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In the present era, the service customization has transformed from an
optional competitive advantage into a vital necessity for the survival of
organizations. However, a systematic review of the literature indicates that
no codified model exists for evaluating service quality under customized
conditions, and the absence of a framework that simultaneously addresses
high quality and adaptation to customers’ unique needs is perceived as the
primary research gap. The aim of this research is to design a comprehensive
model for evaluating the quality of customized services in order to analyze
existing strategies and identify the operational challenges faced by
organizations. This applied and descriptive-analytical study employs a
survey approach. The statistical population consists of active customers on
e-commerce platforms, and the sampling method used in this research is
non-random purposive sampling. The sample size was determined based on
the common rule of thumb in research employing structural equation
modeling. The data collection instrument was a researcher-developed
questionnaire whose content validity and reliability (Cronbach’s alpha =
0.845) were confirmed. The data were analyzed using the Kolmogorov-
Smirnov test and multiple linear regression via the stepwise method.
Furthermore, structural equation modeling with SmartPLS software was
employed to validate the model. The findings of the structural equation
modeling method revealed that, among the eleven identified indicators,
“awareness of customer expectations” and “strong organizational
management” play the greatest role in predicting the quality of customized
services. Moreover, all eleven dimensions demonstrated a significant effect
on the dependent variable. The results of this study can serve as a basis for
formulating operational strategies in service organizations aimed at
simultaneously achieving high quality and effective customization.
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1. Introduction

In recent years, advances in information and
communication technologies have fundamentally
changed competition in service industries. Mass
production and standardized services have given
way to service customization, where customers
expect organizations to understand their unique
needs, interests, and behavioral patterns and create
personalized experiences (Feiz et al., 2012; Rita et al.,
2019). Customization, also referred to as one-to-one
interactions, is the organization’s ability to design
and deliver services aligned with each customer’s
beliefs, desires, and specific requirements (Saberian
& Mirmiran, 2021). A distinction exists between
customization (customer-driven changes) and
personalization (organization-driven changes based
on data analysis). Customization has shifted from a
selective competitive advantage to a vital necessity
due to rising consumer expectations (Mamakou et
al.,, 2024), intensifying competition (Shyju et al,
2023), and the catalytic effect of the COVID-19
pandemic (Kwofie et al, 2024). However,
implementing customized services faces challenges
such as managing large customer data volumes,
integrating customer profiles, targeting based on
lifetime value, and balancing time and cost (Sreejesh,
2024). The core issue is how to achieve an effective
balance between unique service delivery and
sustained high quality.

Service quality has long been a central concept in
marketing management (Aziminia et al., 2023).
According to the gap theory proposed by
Parasuraman and colleagues, service quality is
defined as the difference between customers’ prior
expectations and their actual perceptions after
receiving the service. From a strategic perspective,
service quality not only directly influences customer
satisfaction and loyalty but also serves as a key driver
of sustainable profitability and long-term
competitive advantage. Numerous studies have
shown that improving service quality is closely
linked to cost optimization, sales growth, and
positive ~ word-of-mouth.  Although extensive
research exists on service quality and customization
separately, a systematic literature review reveals a
significant gap: the absence of a comprehensive
model for evaluating service quality under
customized conditions. Most prior studies treat
customization as a secondary, moderating, or
mediating variable rather than examining the
dimensions and prioritization of quality indicators
specifically within a customization context. In fact,
the lack of a codified framework that simultaneously
maintains high-quality standards and responds to
unique customer needs constitutes the main
knowledge gap motivating the present study. This
research addresses this gap by treating quality and
customization as two sides of the same coin and
designing a model that simultaneously analyzes

existing strategies and identifies implementation
challenges.

2. Methodology

This applied, descriptive-analytical study employed
a survey approach. The statistical population
consisted of active customers on e-commerce
platforms. Given the non-random purposive
sampling method, sample size was determined using
the common rule of thumb for structural equation
modeling studies (5-10 respondents per item). With
a 33-item questionnaire, a minimum of 165-330
responses was required; ultimately, 386 completed
questionnaires were analyzed. In the qualitative
phase, the Delphi method was used with 15 experts
meeting predefined criteria (minimum five years of
relevant experience, master’s degree or higher,
publication record, and willingness to participate) to
confirm the indicators. After systematic literature
review and expert consultation, eleven indicators
were identified: awareness of customer expectations,
customer mental image, strong management,
aesthetic factors, appropriate IT infrastructure,
customer interaction methods, financial systems
updating, human resource training, technological
changes, organizational knowledge management,
and service quality. A researcher-made questionnaire
with 33 Likert-scale items (three per indicator) was
developed. Content validity was confirmed by
experts, and reliability was verified with Cronbach’s
alpha of 0.845. Data were analyzed using the
Kolmogorov-Smirnov test for normality, followed by
stepwise multiple linear regression and structural
equation modeling with SmartPLS to validate the
proposed model.

3. Results and Discussion

Demographic analysis showed respondents had a
mean age of approximately 29 years, with 61.9%
male and the remainder female. Cronbach’s alpha
confirmed good reliability (0.845). The Kolmogorov-
Smirnov test indicated normal data distribution.
Stepwise multiple linear regression revealed that the
overall model significantly explained the dependent
variable (customized service quality). All eleven
indicators entered the final model and showed
statistically significant positive effects. Awareness of
customer expectations (standardized beta = 0.519)
and strong organizational management (beta =
0.476) ranked as the strongest predictors, followed
by customer mental image, organizational
knowledge management, and IT infrastructure.
Multicollinearity diagnostics (Tolerance and VIF
values) were within acceptable ranges. Structural
equation modeling with SmartPLS produced highly
consistent results: all eleven paths were significant,
with the highest path coefficients again belonging to
awareness of customer expectations (0.541) and
strong organizational management (0.498). Model
fit indices were satisfactory (overall fit = 0.512; SRMR
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= 0.068). The near-perfect correlation (0.991)
between coefficients from the two methods
confirmed the robustness and stability of the
findings. These results indicate that, in a
customization context, understanding customer
needs takes precedence over purely technological
investments, and strong internal coordination acts
as a critical facilitator.

4. Conclusions

This study fills a major gap in the service quality
literature by developing a comprehensive model for
evaluating customized service quality. The findings
confirm that customized service quality is a
multidimensional construct shaped by eleven
drivers, with awareness of customer expectations
and strong organizational management as the most
influential. Theoretically, the research extends
traditional service quality frameworks by embedding
them in a customization context and empirically
ranking the indicators. Practically, organizations
should prioritize continuous customer listening
mechanisms and agile, empowering management
structures before heavy technological investments.
Limitations include the focus on e-commerce
customers, the cross-sectional design, and purposive
sampling. Future research could adopt longitudinal
designs, conduct cross-industry comparisons, apply
fuzzy multi-criteria decision-making methods, or
examine the role of emerging technologies such as
generative Al while preserving customer agency.
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Table 1. Review of previous studies in the research field
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Figure 1. Overall Process of the Present Study.
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Table 2. Characteristics of the experts participating in the indicator validation process

LB adle Flojlw ol (auass 059> @3,
\Y Sesg Sl ol p el ws )l o S5l Co e \
q ools o jisu pae SleMb| (5,9l8 o e Y
Ve Sleod lapi j5liv glio (owiige ¥
Vo (Sloss o pow) olBisls slewl SB b Co e f
Y Gl aryms ol ulis IS Sledlbl 6,9ld Cu poe A
A Jezs Sbllk poe LSS TRENPERS 4
) Sleds CaasS poe alio cwaigs \
A (b, olsls ol S5k e pae A
7 Sl sl Gapinns (5iluosly Hslive SleMbl (5 )5kd o oo A
\- Sl Sb Ll Jele o B,k Co e ).
A Sl glasil 3 Sl glio (owiige W
1 Obtie Sleas iy o SOk S nae Y
\Y (Sl (gl pins) oKiils sl Sledlbl (6,9ld o VY
o CakeS S e glio (ouiige A
Y il G3ll S5l 2o e 10

U""*"”’ g_)l.:.anA 9 Ulf)'o g_a‘).laa LJ’“L“'" » L)’“'QBJ" OML:LM.'LH..: LSLQQaDLw .Yl Jsu).’.

Table 3. Identified research indicators based on expert opinions and previous studies
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Table 3 continued.
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Figure 2. Conceptual model of the present study.
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Table 4. Structure of the research questionnaire
including indicators, items, and question
distribution
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Table 5. Overall frequency distribution of respondents
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Table 6. Reliability statistics based on Cronbach’s alpha test
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Table 7. Kolmogorov-Smirnov test
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Table 8. Variance analysis
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Table 9. Coefficient estimates obtained from the Stepwise Regression method
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Figure 3. Coefficient estimation results based on the structural equation modeling method.

Y o lols [V 090 e Julé)gcﬁjwsww



AD

ool g olie

Sleaz b o 85,0 4 ol ol kie )l oo
@ atwly Gasa U1 cols, bl s ood ob)law
534y pamie sloils Ldly lojle a5 sl Sy ol
Iy ooy s led Byo & sl 05,5 S 1, bl
obe Gkl sl ol wSe el
CGilwei)low ¥ g Gy (g yiie) €55l ob)lew
O G S wszlr 0 &5 ) Gy pbesle)
5 Codlad b bagylojl el aisy s Cudne A
w55k anolyd 093 Sleas b o) (g ie colale
mre O lp Obitie 4 ol ol b diges sl
ool (6563, sbo; ok 51 o 43T a5 095 Sl 5

S bl |,
4.9.4[} nSS C| o‘).c.b @waésu\.?bo L> axJlao w‘
S sl obise B TAR) )]
gemS 03> b (Sopd Bro Sloss slaboms
03,5 i b Sl ahaie G o |y ol e SlST
Jsb 3o oS sl 5 ol a5 J s wcud
ua.?-l.w cd)lJ b;‘ P A L)}: UL")
O wwl g aeplls Slool 5l as glebis
sl asly oo ST oS sl imgy wileaiz! S
ol g 1y Gemmerdiw)) o slbaie) et
(Jeb slaz b sl b aslg o ST o), Kimgs .ol
) ool o jlhw Sleas coaS 51 Shhol s S8
WS b, olle boomie ,Se ol e
5 gy aile) wilize mlio sl ek ol
ST il o (T Sig 800 5 b awlio )0 (loyo
IR SO NPT S S
slagty, 4 eizes WS el
Lol s b)) 36 ojlmenir oS preas
5 e bl BiS 4 Wl (o5 amcagldl
WS S8 erle ol Gl (69,5550 sleadls
P92 9o Horbs slas sld B (ow)n oleye
- sl gileoh)lhe laysise 5 Wge esia
- S Sebele y Pl Gl cdbe b plojes
Ol 59y i 1y sloasS gl cimgh slasleis
Q‘ﬁ..\.o 5 Hladoe 4 1 oo w‘ oo, Jlee ..\.aL....fGa
Gilosilin e ciyk Jobs b ool wmlys Sl

Y oylols /Y 0y90 [NFef Jlw /(5590 e 9 i (owidieo

Sl ol a8l aw egh pl ws ks Sl
2ol Glweeg b1y Sleas coas alool wass
Sogz )l 5l 512y wes e by (gilo o8l i
S o0 &S > JIsS=lisl s JIsS s Dees (sog e
e o, @B apl g5, 9n) 5 L pgs
Sl calis ans e (Lt 45 was e 4]l o asls
G ulopw g Sl Gy e slajls
e 31 b ax ST asil ol o ls Caslsl il jslid
«Sreejesh et al, 2024 asbe) s
L ,9k8 &luyp) » a5 (Rashid & Rasheed, 2024
Slyen wilatsls oS ble Jolse olgicds Cooyd
olis a8 cul cusnl Pl cqm ol Ll ol JelS
Sy (Hees i) (Silw ghlaw e 0 wes
Lo sboadl (pguw o)l pasi « 8 Olige» 5 LS
S Grie gy g ileetilie Gl 2
sl aw o (Hartl et al,, 2025) |, SKe g J5)lo Jawgs
Mtsw‘owwgwwﬁﬂf@dﬁndw
Lyls o a5 amse olis ol 5 sl Ll S
Srbe 395 (§pSeedl g2 y0 &) (5iluch)lin
Ll 5 wilose b 5V 0ad STl S o (S
Slojle Conse o5 whoe S Gloy (59,95

2l oSl (548
siin oadzlpll Joo (Jes 05 e
ol €« yie lhllanl 51 aBD Sa Jgl Codlsl
9 (& o s Judod (6 yidn Slas Glapinns aile)
alygld i)l aigS pe p padie Wb (el (525995 5k
olid €« Slojle (698 Cu o m Coglsl pregs il
(Gl Sales slolizle 0929 oy a5 dwd oo
=gl ea 5 ple i panads
WU 5 lesylin slaek, Sl o Fodizy
ool Jloo 4 a5 slaglsle cplply g walys
i il gl sl 5 YU CoieS Sl Jolas
Ol Ul et (ol Gl (@) iews 5 4 Wb
|, poie Las LSS a5 Solr e sloansT (0)
Sy oSl o (@) 5 Sl iadly
Cuglyl o 1, Blagle; Hhb pole 5 Sl
LS‘)? )..u 6159.& PN QM.MJ L Lgl.:od;;éli DY )|).§



Sl bl (Lol g g5yl Jdoxd 3 S gy b oo g 5lu o liw Sloss CudeS (351 Joko (>0 A?

G s Codale Lo ailaialisn Jola g 130 (Y
A ples pelul n e oSl acld g
Cote b5 hegkn a0 edbims
(Oleas CoaS g il Copae sl el
slga |, Sleas b anls b olpoe
Clde 5 JRS o o a5 sl
loppiily ogd oo oloidey w0gh bri> (5 liw
5 bl gl 4 G Gl sloa,
5 wre Sl Ol 5 e, ol
DS el b ie @ 1) Sles g LS
) it yh 3 (53,55 pu blE pldl
oadSThol slazel g cudlads 5 onilu, JBlas 4
s oe )] Glejen jsba |,
Bt Lol 039y axlge plausgase b ols dslllas
slopsisly o Jub pbyite Jali bro g)ll ansl>
Ced Sae oS o3 (i YAF) SugpSll oo
bro Sbos cblme 4 |, badl piyees
50 S Sgaonn el (g 0j5> b (S
Sy olite S iagy abie b
5 Sl a5l o sl 03,5 i pls o) alaie
P W by oloy Jsb o cudS ool
g Sapllas Slool 51 ouds olulils asli oojly ax S
ST S slaiagy wibadgl sl 8,5 agl
Ml i ) B slaane; e slal wdlys o
dedan  Bolai e (5 S aiges I oolaiul oo )lez aisle
sl 4l ol yo 45 |y ] 6 S g ] (ySeee
Slr e v 388 slaadgae bl
L sty ohStagsy ol joai b ST o iagy,
kS ) Sl s (SigSr (b slag e S
b oyide ),Se ol 0 1, oab b lin ol
ol e ek Slalllas plogl aiS b, olejls
s9,800,5 b analie 1o ploys 5 Cudlagy wile) iz
omas, WSz &8 ol ST wlgie (]
Otz WIS (oo il Cwd £9 ey el
2B 638 o)lmesiz (6 S peeal slahs) 55,0
@S 4 Wl e (oS Gyl b 636 Jens
el eojl e 99,955k gleddl> 5 e Ly,
by oyl A (s p olee WS S8

Silosylin loygise g Wgo (ogian Shs (yzmen

Iy Gt Slolze (giluaiaily 5 cwas Js gl
DS (g3l b e 5l
S Jols @l Ser g Giogh (o Gloasl 4 azg b
wYoleo glwJae 5 pBapls (oS, slois,
Sloas oS sl al,s rgIveiv
Sgpsdl ojls lapaily o eadig il bl
Ored 0 el ganl s Sl (LIS aels
OlSeaeas 9 (lpde 4 pj 60,5 slaaoy L,
193,550 Sy 09> (2
ol s ot la)Bgile 4 pealaglsl ()
ol Sl ol e olllsl et
Joe g0 2 0 syl ollldl 5l eBh
O DFAEe 5 PGS e o)l
wlls aisile il clans S
3O Sed oo Aoy lpae 4wl oud
drwg 0 W A8l disS e
5 b x Bl glesley;
9 e ghho az)lSy slapturn il
ST S eSSy S 4l by Jelos
o oylpl gilwesky Goyb 5l el
oyl Jud g lalad ool
Bldal b 0gd oo juo olp)l5 adls il
sl 5 st Gla SRy e B3
25 JSS e 9 8 pazie
e LSl gileaiails 5 (Sl sl (Y
Copae? aslis 5.5 8 4 axei biglejle
Olpde & cuanl pgd 4, o Jlojlu (568
Seb o Slpivy Slas slaglele o)l
Ceos 3 |y gyl Clo 5 s slo,L5Ls
ABS Jouw hlario g SOl S e say
5 Shzm b Giloh)liw anlp «lxl)l
@ Sl el olhes YL by
ol s paie b LSS
Golgylee Gmw ol &ls Larads
5 Sldbl (gyké glaaxly le o3i94)
Bge ilwosly sl gulol byl (L)L
Gilesiylow slagilinl wo)le e g
gysn sled 4 lly

Y oylods /Y 0590 [VFef Jlw | (5590 pt 9 o (s ifeo



AY

ool g olie

Engineering and Productivity, 3(1), 41-65. (In
Persian).
https://doi.org/10.22034/sep.2023.706142

Aziminia, M., Eghbali, M. A., & Eghbali, H. (2024).
Investigating the relationship between
electronic service quality dimensions with
respect to the role of trust and satisfaction on
customer loyalty in Ansar Bank branches in
South Khorasan Province. System Engineering
and Productivity, 3(4), 136-155. (In Persian).
https://doi.org/10.22034/msb.2024.2015514.11
65

Azizi-Soreshjani, S. (2022). Investigating the effect
of ethical behavior and service quality on
customer loyalty with the mediating variable of
customer satisfaction in the bank (Case study:
Sepah Bank of Chaharmahal and Bakhtiari
Province). Journal of New Research Approaches in
Management and Accounting, 6(22), 897-914.

(In Persian).
https://www.majournal.ir/index.php/ma/artic
le/view/1641

Barnes, S. J., & Vidgen, R. T. (2002). An integrative
approach to the assessment of e-commerce
quality. J. Electron. Commer. Res., 3(3), 114-127.

Ben Abid, T., Ayadi, O., & Masmoudji, F. (2020). An
Integrated Production-Distribution Planning
Problem under Demand and Production
Capacity Uncertainties: New Formulation and
Case  Study. Mathematical ~ Problems  in
Engineering, 2020(1), 1520764.
https://doi.org/10.1155/2020/1520764

Bernardo, S., Orviz, P., David, M., Gomes, J., Arce, D.,
Naranjo, D., .. & Pina, ]J. (2024). Software
Quality Assurance as a Service: Encompassing
the quality assessment of software and
services. Future Generation Computer
Systems, 156, 254-268.
https://doi.org/10.1016 /j.future.2024.03.024

Blut, M. (2016). E-service quality: Development of a
hierarchical model. Journal of Retailing, 92(4),
500-517.
https://doi.org/10.1016/j.jretai.2016.09.002

Blut, M., Chowdhry, N., Mittal, V., & Brock, C.
(2015). E-service quality: A meta-analytic
review. Journal of Retailing, 91(4), 679-700.
https://doi.org/10.1016 /j.jretai.2015.05.004

Dabholkar, P. A. (1996). Consumer evaluations of
new technology-based self-service options: An
investigation of alternative models of service
quality. International Journal of Research in
Marketing, 13(1), 29-51
https://doi.org/10.1016/0167-8116(95)00027-5

Dewi, D., Hajadi, F., Handranata, Y., & Herlina, M.
(2021). The effect of service quality and
customer satisfaction toward customer loyalty
in service industry. Uncertain Supply Chain
Management, 9(3), 631-636.
https://doi.org/10.5267/j.uscm.2021.5.007

Yo lols [V 0,90 NFeF JL‘”/&S)5°)Q€5WL$‘“W

Colele 5 Pl 5l cilo b plojer - slakad
et 1y ot lpael gy Pz - 5 yie
O By ol 0,5 Jloo .\.’Lufc;a olidze (g9,
Ol iyl Jole b ool aales Sl ol ae g ladsee
Sl giluaiaily 5 cwas s wogul (g5l o8 law

S (3l B sl 1) 6 e

S ool

03,5 &l o (>, Jb Colex S Giagh (ol

oW
db‘m‘ 199 slaes Lo

ladl 550 e ol by, w55l ppsthe i lie pol
iy Phb wose Jd deesls (g pslaex
tboly Glalng 5 N5k sl gt (S
adsl  ibnestde iplbilidel  (medese
oo daosls (g pslanr wlasl 5y oulidih,
wdsl g WS wemly 2b wsise

Slpg 9 6550

&8Lla )l
Lo e adlie olay digSad oS oiuS oo oMl B acn s

el oaliunsey g | pais gilie Ul

‘5”0)45

9 e (gwdige 485 ol Jelse 51 B o s
Ly dlie cpl ot aS o pioe (l)gls ized 9 (550 2
IRCE) PR PN IPRVR Ryt -

&1y

Agarwal, 1., & Gowda, K. R. (2021). The effect of
airline service quality on customer satisfaction
and loyalty in India. Materials Today:
Proceedings, 37, 1341-1348.
https://doi.org/10.1016 /j.matpr.2020.06.557

Aliverdilo, M., & Ahmadvand, A. M. (2023).
Investigating the Factors affecting the
implementation of total quality management
and its impact on customer attraction (a case
study in Tehran Railway Company). System



https://doi.org/10.1016/j.matpr.2020.06.557
https://doi.org/10.22034/sep.2023.706142
https://doi.org/10.22034/msb.2024.2015514.1165
https://doi.org/10.22034/msb.2024.2015514.1165
https://www.majournal.ir/index.php/ma/article/view/1641
https://www.majournal.ir/index.php/ma/article/view/1641
https://doi.org/10.1155/2020/1520764
https://doi.org/10.1016/j.future.2024.03.024
https://doi.org/10.1016/j.jretai.2016.09.002
https://doi.org/10.1016/j.jretai.2015.05.004
https://doi.org/10.1016/0167-8116(95)00027-5
https://doi.org/10.5267/j.uscm.2021.5.007

Sl bl (Lol g g5yl Jdoxd 3 S gy b oo g 5lu o liw Sloss CudeS (351 Joko (>0 AA

management and company reputation on
customer loyalty: The mediating role of
customer satisfaction. Journal of Relationship

Marketing, 21(1), 1-26.
https://doi.org/10.1080/15332667.2020.18409
04

Kiani, M., Nazari, L., & Shahbazpour, L. (2022). The
effect of aesthetic factors and service quality on
perceived value of loyalty and customer
satisfaction (Case study of Kermanshah
pools). Sports Marketing Studies, 3(2), 61-88. (In
Persian).
https://doi.org/10.34785/]021.2022.010

Kwofie, A. S., Ankor, P., & Adu, C. (2024). An
assessment of guest satisfaction of service
quality in selected 2-star hotels in
Takoradi. Asian Research Journal of Arts & Social
Sciences, 22(4), 36-52.
https://dx.doi.org/10.9734/arjass /2024 /v22i45
28

Mamakou, X. J., Zaharias, P., & Milesi, M. (2024).
Measuring customer satisfaction in electronic
commerce: The impact of e-service quality and
user experience. International Journal of Quality
& Reliability Management, 41(3), 915-943.
https://doi.org/10.1108/IJQRM-07-2021-0215

Moraes, J. B. D., & Schaefer, ]J. L. (2026). Customer
satisfaction in digital banking services: a
network analysis focused on service quality,
insurance, mobile banking, and digital
channels. Journal of Enterprise Information
Management, 1-24.
https://doi.org/10.1108 /JEIM-04-2025-0237

Ozkan, P., Siier, S., Keser, I. K., & Kocakog, I. D.
(2020). The effect of service quality and
customer satisfaction on customer loyalty: The
mediation of perceived value of services,

corporate image, and corporate
reputation. International ~ Journal of Bank
Marketing, 38(2), 384-405.

https://doi.org/10.1108/IJBM-03-2019-0096

Panesar, A., Kakkar, A., Sood, R., & Santos, ]J. D.
(2026). Understanding Q-commerce adoption:
the role of technological, social, marketing
stimuli, and service quality on usage
intention. European Journal of Management
Studies, 1-20. https://doi.org/10.1108 /E]MS-06-
2025-0079

Parasuraman, A., Zeithaml, V. A., & Berry, L. L.
(1985). A conceptual model of service quality
and its implications for future research. Journal
of marketing, 49(4), 41-50.
https://doi.org/10.1177/002224298504900403

Parasuraman, A., Zeithaml, V. A., & Malhotra, A.
(2005). E-S-QUAL: A multiple-item scale for
assessing electronic service quality. Journal of
Service Research, 7(3), 213-233.
https://doi.org/10.1177/1094670504271156

Patnaik, R. P. K., Soundarapandiyan, K., Mali, V.]., &
Rajamanickam, T. (2025). A Study of the

Fani, M. (2021). Investigating the effect of initial
customer satisfaction on customer loyalty with
the mediating roles of hedonism (Case study:
Internet Tejarat Bank), Quarterly journal of
Approach to Business Management, 2(2), 126-140.
(In Persian).
https://doi.org/10.52547/JABM.2.2.39

Feiz, D., Taherian, H., & Zarei, A. (2012). Service
quality and customer satisfaction in the hotel
industry (case study: Mashhad hotels). Journal
of Business Management Explorations, 3(6), 123—
149.
https://dor.isc.ac/dor/20.1001.1.2645386.1390.
3.6.6.0

Fida, B. A., Ahmed, U., Al-Balushi, Y., & Singh, D.
(2020). Impact of service quality on customer
loyalty and customer satisfaction in Islamic
banks in the Sultanate of Oman. Sage
Open, 10(2), 2158244020919517.
https://doi.org/10.1177/2158244020919517

Gounaris, S., Dimitriadis, S., & Stathakopoulos, V.
(2010). An examination of the effects of service
quality and satisfaction on customers'
behavioral intentions in e-shopping. Journal of
Services Marketing, 24(2), 142-156.
https://doi.org/10.1108/08876041011031118

Hartl, R. F., Kort, P. M., & Wrzaczek, S. (2025).

Optimal entry deterrence under
uncertainty. Central ~ European  Journal  of
Operations Research, 33(2), 391-413.

https://doi.org/10.1007/s10100-025-00966-z

Heidarzadeh, K., Najafi, K., & Hosseini, S. A. (2018).
The impact of tourism services quality on
tourism destination loyalty, considering the
mediating role of the tourism destination
image and the tourists satisfaction. Tourism
Management Studies, 12(40), 115-153. (In
Persian).
https://doi.org/10.22054 /tms.2018.19440.1534

Jarumaneerat, T. (2022). Segmenting international
tourists based on the integration of travel risk
perceptions and past travel experience. Journal
of Quality Assurance in Hospitality &

Tourism, 23(2), 508-538.
https://doi.org/10.1080/1528008X.2021.189159
6

Kaveie, M., Safaie, N., & Salmanzadeh, H. (2025).
Identifying factors affecting the occurrence of
negative emotions and driving behavior using
the structural equation modeling. System
Engineering and Productivity, 5(4), 71-99.
https://doi.org/10.22034/sep.2025.2058439.13
14

Khan, M. M., & Fasih, M. (2014). Impact of service
quality on customer satisfaction and customer
loyalty: Evidence from banking sector. Pakistan
Journal of Commerce and Social Sciences, 8(2),
331-354. https://hdl.handle.net/10419/188141

Khan, R. U,, Salamzadeh, Y., Igbal, Q., & Yang, S.
(2022). The impact of customer relationship

Y o lols [V 090 e JL“"/QS)S")@SWLS‘”W


https://doi.org/10.52547/JABM.2.2.39
https://dor.isc.ac/dor/20.1001.1.2645386.1390.3.6.6.0
https://dor.isc.ac/dor/20.1001.1.2645386.1390.3.6.6.0
https://doi.org/10.1177/2158244020919517
https://doi.org/10.1108/08876041011031118
https://doi.org/10.1007/s10100-025-00966-z
https://doi.org/10.22054/tms.2018.19440.1534
https://doi.org/10.1080/1528008X.2021.1891596
https://doi.org/10.1080/1528008X.2021.1891596
https://doi.org/10.22034/sep.2025.2058439.1314
https://doi.org/10.22034/sep.2025.2058439.1314
https://hdl.handle.net/10419/188141
https://doi.org/10.1080/15332667.2020.1840904
https://doi.org/10.1080/15332667.2020.1840904
https://doi.org/10.34785/J021.2022.010
https://dx.doi.org/10.9734/arjass/2024/v22i4528
https://dx.doi.org/10.9734/arjass/2024/v22i4528
https://doi.org/10.1108/IJQRM-07-2021-0215
https://doi.org/10.1108/JEIM-04-2025-0237
https://doi.org/10.1108/IJBM-03-2019-0096
https://doi.org/10.1108/EJMS-06-2025-0079
https://doi.org/10.1108/EJMS-06-2025-0079
https://doi.org/10.1177/002224298504900403
https://doi.org/10.1177/1094670504271156

AR

ool g olie

Teo, S. C., Cheng, K. M., & Chow, M. M. (2025).
Unlocking repurchase intentions in e-
commerce platforms: the impact of e-service
quality and gender. Cogent Business &
Management, 12(1), 2471535.
https://doi.org/10.1080/23311975.2025.2471535

Wolfinbarger, M., & Gilly, M. C. (2003). eTailQ:
dimensionalizing, measuring and predicting
etail quality. Journal of Retailing, 79(3), 183-198.
https://doi.org/10.1016/S0022-
4359(03)00034-4

Yu, C, & Wang, H. (2025). Personalized
customization: Service resource configuration
optimization driven by customer requirements
accurately. PloS one, 20(4), €0320312.
https://doi.org/10.1371/journal.pone.0320312

hbY Glae Cod Lingh slusly 5o 5 aelies
0,559, b oadigilo oi)law Oloas coaS ‘sgli)‘)| Jowe
ubw ))‘ uLQ) nass l, RV PR 6>|)Ja
g a6 Kool Lo Ailaras

ool Al Jgaz b gl (S35 500 sla S5
Sl S5 sla Sy 1 Joz

Table A. Demographic characteristics

WS (oo SIS laglole 5 Gl Raegh 4 oS Gl
G S g pSeslul |y 4 b bl Glai Sy oul
Gl €3y Lo« ool ul SO ow | T aSl
(G yin oloy ool o wbde opl aueo
b ol (el sloeygs byl (LSS 20
wold) ole o slp 2Rl slaiagy
Sy plonl Jlaisl 5 00t ST ol kS lslp wiilyn
bl Olesg a4 azg b oogy 00 5 4 L8
ol (6,080 pes o S i bl ol asl i

Sols &k Sals ;
L bles Coglem
idlge Pl il Lo

o ¥ \ \ Vsl

Shgods LALE 5 slaw Oisod b lre w@alsl o
Wb ban;T las o gl wlowss F asin St

Yo lols [V 0,90 NFeF JL‘”/&S)5°)Q€5WL$‘“W

Factors that Affect the Performance of the
Supply Chain with Reference to SME in
Chennai City. In Essentials of Supply Chain
Management (pp. 145-164). Apple Academic
Press.

Rashid, D. A, & Rasheed, D. R. (2024). Logistics
service quality and product satisfaction in e-
commerce. SAGE Open, 14(1),
21582440231224250.
https://doi.org/10.1177/21582440231224250

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact
of e-service quality and customer satisfaction
on customer behavior in online
shopping. Heliyon, 5(10).
https://doi.org/10.1016 /j.heliyon.2019.e02690

Saberian, H., & Mirmiran, S. J. (2021). The effect of
brand image, customer expectations and
service quality on customer satisfaction and
customer loyalty with the mediating role of
perceived value (Case study: Iran Khodro
Company). Journal of New Research Approaches
in Management and Accounting, 5(18), 29-44. (In
Persian).
https://www.majournal.ir/index.php/ma/artic
le/view/1025

Saraswati, E. (2022). Market orientation, service
quality on customer satisfaction and loyalty:
study on sharia banking in Indonesia. Golden
Ratio of Marketing and Applied Psychology of
Business, 2(1), 26-41.
https://doi.org/10.52970/grmapb.v2i1.157

Shiri, A., Dehghani Soltani, M., & Azadi, Y. (2017).
The effect of service-orientation on customer's
loyalty with mediating role of service quality in
hotel industry (A case study: Kerman's Pars
Hotel). Journal of Tourism and
Development, 6(2), 39-62. (In  Persian).
https://doi.org/10.22034/jtd.2020.110396

Shyju, PJ., Singh, K., Kokkranikal, J., Bharadwaj, R.,
Rai, S., & Antony, J. (2023). Service quality and
customer satisfaction in hospitality, leisure,
sport and tourism: An assessment of research
in web of science. Journal of Quality Assurance in
Hospitality & Tourism, 24(1), 24-50.
https://doi.org/10.1080/1528008X.2021.201273
5

Sreejesh, S. (2024). Integrated banking channel
service quality (IBCSQ): Role of IBCSQ for
building consumers' relationship quality and
brand equity. Journal of Retailing and Consumer
Services, 76, 103616.
https://doi.org/10.1016 /j.jretconser.2023.10361
6

Supriyanto, A., Wiyono, B. B., & Burhanuddin, B.
(2021). Effects of service quality and customer

satisfaction on loyalty of bank
customers. Cogent Business & Management, 8(1),
1937847.

https://doi.org/10.1080/23311975.2021.1937847



https://doi.org/10.1177/21582440231224250
https://doi.org/10.1016/j.heliyon.2019.e02690
https://www.majournal.ir/index.php/ma/article/view/1025
https://www.majournal.ir/index.php/ma/article/view/1025
https://doi.org/10.52970/grmapb.v2i1.157
https://doi.org/10.22034/jtd.2020.110396
https://doi.org/10.1080/1528008X.2021.2012735
https://doi.org/10.1080/1528008X.2021.2012735
https://doi.org/10.1016/j.jretconser.2023.103616
https://doi.org/10.1016/j.jretconser.2023.103616
https://doi.org/10.1080/23311975.2021.1937847
https://doi.org/10.1080/23311975.2025.2471535
https://doi.org/10.1016/S0022-4359(03)00034-4
https://doi.org/10.1016/S0022-4359(03)00034-4
https://doi.org/10.1371/journal.pone.0320312

sl gl (ol g b 551 pwl Juloxs' 5 555 95 b sauds g jlw o yliw Slous CadnS’ (b 551 Joe (2150

o0l &3] o g il o) laws Sloas b o o deli iy

Sygods O JIY slael 5l s glgicar) o 0 lawss
SWelS 5 pliblge ooyl (6, cpillie cpillie SLlS
Vi o Jguzr 0 Ned anlaglsl (pddlse

05 s o8 s Sloss by Loy aeli sy <Y l5s w00 Jgi>

Table B. Questionnaire questions related to customized services

S S S S a5 Jlgw oyl wSls G,
Shllsl  etes  jeba e olejlw s1 & yie ! 51 alST \
ol ) o5l oleas Sl ol i

WS (o0

clls 50 0 by syl S2 &y Ol )Wzl 51 a5 Y
Selisn oo cBoay oudg il past

sl Olytie L3 Slazs 5l bl s3 @rte Sl | T Y
&S e oolizl ST glosls i

Wy gl ol Cote 83 pgal S4 Sy (8O p g ¥
w3 oo SR il patd (il

5 O Sreal WS o0 GO plejle = Sida (GBS p g 0
S oll b i 23 40 Wyl CBlad

@ itie bl woglhe (85 pgad & S (GBS gl 4
Spee Yl o)l cloas (B pdy

S I e S ETREPES \
Sty Giluetlin slagsll
WS (o0

sl ) el Fe jobar plojle lnae 58 S Capse A
arans odd et Sleds S Sgup
MOLSA

ol @lize lboasly o (Koles S9 69 Cu pie q
sl @oPar LA)lhw Sless al))
S5

R e e S10 sFlialy Jelse )
i os Sgete |y )8 w2

ol gl 5 el colis s11 G ol Jalee M)
Sl F5e (5lo o )liw an 8

ple ol o asls glos sleacs S12 sl ola Jelse \Y
O,ls il ondy pasd Sleds

oSl lasles AL (g y5lid el SI3 oMbl g yslid celio cSluyy; Y
w28 1) oltie slaosls lakid Jobs
A5 o0

5 Vgame 4 lide ohol oyt SISl g5k canlio cslayy;  NF

Joted 1T laailols 35, 51 Sl

Gl 00

Y oylols [V 090 [NFF JLw /(5590 32 9 i awrdideo



A}

ool g olie

Table B continued.

< Jg..)..? FPKY

Y 2 A R WS g oyl eels e,
Sgud oo (o )law Dleas 3l (6 i culs Sledb|

b sy Jolos (sl pogito Ll (slo JUlS st6 Sl Jolss o VF
3,8 5925 ylojl

Siloelin auld o srite byl s17 e b Joladogs VY
Sgu g0 olainl Sloas

56)L)l55 w‘).‘ll U‘.CL’ GML’)“’:"MJ“'L" S18 ‘SJS.AML:L‘LQL'JOS?U A
Sgi 50 (&5l gt gl il

Loy ooad Gloyjom oleojle Jbo slapiu S19 b slaptcs Slo)jg,% 4
St Soplon (65l oyl sloas],s
QS oo Joenss 1) 00y szl

rde hlbon bl laosls (KoL 21 Jbo lapinew Slojiom Y
a3 oo il o5 lhw Clas coalS

Sl Gle pY lagiisel il QLSS s22 Sl G Gijpel YT
ailoays 1y ouds o law Sloas

Sl b gls)s b 5 L)l slas s 523 Sl o Byl YT

Sl 9508 iloinllys yotans jsba losls s24 Sl G Gijeel YT
AS o Jis Sleds coaS dae sl

(Egrae Gogp wle) (ngs brs,gld 5l (lojls = ST Sl YO
AS o oolainl Sleas (g5lh paed sl y

Gz glblio B (eSS @ Dl S26 S5I9SS Ll i Y&
obml  ijlw Gleas coas )l 6l
S (0

1y dpaz (glags ol b gLl gbls5 ol 527 SIS Sl VY
o)lo Lg)l.uw)l.o.w 039>

Obyine L adds oy 1 Jol> s S28 Slojle il cg paw YA

Senge 4 Slojle sboasly o il STl S29 Slojle il oo paw Y4
QS o0 oS oy laws Dlons

b Glp oS sl il 51 bl S30 Slojle il oo paw Y.
S P00 03 ;\m 5 Oleas

3ol i Sl L gllas ol )] Sleas S31 Slods oS AR
Sl CatSL i law less S

Slods jo (g ki Slyol o ol jlamsl oo SIS $32 Sleas Coa S Yy
Eed| o0l JS‘JD a OMLS»AM

g Culs) a4 e o o0l Sleas (YL CoaS S33 Sleds coasS Yy

')9'“’(5" (S yind W 6)lél§5

Y oylous 1Y 0590 [NFF Jlw /(590 32 9 i (oawrdifeo



	1- مقدمه
	2- پیشینه پژوهش
	3- روش‌شناسی
	3-1- رویکرد پژوهش
	3-2- جامعه آماری و روش نمونه‌گیری
	3-3- جامعه خبرگان و فرآیند تأیید شاخص‌ها
	3-4- شاخص‌های شناسایی‌شده پژوهش
	3-5- ابزار گردآوری داده‌ها
	3-6- روایی و پایایی ابزار سنجش
	3-7- روش تجزیه‌وتحلیل داده‌ها
	4- نتایج
	5- نتیجه‌گیری و پیشنهاد‌ها
	تأمین مالی
	مشارکت‌های نویسندگان
	تعارض منافع
	قدردانی
	مراجع
	پیوست

