L;LA@U\}?)LAQ)Q,ajM:QLiJ:}})'\:‘Jé\
Syl Ll 5 e 1 ladls L LT (83 .(Glad,2002) & ,5 15 4 T g 501,50
A8 e oLl S G 1y Ol 55 aS T 51 Sl of e & ed 5 OLS
& o 5 ditan BT SIKa0 5 0 9 e Olg s s slizel 5 axuils 345 G 1) Lol sla s,

(Ketsde vries and Balazs,2004) Llols o 5T LT

1. Narcissism



Ca y o aoliydgfy alxo OA

&r 5 Lyls S b slalolis 0,505 1 S e Saley 1y (SN sl 55 cpl
31 i e o g e Sl 51 LT 015 S 0 OLE 5,8 sl oS
h;.mu,uﬁ?@mﬁx3?‘@1}5wuﬁj;;;ﬁ),u)u&ﬂ;gu_bu\uﬂ,,w,
S8 o F N o o LS 5 be s i b 5 o 5 b 55 3 5 ke CMlis
4_3.3)'@@M::Pélﬁ:}ﬁ-&hijsc:)\x:ﬁ)&&:@ﬁSsilq-):sb-):)b
3 I 655y oS g 93 Ll U SS 3 3 Akan 5 S e slazel O s 4 e
4S5 b on alemSle pl ply LS sl Ol ol 1 (b 1 il 5 Sl o)
oTrS.x},'\g;.:_:\i_su")'»;luzﬁ,\@&;:ba{@\@ywauﬁmf
o i3 53,5 680 534S S Gl S s 3 5b 0 25 00 ol pts s
48T 58 i dle Bl S e T e 358 4B S IS 4 ke Oy 4 il 5 s
o Ul o 45T Ll slaml men 350 i (Sad a5 050 JidS i) 4 Wl 5 e
S Caals Sas Wb (Lubit, 2002) 54 e 01 Hleuel 4 Jl e 53 353 e (5, es
s ol an LT YU oLl L ol o Ul i aaids s o5 5wTasdle gla ol 3
.(Campbell , et.al. 2004)

5 Gzl (g3liwl g p3 55 ¢ w5 5 55 (03 S a5 OISl dm S Gaiss ol o
el odh a8 8 i 55 i b sy Comnaind slal Ol e (1SS 5 Ol ol
o ooy Ay Sl Gatss asb i 5 9 (Westen, 1990)

S S o Sy 8ls 555 5 IT ol 55w ol el ad 5 5 Caied 1SS
g n Rl C e 2y 5118 e

Jod JB S @ T &1l gl Jpd b6 e byl gl s 03 S T & o Mis a5
S o gl Jsane g gtbie Olileeal 5 il (a8 6 ol

sy sliws dla S Uls 5 aS o G121 555 (sleslly & G wtids o 1w <555 555
Ly et Ao S A | 05 slal s

Sl 355 (G905 Joloe 1) St S 5 e 5o oo shlan (gladaly tgolial 2 jps
.M;@g;,,;dsbﬁ&l);@\,Ga@wju;&.:cg,mudu,ugﬂm

10 Joen 01 K5 b g amails 55 G 1 0,505 jleiul icuilis 5 Blisezal



o4 o Famatils s S99 (Slojlw © peis oy abily oy

QL:._..QL\)QL;@Lg.).i.,\.&jl:;'j:J{Ls,aGZJQ:}{j)’ﬂd);;}m&\wwlﬂig\p\
Syl

,w‘Ssiuou,'ujudﬁé\,,g.mmu;m@&;,ﬁL;uw;\é
wbjfaﬂaj‘_;);Lg\oj_l)g;i:ﬁyj\&yg;.l.caiuuj\;)}:'-ﬁ&jd};@bjbaﬁé
eoler 4 ol aly 3 8 o (a0l il i OLSIS (Saids g5 5 el cils ) 5
Dahse T e 25 Do se 4 G

b g L 0SB OLS Saias g B cor e Sleile O g tpsler 48

1355 50 0313 QLIS 5 o) g 4 G (oo ste Joe Gl DLb 3wl

S9bog>
/
— M2 e Jsoss
H3
\» JrS ols

Siabogs

Slojlw © poed

B8a3 o0 9480 Juo Vo yladh o gad

i (399

Ol g5 5l Laosls (55573 18 oo Eom 515 (53 0l8 cotn Lo 1 il G
Lo it o BLS T 51 LT o0 sled 40 Gl Slalllas a2 s 15 ((le3T ) o 5
OT GLilje o o omten 3 45 0352 (ol Doy 0 0 ol plonil 355 ol o 55 1 G
ol 215 s G

SLa itn Olye & (S)3ba g 5 (Sobedis s (S, 5 5305 S5 058 bl (sl ke
o 4 5 5 s Jate e Ol gie 4 Glejle S g 5 4l

o ‘_gLAaJ))TJ.:B i g YL oS Ql:.f)lfJ.AL& L;JLnTa\S}A.S :L;J/.a/"o}y'j drol>

ST e o il 48 8 5 o 03l 3L gy 4 (58 e el 035 O



Sy e dobii gy aloxe P

45 g e 31 i Ao 53 YO s Sl i ol ol 0 35T 1,5 FOY 55
Olan 5l 0T Cwsas JolS 4l i 3 F70 Sl 5o U Sl ol Jidey aab i
L o (GEVE NP (¥ bW 0 (88 ) 7YY (LW 5 (La YYD ) /Fac aFse
VAV ) IXE0L O B Y o G WO ) WA dzils pw Sl 00 (VL (&5 90 ) /VF 5 (JLu ¥4
il JLa 10 VL (LB VE) N8 5 Il VO B Ve o (LB FF) 7470 (Jlu Vv B0 o (L&
les s 05 GRYV )L KO/ 95 0 (aY0) 7 OF/F azils Cds

03 3 asl_twn p Lnosls 5T, 8 Lol S50 bl o olay s boosls s, 5T5,8 10
S (srlie VO 453 SPSS 1331 p 5 b 5 (SLST usle oo eSS 4 5 glate s o
FSiag eV s b Slile S ogd 5 S 051 s sk o Sainha i e e
solblenl gla wliie 1 5i8 Lol 0 U OT (g5lu sosm 5 o wlis aen 1 b 55 a8 ol
5 S ol 31V 5 b oaT fesa 0¥ 85 4l SV (b 55 ol 0l o3lizd
15 YY 4S5 50 U3 Y 51 S e Sains g ad sl aolin A8l o) 5 0 (B 7 55
skt At ol b Kaiss gt ate sy JIe Ye 5 ds Oode oS Lele L e o
dals oYU ele U Y5 den 7 Ls g JI3 V8 5A 0, S 3 s 5 4 J &S 04
33 st oYU ele S (lyls aan & 3.0 U5 Y8 (hyls 5 Slojl & g aal i
s Linn 40 1 (illbue by linn 4V 51 S (glaty 8ty e bl Ig Ve IS
SOWPENE S A RENTICHIRICH [PRPWSFPPNE PRSPy

513,55 055 ol amaler 53wl s B slikad ¢ sl (bl e shae
Jsl g A) dil oo NYF IS A L G505 J S 05 el L5 S T i
£33 15 A) L8l oo JEAY U3 AL S5 J S 05157 olide STy 5.0 )la )5
o) ol 03 90t IVFF Jlg Yo b (Saihs g pliie L35S ST g o () 05las 0,
(F )l 0,80) ol 0351 HAFY (I3 A L (635 polide 355,87 SWIT oy i (Y o 5las
2 )S0) el 3 AR U5 Yo Uy Slosl g ulide 3Lis ST GWT g b oman
(F ol

b eslizal Jule sLzel 31 o 5 gmn slael 51 an SV g o155 0505T Cogor ioman
oy Olalid, 8 5 al&uils wslul cOlamasize Sl i 51 sl iy (5l st slzel toiw gl



A o St G S g 9 Silojle © s (ot Alasly ()

Sl ol sl 3l 31 Sl ST 5 Calien (laa-liae plowil b al ol 55 . 3Lz
A 35 e daras Blas el o8 45 8 Jools Sliabl 5 s g onteT o 5Y
030l b 5 (sl ole ows ¢SS U 55 sl i Jole lael O 9o 3T omios g |y pies
23 e a6l e els ol s .0 8 oLl AOY U5 51530 55

el o adiaF 5 ¥ Y O glae, K

(Spector, 1988 3 (uluisl ) o3 9 a9 5399 JyAIS (9318 (5,8 03l Juo 1V ylak oI5

t- b Y3

EE ||

UAY Y- Silaies 1y o os> 0,8 48 Conl (e Jis |
AITY -168 03,505 lad aiulss a5 Lk gl oo ooyl slatalys ax Jad 5l ol Les 51| ¥
VoA -V i Ulgs s 0 bal5 ool ploil )3 oSy 1 s 33 51 pose 25T | ¥
vy - VY e ga 00ls 3 Shee ol LSS & slis)l [ F
a/54 g JRCH IS XA CONNIVINCEL o SR < PP IS IO FC g Cgct 1 Y
NAY <IAY i 45 ez ol 5l st o B 1, bayls opols plowl wiilgs se o3l Jélie 25T s | 8
VevY “IYA el anils o), 5 Jlries 993 e, Lawsd i a38,5 qeead 5l LS, 51| Y
V+/a4 e 5,5 e L Logac aias plowil g5 4 1) 355 15 a8 a3l [ A
VA/FA -/A% el il bl 5 LI a7 lalss Lass a5 Lid 35,5 ouge 5 | Q4
YA/ - IAD I (K g3 Lils 4 baplosles o Slad s | e
YA+ -IN¥ el p3Y 63l ils Jelins ST ) oad ate w8 sy | 1
YAIFO - IAD aals YU sloos, o Sliwgs b Juold slacl Wl Lads g Uidly Jis 4 oliws sl | 1Y
=171 -+ /A 255 38y ably et oL b ol Codbae S gl | VY
YAIRY -IAF o5 Coibge 45 50,3l g S e oS (3L Cuibge 45 o0ldl hee Lol Solis | P
YV/FE AN S (S oy ils 4 Codibge o o5l LS | 10
YY/FO -aY Sl axals YU (sleils aSal & sty | s o3 b Jle Jis 4 o, sl | 18

Vol o3 5 b esalb ale o Olen b (5,5 03160 Juke oS ) 6l ol S5 0 p5Y

e 3Lkl ol s stvalue palie b LB edsl axdls awlie 5505 0T b jesls L
S SRMSE (¥ i S S o15T a5 4 X wcrﬂfz Siie S sl s
s 3l e o8 28 8 s Ol o Bl 140 1 58, AGFA S G 35 5000
148 Olabl o 55 ksl 5SS Y 5L 58,5 Y 518 0t slie als plis

Sy M‘? )‘Ju.:.&a



Cu o dolisiung 3y aloxo

Y

(Raskin and Terry, 1988 3 bl ) Kidaikia ga (5 5aS 0 3Iudl Juo: ¥ o jlacki 0,50

t- b Y3

ELE |

-O1A Ve el o mepds saed Clanl & LS g LS 51 ol ol | Y
VEITA eIy im0l (65 65 S5 epadse olojls ol e peST | A
VEIES V- el (505 33 55 05555l 3gsie ilojln Slaoad oSt e | 14
VY <159 sy 0597 1S (1S oglr KgS g 50 sdo 4o ,Se0 oLl | Yo
-f/a¥ < [OA Cye 995 & 0gb oo bgype 1,508 Cnd 4y lojlu o e Dlegenal S | VY
\-IYY —IY- el ool JIS LS IS ols o 3 | VY
VEIFA 100 QS LS s g pye e a5 S o 2 ey LSS [ WY
Y Ve it Ul Ly ,Sy0 o351 | YF
VPIEA <150 ROWI OSSN RSP IET V3N B )
VEIFA V- Y DPCRS SR U I S SRPY NIVEC SRNUIC IR TN DUDU I B 72
VEIFA V- sy em i ay i il 4zl lasles sl (slamcs 45 e bl 5l S | YY
-O1A -y wlste gy 4 | WS ISl 23 wilgi oo e | YA
RS N2 el U3 LB e 5l cye 5,5 slate | YA
lzd <159 o5 LS L Ll o)l 8 4 sl de | ¥
VEIFA V- s e b slaaiyail o IS8 K b anglie s [ Y
-0 A - XY 3l e o5 ks | Y
R7AY N2 A (e dls m atbg o 0 oL, | Y
\iizd Nia! o2 oo plowl a8 1) azsl Wils o dden o | VP
VW 1O s bl )T pyldy alavely 5585 L 5 ey | ¥
-FA¥ -y dwie Olojls (Sl iy 03l 4,K33 S g 5 e Olojls Cal ) 358 i e o | P

( Spence and Robbinse, 1992 31 uluidl)s 5 glaa 93 (5 538 0 3030 Jaa — ¥ o yladki o 41K0
t- ) S

valle o il

VAR -IA7 il B8 oS (oo S 355 (sl a5 (Jlaal I )l pilsin o0 | VY
veIve A ol Sod Lol ppr malp &5 (S 4 ilion S o0 SO (ST b 4 | YA
VY/AY <IA¥ w0 alwl g 5% b avalie jo 1, Giullsy 5 bl 51 6 ks wilgice cre | ¥4
WITe “IAY s palys sl 1 LT s olopalol o Seie (sl 15 b dgrlye o | Fo
YA/OY -[aY dol ol 05,5 35 00 T (59, 1, pid 45 az] (ool sgum U ilsi s 45 paiiee | FY
VIO <A w23 ol 4 jisn ysbo ay | 395 ilisee oI5 iulliy wili oo 45 s oloalsl | PY
Va/e- <IAA pelion 2 T osgs 5 ass 4 oo ol g g S b S a8 o) (2> | PY
vV +IAA pabed alé Codbye b oA 5l g )low 5 3B e | FF




Y o St G S g 9 Silojle © s (ot Alasly ()

(Fombrun and Van Ri€l, 2003 3l (L8l ) Sl jlau & ygudi (5 43S 030030 Juo & ¥ o jlach o 4155

t- o Y5

VTR | G

V-IAD Nias DS o i, S yd 4 g AYsle e dnd 331 L lesle ! | FO
-\0/f7 —+/A\ A0S oo SO0 A (S a4z 4 wblse re 4l (g0l g lesle ol | PP
S\OIFY —+I¥a oL b e atly s S5 L sl 5 b 50 lojles cpl 45 o35 o bl e | BY
-\oISY —+IYA ey sl cnl 5l e | FA
BT —IA$ Sy A K0 4 SaS 5l el cnl | FA
VOITO <V O Upse 10 Ygoro ams &)l e & and oolil 4 1) iz o lojlos cnl 45 235 o | B
V- -+ AY A 4 by ool o5 ildon o 2K ) oot Bloeal plojl cnl a5 Jley o | B
SVVYE —+IA¥ e e Ay dd ool Sk a5 sl sbizel lejle cnl | AY
I - Iv4 oo 4t 638l b 1y (bl S a5 el sawys plesle cnl 45w wilgise oo | OF
-VEI80 —+IA 3 Wlg3 sgm LL3 1 nl 5l oo 4 4t 31,3l b 5 lojl cl o | OF
-\oIsY —-IA¥ el e ad 63030 ol 15 LS lesle ol | B
AN o IAY w3 oo b @ a5 pellae 5z 5o LS o plejle cul e wily B3 3g2g b (> | OF

S 1y (6,58 ez Collieia

-VVITA 168 25 Sls plojle cnl 9y OlFiss Gl 4 aems L3 51 B
VF/AA -+/A WS Jaue Bobl a1 ajlad a5 ojls bled iy plesle cplpoye b il S50 0 | BA
V¥oF “IA- 3,03 35g JEale 5 Sute Sl Gigm (po At s38l g losle ul o | 04
“\#IF) “IVA wesly olesbe ol b olesdlelss 1 epe dy s o3l iy | $e
-\0/64 NS S oo 03liil £gm iy ol S35l losh ol o3 o0 SSE e | $Y
-\#/q- —+/A\ A Al ool 8l L ogd o ile gz Wil e &S e plojle ol oS o0 S8 e | Y
S\VIAD NG 3 e (6,65 preas plSin 1o 4 4 (go3l Ol i losle ol 45 pls Slizel o | $¥
VEI£O —+IA} AB3 e SBsS Ay W jgemme (e A e s3]l a5 plgtoes 4 Ladly Lol ol | SF
VEIEA -4 s 7)) olosler cnl b1 wbls)l i oo daplojls Koo b anslis ;o | $0
~\ ol AT el 03,5 slol et 633 b glojler cnl &5 (L)l 5l e S5 e & | B8
SIWVY =+ IAA Do se @50 33 S0 Bdle 28,5 ool b plasls cnl &5 05 (o0 SE (e | PV
~\O/AF —-IA¥ Sl o lojles 4 oS 89y o0 Jlaz| a5 el (s313 cblge lojlo ol | FA
S1O/A —+IM ol 63b; laebl plosl ! Sles 4 oo | $4
~10/3A —IAB 213 a3 e oaeg a5 | azul e slonil Glles Glejlu ol | Vo

G Slaite (6,8 03I Je das o 0L F 5 ¥ 5 ¥ 5) e S Ui s
rfL@JTMJ.AdJUT a3 45 93 SIS Cans s RMSEA Hliis ¢35 IS e .ol ponlio Js
gz e 13 fme 53t olhe dST il Ao p5 80 (YL LT AGFl 3 GFl jldis 55 5058

detl o 2V 2la) 5 el 15 G ol Sl w7 e 0T Kby ol !



Ca y o aoliydgfy alxo £Y

O3 T Sl «lss b 05031 s haie @ 1 gl (sloasly g Loosls Jloi 5 4 i (Slgds
Lo joite s (Siad o S SPSS 15 138 0 5 5 olisial L pn ] (51455 (Seas
Solw de gy Sleslinal b (o il 9 Jitawe gl pie oo (Je daly e A oslizul
s 0 ga5T Lisrel 853 1551 p 5 ¢SS L o(g kb SYslas

403 oo 03Ul (Soan 03037 51 e 55 0 0T 0o 55 5 bS53 (g 2 812
O gl o8 Sl 0 o3lizal (po gl Stuuros 1 i (ST o i i () 55 Sl
IS 05 5 Glaile O g o (Soas il b - Sl 03 S o Sate 0 05l 0,5 5
9 bl O i (o /FYY) e J S 0L 5 Sleilw O e i (/FF) gy
O5LS 5 Sy3 IS O5LS W IYYE) (gy5ln 5 5 Slojle O gl o0 /YY) Sais
55953 J,S O plS (/P P) St i g Says S 05 o= /000) G S
5w S 0SS (G F) Saids st g s S 05U G/YVF) g5l s
Wl 0daT oty (=4 /YVY) S 5 5 5530355 5 o=+ /FYF) (5 5bs

§adad (sla jakio (Lae (4o ypracl Sicusan il pud Do ylach o ,K5

Sloilw © el | (F950 JpS 03Il | (Seym JyeS 09l | ygbdes [ Shndogs
Slojlw &y \
920 IS ol A !
S IS o8l SARAS — 10 )
S9logs “IYYY VY —JFYE )
TIPS oYY N DARA EARA \
Sl OY ol Sl Jw

bl SYale (5l Jua Sl din gy ol S5 Dl 3 5> & o byl i )5kt o
Lg”U_:L;ﬁdg;_w\L;Jﬁ‘uduuw&L@;(.J.a&;g,.o)w)sdl.;,;@wuw
st e Je slzel (e 351 sla et ls Gy b 51z 8 bl s ot o pbiae
s e QLS G5 ol slgiey
Aol Ladds Colie S50 5 slael 355 o odalin ¥ 5 ¥ ojlad lssas y5 45 shailen



Fo o ails GBS 329 9 (Slojlw e (s Abily oy

Ladde awn 53 (6305T 455 45 55 SIS Cad s RMSEA s ¢35 SIS jlde oS | - 03 9 o0

el Az y3 40 (YL e aan 55 AGFI 5 GFI ldas 55 9635 Y')'lj.?rf

- e dila.
L -— Faar —

"o e -
I

.I

= R y
i

=, g

L] —, # 2

Chi=Suarse=2F882 .71, df«lXdi, Pvalus=d.5d § - AMTEA= . B0

(oust 9 ylaislical cul jud)(s LAl C¥alas (g jleudas Yo jlads Hla gad

L Keiss g SEF L 555L5 55 ¢ ILCL S5 J a8 050 REPL Sljle & e
Alodd 0303 QLIS Y 9 Y o)kl HIs 505 J3ELC L 59,0 J 285 065 (NAR

- i T .

— ,

+ 4 - B e L

R

i

e Man .at®
.-'I.

8 B -

Chu=fguarse=8837_J1, adf«ll4il, Psyalusal.dJ000, AAERAERST. BED

(Sl a2e) s )Balu c¥alao (g jleudas :Fo jlads Hlo gad



Ca y o aoliydgfy alxo 44

sme daly SKaids sy Sa,m IS 0l das e DL Y 5 Y ojled ls 500 &S shilen

J,S 058 5 6obinst b lojle & jes s (Bob bl awslt Sljle & b g ls
A I3 ime 50350 Y 51 VL g3 et slie 5 Ll By e 5 ls gae e aaly Jg)s
Facs sy pmsSosadalyaS 55¥ asd s Lsd oo ol Yo ) s a8 das o Olist ol
e Y515 omb ol Sl bl 4 (J5 b oo Aol s g 03,5 (i i |y (it o

Hgh 03y 90345 s

S 5 Al § S

56 b Sl s (sla it o (e 5,15 S e dlasly o (slaadly
Ol 1 (St o b e dlasly 5 s A5 05T L o sSon dlasly 5 533 257 051
'Mbgs‘

Ol ety 48T Sk &8 18 m 631> (e 5 5ls (e by Slejle & gl L g)sbs =
odhe (S o Sl O es Kin b 528 5 g sl da 3,05 1y 555 Cns
3554 23 @bOljle i LSS S o odalie DLl 53 15 0T Groe i o7l
03 S e Ola3lo (65 0 SRl el 35 3 e 4 slezel a5y 5 (6osba g LRl L
(ol j i QLS g8 87 S 0 b aslin 3 5 558 Slojlo S gl L oS, ol
53 355 sn Oliabl g slazel o ;805 Syle g it od (o S ke SV i 5 i
plowil oUl5 plaolejlu i QLS IS & Conl ot Eoly (658 Slojlo g b slaS s
AL azdls 1 Lyl sl kb g

OLSH s e3ls Slojlw O gd b e 9 5l gae dedbaly 55 S50 J S 05
23 ol Jale 1) 355 paabd 1587 5 A Gl cdlesl mls Sul e 4 i 0S8
AU 0T Glaslis gy 5 lass » Al 5 oo 3131 (il oo 355 &S 5 Ol g sl il
3l das e 0S8 S el 5 ke sla Sis 4y dnel 0350 83 5 LSS

23 S 08 Gl S 6,15 Gl s b e ) 55 Seiss
Ol 5 Sie 5l gladls LT b 5 L Olbs g atied 3131 ol 35 o0 Cols amslr
A8 e bl o Sl s 1y Olieeaseds 5550 aSTouT 51 5 558 ol jen &gl 5 OLs 5 o yu3
5 i T S0 5 0 g e dmalo 3151 ady L5yl slizel 5 azuils 555 G | Lol gla sl



Fv o St G S g 9 Silojle © s (ot Alasly ()

Lled o..,\.lJéT LG.:T Lg‘ji
;uML@Tgﬁw,gjt,udbu)\ou,w,p@w,u)muw&;ilwwtsjts

3513 g sSan by Glojl g b G JAS 0T8T F ks U5 0

References
1. Bandura, A. (1997). Self-efficacy: The exercise of control. New Y ork: Freeman.

2. Barbosa, S.D.and Gerhardt, M.W and Kicku, J.R. (2007):. The Role of Cognitive
Styleand Risk Preference on Entrepreneurial Self-Efficacy and Entrepreneurial
Intentions, Journal of Leadership and Organizational Sudies, Vol. 13, No. 4, 86-104

3. Bates, R and Khasaweneh, S. (2004 ). Self-efficacy and college students
per ceptions and use of onlinelear ning systems, Computersin Human Behavior, Vol.
23, 175-191.

4. Bromley, D. (2002). Comparing corporate reputations. League tables, quotients,
benchmarks, or case studies?Corporate Reputation Review, 5(1), 35-50.

5. Bromley, D. B. (2000). Psychological aspects of corporate identity, image, and
reputation Corporate Reputation Review, Vol. 3, 240-252.

6. Campbell, W.K., Goodie, A.S. and Foster, J.D. (2004). Narcissism, confidence, and
risk attitude. Journal of Behavioral Decision Making, Vol. 17: 297-311.

7. Chen, Jand Wang, L. (2006 ). L ocus of control and the three components of
commitment to change, Personality and Individual Differences, Vol. 42, pp: 503-512.

8. DeNoble, A.F and Jung, D and Ehrlich, S.B. (1999). Entreprenerial Self efficacy:
The Development of Measure and its Relationship to Entrepreneurial Action,
Frontiers Of Entrepreneurial Research, Waltham, 73-87.

9. Deephouse, D. (2002). The term “Reputation Management”: Users, uses and the
trademark tradeoff. Corporate Reputation Review, Val. 5, 9-18.

10. Eden, D., Zuk, Y. (1995), "Seasickness as a self-fulfilling prophecy: raising self-
efficacy to boost performance at sea", Journal of Applied Psychology, Vol. 80 No.5,
pp.628-35.

11. Ellis, H. (1898). Auto-eroticism: A psychological study. Alienist and Neurologist,
Vol. 19: 260-299.

12. Fombrun, C. J.,, & Foss, C. B. (2001a, May). The reputation quotient, part 3: Five
principles of reputation management. Retrieved August 7, 2004, from
http://www.thegauge.com/SearchFol der/OldGauges’Vol 14,No.  3/fombrunfossreput

ation3.html.

13. Fombrun, C. J, & Gardberg, N. (2000). Who's tops in corporate reputation?
Corporate Reputation Review, Val. 3, 13-17.



Ca y o aoliydgfy alxo A

14.

15.

16.

17.

18.

19.

20.

21.

22,

23.

24,

25.

26.

27.

28.

29.

Fombrun, C. J, & Van Riel, C. B. M. (2003). Fame & fortune: How successful
companies build winning reputations. Upper Saddle River, NJ: Prentice Hall.

Glad, B. (2002). Why tyrants go too far: Malignant narcissism and absolute power.
Palitical Psychology, Vol. 23: 1-37.

Grunig, J. E., & Hung, C. F. (2002, March). The effect of relationships on reputation
and reputation on relationships: A cognitive, behavioral study. Paper presented at
the thAnnual International, Interdisciplinary Public PRSA Educator's Academy
5Relations Research Conference, Miami, Florida

Jorstad. J. 1996. Nar cissistic and L eader ship:some differences in male and Female
leaders, Leadership and Development Journal. pp:17-22.

Kets de Vries, M., and Balazs, K. (2004). Greed, vanity, and the grandiosity of the
CEO character. In R. Grandossy (Ed.), Leadership governance from the inside out
(pp. 51-61). New Y ork: John Wiley.

Lee-Kelley L (2006). Situational leadership: managing the virtual projectteam. J
Manage Develop; Vol. 21(6):461—-76.

Lubit,R,2002 “The Long-Term Organizational |mpact of Destructively Narcissistic
Managers,” Academy of Management Executive, Vol. 16, no. 1,PP: 127-138.

Oreg, S. (2003). Resistance to change: Developing an individual difference measure.
Journal of Applied Psychology, Vol. 88, 680—693.

Raskin, R., & Terry, H. (1988). A principal-components analysis of the Nar cissistic
Personality Inventoryand further evidence of its construct validity. Journal of
personality and social Psychology, Vol. 54, 890-902.

Rindova, V. P., & Kotha, S. (2001). Accumulating reputation through strategic
action flows: Lessons from Amazon.com and its competitorsin Internet retailing.
Unpublished paper, University of Maryland, College Park.

Rotter, J. B. (1966). Generalized expectancies for internal versus external control
of reinfor cement. Psychological Monographs, 80, Whole 60.

Spector, P. E. (1988). Development of work locus of control scale. Journal of
Occupational Psychology, vol. 61, pp: 335-340.

Spence, J.T. and Robbins, A.S. (1992), “Workaholism: definition, measur ement,
and preliminaryresults’, Journal of Personality Assessment, Vol. 58 No. 1, pp. 160-
78.

Strauser, D. R and Ketz, K. (2002 ). The relationship between self-efficacy, locus of
control and work personality, Journal of Rehabilitation, VVol. 68, p20.

Westen,D.1990. The relations among narcissism ,egocentrism, self-concept, and
self -steem: Experimental, clinical,and theoretical considerations. Psychoanalysis
and Contemporary Thought, Vol. 13:183-239.

Wonnerberg,D.(2007), The nature of Narcissism within Organizational
Leadership. A Dissertation presented in Partia fulfillment of the requirement for the
degree Doctor of Philosophy.



YYAA dj‘%.f'L\ syled dsl W o pde MUJ.A;};M;;A

(S 323400 32 — (N po s b AT 9 (o™ 5 Jho
oS J 557 S Sl i STy (SlosT
Sbus Gbobile 5o

* e plle ST

ol8zils (g laslus g o eaSizils Lol
331 0l 8L Yoo

KOVURVPRU G - PEIERCHURVIRY. U B 0. L5
(g g oSS s ol 5

oS>

2
Sz odias 4yl 5 (6 idn o & 53 5 G @11 0T 3 b s Sleds ol jle )5 coas
UL oS dslad g bl O e oS a0 T oo sl By 2 el ST St gl A e
aallles U adlie ool 535 -8 o 15 Jromin 3590 35,5 oo &ly) bly sba S 4T 5 S il o
Lo b Lo ls opl 5 o lalid ( ok (glaamin 1 ast s gty (Dladst CodS (sl S 55 0,05
Jie 53 055 4554 ok (G 5l 055 51 ks B 15055 (551, abedn lows sl 55 b S
O by e Colal gl CliS J S Il de semme g i i B 4 b s gd eslinal Sl T (5 54eb
035 15055 48 S aslgiin 618 el Sl s (2l e (] Lpd 43S T 5 2
el Glacssdome 5 55l on o San | Oloslo &S 035 Slodst ST (glatmin (S Sy s
IS Glaylpl a4 samen &5 55,8 0 i 55 15 (o8 5,5 (S, csla cams ) 5 (L3
Sladst i 53 458 1S o e |y rgr L 53 dlin ] S 0 Ol Sledst ZiS
S rmren 5 (s LS 5 La0T 558 6rfrw Ol oo oS J 28 (sladamin 0,050
Sl 0k Ols lan ol 55 55 (635 90 (Slardllan .5 gad 03\iinl O 55 oo ke 53 (o510 bk Jlos T 5
A3 QL Ty S 5 Jde ol 05 63580

Goaalp 5 (ol m e o T 3 el gladomin (Slads CoiST J 2S5 10 319 duls”

ST

mbsbu79@gmail.com  (J s otiws 55) *



oo doliigjy aloxo Ve

A combined AHP-GP model for measuring the structure of
quality control systemsin the service organizations
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Quality in service organizations takes place in the process between customer and
service provider. In fact, for measuring service quality, the difference between what
customers feel that they will receive and what in reality provided is measured. In this
paper, using the studies of service quality attributes, five sets of quality measures
were identified and these indicators or measures were then weighted through the
analytical hierarchy process (AHP). The Priority weights are, in turn, used in a goal-
programming model to select the best set of quality control instruments for customer
data collection purposes. This article proposes a way that will allow weighting
(prioritizing) of afirm's unique service quality measures, considering the real world
resource limitations (budget, hour, labor, etc.), and select the optimal set of service
quality control instruments. The study addresses two important issues. how to
incorporate and decide upon quality control measures in a service industry, and how
to incorporate the AHP into the model. A case study is proposed in this article to
show the application of the combined model.

Keywords: Service quality control, Quality measures, Analytic hierarchy process
(AHP) and Goal programming (GP).

CdaS” sl o N -
Sl ot das oo ) Sleds duoujugta;d;;séuwﬁsd&m
IJ‘L;L,»,T & =4l » Jds (Schniederjans & Karuppan, 1995: pp 249-258) &l &S
DS e &S (b 55 CdST U ST a1l S 4 gazmn o e 2 S 4SS (6l
o ladamd g s i1y o (ol o Coal (6T 3 SleyT (654l ) Wlosls arw 5 CutS
j_]aa)}QLJ)T&Q\}JM&M,A‘S&&#)MLJ’)‘6156.:}%)\.@,?Qj)bca)}l:—.n
&\.Ar.:.«a}ﬁ@j)ﬁox;r?udccbébﬁﬁbjwy@j\fcang)Jﬁ@ﬁé;
A3 a0l T alad an i a8 035 &S5 5 51 ool y o 2 oS S 3151

1. Goal programming (GP)



v e i 6132 (3051 (6 32 300 2 — (51 70 Al Jlord waT 8 S 5 Joro

! e g ) oS el (Gla st L 1 g8 0L s)l87 5 il plisl (5 28
2SS J S s S b (1 LT St die G o 1) La sl
Jie 6 5 o Sla,T (s imanly Jite o 6SaSTL 5 s 8,870 Sleds (sladle sl
crmamen g ol Ol 1) CuaS™ J 28 OVT 150 51 as gamee o 2 B osls drw 5 1 5 5
5455 Cads 1)) B el 53 atS J S ONTSl 0 (g 45y s a3 3lael Jubo
o3liul ol ;o i a5 U CniS sladomin sl Syl (sl 0 (Slosle as el e
A3 ge3

gty 30 5 ooy il (5l DL e Jelond bl | (150 abedr o 12T 3
ol 43 S slgty (630e sbidn ans s golu gl e Lo § gy ol o Ceud oy 5
bé_;\wa_,t,avqT;&:&-‘@Mjaf)a,;(w)@uw@g&;bﬂ@ﬂ
Sl Sy g 4 (sl Jl b &S5 3 b 511 05 (656 s &S (1 475 S gl
1l gl ol a5 OT 35l 5 510 s o 40T 508" o (6,8 03101 55
Olalie G b S5l Sl 5 (6515 5 (O) s gl (glosy LB 5 bl &K L (CalD)
{(Asgharpour, 2004:pp 298-308) la s & e 311 I ibate (5,8 5l (5 5 () ¢35

31 eslial Lol clos ya o3lial (51 pm abks Loy LT3 51 0 55187 5 il bl e S
S lin ot ST s 4o 5SS (Slbdonin Cal 5385 035 a5 gl 1, 0T
o9y Sheslenal U HLS ol aS Sl ol 61,1 O 9,87 5 sl ;b Ll (6 g 1 48T ol Js
5 kS o sLaole)T Conys (gleijb an b 3,8 n plowil (5150 ke o 0T 5
Ol e 68 48 das e 0L Wlie ) bl ¢SS ST (5 4 Je Coata 3 Shee
S 7 3l ealimel b oZhS ST glaslpl 22 S ol o6 8 e 3 gl oy sutons
Slaslllas 55 cpioman Jua ol 5 58 Al 0 o SlayT (65 a0l 5 5 o510 ks Judoes AT 5

Sl 0l 015 OLES (63 50

1. zero-one goal programming

2. Quality measures

3. Analytic hierarchy process (AHP)
4. Saaty



Ca y o aoliydgfy alxo \Al

G Oldl 50 Dlous Cwds” Sy S 39.1-Y

st Sl Ol gr o Wl S slgiig |y Slads IS Sy e (kS 0Ly
Iy Sleds 3 Shae Cakibes das 4w ¢ (Sasser, Olsen, Wyckoff, 1978) .5 , 484 Sleds &iS
£ 55 (Gronroos, 1982) ., (5,5 5 DU 5 Mg cad gl 3140 o 1iles S slgriy
oo Syl 5 0L rie 4 0T) (SSK) (o8 CodS il 03,5 b jae |y Sledst CiS
Sl a1y Sledst 0L 2die 457 (glogod) (63,5 5LS kS 5 (WS o Sblpd Sleu s
Ssl ( S dlaniS (w CoiS 458 4w I (Lehtinen, Lehtinen, 1982) (1S
Sl 5 (Gsl)

L5 o iy L2 01 K5, Lo o kS 5la 55 3 il g 4
Aot s 035a3T 5wy oale i 5l aS o ela S5 LT 5l oS sl
a0l il Ol sl .l o3 S slginy CulS ot (6l dad Sk (Garvin, 1987: p 101)
S48 gl Cta b s PB gl (Oleds 0kiS el Glailele 5 VI oS W 5
S oLl (B (6,8 5l cOlabl Sl cbbtanas o3 Shee 1l dle LS o 5,2
ok S8 s Sy wld ol j o Slus

SBL 5l s 51 glie o1y Sledst CuiS sls S5 5 (DeSouza, 1989: pp 21-25)
Ol e 5SS (ilomss ¢ s 05 115 3 gm s (S s 035093 ol )y Aas 0 e g
iy (b gad el 5 S (5l sl (Dladst & g 2w (g 6 Dl o(L5)
Wbl g can3a St g ol ol g (DL 4 (S ¢ LBl b e 5
o) Jols a8 les 187 (8 me |y Oledst LS et Li o (Parasuraman, 1985: pp 41-50)
(ALl OS5l e g s ¢ Sy ‘;si}fé‘li Olaabl S 13 55 00 55 50
slal 5 0 e S35 S35 5 g Sy 2l 03 Sl b ol Olejle 03 slezel LB
o 5 0 s la ol Kos laalllan 3 S b 1) Sleds &8 (K3 b pds e
oy 0Ll Sl (g eed 15355T 3y 4y ol kS el ey 5 s ke

1 Tangibles
2 Reliability



vy e i 6132 (3051 (6 32 300 2 — (51 70 Al Jlord waT 8 S 5 Joro

TS s e o
CoiS oLl sl Sl K 0L 2t 45 Sl pl sl aled 53 Sl 4l 0955
ol Ko Cpiomad (6 2 gl S i s 1y ol ) Sledst 1 i (5 jr Sleds
48 hagn il e wes ohen Slods T L 4 (6 5mnl oS 55050 5 Slodks 44T 3 )
B 3 S 4 Ly e slal - S 5 S ol el (Parasuraman, 1994: pp 111-124) (g g !
AU Sleds odias Sl w55 4 5 05k Sledss SaS 10b ke SL551 p dnT B
sLaul 51 (6 5 palor 4o gams (i (5 el 51 iy & T gy el 035 )18 e
b Sl les S 0,81 55 sl LS e OG0 01 Kin 53, 4 81 dins oo JSCa5 oS
1 1SS 5 e 3l LT i 0155 5 55 LaT L0 a3 31 lizal | (s S AR
PP S e slal (nl A 5SS Cd S sl dai w1 U s s b 30
gl a4 5 b 1SS g e Jibe (1) Jgr ol ol s Dloskst ST ot (5 e
odd b oS 5 e Sl a8l Cg gyl 4 (g e lal s a5 (gl s e
oy il 5l 5n ol an Ol g5 o0 S Sl 0 <=l>u| aae) opl 3 godaze JIs la S Ll
0 JIS 5w Jde 6,8 LS L tag s (Kazzazi & Dehghani, 2003: pp 31-71) @5,
sy, Dlads Gt I 5 Ol s Lo 5 0l 05755 sy Sladst CkST S )
i «dIsS g e Jbe Sl eslil b (Jafar Nejad & Rahimi, 2004: pp 1-25) . Llasstls 5 fs g
Ales sad g iy Sled s ol S a1l Sl o (g a5 (6 (G s
o3lial U 5 415 5 Sleds oS ladue w y » 4 (Ghoseiri & Pishdad, 2006: pp 71-90)
Alesls Cbu‘ Oledst ColS ot g (63 90 Slandllas (U168 5 ,0) 355 oLl Jobs
LS4y o gas -l 5zl (Parasuraman, 1988: pp 12-40)4S « S Olea 1) CuaS sl dllae -l

2S5

1. Responsiveness
2. Assurance

3. Empathy

4. SERVQUAL



Ca y o aoliydgfy alxo Y¥

Hload slaglejles ) 3 Cuds SLa S5ag g olaal asdd ) Jgaa

L Slizs) Slblsl iy g iy VTl o S 528 LISl = bl jalls
Sz 5 e LS (9,0 slas! wlis (g pa Ll 5l aS g oy 00 sloww SR (o]

(22l jor Sloas Ly a5 golge palls o9

Ol yo Layls sl sy 4y g Loyl 1o olol 00 00l oas g Sleas (gl >l HUlgs
o ysb 4 Sleas bl (VS Jo 4y wilalls addle fols lis coad ools sucy Obwobl colls
(az (90 Slilas  lyol g Glialsl L6

Sl 6598 Cloas LS (55,0 slash) (5598 loas lyl 5 o)l it 4 SeS 4 e
P30T 95 sl 5 wisl 08 S5 @ hle adoon IS (5508 slisl wansS S5 Eml

(9055 grasly Ol it sl & il a5 aLils Jgideo
sbozel  Gligebl sladl o Ll (Uil 5 )05 5508 Ll (03) 8 s 5 il
ol Ly ag 3 Jolss o ol yitie S 80,5 Olibl ()l yiie jo QLSS )18 )

6l LS il LS s, gLl 5 LSS g woge oislod Eiel Luli| e
(ol aaly 1) aYlgw a4y 65l
Ly B Je 52 3YL (y0503 (pased 5 (908 4z gi) Gl i 4 LS, ol az g oS

(ob e pols slajls Syo g oile

Slovs Cadst”™ J 85 Sl i 35

o goddads Jdmi s T 48 S8l 5 tiaind” (S AIw (S 5 18059 Y-
5K w0k b me (Saly, 1977 pp 234-281) (5 gor 51 45 51 e e o 0T 3
o )lnn iz (5 S el 0 b g o e S s b I (ls sarme i Coret] e
SLaslas 5 o smimal (28 Slaslns o)liys ol plas (6,554 T 5 ol 350 5 oo
(oS I8 syl b oy | a5 Slalin 31 gy cpl o33le go Koe |y o gmiee kS~
oo 3 eslizal 3,8 ao e (Slods CohS (S5 ) S ki (slajlne (g5 Slaglie
! S on a3 1y cagr Sy a0 S enat S Laesls (55573 8 sl (g5 Sl
S etalie SLST ol 5 S S 105 5550 93 g dulie o gn 03lrl 0 1S el 4 Alteus
s 0513 (5 5150me SLeDbI > 55 Sl lin o g3e asajls o 5L Sl ST s Slss

1. Pairwise comparisons



vo e i 6132 (3051 (6 32 300 2 — (51 70 Al Jlord waT 8 S 5 Joro

0 4 thiSu 0 3 g 6;M%T} 2215 685l o 5 )8 el o é;—?rw
spb Jali ) (255 68 s T3 5

cla_,»u,’\J.(_.mQ_;\fm);u_,ﬁfwo,ymc.:&:fdﬁwdm
(.j,cbj@);dcw\af,‘;wi),;W&M:@\ou@mujuwu
D88 et 0 15 0Ll ol Olokir 5,87 oo 13 s ooy pgor el )3 5 Lo
sl o255 Slawlin 51 5 AST 5S a5 (Glodozmy alie ot 51 iSw pa 1 45T dad o
L;,_:?Mu_,:\fM‘)_&:,uiTJ;J.ugMcwmﬁalﬁ.,\;ﬂT@w\,uq;,\
Sledst Glajlas (odny CodS @ a5 L CodS J S o)l 4 gazee sl Sy sl o)l
S i e B8 e el 1S e 4 bg e el I8l b L jlns
La0T 5148 olaasy 8 comenad sLa b 6y el 5 (IS (0 S8ty s cOliabsl
gbﬁfduomw,hrﬁ_{L,_f,p;z\,u\L;lﬁg?a;du,\ﬁmxf@(wgw\
T sl 4 0L 2

S 5La03s Jlasl (slime iy il ol odlaT Cosay oy ol 5ol csukns o6
2 ol 65 sl S e 51 05 bl e b iy el 5> S e sla bl
el b (IS Glacs sl ale s odins LA adls ol S b jlme ale Oloe
Ol e as SlayT (650 54l = 10 adr Jlow AT 3 oS 5 Jde 55 s 1
Dlame iy 5SS S 0 a5 L okl sy (Sl gl b5 o eolitl Ooa mb 8005
Ji 2 slhme ;84S g Olpe a0 B s e sl (oS 5 JHe 53 Dledst i S

AT @ das

ST S by Joe Y=Y
w).ﬁ(\)d.ﬁl&ﬁ)bg_}-ucuw\(\bu') XI MJ;’C“‘JLA)TLSL’JMbJ’JJ’)"
quﬂuwjz_n,;c;buguq}n);,,\mcmg}l@g\.wj\@yalo;;aﬁf

il G (69,0 sls! o mws js Slela
MinZz = P(d;,d)) + R(d;,d) + P(d;,d)). @

1. Synthesize



Ca y o aoliydgfy alxo \'74

Sgdoen cl—.ﬂ O3 55 o jwd 33 Jil_i\.u (F) 5 (¥) «(Y) &Yslae s @LUT BB gl
Slele By ja C 0T 53 o8 sias o 0L 1 wlie Gt calslne Sl y o 0l .l

.M@Q\.ﬁb)\{s)ﬁd\.&‘;ﬂj@:):&buE)C.iﬁ.lﬁwjluéja
YA +do - dl = C (2

Y'ax + d — df = B (3

Yrax + d - di = E (4

P g B NP K
kS (Slasmin aOle )T L ol pon Ol ol (sla Size iomes ok b ¢S5 oo )
s mb Ll O sllas o I GBI el i (G5l 45aST (g 53 e ) 5d e Jeli
Jslas 5545 6,8 OT Lus gdous 1 (6w S5 o3Dhe sl 0aT () aslas 3 0 2ol
woas ol SleyT glacus gdoms 515 o 53 15 (Q) CatS Coda b ok 3l coeT (9)
3 e 3lol CuiS  J S glalpl gl 51 e aladis dow a0 T 5 sla0 s 4 b g je dslas

il odaT (V) dslas 53 3590 ol 3l OLLes 1y Soglize ONTHl 5l Sloer 5 6
MinZ = [Zk:Pk(wkdk‘,wkd;)} + P/(d;,d}) +
P
+ R(d;,d) + R(dy,dg) + PR.(d..d.), (9
Sax + d - df = Q  (fork=12..k), ()

i=1

Dowx + d o+ di = 1 (7)

Wils dal g 5 e g adslee SO LuhS ladaen 31 ESS a (gl s e Ol (F) alslas
Sl 313 S alis Cond o Sl 4 () aslae 3 SlayT (Slacys sdoms (ki 03,
Sl e o 48 ol o 0l By (551 pm Al o T3 s 2 5,56 s
(i o5ls 05 (V) adslas 43 48 6,8 OT 5 by Sla g5 b lin 55 .S o slowl b
$La05s (58 LS bl o3l 350 5 O sllan CohST (Slaamin Fnlia 0357 1303



v e i 6132 (3051 (6 32 300 2 — (51 70 Al Jlord waT 8 S 5 Joro

r 5 s on s eSS S 15l (laas ool s @ (e s o 0T 2
s Bl b ool LOT 515 a5l Wy (oo 0357 513055 Gk 51 dnT 3
el B> B> > B 0T s o8 ol ok oy oo 8 ST s

sl cLObe,T 51 ol ouil 03 8 e o 53 &S Sl o b (V) dsles c(Jde o) 5
Coale sl S8 Il 0 by e (e e s 0T 5 oy 45, L 6T
W ahs 4y 45715 (51 Aok o T3 (5la05 5 ¢ Loy T (2000l 5531 5 5SS
A 055 o sase Bo05)5 CndS U8l laad ) 15 Ol sed 25 0 el
el G Man 6,8 s AT s oS ) i 8 sl 5 W ar p oS
23 Slebs ez gy dile 5 5doms mlin (Slaiys gdos ¢ o L31 35 ol 31 iy S &8 Oln
Slalysgdoms Ol s an eomen 1) IS S5 ,8 Ll o s 5o Dlela 5 Ly pde o s
53 S slamal @ 3le L (531 o3 03,57 00 Slr 5 Ol (sl ie U o s 44 ot
55 0l (F) = () SY¥slae

PRI E Y S KR

Ao Jdow aT 3 S5 (5 s (Sl Dlojlw & s (8dlg (63550 ol
Fe b Sl Bl by Cia Olejle s 8 8 ST s sl -5
2 sl LS oo oU5Hl 0L rie sbaesls 6)}TJJ?J‘M‘4{L}{J°CA:.&:§J}::§W
S e s Sl 5 Cnlyls (G liie Oljee 4 1) (ol kST Sladzein Ol 5 Sl pliST
L;\J_fu,\j,}uwd%&ﬁ;,mcupoujud\Ji:w,,&_\;\.@lcm
23,5 ST b sl Joe .ol LS (IS (Sladmin 853 5 (6 20 3 55 5L L 5o
S 1y 0158 51 6l e gamma 03,5 AT 5 sl 45l (63,3 laesls o3 oo 258 3
235 ATl e e 035 1) e Sla ook oKT 5 S o el (sl ns
OLE 5 055l 5 S gliab 03557 ol b (s s (63 3 Al 4 o Iy sy Slay o
ST (658 s 0 S LS sl LS5 1y a5 8 Olejle Ly ke a8 LT 5 5

1. Lexicographic



oo 4ol b g} alxo YA

150 ks fudow i T 9 (SO 39 0591 Cawwddy ¥

oy (e A 3 e ek s s (e s il AT 5 Sl eslinal frged 51
ou,;vuj_aaf,&;ﬁ.gpas\)Méug}iv\wu)@‘mxﬁ\;goujsvu
g 5 S d 2 Sl ¢ JUSS Olabl S I Ao e slme e 3l o0
s e 53 0t L a8 (V351 4o 50 a5 Jai 55 0L o mnad (sl oot
(F 4(Xg) gl 3 Sty SIS (40K, ) s oliin 53 O i b 2l olod (¥ 4(X,)
s Sledst ot (6l o 5 o gy 2 0 €(X) 5 om0l 2t b 4L
0L ie b pdls wles (V (X ) Glatiy Oledss Gramtn Gl s 5 om0 (7 4(X5)
sl o 3l 35 (1) IS8 53 L5l s (X)) S ST ol

o b 63wl g Jowo jLsle ) JSCo

03,5 Glaslay s g JSE oo Somsl oy Sl 6K o s o 5 0 61

el AT 3 1y 555 (oo 5wl )5 (A 5la8 b 5 i e eals s 5 6;-?;'“-@
alin 5L 2 53 ol Slaan &G 0 e b K05 el i b sl b 2 ST 0L
e G a5 L el ok 2 Sa Il Gl 4 Tl o Slelie l 355 o0
Sl gl 551 ocins O 457 ol gy il 0l o a1 pmbas o 55 i 5 5 oo e
Lo i 5Le 5108 (1 o3 s 1o 1 iy el o Oy S s 038 a4 S
45 (Ghodsipour, 2005: pp 151-215) 355 o HLS asy ¥ e g2 Do S 1330 05 Al g5 S iy

1. Eigenvector
2. Expert Choice (EC)



va S -C SURIP [UPE PR IS TRV YR JRY DN IR W ES JYCEY BRIV S g N0

J=ds sl st T (Y) Jgdar 5o Tl o sd e dals b o o s Jol (5o b o)
1l ou\.&;b)lﬁ\ ¢j)‘ J.GB LS’-LG" @Lz‘]a.bcajli» Cud glee

Jhane sadsaagi bila Jous 5 S 58 sl Lo Sl gl b ¥ Jgaa

CadaS (6 a5 o (5L jlixo
el 5o oo . . . . .
Spdy ool | plaebl calil | oofwly | g R
X, AL IVEA -/+Y4 S/ Y0 N
X, YTy SVEY - YeY - I¥a0 .- 0f
X, ot SVEY o[ fY - -/
X Nnes |-58 .9 Noo No¥
4
Xe /-ay /59 vy IB%% [ovE
Xq /-44 YA Ny 8% [-¥®
X N Y- -/¥a9 IYY0 YA
7
5Lt & oA oy ey o5 o0

O jm ¢l 3 g dnbome e 5515 5L 155 oo aslme 51 S5 5 (51

£ 548 g 53 el o3l s i P il S osliz a1y 8 5L et ls

_ e _
3133525 68 5w a5 Slawlie pouil o) sl L 56K 58 (6,8 5Lt

S el (oled 358 0 dbo>De (Y) J g 53 457 5b Olea (Momeni, 2006: pp 42-45)
30555 5 6,8 5l ) Slewlin 53 e cdizas +/Y )
(o oS SLaokan () Slaslie 4 Zu g dla oy (ool Sy 5l o 51 g
(1) sl gl Gl 13 (6,8 55 bl daSe LB () s 3 Sl o) sl
ol SLa ol (ST 6ty o 5l (Gl ool i g gn S e e 65 55 (M)
DL 1y s (F) Jgdor ol ST 150 by Codn IS (el cr\f&" = el

:..Lh}‘.s.a



oo doliigjy aloxo Ar

Lajlans 5l S ya slacu sl ) jaolie gl : Y Jgua

ool v (5 lro
DARAY sl
QAPSY RV

“IYAN ol oLl
<[+Y0 R
ARG Endy o)

SoSpaaai gladaas il o) : ¥ Jgaa

el s Cadlsl G A
X1 RARTA pow A5,
X, SIYVY Jsl 4,
X, HAtda a4,
X4 AR oy A,
Xs AN il 45
Xq AR plez &5,
X, “IYEA P9 &3,

ST (S35 4l g — il g0 ks o o1 oSy Jho I

S5 5 39dme (6,58 Slelu cams 5 Ao el ety sl LT g5 el
(e SIS =23 53 Aol 81 (e Sy 9doms 5 51) 2 8 (Glays gutoms
03003 (68 el g 53 W3Sl gr Sen s 8 8 553 Dlants kST 18
Slodst ChS U S s (b 53 15 Sledst CodST ST 15 ke 1SS plaST S|
G, Coale 4wl mlis Cusgdoms cpilir gluld Al 5 8 )84 Olejla
Lo SLeMbl 5 6Vl au 58 51 gl 4o (0) Jauder Sl Slods CutS™ J 287 STl 5
Wl 03,51 5 8 Sloks CohS U 2S5 S o5lp5 15 Sl (655 4

J8 St i 11l aw JBlde 457 s Wd‘“ﬁ@j‘mdﬁfw 05,5

8 4SS kS Sl 3l (i Canle e Ll £ 5Y kST i (6 oS



AN e i 6132 (3051 (6 32 300 2 — (51 70 Al Jlord waT 8 S 5 Joro

1 s (X D il S 557 oliie (s 2 ca god (812 350 ulie 0lind Sun 5 (6555
S5 sl Sl ot S5 guloms -t 9355 (X)) Wil ey gy p 5l o S 58
4SS Jrol Dbl Gl o e (68 oS 03,5 s 05Y ol ST i
) sl o s L e 1 48 s o 1 2 S 305 0T oS J 8150 20 8
o i 53 (b L) CoaST J S ST 1SS o oUl5 o (61 bl il
40 5 L prandl iy (51 e ks Julond 0T 5 (la Ll 51 e(lajline) kST i 2

5 oo oslaial odd ST3(Y) Jgdo 53 a5 Hlae ,a

Sloud cudas ;08 YT 5l d do g yo (Slead! (59 5 Siledol g dilallos dinja: 0 Jgua

(325 oo (S Jaobs) CopdnS J 525" T 1351 45399 ladie
e e
X X, X5 X, X5 X X, &ls slile
A VO -
) avo- i AR 0. AFY Yo~ FYYA
S Jz 9=l
alelo AARS
Vag Vg of ¥4 A A Y
LERVS el
Slelw Veq.
v oy oy ay YAY 0 ba-
oS celo

3 gdimen S emal O3l o YL L kS byl i 8 Olejle Coda 87 T )

s 1,8 o3l al 3550 0 5 a3l 2 lg 0S8 (S5l aiti st 4 015 a1y ST

Cin SIS sl 1y 2L 05y (e abde il AT 5 T el (6557 5L 4 p3Y
AlodaT (F) J gt 53 L5y ol ool 0305 Cowsas (a Jsk) CakS™ 15!

Wi Sy g 9 -1
SRl L LS ol st 25 mlie (28, jdos EalST (6 (ot (Sla g5 5ues
Wil 3 gudomn ooy 2 clo 53 5n dlins 53 dins o plawil ol oS ST (gla 15l 03,85
Sl g5 3 et (S el 03,8 155 Gl pny gy ) Sloks S S e g
S 8 35 ol g ke 5 e 3 8 planil Ly 5 e (Gla g 2 S 65 G L5 s S



Ca y o aoliydgfy alxo AY

oslw LgLAC,iJ_gu\m Q\}..Gd.: "M L;LAC,{J}W" U’l‘ .J}:& ubda‘ d“"""‘il"u“ )‘J:‘ 4w r.{

HA-A) (SUaly s gt ¢ 5 o 4 S L 55 ot g5yl
X+X% <1 5 X+X%<1 (8)
X+X%+X+X+X+X%+X% =23, (9
(VY u_i\h)L;ug.i;},\_mJ_ﬁi;Q)L,ppt_i;,,\_mcugbﬁfg.igﬂ_m@
LI ool (65w aieS” Olajle Coda a5 lowsT 1 cizenn 5l 1) 3 55 40 dtawl s 3l ool (gl ace
cuiL@;gg.ucL:@@@J\ﬂ\gh%@,}l@c@\;,wcmgugﬁ;)w;;ﬁ
L aVlow Sl a5 Cus gdoes (Olojlu . Cal SUI il ool (g5lwaaS o s Olojle
Dot 5 Qla (i Lo s ey 3l g0 448 457387 pnd gy =15 VPO ST
Sl Slela O Olejlo S ke ¢ pwoman A oo Jols St J 287 slayl 5l sles (6 5
Ol s 5 Colw B0 s olastl CaS J 28 gla )il Dledst 4 Sl g o0 Sy e S
U1y ulsl glacdlas g LaasLoas claosls 6,375,585 l o 5L (65,0 slasl )58 Sl

3,5 e el V04 S
9750x, +9760x, +1190x, + 650X, + 862X, +

= 14500, (10)
2500%, +4738x, +d_ —d;
196 x, +196 X, + 54 X, + 49X, + 98 X, +
= 550, (11)
98 xs +43x, +d, —d,
47 X, +57 X, + 57 X3 + 93X, + 287 Xg +
= 1090. (12)

491x, +590x, +d, —d_

Ol o et 1S ol flad Sy g 53 1 el (a3 gulomn 43 L gy o e
S il S e 05,8 g B S i ga p atn (l8 Ty sulos Ol st
e Sl )3 La0T g U s 8 8 i 55 Lo, T (glacy soms Ol e 4 Loy s 5utoms
25588 55 g dde
1303 CokS I RS Sl i B4 55 talae Sl 5 o et Ol Iy
}_g@u)Tgwwgii.mﬁwdugwé\ﬁ6;,5@05\.\5\\,6::a,§6uwj
AT o 5 a2 b 514 La 055 YL L obslpl 47 350 edas b ol 05Y



AY e i 6132 (3051 (6 32 300 2 — (51 70 Al Jlord waT 8 S 5 Joro

S Lals @ilwditin o 3 (3sdoes iz g oo Lo S LlodeT S 4 515 ks

rela s sl YL L CaS J xS slaylpl i S 5 b
0.118x, + 0.273x, + 0.066%, + 0.095x, + 0.079x; + L 1)

0.101x, +0.268x, +d; —d

‘ua.x_ﬁT(wJ},\_n;456\4?;“@5\&ﬂw,;u)lﬁ\$u\jwdu
PRty 4SS IS 1l e 6l (0055 L) (o1 ks oo A8 Sy Sl 0Lk
=S d 53 By bl eduled (635 S0 3,8 a5l B o3l 3550 LoiS i
Conn 3lan 5 5y o Doy gem (Y) Jsdm 53 B ety 1 Sla,yT (glaly guous dmu 55 . diuun
X L Slds CoaS J S claglpl i 8 s o 53 (SlosT Cud o a6l Sl
3 Do s (CohS ot a1l 40 g (5 i ) Szl 0 5VL L ol
o p3lie ) s Sl CoiS w31 ESS (610 CodS 1) s 45 s o g
SLaQy 51 e oy 5y g0 dliens y3 xBTS 351 1) (i L Ll g5 o Sm
S oS st oty 3G 2 (6 68 e 0 S o ) (Sl el s
eSS 6l (kS byl Sl as azme o 5 ST L e (6 gt 55 Jie .l ouleT
| S glaasein

0.029x, +0.333x, + 0.036x, + 0.106x, + 0.097x; +

= 0739, (14)
0.099x%, +0.3x, +d,, —d,;
0.248x, +0.143x, +0.142x, + 0.066x, + 0.069x, +
&(1 2 3 4 9)(5 — 0595 (15)
0.128x, +0.204x, +d,, —d,,
0.029x, +0.367x, + 0.043x, + 0.069x, + 0.073x;
= 0.786, (16)

+0.12%, + 0.299x, +d,; —d,;
0.025x, +0.395x, +0.039x, + 0.155x, + 0.077x; +

= 0.785 (17)
0.074x, +0.235x, +d,, —d,,
0.415x, +0.054x, + 0.099x, + 0.154x, + 0.034x; +

= 0.777, (19

0.036x, +0.208x, + d,, —d,;

S SlayT oo sds 51 ST a5l olg sl sl ST o 56 Coda &b



Ca y o aoliydgfy alxo AY

CetS gladzein OL,T pioeen 5 Gtﬁ E{EYGNEPREV RN GSLA)T G g Lol

R(d; +d; +d))+Rd, +
Minz = Dk H )R, 9
R(0379d; +0.189d;, +0.281d,, +0.025d;, + 0126 d,).
~ (dkl_dkS) Gb)TdL&Q)MQk}f@McUJJ d‘_}w\él.bj;&:aévuobj
u_iln(V)dju\_?-))au\_f»C#}ﬁ"fdﬂﬁlm&}:bﬁ&i-\'}édﬁj@au\;\'@b4;"_;Usaj\.>

) ol aJ)_gT L?lf

WL

d 1580 5 3l esbizal b1y Gle)T (6525001 = oo abks Bl 1T 5 (S5 I
Iy iS85 slal ) ang Ol s o(8) g (Winston, 2001) 3505 o S sle 4 Ol o0
¢<xz>é.w,w\_:ia,>oli;.:¢u@mwu:j\w\g,u%&ﬁ.mdow
o e s 5 (X)) 5 pn 53 0L e b ambian () el 5 iy sl
b 5 e o Ol a0y B (a1 OG) Sliny Do Jronie 5 e
Jeos 0dis G w5 (V) Jsdr 53 487 68 0TSS5 Shae a3l 51 0k
LAy gdoms (gt (SLay3 gdoms [ & Slodst CoiS 28 K05 515 S 0
Sl b Lo e Sle)T (glacius suoms sl3le s pad il ol und sl Il 5 SbeyT
Sledbl sy L5 4 DS Slele 5 o pde Slelu cazs o sl 6‘j4§ctﬁd—i«¢
Ol il Ol jn a8 (8) Jgeter () Cannd clins ol 3 5Lzl 5o b 0T 65l 1 (st
it 15 OT L Blize CodST (Gla S 505 Ul 5 on jigs e (bl a8

(g e 3,5 1)1 Olejlo Sy e &1y (oS 7 oo 51 oceT sy gl e Dligiond 0 8
w;yvuu;wdg_w\L;\qxz_w,«s@\mjgﬁ;ﬁu)pbQTM&UJ,\UL;;\M
.J._.i:)l:_..alj}\)QTGL:}‘_;)'L.»oALij..UbeEj\;}))KA{QbJ}%@fdﬁfw

1. LINDO



A e i 6132 (3051 (6 32 300 2 — (51 70 Al Jlord waT 8 S 5 Joro

a1 Sl a5 Loy Jols Sleds atS J 28 Glayl ol 2 gl > 6l 1y ael s
(Sl 05,8 lasl 558 slgihn Olojle Cu s (sl ple obg Ko 4 O 2t

a3 coilisyse |y e glad g Jde glal gl oy Hsb &

Loyl (5330l 3 = (o3 5o luaia JlaS ST 3 iS5 Jus Ja ol # Jgan

X, =1 X, =1 % =0 X, =0
X, =1 Xg =1 X =0
o (S 3guzmo gilvo M3k Hlade (o)
NI s s S lade REJSRIRVS b Cysgame
\gD VEQ- - VEY .- 4oy
s 00+ ray o oo Dlebus
ray Veq. $aA LSl sl

CadaS slrazion o dguxe jo Wl =il (z)

st i Olies S Slaal g
ooyl 4 (o axwlys)
-5 -16VE -IYYa sS5ly
S F -[$Y4 -1630 g
“\AY -1648 - IVA$ LTSNS ONKE
Y I5PY <IYAD Y
LIFYE <IYEY -IYYY Sy e
References

1. Asgharpour M.J. (2004) “Multiple Criteria Decision Making” 3™ Edition, Tehran,
Tehran University Publication.

2. DeSouza G. (1989) “Now service business must manage quality” Journal of
Business Strategy, 10 (3), PP 21-25.

3. GarvinD. (1987) “Competing on the eight dimensions of quality” Harvard Business
Review 65 (5), P 101.

4. Ghodsipour SH. (2005) “Analytical hierarchy process’ 4" Edition, Tehran,
Amirkabir University Publication.

5. Ghoseiri, K., Pishdad S. (2006) “Service Quality Measurement in Information
Technology Departments’ Journal of Management Knowledge, No. 74, PP 71-90.

6. Gronroos C. (1982) “Strategic management and marketing in the service sector”



Ca y o aoliydgfy alxo AP

10.

11.

12.

13.

14.

15.

16.

17.

Swedish School of Economics and Business Administration, Helsinki, Finland.

Jafar Nejad A., Rahimi H. (2004) “Proposing the combinational model of service
quality (SERVQUAL) and Analytic network for ranking service provider
enterprises. Case study of insurance enterprises of central insurance’ Industrial
Management Quarterly Journal of Management & Accounting School, No. 5, PP 1-25.

Kazazi A., Dehghani Y. (2003) “A model to upgrade the quality of postal services
in the Idamic Republic of Iran” Industrial Management Quarterly Journal of
Management & Accounting School, No. 3, PP 31-71.

Lehtinen U., Lehtinen J. (1982) “Service quality: A study of quality dimensions’
Unpublished Research Report, Service Management Group OY, Finland.

Momeni M. (2006) “Mew Topics in Operations Research” 1% Edition, Tehran,
Tehran university management faculty publication.

Parasuraman A., Zeithaml V., Berry L. (1985) “A conceptual model of service
quality and itsimplicationsfor future research” Journal of Marketing 49 (4), PP 41-
50.

Parasuraman A., Zeithaml V., Berry L. (1988) “SEVQUAL : a multiple-item scale for
measuring consumer perceptions of service quality” Journal of Retailing 64 (1), PP
12-40.

Parasuraman A., Zeithaml V., Berry L. (1994) “Reassessment of expectations as a
comparison standard in measuring service quality: Implications for further
research” Journal of Marketing 58 (1), PP 111-124.

Saaty T. (1977) “Ascaling method for prioritiesin hierarchical structures’; Journal
of Mathematical Psychology (15).

Sasser W., Olsen P., Wyckoff D. (1978) “Management of Service Operations. Text
and Cases’ Allyn and Bacon, Boston, MA.

Schniederjans M., Karuppan C. (1995) “Designing a quality control system in a
service organization: A goal programming case study” European Journal of
Operational Research 81,PP 249-258.

Winston W. L. (2001) “Introduction to mathematical programming applications
and algorithms® Zanjirani Farahani R., Asgari N., Modares Yazdi M., 1% Edition,
Tehran, Termeh Publication.



VWA Jsl aad ) 65led cJgl dle S e 4ol i g5 dloms

R AT arwgi g Fa0 Jaxo Jolge (v g
2945 Oly ATHI oo

*G)Laﬂ & Sz
¢W9oummy@k¢uw
Olnl Grioy (ole slaiaghy Glosles 59l
odlj Slokw wlae

lojlo oSl g 5lid e sl puli IS

NS>

A ol Sl 3l 1 05 5 68T 5 e 5 Jad sl 5 1S ST sl 5 S
a5 a8 sl 53 s AT 4 (51,8 55 ol 51ils 5558 oS slamil udd se 55 o
3 5 g Gomn 4l ST IS o w551 5 0 ST K3 s 5 b (o ATHS i 5 .
Er e b i s 80 Loy 3 slaaali 5 Laolails (o ATHLS 557 e lac Il 55 L
Lo ga Ol e 31 o sloml O 5l 55 457 (61 &1, 5 (sla,l8 5 S slas 5 il 3T, slacJlas
ol 03 W5 or AT s 2 g ames il Julse () 5 plilis ol S Sl
SULE 5 e oSS 508 s il BT glacdleb o) sl O (sl s, il 5 a5
3 HATS gy o Jalse 36 o sas 55 s Slalllas 1 ol s dlie ol s il
ous )l asb rwy Sloslinal by iwles g4 a8 0l 3T, o8 s 5wl 3T, ¢ 8y
(P S e A g S (gt g L sl I g laad S cdas e DL 5l
G 53 (e Jolse 5 5558 Julpe cplazrl 5 (San b Julge o) 5 IS ol Julpe

Ll st o 3T

.)K} g.,.«s Jl:;i‘ ‘k.;bf’u' JA‘}G LA.:L.LJJT)K)k}) LL;.:JST)K :lﬁQj'a u\:lr

mitxansari @yaho0.Ccom  (J siws ot 55) *



oo 4ol b g} alxo AA

In Entrepreneurship Development
From viewpoint of Iranian Entrepreneurs
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Organization

Entrepreneurship makes an important contribution to the success of a country's
economic development. It is main source of job creation, innovation and exploitation
of new opportunities. That is why entrepreneurship has always been of great concern
throughout the world. Entrepreneurship development is established by propagation
of entrepreneurship culture and promotion of entrepreneurial activity levels. Instead
of numerous programs to enhance entrepreneurial ethics in Iran, the number of
innovative-based created businesses in Iran is lower than of global average.
Identification and assessment of the various effective factors on entrepreneurship
development will be useful for policy makers. In this paper, the effects of
environmental factors on entrepreneurship development from Iranian entrepreneurs
viewpoint have been investigated. A descriptive-survey method with a researcher-
made questionnaire was utilized to collect data. The results show that from Iranian
entrepreneur's point of view, personal experiment, environmental, social and cultural

factors have significance effects on entrepreneurial activities.

Key words. Entrepreneurship, Entrepreneurial Activity, Environmental Factors,
Business Cresation
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The effect of accounting knowledge on the use of
opportunity costsin resour ce allocation decisions
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Information processing theory suggests that knowledge structure in the long-term
memory isformed as aresult of education and affects all mental processes. Based on
this theory, individuals who have received formal accounting training are expected
to have accounting knowledge structure stored. Since accounting literature is mostly
focused on the financia reporting and general accepted accounting principle
(GAAP), the opportunity costs is normally ignored. The main objective of this study
is to investigate the relationship between individual accounting knowledge and
degree of encountering opportunity costs in resource allocation decisions, both
individually and at professional level. The results of our survey research suggest that
individuals with high-accounting knowledge pay less attention to opportunity costs
in resource alocation decisions at professional level in comparison to those of low-
accounting knowledge. The research aso indicates that at individua level, there is
no significant difference between the decisions made by two groups of accountants.
This study further revealed that considering opportunity costs in resource allocation
decisions depends, to some extent, on the individuals' accounting knowledge.

Key words. knowledge structure, opportunity cost, information processing theory,
cognitive.
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Techno-mart, the Lost Chain of Management System and Technology
Transactions: Designing a National level Model

Hamid Khodadad Hosseini*

Associate Professor in Business, Tarbiat
Modares University, Tehran

Rohollah Sohrabi

Master of Industrial Management,

Imam Sadegh (a) University

Today, technology is accounted as one of the most significant factors of economic
and industrial development in the world. Countries use different ways and methods
to facilitate technology transfer and transaction in local, national, international and
global levels. Creating techno-mart as center of technology transaction is one of the
advanced mechanisms for the above purpose. In Iran, technology transfer and
transaction do not follow a stable and coherent system. This weakness is the main
cause of many problems for technology suppliers such as; elites, state organizations,
and industrial sector especially small and medium size enterprises (SME's). In this
paper technology transaction and transfer has been discussed and some cases of
techno-mart in Europe and Asia have been reviewed. Then, survey research
including interviews with experts from techno-mart and related fields experts (such
as technology law, technology evaluation and marketing, supportive funds, etc.)
were used to present a model of national techno-mart in Iran. In this model, mission
and goals, different sections, ownership, internal process and techno-mart
communications at national level along with necessary requirements for establishing
a techno-mart environment have been described. It is derived from this study that
other nations' experiences in dealing with requirements and primary infrastructures
of techno-mart, is expected to lead policy makers towards a better decision making
and planning.

Key Words. Techno-mart, technology transaction and transfer, technology supplier,
technology demander, technology evaluation and marketing, and technology
transaction infrastructures.
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