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i Abstract

: The present study was conducted with the aim of modeling the factors
Eaffecting customer orientation in the insurance industry. This research is
i explanatory, exploratory, and developmental in nature. The participants
: consisted of 384 employees of agencies representing ten leading insurance
: companies in the northwest of the country in 2023, including Iran Insurance,
: Mellat, Asia, Parsian, Alborz, Dana, Saman, Karafarin, Moallem, and Razi
i Insurance Companies, selected through random cluster sampling based on the
i Morgan table. The data collection instrument was a questionnaire derived from
: the qualitative findings, and data analysis was carried out through descriptive
statistics and structural equation modeling in SPSS23 and AMOS software at a
i significance level of 0.05. The findings showed that the research model had a
: good fit and that all factors, including the development of financial solvency
: (sig = 0.007), customer satisfaction (sig = 0.009), improvement of information
i and communication technology (sig = 0.011), brand development (sig =
: 0.003), development of insurtechs (sig = 0.001), development of content
: marketing (sig = 0.019), advanced customer relationship management (sig =
50.008), and organizational excellence (sig = 0.013), had a positive and
) i significant effect on customer orientation in the insurance industry. Therefore,
Customer Relationship : o\stomer orientation in the insurance industry is influenced by various factors,
- including the development of financial solvency, customer satisfaction,
: improvement  of
i development, development of insurtechs, development of content marketing,
: advanced customer relationship management, and organizational excellence.
Managers and officials of insurance agencies in the northwest of the country
i can enhance these factors in order to adopt a customer-oriented approach in
i their organizations.

information and communication technology, brand

Please cite this article as (APA): Rooh Gandom, S, Shahinpoor, A, Gharehbeygloo, H and Emari, H. (2026).
Modeling factors affecting customer orientation in the insurance industry. Journal of value creating in Business
Management, 6(2), 294-315.

d https://doi.org/10.22034/jvcbm.2026.576447.1713

Authors retain the copyright and full publishing rights.
Published by Research Center of Resource Management Studies and Knowledge-Based
Business. This article is an open access article licensed under the Creative Commons

- : : Attribution 4.0 International (CC BY 4.0)

Publisher: Research Center of Resource Management Studies and Knowledge-Based Business
Corresponding Author: Ali Shahinpoor Email: ali.shahinpour@iau.ac.ir

Shervin Rooh Gandom, Ali Shahinpoor, Hoseyn Gharehbeygloo, Hoseyn Emari: Modeling factors affecting customer
orientation in the insurance industry




Journal of .
Value Creating in Business Management e

- - (@ N\
v e s 2 i s G ps i o
ONILYE

Extended Abstract

Introduction

In today’s world, with technological advancement and easy access to information, few
individuals remain unaware of the diversity of insurance products and services (Appelbaum &
Albin, 2024). This variety of products and services, along with the large number of insurance
companies, has created an increasingly competitive market among insurers (Zhang, 2019).
Under such conditions, insurance companies, in order to increase profitability and gain a
larger market share, need to utilize up-to-date technologies to attract and retain customers and
to enhance policyholders’ satisfaction (Yu, 2024). Regardless of the specific product being
promoted, marketing approaches in the insurance industry, as well as service delivery and
responsiveness to customer requests, must be carried out in a mechanized manner within an
integrated interactive platform. This approach helps meet customers’ need for a continuous
and personalized relationship with the insurance company and ultimately increases customer
satisfaction (Pan et al., 2023).

A review of previous studies in the field of customer orientation in the insurance industry
indicates several shortcomings. First, many existing studies have been conducted in a
fragmented manner and without a comprehensive perspective on the various dimensions of
customer orientation in this specific industry, often focusing mainly on general aspects of
customer relationship management. However, due to the complex nature of insurance
products, information asymmetry, and the high sensitivity of customer trust, the insurance
industry requires a dedicated and industry-specific model. Second, recent technological
developments, such as the emergence of insurtech and the changing expectations of customers
in the digital era, have received limited attention in traditional customer orientation models.
Third, the impact of industry-specific environmental and regulatory factors, such as insurance
regulations and competition among insurance companies and emerging financial institutions,
has not been sufficiently examined in previous models.

These limitations highlight the necessity of comprehensively and contextually examining the
factors influencing customer orientation while taking into account both the inherent
characteristics of the insurance industry and recent transformations. The need for this research
arises from the fact that, despite increasing competition, changing customer behavior, and the
expansion of digital services, the insurance industry in Iran still faces significant challenges in
accurately understanding and responding to customer needs. The main research problem is
that, despite the vital importance of customer orientation for the survival and growth of
insurance companies, the factors affecting its formation and reinforcement have not been
coherently identified and modeled. Consequently, it remains unclear which variables
influence customer orientation, through what mechanisms, and to what extent. Therefore, the
present study seeks to answer the question: What are the factors affecting customer
orientation in the insurance industry, and how do these factors influence customer orientation
in this sector?
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Theoretical Framework

Customer Orientation

Customer orientation, as one of the behavioral elements of market orientation, refers to having
a sufficient understanding of people in order to continuously create superior value for them.
Employee planning is directed toward meeting needs and responding to requests in
accordance with job conditions (Emami et al., 2025). Listening to the voice of customers and
providing products and services that match their highest preferences, along with delivering the
best possible services, are all part of this approach (Asadi et al., 2025). Customer orientation
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establishes the necessary evaluations through resource allocation priorities in order to assess
superior value and customer satisfaction.

Insurance

In 1947, the first health insurance program was introduced for employees of the Iranian
Tobacco Company. By 1948, several government organizations were covered by health
insurance through different mechanisms. In the same year, an organization called the
Government Employees Insurance Organization was established to provide coverage for
government employees and to pay their medical expenses up to a specified limit. In 1973, the
Health Insurance Organization was established, and in 1977 the Health Insurance
Organization and the Social Security Organization were merged into the Ministry of Health.
After the victory of the Islamic Revolution in Iran in 1979, the Social Security Organization
was separated again from the Ministry of Health and continued its activities independently.
The Medical Services Organization continued its activities under the title of the Department
of Insurance, Revenue, and Medical Records within healthcare organizations until October
1995, when, through the efforts of policymakers and legislators and with the approval and
implementation of universal insurance, a new phase of hope emerged for all members of
society. With the continuous efforts of the officials of the Health Insurance Organization, the
outcomes of this initiative became visible and tangible. However, it remains necessary for this
humanitarian initiative to continue while addressing the existing challenges and obstacles
within the administrative system and identifying appropriate, principled, scientific, and legal
pathways for making effective progress toward societal development (Hadavand et al., 2020).
Kaur and Singh (2025), in their study titled “Examining the Impact of Insurance Technology
Adoption in the Indian Life Insurance Industry: A Customer Satisfaction Perspective”,
concluded that customer orientation is a key factor in ensuring the survival of an organization
or institution. Retaining existing customers and attracting new ones is therefore essential for
all organizations, particularly insurance companies.

Kim and Yi (2025) conducted research titled “Customer Orientation and Sales Orientations of
Insurance Planners, Seller Influence Tactics, Relationship Quality, and Their Impact on Sales
Performance”. Their findings emphasized the role of relationship quality and effective
interaction with insurance customers in enhancing customer orientation and ultimately
improving sales performance.

Research Methodology

This study is explanatory, exploratory, and developmental in nature. The statistical population
consisted of representatives of the ten leading insurance companies in the northwest region of
Iran in 2023, including Iran Insurance, Mellat Insurance, Asia Insurance, Parsian Insurance,
Alborz Insurance, Dana Insurance, Saman Insurance, Karafarin Insurance, Moallem
Insurance, and Razi Insurance. Considering that the number of representatives in the
northwest region exceeded 10,000, the Morgan table was utilized to determine the sample
size, and 384 individuals were selected as the statistical sample. The sampling method was
cluster random sampling.

For data collection, since this study was derived from a doctoral dissertation conducted by a
mixed-methods approach, a structured questionnaire based on the qualitative findings of the
dissertation was utilized. The questionnaires were completed online.

Regarding data analysis, descriptive statistics were used to describe, collect, and classify the
information obtained from the sample. In addition, Structural Equation Modeling (SEM) was
employed to test and fit the research model. In this study, SEM analysis was conducted
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through AMOS software, while descriptive statistical analyses were performed by SPSS
version 23 at a significance level of 0.05.
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Research Findings

The results related to the gender of the respondents indicated that 39% of the sample were
women and 61% were men. Regarding age distribution, 6% of the respondents were in the
“30 years and below” age group, 54% were in the “31-40 years” age group, 35% were in the
“41-50 years” age group, and 5% were in the “above 50 years” age group.

The educational background of the respondents showed that 5% had a diploma or less than a
diploma, 30% held an associate degree, 51% had a bachelor’s degree, and 14% held a
master’s degree.

The inferential results also indicated that the research model had an acceptable fit. All
examined factors had a positive and significant effect on customer orientation in the insurance
industry. These factors included financial solvency development (sig = 0.007), customer
satisfaction (sig = 0.009), improvement of information and communication technology (sig =
0.011), brand development (sig = 0.003), development of insurtech (sig = 0.001),
development of content marketing (sig = 0.019), advanced customer relationship management
(sig = 0.008), and organizational excellence (sig = 0.013).

Conclusion

The present study aimed to model the factors influencing customer orientation in the Iranian
insurance industry. The key findings indicate that the proposed conceptual model
demonstrates a satisfactory statistical fit and that all independent variables have a positive and
significant effect on customer orientation. Based on the magnitude of their effects, these
factors are prioritized as follows: advanced customer relationship management, development
of insurtech, development of content marketing, brand development, improvement of
information and communication technology, organizational excellence, customer satisfaction,
and finally, development of financial solvency.

The findings of this study show substantial alignment with prior research in the field of
customer orientation. For instance, the emphasis on advanced customer relationship
management as the most influential factor is consistent with the results of studies such as
Shadpour et al. (2024), which demonstrated that CRM directly affects customer orientation
and customer experience through service personalization. Overall, this research reveals that
achieving customer orientation in the Iranian insurance industry requires a multidimensional
approach, with the optimization of customer relationship management positioned at its core.
Accordingly, based on the research results, the following recommendations are proposed:
insurance companies should make substantial investments in modern CRM platforms,
customer data analytics, and employee training to ensure effective use of these tools. In
addition, establishing or collaborating with insurtech startups is essential for delivering
innovative services, simplifying processes, and enhancing user experience. Furthermore,
producing educational, informative, and value-creating content tailored to the needs and
concerns of insurance customers can contribute significantly to attracting and retaining them.

Shervin Rooh Gandom, Ali Shahinpoor, Hoseyn Gharehbeygloo, Hoseyn Emari: Modeling factors affecting customer
orientation in the insurance industry




7
d i s - ,
8 EE; W9 s S e 98 (BT 5 b fad
.e,,% f,aa\i‘fis https://www.jvchm.ir

eISSN: 2980-8359

() b9y e

Qo Sk 33 ()55 pio 33 330 Jolgs (5 sl oo

GSobos s (Iu0 B s 7 ygy el e ¢

PN 95 29

Q‘ﬂ‘sﬂ‘ig’q&u@%‘:‘j]—ng‘i&b‘”i;.q;c.b-b“;a’x.hn};

o>

sl s B gl sy S 53 I B S0 e Jelee Sledie Da Ll ey
OS5 05 08 Ayles QLSS 51,6 PAF o s 08 S oS5 Sl (lenn 5 5 SUST (u § 5
Olelos 13 ¢ 1 Ol sy b edo ¢3! oy (6l0S S8 Jala VP Y o 3 5588 O o Jled i 4o
s Sl glad g (33l Dy 45 OB pge gl 4 5 L oS gy (55l 5 phae 5 o ST
N eslinal b 55 laesls owi 5 425 5 55 S Slaadl S odd b 8y asliiny Waosls (65575 5 i
H00 ()l e o 55 s AMOS 5 SPSS23 (sla 1 Blo i 53 (bl SYsles (g3ladihe 5 o 5 LT
w}:unJJ\,;@w)@bl;),;jwuu:)lﬂyﬂﬁJM&;\:QL&JJ@J@L&@&J
byl s Sledbl gyt Wyl «Sig=r/r00) b rte Culs, (Sig=/V) b o Kl
SU3L a5 ((SiG=2/ 1)) Syl dna g ((SiG=1/0F) (3l DL s 5 pb anms 5 ((SiG=2/41Y)
BB Gig=1/ 1) Sljle Jbs 5 Sig=+/++A) (5 2ie b bl 4 i S e (Sig=2/14) ol gmes
AU v aen Cmio 3 2 S st e s den Cmis 3 o S (6 ke Sl3re 5 e
3 pb g (Dbl s DMl (65 Ul 0l e sl Jlo § S5t 5 Joli lise fol o
s e b BT ke ot (gl SOl dam 5 aeSS 0k ar g (6ol Ol
ol GBI L sl g e 528 e lad s ke sla Siles o gtes 5 Ol pte &8 3l 5 Slesle

S5 5 Olejle 53 b1 E g mie (65 S5 350l 4 e ol ge

o8l b
VFF e YA
HEE 3L ¥ B

A ZE I ESTICAL)
i @6
VP20 iyl Y

(ol wuls”
(S ke by b3
alsee 2Lk
(S Sig
(bbb arw 5
Ol he ol
(25 e
(ol Olis

i e gilwde (VF10) L A‘_g)k.oj&;.‘a-‘}jdiia_} (e G oeale op g ‘ru\fc}) (APA) A Sl o u.)“‘biﬂ.u

FAOYAF (V) L0y oS oyl g o1 8T 5] ol ey Cmis 53 o) S (5 e

d https://doi.org/10.22034/jvcbm.2026.576447.1713

Authors retain the copyright and full publishing rights.

Attribution 4.0 International (CC BY 4.0)

f.
|
se RIS 5 S s mlin Ly e Dlalllas eyl S el g0

2502 o 1 g Oy 93

M,_,.W,;&lfépﬁ;yyl};5;udm:5,ww‘,§&ﬁe;M‘,%wug;—4r¢§c},@jg

Published by Research Center of Resource Management Studies and Knowledge-Based
Business. This article is an open access article licensed under the Creative Commons

ali.shahinpour@iau.ac.ir :_jass!




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

Slotst 5 SV guaes 55 3147 At (531 31 208 (DMl 4 OLaT (g 23 5 (55855 25 50 b 59 0 (5153 5
(Slaoy LS b a5 Sledst (Y guames 55 £ 55 nen (Appelbaum & Albin, 2024) il BT lany
L den GES 5 Jal b i 5 .(Zhang, 2019) sl oud e S S e (K55 2B, 1L skl Esl
SIS 5 e Sl sy Sisssld Sl eslinal Ll Gl5L e e oS 535 (o1 g Rl ki
o Gl p & e e Cods ST ST a5 B35 (YU, 2024) il e Oy dan (shiealsy S 5 545 O ke
SBCl 503 4 o S al 5 s ) 5 ey Caio 53 UL Slaeged Bl U5 Sk (sl J oo
3 i LS sl o (528 56 3 1y ol el 4 )lSG i 655 53 5 05580 ) s 0L e
Pan ) 555 (g e 53 (stea by (il Sl g 5335 ool b Sien S0 0 20 4 A8l or ey S5 L pslite

(etal., 2023
4 b s sl aen 53 1y Sulem 5 Al IH1 eSS by anelr mlan 53 LIS dnn i L)
2 g B 6sTs @lp (B las 5l phite jlaw 5 oy SiSu S0 e (el 03505 45, L S
Sl o 53 6 ke o 45 4SS L dey Cato Callihes mlis Ol o (LeiTia EL AL, 2023) 5,10 J s
5 G ald) 5 6)1bs 4 (s e sl 5 (AMIN etal., 2021) Cogy a5y ool 3 ,Suss b Jalad e
03305 Jid ($39,41 LI 5 S 8 Ly Sl pdil ol (i3u a1y (oM (g e 5 odaalonil i Ob i axl e
635 0T daly 1831 K8y ecds alomm 08,5 caai o 55 5 ol & (Saoula et al, 2024) <l
LS w5k Wy O fte Sl 5 Lol 4 a5 g 1) Cuds s Jgame 5 0350 Jab 35 Ob e
) dew SACS 5 5 Cnlodd Hla )5 5 (630 5 Cetdl 3l das Cmin 55 a9, ol (6 yle(s i (Shepard, 2022)
Olse & gl S s 2t (McGorry et al., 2022) ol azilsly 0L i gl 5 5 Sslite Gla o tle 3do s
Widelska & ) &S o Jos (63l jaie &G Olgie 4 & Sl ol (w2l SO0 (S b 5 )b, 4>

.(Krot, 2021
SL G i S Slides ) S das e Ol dew Cato 55 o) S 6tk 0 5 e Sladlas )
Lﬁ\fs}:ﬁqmgwgctﬂﬁz O3k 5 0S|y Sy oo 0 35 g0 (A8 3% I (ol 40T Conded ki
S 5o cdilandls 5 5a5 g pie b BLIECy pde (e ges Sbaai 5 e 5 Lledd el ol Cxio ol )2
e Ll s i slazel YL Canlis 5 Sl O, pe (DY guaes sdomy Caale s 4 dey St
02 idbzms jae 3 O rie SHLDS! L& 5 des )5l ) aeb dile (555l 3t DY o (p g Ll colan
Wle) day i ol S5 5 aoms Jalso ST e g ol 815 w535 50 208 o] 56 ke e Sladils
Sl 0dld gy S o3Il 4 LS ladde ;3 (g Jb Dl ge 5 aes (ES L4 (0 Culb) 5 laaw Ol 20
S5 BB E 5s 02 S s ol Sose k2SS 2 S Jalss s 4 a3 or DL g g
S5 g g0 U T G ol Doy @Bly 53 Tl (555 0 3,85 ki 5s ) e DY o R den o

G il b S (Jlows Ol danw g 9 Ob i (6)ld ) Ol ,udd ol 3 Culy 599 U Ol ) 53 dew Sl

M:J.W):&\)f‘sj:;xﬁ;}p‘}ﬁ\};ngl.«d_x.a:5)1.«9&:“:-‘)S&ﬁa)éwg)xmuulﬁwgcj)a}ﬁ




9 s S o 30 @;T x331 Mlid.aé
https://www.jvcbm.ir

el (solsby A e i mads t el alse (gt GG 4 G832 S el 5 Sys s i
sy I;Lg dlo-w\r;}.l&«fwl S s el die 358 o ES 5 SIS 0L ke

jmuws,uumd;w,uj&uuﬁw,}b‘u_o\q,s:jdﬁfpx,lx;\&lfgw‘sud,am,
o or g (1S S LIS a1 I S e Sk s ol s s Sl s ke ST s it
POl G s ¢ imn e Ja &5 ol 2 6 53,8 Sy g el b 42 0l i Ol pde (68 eanad
268 Jolse opl 5 daldS ey Tt 0> IS st e Jelse S 3p Jlse ol 4 25l Lo o

Q..bjl..\f@f;bwu:)s \;‘_g

Sy oledf

215G e

o 3n 0T Sl Canl Sl 5 AST 0 3 e 1)y (s 3§ Dlods 5 YIS (S o Ol )y 5510 &S Sl S Ol (6 2o
OT a3a Catls oS s 1y 25550 b gl Slodst b VIS 5 a8 508 oo ot )y a 58 opl Sloj (Jg 3515 0 comlie
(S i 03l 3 eslal O gl Doyl Olg blial V44A JLo b .(O’Gorman & Scheunert, 2024) 4uS" o a5 1,
ST )3 e dorly &S5 Olgie 4 Olg on 03980 I3 ek oo ool oT;l&;ﬁgjwug,u;))\?a(.w&\j@ﬂ
¢SS s g das ol oo Coly ¢S a1y w5 als STl (g 2t ol ol (Ahmadi et al., 2025) 5 S o, Lal
(Tarshizi, 2015) 3 ,& o1y S 5 A3 o0 |y (&5 (Lanin Sl

Vs 5l oemn sl shate 0350 51 (B Cold gmn 4 ¢ gl S5k 605 pobie I (S Olge 4 gl S i
(Emami et al., 2025) Col Jad Lyl 1 plnil ol 55 4 oy 5 WS @) 4 La)lST (55500 LwlaT (gl
Asadi ) Aab oo bl y ol 53 Sledss &yl Sledss oy 20 5 Be p 5 5 b calis Sleds 3 VIS 5 0L i (glds Ois
ol 5 5 ol U e e pamat el dsl G b 51 e3Y sla bl o) S s ke et al., 2025
54 osls anw g (LOYE 1998) Sy b slayls 53 Ll sl (oad e pgie 4 350 4 Wl ol 53 35le e 6 2
(l (e ald g gliws OT olg Codn &8 26 ladlesle sV 4 b 1 diadils &y gos w0 1) (o) S ke
S s (26 edal & 4 1) g peleMbl o sgis (Dy et al, 2006) (sls dm sladle 53 38 (0
sl 93 Loy (o 5 a4 Ol Sl 5 Sl g jie cla sl cla 35l i wlul oS sls 11 o) § 6 iie 43 345
3 Lg)\.,LfA;LaJ.» Cupgme b glac w5 55 0T 51 s (Rostami et al.,, 2018) Cwl ods akilejl 5 Ob 2ie o

(Yazdani etal., 2011) ol (5 e 4 4o 5 WAOT aen sl & sl 0k @1 1§ (6 2te

2! S e Sl
2l S ie (oMbl e ol s Lgs o S pls o) § s pie 5l UK 4w o (Zeithaml & Feng, 2020)
2 olf.,\.lb .HU‘JGA S fin ‘_gl.h)l.:s 4 .19}:.}& SleMb! J:bdj ‘_g)‘gTCs? [_)\}..a) (§ fa SleMb EDY PSS S

upls-ral:.o.sﬁ-)jd':.,eol?%.adlﬁ&lféjﬁm.xf@o& 1 S s i 4 Jgl o s lﬁcwj&;

AA.:,.W):&lfdjwﬁ;yyl}psjbdmu)wye}&ﬁeﬁw‘)%wu&o?d‘fc})a)ﬁ




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

S o $Km 3l i o ol 53 01,8 6 e ¢l ol ol Ly gl g Lot cla 5551 e cOle sl IS aieds s
&E@&JﬁQlijl...’;.a‘.:M\))JQG}K}@)JJ&L‘J}E@&QD)L& Q‘:L&Zﬁ‘ju)jb hﬂj\.@ﬁ‘h}@\
il S p i 1 ek &1 Dot LS Bkes o ol olai 5 Skt e 0 56 s o3 5 IS0
Ol Ol 5 a5 o8 s 311, o1 S s e el s 53 & Jlo s ol Ssline K5 o€ s g3 L oS ys

(Rostami et al., 2018) uS" s Ol O i o8 s 511, o1 5 (g e ¢ Jales 5 Sladst s o s (S o

4oy

4 93 SO jle 31 3lar WYV Jla b 5 i @11 0yl Slibes 87,8 OIS (sl loys aew o d s VTYF Lo s
s el 93 Otz Ay Olojln o gy GloSlo b cpl 53 A8 8 515 Loy ey iy S Ciakite 3 b
WOY Jlu 53 sls oo Sidig gddede Caio b 1y LOT Slays (slad a5 3ls o 13 iy S 1y g Olutia S
plesl Sl Sl 3 (eleirl el Dlosle 5 Sl ey Olajle IFOF Jlo 53 5 b el CDl ey Do
sb g b e bl O s Sl Tsdeee ol l el Ole sl YOV b 53 0t oDl MBI (S35 1 o -k
Glaolejl 55 Koy S e 5 T35 5 daw oplsl Olsie Cow Glays Sladst Olejle 3l aelsl 3 5 Clab 4 Jits
Sosoor o pll OIS G 56 5 5 suds 013 093 5 L AYVF ole go 53 Sl b 3l aelsl 3 5 e 4 2élg
s analr 33 aen U3 53 (Sl Sy ST (B 5 Skl Glo g & s dey sl 5 s b s oD
eV S A pugale 5 Lenki Db 4 S5l ol Dl el (Cadh dy p e G g (5pald RS 5 AL AS
3 ol o Sl (oo ol 5355 by ol e 53 352 50 8l ge 5 SIS 5 b wal] gl SISyl o
{(Hadavand et al., 2020) » 4 Ity ansle & i g 53 S50 o8 il gl S5

Sldow Dlovs dluf

L Ceal ;}J ol Al sl Vb e Gl Ll g s S el Sleds Cl o5 aew (SINT )
togy ool lacals S5 pledle b3 s g Sladst pla 5 daw o gl 5 bl el g ol sy 55
S o3l il 3l O cdew OS5 K o g Syl S e Ol g 4 dad o i ) Sleds e b
J.va))&&JJ\-\J&)\?-\J\.&)CU)LJ@&@Ac.\.al.uLé\.v‘;.\Adlj-b\jtsaguwﬂaéhygbwus)bc.hf@qu“
(Banerji & Singh, 2024) > 3 s 03,51 5 asbass L 5 b dew a5 5L 03,050 31 (6l 33 ¢

5 S it 533 oy 53 gl s (el (S5, St Sl Lo s sl 3 slozel a0yl & a5 L3S 5100 B
il Ll sl 53 1) B o e Ll 7 6o sb 4l Gl G e Sl Sege sl OT B,
(Bates et al., 2023) .S ! glasw

ol & oS oy a3l oy A 4 gy o g5 6 5 U5 0 Gk g e IS 53 Lyl S5 110090 © D BB

M:J.W):&\)f‘sj:;xﬁ;}p‘}ﬁ\};ngl.«d_x.a:5)1.«9&:“:-‘)S&ﬁa)éwg)xmuulﬁwgcj)a}ﬁ




9 s S o 30 @;T x331 Mlid.aé
https://www.jvcbm.ir

Hanson et ) & 5 e 4 8 5 55 iz (g5lwo 55 LB &S ola s Olsie 4 o (glatal o oy oo 0 Lo g 50 3l
.@l., 2022

b lodst 45151 45" dey (gl s 55 il o glite (63 50k b da 3550 53 Sl o San S35 2110099 8 & gm0
BB 6350 b sl S 53 55 day L3l 285 13555 3LuSS 1y OT Ol g5 oo 5 Sl 0551 W 5 Lot S5 4l (93500
(lest adlae Ol j3 059 4 Dleds 055 3 3 4 pameie 5 (63L 5 4o ( b o 53 o bl Ll (g 5les skl
(Tanetal., 2022) ".ils dal = 5 >

Wl sl Slads sl 51 Soglite (g3 50k b gy 3530 3 ol (Son 35 S 35 ) 1TSS o 31 (S W
SIS s 4 a5 LSl dag 313 aelsl b asbiany by 5 3 g Jalo 0 iS5 mn sla b B b 5 el
Slo S5 Bl bl oS D e Sy plae ST Ity e a2 S35 e Ol o w0
N gz 3l 535 s o godal SV guams 4 bl 6 st K TV e b o GBI e O Sless
o Sl Dkt (6 G b ol e S Ol 4 Gl f5 s 4 cDladst 0S5 me ol o sale
s ST 56 Ol 4 1) Sledst ¢ o5 3l oiS o umn 5 Koo IS G &g 40 1y 0T 4l S o
(Amirietal., 2021) 45" b5 O 6l b 5L bob e & ol (gt T 3 pl 53,8 0

s 1l e dew Cmto 3 dew 38 s ST ey, Olger L iasl s (Kaur & Singh, 2025)
5035 g b OloSl 65 Gl bl (golutacs e 457 5 505 O3 L o8 BBl s s 4 06 e ol
g g D g D5y Ay SALS S 05 54 Ol plad (g o 0L e ol 5 (a8 Ol s Lot
558 GESIST caan Olpoaaly is b G, Cer 5 ol mie Olsie b s (Kim & Yi, 2025)
J,ujl‘;,\,sﬂ;.:a;dwg;y@a@u,wmbrw«jﬂ;ﬂwﬁQTJ;L",@l,gﬁg“u};
53,5 ASTE 2h b Cule 55 5 ol BT e 3 3 e Ol e b el

53l plowil (ee day 08 U5 3 (55l ey Cute Coaind 3T Ol L a3 (TSUNG & Tseng, 2024)
Sl Clodd S5l 53 Ol por dem OB ALbs 3 1 anlitin 3 OV g gomn 53 5 Sl Shuloy Gl o) )
Ly Cobnd dnn 5 45 Sl 0315 0L 0T gl 5 Cowlocks onlizl o Solayjo ot O g 85 31 a3 0 50 3T
Wl 30 e OB iy 3 gV B s e 3 g 3

SalS S sean Sy e (6 e b LU e (s led e Ol e b 2as (Shadpour et al., 2024)
JA,},&Lmu&)ﬂ;fu:,)ﬁw;\L;;..,gd\..u;utt,,u-\«(otﬁ\wwmwsw)oq,mu;ﬁ,
SN AS Side 3 i eslital (oS = 4S) SLsSTT asbenaT hass &b 5l Cods 4 L gl oSl b o ley
S it O AS ES jle amsler s eslimul S Sl e PBld oa 3l oS S 3 5 Ogenie s i)
anslr 55 oS i 53 s Obsl diadda (5,8 Gses iy b L8 WV &S Wing Ol e OS5 Ol e Jels

5 5103l aay b O Okl 55 Ol dew sl Saulas Ol pte 5 01! aaw OLulis, IS 5 Ol e 31 JKze (5,7

AA.:,.W):&lfdjwﬁ;yyl}psjbdmu)wye}&ﬁeﬁw‘)%wu&o?d‘fc})a)ﬁ




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

A
_ s

(S pdu 53 esls (55575,5 Sl bis bl dslai-gl b (6,8 Gses iy 4 LE W Ol e

b on dew Ob 2he 4 20 5 g 4 et o) S (5 2t 5 Sladst (Glu paid p (5,108 1L (5 2t
3 S el s bl G ob Sl golul G e Olse b ass 5o (An & Park, 2023)
&1yl 5 Camar a5 Sloj &S Loy doe pl 4 (0,5 53 555 a8 o T g0 Oliwls 1 ola )3 i as daw Calo
J\‘wwéuuffjuu OT Obkes m 55 by 503 058 o0 dew Caats o8 s I (5 2k 4 Sleds
3 8 GO e 35535 4 g0 ol S 3,8 oyl a5 3 g0 (Yl 01 53 5 e 8 UG,
Sl FolsEs ) den 53
Sl glap ity 53 (635 50 adllan 16 2ie Cul)y p Slods oS 5 Ol L Ades s (Ali et al, 2021)
0§ e b 3 ) bl a4 Sl 8 6t 20 I35 g esls w151 Sosline aaie Hlgx b Joke cipNT
9 She Jad 3550 B, Loses 53 sdiSab e il anwg g 55, slel ALl 5y (g ke S50 e
Llazails ol F6 mie Cuib o polis |y obylL sbaasl , 1 b 53 0T 516,80 0
B 28 1 i Culoy 9 LGBT L8 Laes 55 (6 4 Cnlew Ol g b i g5y s (Zeithaml & Feng, 2020)
5 osmee Kaa 3 o8 s () goee SleMbl o8 s LB 43 1y o) S s mtne Lol Jibe aw alsls SU5 o s oULIiL
o o 15 3 S0 cpl S o o (Sl 5 03 500 - an e s B
33 505 b b3l Sy et 5550 055530 (6l s smee (6 2k 5 K5, ¢S 4 Ol gie b idss s (Naim, 2022)
0L rie L3l osl)s Sledbl &7 i 5 6 mie SleMbl 059 39050 1) 21,5 (5 2t ¢y somaledbl o€ s
2,8 o 3 b o 5 50T rer
G 51 gaal i 1l Sl eslitel 53 (g the Culs ) odiS s ulger Olgie L s hash s (Eren, 2021)
Gaids 55 Lol ole sy e 1y )56 e aids 5 a5, me o€ s 53 5 eSS s Ll
Als o Llae 5 baslen b 3550 O med Olojle S
5 Shes glaais 6 2ie b b, Cy e 51 Olse LTy 5 5 Gaim (Nikoo & Morovati sharifabadi, 2017)
e Bl 4 5 63,8 Coia Ll 4y Gaiows cl sl plowil ((dgie o)l O B ¥ (sla o tanlllan 35 50) Slela
o) Gges 5 ials LSES dgte ,gd 53 o)l O BT gla i Ol pite |y G ol (5T anele 55 Lo olew
MUJ:MJ;).‘Qb)&b‘&)}"-@q-i.@?-.u\.i.);.))j"-ﬂJ.IA?Y'«&A;))}«O@)}AJw;»dju\?-wb‘ﬁw
5650 3 S s e Sl b oI S rte Jhe S 4 e G pl bl 5 S eslisal
6 ien slazel a5 Sladins L 5300 9 L (Bl o108 ST L aST s Iyl 1) OS5 L (6 rhe ilais
S o @l B 1) S S L
Sl G&pngﬂ)}if&ﬁc@\;gﬁh 053 sdaze Slalllan plail 355 b 4T Aas o OULS aindey )3 0
(G Coldy Ogmr Gloddantlil gl ime pwyp 4 g5 b Llastls s des 5 5 (6,10l Lile o ges
@uuu)uﬁwgﬁu&u;jw.u\,;Jct?d,uaﬁig@b_;sﬁ.uu\u;wuwljaubgg;

M:J.W):&\)f‘sj:;xﬁ;}p‘}ﬁ\};ngl.«d_x.a:5)1.«9&:“:-‘)S&ﬁa)éwg)xmuulﬁwgcj)a}ﬁ




9 s S o 30 @;T x331 Mlid.aé
https://www.jvcbm.ir

J‘)J\éﬁﬁ)bmr&)&)w@‘gd LUM@UWMLG‘WUYWo**‘guﬂ}AAL
C)‘Y}a?q;lca‘ﬁa})&.@\%bL;.,\q-)}bau.;ﬁ-}aotﬁabsc.,\;flébd l;d o 531, (6 2

Jols 0 gl 5 6 pha 5By 0S| diadign Slap iy 5 (ogan B ey Slads DS Jlaws Opper 9
obamt| 5 ol gilude ol 55 gyl ol 4 LSS 5T bl cles ST 08 Ta 1, 01wy L aes 4
b oS Sl polazstl 5 oS 5 Jie &S5 @11 s Lol st (55T 5 cpl pls Wl ol cuny p Ao S (g1
L;\.A)K_gjbj\jé:;:&ﬂjﬂaﬁjojfﬁbQLﬁJ\)JJ}g-}AJ&icu\iu\q-ﬁ\)}@&hgﬁfﬁﬁj@&&‘}ﬁrubl

.MJGA 45‘)‘44:.:(‘.«&;&).5 &\f&j’.&.& au\.'&é‘}gfu

G (ol 3995

Shoslizal b 1y dew Cantn 53 ol S6 e 68 Codls w5 Sl BLESTT 5 s (o bl p gy oyl
B 5l aomen 5 03y (Slarw 5 §5 5 ol ) emd e e e )l OVslae (gilwdds S,y
5558 e el 5 dew &S 503 OB ALt ol arelr il o oS Rash ool Sledbl gy5T5 8
Lo 3 (50 5 phre 5 0 AT 0Ll s 5t cObun sy b T ede Ol Ty (slaS 0 Jals VY JLa o
b, YAF Slsl & 08 ) 50 Jadar Sl oslizal b es g 138 05 31 i 55887 O L8 Jlad s bOT sl S0 4 4
Sy Slad s Bolal 50 bl @ sed Gl i, Ad STt (g lT 4 sl Ol s

(Mome (Ve (ST (slaBulsS” Jide 53 oS Sl Gl IS sl e s Sledb ‘_g)ﬂ@? S
EE TP (K Gy o3 o5b 4 pabye Slosl Cand )3 DMl (5T sl Sl 5 asbobl
Mw_ﬁ:)"cw‘o-\.i€l>.r.;|WT&)JQS@‘&#Jdb)}‘cﬁ@kb&&)kg&\qqu‘}é@‘&:ﬁ
ol s oSS (L ) o WT Soppot S dz @ 8 o oy aS laadl I ods a5, al bl
63 Wl (a8 W) 0l e Sl a8 W) Jlo (6 K155 anm g adge St 5 48 Vor lls anliin
ol a5 (g S V) eSS, sl a5 (438 VF) (5l OLiss 5 pb anm 5 (a5 19) Slbls 1 5 Sleb!
bl o Kol w355 (089 Ol Jw 5 (48 VF) g rie b bl 4 i Co pie (4 S V0 o giome
sl ) G )5l b,Ow,z;@,L,:,U;.,_&\ﬁ.;,.;wlbra;@wauraumwsoJi_J«;i;a‘;,:,
D39 camlie 3550 53 A&ls 08 2 51 Ks o5 95 5 sslie 5 Lasly Wlul a5 .l oddoslizul ol goes
S ale o (lae g 1 emags 51 p8 nl il mislel )50 5 e s 8 Jlael 5 sl aslitn
s 03zl PSS L1331 p 3 eSS 4 LS ST o )bT 1 55 G D3l (bl (g s slate 4 ool 0 03lizul
sl e S5 ol ween . Cals Gaiso Sl YU oL 31Ol &S T Cs 4 /AR O 50Tl ldie S
PNF s 4 badly fou 53 0T s & 238 13 uul 5y 3590 55 aeliin  Glaa £ le slal
sl oA

cnl 53 b sy odd (5)5Ts 8 slaesls o 4 Joads 4 dlaesls Lo 5 i b ey 5o hasn ol 3

Jobe 2512 S 5 e 38 DT 1 e sad Sl osaT s 4 SUDL sliarl 5 (655 T par e 5 6l 2003

AA.:,.W):&lfdjwﬁ;yyl}psjbdmu)wye}&ﬁeﬁw‘)%wu&o?d‘fc})a)ﬁ




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

4, &R
o
D s55 2
oNiu3®

bbb SVslee (giledde O503T s opl 53 i eslitul )kl OVslae giludide O5e5T 51 g3

A (abu\ YA ngbu.lsu cld.,u B SPSS23 )1]9\(:}: )\ oalainl L: W-’: L;LAQ}A)T 9 Amos )‘j"(‘j )‘ oalainl

o9 R Sdadl

i 4 byl ol odd 318 G 53 DEWS S 8 oy Sl daasl i sl o
I s 05,8 s oo K55 013 pa 1y 4 503 Loy Y O je 5 O3 1y 305 o y3 ¥4 oS 5 0L 0 8 el
Bt S i s 05,5 5 o3 YO (e 00 —FV) w03 8 oy OF (b Fo-¥V s 05 5 oy & (28
11 3131 51 s 53 84S 515 0L 0l 8 gl SMeamd 44 by e AT 5 Lisls K25 1 4 a1 Ao 53 0 (L
O jen 5 (ol )lST S suke (5115 513 do y3 OV ¢ 13,157 S sk (Tl 13 o ys ¥r il 1 a8 5 s oS e
sl S iyl iy glyls 5 31y & gas Lo 3 VF

Sl Jolse ol o il gy o 5 e Cmio 53 18 (6 pe p S 3e Jalse ldile &S Bass Bda 4 a5 L
ST Gbosls Jdows ol oy i cal G Yoo 1 i) L& YAF I SCize a5 i @5 ga0 5 dmel 4 Culis b
el o3 Cra skl OYslas g5ledde sla 4 3 i Conl (g ksl SYslae Jow 1ol

s ize 3 03 Jlo s ol

Sk 0se5T o

KMO {5057 .-

R3S it Stas gy 5

55T S oslimal b aesls w5 035 Jlusi Jald (23 0 05057 @ by gl ) s 5o 25 ol 5o

ol 0 Si158 KMO 05037 5 iyl 05037 02 55 pmonl = 25 8 5alS”

KMO § i )l 1 dgi gl — B9 5 gods” g0 3T dmaii L) J9i

KMO TEST Bartlett’s Test it it L 450
Sols s z

CVAA AVF A% VO b & S5 anw s
VYA VRRL /AN VA4 Ol e Culsy
A VRN /94 CIVYY S, 5 Sledbl (g5 s |
NS /N0 /04 IASY ol Oy 5 b dnm 5
VO /o0 Y 24 eSS pii ] dmw 55
VA4 /Y +/+YA NYS ol oL 5L ar
VY VAR /Y CIVFO G ke b Lol 4 i oy pda
A /¥ /Y +/VOR Oljle Jbs

MﬁW):dl)fspxﬁ;}n‘}ﬁ\};ngl.«d_x.a:5)1.0.9&:»‘jgﬁa)éwg)xwuulswxfcj)a})ﬁ




9 s S o 30 GgqéT x331 Mlid.aé
https://www.jvcbm.ir

&7 a“‘%\
i _

‘@\~/~ajlua3@}sw\—g,ﬁﬂfoyﬁ,mﬁ;@wwu@”@“ﬂ@\ Il gl 4 4 57 L

il p ar A ey p AL Osn3T Bl e e g sla ite & Jarg e (slaesls SRS
Gl il (Gled) K b oty (Soer Gl S ol (o) doly g Slo obly 5 51 ¢ St
Ch5L S 05T pl s e 4 (Tl 03 5 (65,5 Sliae 4 5 el bl (il i) Sl Lol
Ll 2700 3 S 03l 53 ot Sosm Sla e e gl AL Gl mls Sl e Sile Lo S e
A b Jale (a5 5 plolis OISl ol 5 azils 3 5o 5 b it oo (g)l5 gme b5, aS7 Clils 0l Ol 5 oo
s 0331 S oS oS Lol (6,5 6 305 ColiS 51 2t la KMO ot L 15,13 3 5 5 s it o bl
ooty 5B o (e (sl it il LT S g atntie Gy b ol 15 ST gm g s W ite 0 S
Ao o3l 53 el ol ) s 53 ol ailyl s bl pr 5 s b Sl il 5 Sley o ole (5 oS 2
(45 905 031D a5 55 g0 (glrosls (dil oo S @ ¢S5 5 b pite oled ot i Hliie &S ol 51 55,00 41 5SS
g5 03 dley Bs a Bass (sla e alS o (Soeas dnlons (gl aalsl 53 ol onlin Jlole ot (51
Cab b asl i Sl eslitel) died Glabob 5 i olde 55 anlllassyse e 53 4SS5I L a5 L 5o g baesls

C,.w‘o-\.&gf:)\;\' d)b})dT@bdgMon‘u}wﬁ?@%ﬂ)‘(@ﬁ

ORI 5 G o (g g ) (SShuod g 930 Y Joua

o s K5 a5

Ob fhe oLl

CAU&L:.‘-)‘) QLG)A.H Lg);L'é Uﬁ)‘

Sl Ol g 5 pb arwn

b oS5 il a9

&l g SLoL ana $

S by BL3l e iy &y e

sl Jw

5wVl gl (gla ke o Jals) oled (61 (Sien 0o 0338 o ctaliin 8 68 0Ln ¥ Uy 4 4x 5 L
Sole o 61 Ol oo ol SVslee (gla o 5 e 059 comlie 4 4 5 L 3sd o Aol b ke o LU
hole ol Sl eslizal L) (23 (S ojll die oo Cand (3 o oSl ()l SYslae 5 L
o3l b (b Jlole o) (5,8 o510 sl 501 sl 251 S slaast s 28,8 )15 g2 )50 (530

)‘ oalainl \J 44\?\.-\:— )).]44; Lf:'a)ﬁ le.hﬁ&h@w ‘.\.‘b‘ J’&ou L«"~'~‘ BE Sl ol M\:ye AW u"'j-‘T )\J,B‘rf )‘

1. Sphericity

AA:{W)}&b?dﬁﬁx;‘;ﬂJAI}F&)’DJ#Z&)WMG}&:{O}M‘)ﬁ&&&&‘r-&fc})d}ﬂ




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

o Jshie pen 4 143 S 13 05a5T 3550 el Sl3hle s 68 4 5 sl le SVslee Sldie sla s,

sl ok pla sl | eSS sl st fele
Clo) (b KI5 ann g SIS alle St Banl ol 53 den Cwio 53 o 56t sl o S
(2l gomn (Lo an g eSS phi ] dam 5 (6ol OLis 5 pb trw 57 (Dbl 5 DDl (5558 Wl 0L 2k
Aloks 4 8 5 53 dey St 53 215 (5 1 sl skas Ol gie 4 (Oljle (JWS 5 (5t b bl b iy Sy e

dow Cxo 30 (2156 o Slal  Jole (sl sb Y Jgue

Slod 450 olesb | sig CR | akd 450 olesb | sig CR
C1 < /VO¥A C51 C/OVO

c2 OADY | o/ NFS | F/4V48 | B2 EVAB | /0104 | ¥/A0YF
c3 JENAY | VY | seAY | CB3 EPAQ | N YY | bRy
c4 VBAY | /NYY | ¥Aa8a | CBa OWY | /NN | F/YS
C5 JEVED | /0 NYY | 0/000F | C55 < /OVD AYY | FIOVYD
cé OYYs | /Yy | BV | CBe EANY | e/NYY | ¥A0

Ol (U A g
c7 OFFD | v/ VYE | F00M | CB7 CVEYE | /Y| B/FAAN
cs B EVYS | e/0NN4 | ¥/ARFY | B8 . OA | /v | F/YSYS
SIS dn s

c9 /88 | /VYE | B/00VY | CBY SYAN | /VEY | R8N
C10 S OFVA | /Y | QY | B0 EAYA | /0N YD | ¥/AFaY
c11 OFSY | /N4 | F000Y | CBl EADD | +/eNYO | B/FAYS
C12 /EPY /o \YF | Y/AAYY | C62 JOPYY | e /AYY | F/YEFY
C13 VNYYA | /N | 8/008A | CB3 N T I YIRS R T
C14 OV | /Yy | BV | cea NINEZS

C15 OFFO | v/ V\YE | F/00MY | CB5 VWAA | /OVEY | 0080
C16 EABY | o/ NYY | ¥/A4F4 | BB N AT s R A Taas
C17 CNYYA | /N | O/00AA | CB7 | eSS sinl anw s | /OVEE | H/AYV | F/0VYO
C18 V/OYOF C68 OVOY | /N | ¥/a08)
C19 JEYOD | /0 VFY | F/OPF | C69 SPOFY | +/0NY4 | O/FAFA
C20 08 | /Y | F/00NE | CT0 0008 | /N | F/YSOY
C21 | Ol sie b, | /VYEY | o/NFF | 0/A | CT1 + /OAVA

C22 JOFYA | e/NYY | F/QY | CT2 ol anw 55 </FFAN ERRA S IR VAT
c23 OYAF | /Y | F/00AS | CT73 &l ges EADD | +/eNYO | B/FAYS
C24 JOFYA | o/ AYE | ¥/A48A | CT74 0005 |+ N | F/YSOY

M:J.W):&\)f‘sj:;xﬁ;}p‘}ﬁ\};ngl.«d_x.a:5)1.«9&:“:-‘)S&ﬁa)éwg)xmuulﬁwgcj)a}ﬁ




9 s S o 30 @;T x331 Mlid.aé
https://www.jvchm.ir

2 ,\\ﬁ%\

c25 VVOFA | /TS | B/08YY | 75 TR I VIR B R TIRTN
C26 /0084 | /Y | BAYSY | 76 VEMY | Yy | vase
c27 VONDS | o/ NFE | F/e0A¥ | 77 OVASY | | a/FFND
c28 VOFYA | /Y8 | ¥/A44A | 78 05 | Y | BN
c29 VVIYA | /v | 0/008A | C79 VOAYD | /Y | FrEsry
c30 VOVYA | /M | B | 80 EVAY | /NYY | YANYA
c31 OB¥ | /Yy | F0088 | cs1 C/PVEY

c32 O¥AY | e/ | ¥/AAAY | 82 N N VAT AR A TN
c33 VUVFAA | /e | a8y | 83 0¥ | e | F/Ess
C34 JRAA | s | eets | csa EEOO |/ NVE | Y/ANY.
C35 INAY4 C85 «/Z¥AA /N4 | O/FFFA
C36 O¥AY | /M | ¥/A9AY | 86 ONOD |/ NYY | F/YAAD
C37 OVOFA |/ AYE | OOPYY | C87 | abia Zunde | /OCAY | /o NNE | F/ESYY
38 OVBE | /YR | AT | 088 | st b byl | /FFRY | a0y | r/aesy
C39 4NN /ONYY | F/0NVO | C89 i XK /AY0 | B/FFQN
C40 OYES | /v | yaseY | coo VEAYS | Y | FYAEA
ca1 CVEYY | e | oo | cot 0¥ | e | F/Ess

©osbe )l
ca2 VO¥AE | /YD | B/YOA¥ | CO2 EOFE | /Y | Yasar
9 SleMb
c43 OVSY | /04 | Feeve | o3 VEACe | /Y0 | B/FFAN
bl

ca4 VEVAO | /N4 | ¥ABYE | coa OYA | e | FYYYY
c45 95A4 | /N YY | O/FAMY | Cos N %

C46 RABY | /N8 | BYEY | o6 JO¥YD | /Y8 | Y/aN0e
ca7 OFAD | o/ NYY | F/849Y | o7 CVABD | v/ Nva | B/F8Y4

Slsle J

C48 FAYA | a/avYs | YAYAY | Cog VONOD |/ NYY | F/YAAD
c49 VS¥AA | /N8 | 8/F8%Y | Co9 EYY | TY | BV
C50 VEAYY | /N | EYEY | 100 JREVY | /A8 | BTN

laa & oles oplply b oo /F 5 5685 e S sl Jole gla)l ol Jadeie ¥ Jgda 55 & jboles
EM‘%M“MJJ J.\.A u})‘f le.bu.a:-\.&h.]a}af ct’a 4.4‘3‘)3 -bj.& oalaiwl u,:.&)}. JULA)J -\.u‘j@

el 0l uir)bf\c J).,\.?-JJ Mﬂﬁ)w

AA.:,.W):&lfdﬁpﬁ;}yl}psjbdmu)wwe}&ﬁeﬁw‘)%wu&?gcba)ﬁ




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

4, &R
o
D s55 2
oNiu3®

dow o )3 21 TS e 3l S asls £ Jsus

shel Jow S Pl el £y
L/AYY /A5 568 ,55) AGFI Glas
VAYY (/8 5 3¢5 ,5) GFI
+/A9) (/8 51 58,5 TL
L/AVY (/8 31 58,55 NFI o b s
L/ATY (/8 3 55 ,;) CFI
L /50F (+/8 3 3¢5 55) PNFI
L /OVY (/6 3| 365 ,5) PCFI NWErS
0 ax (/2N 3 3¢S S) RMSEA

b e ol oYU B 351 eiasolis NFI 5 GFI, AGFI gla_esls Sldie oF Jgdo 4 g b
33 Sl sy el 3505 S5 SR as Jie das e Ol 48T Liyls 513 oalhe o3 s Ses 5 sla e la
ST el B b s a5 5330 Jee 5 46553 1 ey Cnio 3 (ol 86 e Joke sl e s 5 gy 2 4 Sl o6
0315 OLES 5,lil ppads Sl 5 ey Cmteo 53 ) S (6 e dke V JSKE 3 aalsl 5523 8 S5 a5 yse

el 0l

0.007
() OPY P

e il

0.011
@ IS AL (g )

0.003
@ sl ity g pli a5

0.001

(PO Y-t PV
0.019

s
0.008

(6 sRie L LS ) A% s s
0.013

cela s  Mat

dow Caxio 30 156 Jlo Sl dole i o ) ICS

35 pde 3OS Ll o /8 51 i polie 5035 S0 5 he (o (Do S0) s o b 350kl 55T
pude 510052 B ABL VAT 5 +1/A% (o3l 55 Sl oo (VAIUR) Gl oy S (s 08 )3 il 0k - e 5 3
Sl 5 035 & 5 ho o 53 & BIY) (Slskn Cod s 2 25T 0B 55 55 Jolo Olabl a8 3
35 30 0L sl ol 5SS b pule o7 3505 33 L bl o /00 51 a8 03l 3 0,leT 03,8 S13 0T iy

MﬁW):dl)fspxﬁ;}n‘}ﬁ\};ngl.«d_x.a:5)1.0.9&:»‘jgﬁa)éwg)xwuulswxfcj)a})ﬁ




9 s S o 30 @;T x331 Mlid.aé
https://www.jvcbm.ir

dow Caxbo 38 (2155 (S piio SR gmwn L 92 0 J9u>

o | 19| ORI a2 s
+ oV | F/FFA /004 doy Calo 5> g S 6 i (v L;Ji'lf x5
+ el | ANNYE WINa PRI [ PRS- W (0 RS-V g
+ Y | S/YYD ¥\ o Cmis 3 o) 8 (s i Dbl 5 Sledbl (g5 |
+ VIR IR RVARY 4 Visa Ao Crl 5 o 5 6 e (Lg)léud\.w.’)}rbw‘y
+ /o) | OF/O0A AR OIS [ PRS- W ( PR S JN-t PP
+ | B/Y0R ¥id\y o Cmio )3 ol 8 (6t gl gen o I5L dre g5
+ VARV IR7A LY V¥ tam S 53 21 8 (6 el (5 2t b bl b iy e
+ O | S ES Vs o S 53 21 8 (6 e Slesle Jbs

23 de Cmio 53 21 56 G3 ole oo s (51 s <l et 5 Jole 1) e Ll (5 10ine
s e &S A 0 QLIS g s slaesls (VL I ol STl Jgda glaasl Lo esls Ol O J gl
VAP 51 56855 0T wled ol om S 5 +/00 3 208 0T (6)ls dme cCoie L pns aan (3,1l 5,57 )
ol (Sig=+/0 V) Il 6 Kly anw s Jals Jolse ol 5 Lsd oo dol Jobo o e oled ol plo el o
«Sig=r/+2¥) ol OLiSy 5 b asw g (Gig=1/+VV) Sblsyl 5 DMl 5,5l Wl (Sig=+/+ 1) Ol 2is
Gibe b LUl as i o pde (Sig=1/0V8) lseee SLoLL dreg (Sig=c/0)) eSS sinl ane s
P Cslg 53 Ll dew S o I;L; jw\;&”,wyb Sig=+/+1Y) Slojle Jlas 5 (Sig=+/++A)
5 b ele Jou dhw sy dde Hlasl a5 gkl SVl (giludis (ilwesly 5 tags slaanl bl
@6 e 5 553 0 shuad,) § Uit Gillae den St 3 ol S (520 S50 Jalse 0T s 4y e

T Cws 4 Y S llas day Cas 53 “‘Jf&ﬂmj;‘;ﬁ‘)ﬂbﬁ

ot il g0 ol g dow Cxivo 30 (I TS ey F 0 Jolge Sddy .1 Jou

4y | Padge | SUcer | oy Suo

ER 740 Oliebs! + £ /004 S Kl g s

(s 740 Olabs! + L /05F Ol e ol

S 740 Olsabl + ia)s Sl 5 Oledbl g5k B |
poler 740 Olabs! + IEEY s 0Ly 5 ol dnn
£33 740 ol + AR b &S5 ) | dmw 5

3 780 Ol + L/5AY P W SO

Js! 740 Olsab) + VVAF S den b BLS ) a iy Cy e
i 740 Olsabl + Vi Sljle Jus

AA.:,.W):&lfdjwﬁ;yyl}psjbdmu)wye}&ﬁeﬁw‘)%wu&o?d‘fc})a)ﬁ




I ot S o 38 (G BT b3 4ol fad
https://www.jvcbm.ir

%, o5
o
D s55 2
oNiu3®

= (5 o b bLS | 68 by oy 230

- BT ) guiisy | drawsgs

wlgome (b yl5b drwgd

u...
|

&, iy 9 o drwgd

P lSs
I

Glbld,l g oleMb! 5,9l W5 )

|

u Slojlw Ju

— Ol uls,

b sl sy

dow Caxo 30 (2l F (S i 2l S Y IS

S5 domd § Som

ol SIS Sl L5y el Ol ey S 53 () B 5 g Jelss Sledis Ba b Sl e,
s o e plad 5035 51555 g sllas (GHLT 2515 5l ol €] g0 sge Jiba o8 sl OT odinsOLS oo
55k Sy 5l 5 5 4 e ST Ol el el ol Bls () B ke (S Iokine 5 e ST (e
() ol 0Lt 5 ol aman 5 ¢ gl somn (ol )L dre 5 oSS sl drm 5 06 jidn b Bl ey e |
(e 6 K55 a5 (g 5o 5 0L e Culdy Sl Il (Dbl 5 Dbl (555 £l

ST e sl as e DL 1 B ke 055 53 g Dlalllae b (g 5 LB (g smt cRins 5 nl (slaaly
Shadpour et al., ) > Slid mls b o Jole o M8 51 Ol ge & (5,2 b bl 4 i Sy e 2asy
S ia qﬁ}&\;dﬁmxtﬁz«mcab.& Sl sd 5,k SICRM Wisls Ol o ol sunn (2024
(S (635 S 4 0 Sl 5 6505 Sl 48 55 sy (Solas e 5 L Ol on | 4l ) 2,108 e
ol T a3l cm i 5 (58 (slaesls w4 «ledbl & 31 515 4 i CRM caa Cais 5 5,05 ASG
frn g oadl lei g S G860 4 ol 3 1y S uglsl o)l Sl s 03,8 oSS 0L i
Sasn b Bl pl sl ey s 3 s J s etias bl OIS ST Jule cags Olgie 4 eSS i
Lo eals gline Cul cdmils ASTT dam B9 53 OMels 5 Sbls,l cisS , « (Kim & Yi, 2025)
st 63 Sy b adl opl ek bte S dzes SN ol Gl 5 Jaged Sl s Lol eSS ginl
S s 33 5 SO e Dt 1L el ol 3l Sl pees Sleds 3 (5558 5 05T

S oo G a3y e Sleds 510U i Hlanl g astle Jgmete |y (6 28

ww,:@_\stpﬂﬁ;}n‘y\ygjudmzs)ww@gﬁoﬁw‘)xwu&swﬁcj)a}ﬁ




| TG ™ St ko 93 (0 BT (831 4ol fucd
5 https://www.jvcbm.ir

Ll O e Jab-,ubdljwu\dlwc,y,uy Cal 0dias LS gl goes oLk anen 5 p g 45
2S5 e 35 93 N Cnaid drw s 5L e (TsUNG & Tseng, 2024) ia g3 4 s 55k 4 43l
L asl ol ek b 51 cnl W, Cusn JWsl 5 Catla js galST (ghl 5l olgme oLHL 15l Lo
S0 G b 3l s ke gl Lol slowl 48T Cadls Lo e 1 S 05,5 ool 5 slabaly obLlL slasy s L Oly
do Caio 53 iy Gl B 5e (W) (6olad DL 5 plamn 5 pslgar 4y lisls 55508 o e 5 e eS|
Sl 1y (g e s )lslhy g slazel LIy o (58 L cdiles ST o lal 55 (Tsung & Tseng, 2024) «5° ) shailas .ol
Sl e slazel & dey Cmio 53 505 Slgeen (Brand Equity) &, 659 55,0 o5 b asl ol S
0 LOT Canlu 288 5 b 0L e i 55 aSl (S oo ¢SS W 0L jzie O 4 g5 46 (688 L«
e e Jalse plo 6l 6550 Sl i oy 455 3 DL 5 Ol (6,5L8 ) Sl Jge 55 Cnd
3 ol Sl 5 e i ICT 105 ol guad SMl EaS™ y (KiM & Y, 2025) a6 b asl ol ol
2 SIS il ) Caenl p @Bl ol (g e 315k o smeme LT 5 5 (BT sladUE
SoMacs a3, 55 45 od 0T oimns0lis ot 4y 53 Glajlo J 3503 ASTh Sleds Glagg 3 2l G
3 Grhs Comal 350 53 SlasdS Slacs Ll ol pd 0am Glajle sl 5 $Kn sy 5 56 3 Al
i g0 4 4] yliegs e Slacs 51l Olale Ja,5 Colam Oady 45 das e OLES 5 3,05 Sl gbeen Slojlu <Kin 5
d et b bps i 8 Ul oS s ol (Sn a8 cad 813 onia 4y 55 o 0Lt Sl oy ial i
@odnte Slalas b asl ol dS o Joo ol S s mie sl 55 Jites lole Olsie 4 de opl 53 Lol ey s
et iyl ASTT Sty SNl 3 (g e slazel 25, 45 (Nikoo & Morovati sharifabadi, 2017) o 5>
5> Jlo (6 S5 a5 0alg 53 ol 5L 5 FGeme (o) 8 (6 rhe cami 53 5 slazel (g sl el Ll
osb 4 5 dew S8 Jle (,&,m 5 O Wyl gl Ble s Jelse SIS 55 4T das e OUS cota 45,
o Lal g i 53 slazel Coaal oS lalllae b 4l ol ol NS 3T Ol e S, 5 5SSy dteee
LUl 3 olbl ( Jb K15 1,5 ol Lgw 6 «(Nikoo & Morovati sharifabadi, 2017) sl il
s e Gl ST Oldgs slal js &S0

Sl il calr Joke &1L gy ol eilaxsls S0 fele 53 b oSy Bee o7 ity Slallae U0
s IS he p jse (Slile 5 4l)sl8) sl g sl folse 51 glas samme m Lauls) Laplss (5 p 35
25 S8 3T Ol5e ol ol ge ol (o8 (say Jo e a3 cnl IS (55T 5 A o 5 Ol oy o
Sosths Jalse ool (oman 55 8,50 Do JKE (nl 4 0p) S iy S Sl D) ey Cio ol
sl (b Sllas & S sege 2Ll iy 5 CRM e panlin b (olsmms obOLL 5 LSS, 5800 Oy
5 b sl ol o) S s 2t 0 5 Ciibes (laolS s I Al (iag ! )3 edd g p oo S e
S o g 53 ldaly gl 4k s e bl 4 o Sl 5 053 Lol o st 3 (6 Megs e
s S g 3 Sl I B o gl s ct?wc.;j.u a b 5 slazel slewl 5 Sdedd SOl

s Obas s sl e s,y Caeal Kb dCT 5 eSS pinl , ASTT (Cpomen 3 ls Sl shan

AA.:,.W):&lfdij;‘;»yl};sjbdng)u&ye)&ﬁeﬁw‘)%wuub‘r.xfcbajﬁ




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

G b L1 st (5las S g5 0l ) dos Camis 534S s o Ol ¢ ol go (gl Il ol (65518 o ke
Ll ol B e Gl 5 1y Jawdlty ot c0p 5 (Slas )5S

Sl st i (63,8555 L3l 21 86 e 53 b g (Ol ) oy o 53 oS 313 0L Ry ol ( S sk @
Wl 5 Slaisosls S e Olegon 315 13 (5 2k b B Sy e (Slatigs 0T uly 3 &
Sl s 3 5 ICT glacslo s sliyl ol pon 4 (658 SKukip 5 olsoes obsL Slas 51l (aeSS ) 4in
a5 Sy e 4 alies Gl Sl (el s lies ke

22 g0 50 gy GooS gl bl 0l A

23 QLSS 25507 5 5 e slaosls oot 05 CRM slap jich » g 5 b6 (S ale o dny slalS 5
Sleds &1 6l 3 S5 pinl ol lul b (8 b sl . azal ails byl ol 5l atg o3liul Lo suas
5 Gl ((ijseT (lgmme W5 imen (el (6550 60 w2 25 s LALT S (GSleesle il 5T 5
23 SIS gl kST ST 0T b 5 o 4y 5 oo oy O 2tn (laabdes 5 W3 b lze o 3T 55
35508 Ob e 6l pleze sl 2 Sl 5SS L Slaas 11 Gy b 51 Al Dlads G b 51 S 4 (g 5lek
Dl e b AU o Ll 5 Jlms Sleds 1 Gy 51 Sl 5 Sledbl (65518 (sbapmw Sl yj4
Cimen 3 Gl 4 e b 5 0Ll 5o el aen SIS b gl Sl ash Slslgiy K05 5l
23 SIS G p fae Jalse el s Jod ) SNy T O1F e ln s s g
50 ot Jalge o daly 5 (6 e slazel (65 vl 28 adlllae (Ol ) oo a5 (T3 dew S S
SLaFl il g g osae Sion s oSN sl b g s sy S JlS (ol S ke
St 0 e S5 s (Uage o A5Le) OVS (goleadl 5 (Kin b Julse 30 o) o Cnior 3 (o) S5 e
Sl 3l gl (glap ity ¢ bl g (la p2aSChl dile) eSS il slal 51 eSS pa Slles (3w 51 oL 551 5 4en

.Jsfdﬁ\J\LsilJngjzbﬁ(o;l:J:lw”

Reference

Ahmadi, B., Vazifedoost, H. and Aali, S. (2025). Evaluation of the five senses and the perceived value
of customer loyalty in the insurance industry using the Fuzzy Hierarchy Analysis (FAHP)
method. Journal of value creating in Business Management, 5(2), 21-
46. https://doi.org/10.22034/jvcbm.2024.418125.1206 (In Persian)

Ahn, Y. B., & Park, H. C. (2023). Sustainability Management through Corporate Social Responsibility
Activities in the Life Insurance Industry: Lessons from the Success Story of Kyobo Life Insurance
in Korea. Sustainability, 15(15), 11632. https://www.mdpi.com/2071-1050/15/15/11632

Ali, B. J., Saleh, P. F., Akoi, S., Abdulrahman, A. A., Muhamed, A. S., Noori, H. N., & Anwar, G.
(2021). Impact of service quality on the customer satisfaction: Case study at online meeting
platforms. International journal of Engineering, Business and Management, 5(2), 65-77.
https://papers.ssrn.com/sol3/papers.cfm?abstract id=3839031

Amiri, Y., Latifi, M., Islambolchi, A., & Asghari Sarem, A. (2021). Designing an Organizational
Spirituality Excellence Model: Emphasis on the Islamic Teachings in the Health Insurance
Organization of Iran. Scientific  Journal of Islamic Management, 29(2), 181-206.
https://ecc.isc.ac/showJournal/22976/263324/3339666 (In Persian)

Appelbaum, E., & Albin, P. (2024). Computer rationalization and the transformation of work: lessons
from the insurance industry. InThe transformation of work? (pp. 247-265). Routledge.

WW)J&‘)f‘SPAﬁ;}A‘)A‘)Pngbd#:é)wwL}S&ﬁaﬁwk)ﬁwudlﬁtrgcj)\ﬁ}f:




9 s S o 30 @;T x331 MUJ.Aé
https://www.jvcbm.ir

https://www.taylorfrancis.com/chapters/edit/10.4324/9781003502913-13/computer-rationalization-
transformation-work-lessons-insurance-industry-eileen-appelbaum-peter-albin

Asadi, M., Mahmoudi Maymand, M. and Zakipour, M. (2025). Identifying the primary elements and
components affecting electronic customer relationship management. Journal of value creating in
Business Management, 5(2), 70-94. https://doi.org/10.22034/jvcbm.2024.456992.1379 (In Persian)

Banerji, R., & Singh, A. (2024). Do social media marketing activities promote customer loyalty? A
study on the e-commerce industry. LBS Journal of Management & Research, 22(1), 93-109.
https://www.emerald.com/lbsjmr/article/22/1/93/1212967

Bates, D. W., Levine, D. M., Salmasian, H., Syrowatka, A., Shahian, D. M., Lipsitz, S., ... & Mort, E.
(2023). The safety of inpatient health care. New England Journal of Medicine, 388(2), 142-153.
https://www.nejm.org/doi/abs/10.1056/NEJMsa2206117

Dy, Q., Lu, Y., Gong, Y., & Xiong, J. (2006). Can Al chatbots help retain customers? Impact of Al
service quality on customer loyalty. Internet Research, 33(6), 2205-2243.
https://www.emerald.com/intr/article/33/6/2205/177237

Emami, A., Mohammadi, M., Hosseini, S. H. Ghobadi, T. and Aghighi, A. (2025). Designing a
Customer Relationship Management Model Based on Artificial Intelligence in Digital Marketing of
Services in the Health Tourism Industry. Journal of value creating in Business Management, 5(2),
391-420. https://doi.org/10.22034/jvcbm.2025.530495.1574 (In Persian)

Eren, B. A. (2021). Determinants of customer satisfaction in chatbot use: evidence from a banking
application in  Turkey. International Journal of Bank Marketing, 39(2), 294-311.
https://www.emerald.com/ijbm/article/39/2/294/104059

Hadavand, M. B., Esmaeili Saber, S. S., Montazeri Moghadam, A., Jafari, F., Gholami Fesharaki, M.,
& Abedi, M. (2020). Effect of health education based on Iranian Traditional Medicine (Hefz-
Alsehe) on treatment costs of the Iranian Health Insurance Organization. Daneshvar
Medicine, 26(4), 11-18. https://daneshvarmed.shahed.ac.ir/article_1846.html (In Persian)

Hanson, K., Brikci, N., Erlangga, D., Alebachew, A., De Allegri, M., Balabanova, D., ... & Wurie, H.
(2022). The Lancet Global Health Commission on financing primary health care: putting people at
the centre. The Lancet Global Health, 10(5), 715-772.
https://www.thelancet.com/journals/langlo/article/P11S2214-109X(22)00005-5/fulltext

Kaur, P., & Singh, M. (2025). Exploring the impact of InsurTech adoption in Indian life insurance
industry: a customer satisfaction perspective. The TQM Journal, 37(2), 457-483.
https://www.emerald.com/tqm/article/37/2/457/1244368

Kim, K., & Yi, H. T. (2025). The Customer Orientation and Sales Orientations of Insurance Planners
Seller Influence Tactics (SITs), Relationship Quality and Impact on Sales Performance. Journal of
Channel and Retailing, 30(1), 79-107. https://www.e-jcr.org/archive/view_article?pid=jcr-30-1-79

Leiria, M., Dematos, N., & Rebelo, E. (2023). Customer loyalty in the insurance industry: From
traditional to analytical marketing—a bibliometric analysis. Applied Marketing Analytics, 8(4),
404-422. https://www.ingentaconnect.com/content/hsp/ama/2023/00000008/00000004/art00007

Loyt, K. C. (1998). Influence of Customer Focus Strategy on Financial Performance of Deposit-
Taking Saccos in Kenya. International Journal of Business Strategies, 9(1), 20-30.
https://ideas.repec.org/a/bfy/ojijbs/vIy2024i1p20-30id1795.html

McGorry, P. D., Mei, C., Chanen, A., Hodges, C., Alvarez-Jimenez, M., & Killackey, E. (2022).
Designing and scaling up integrated youth mental health care. World Psychiatry, 21(1), 61-76.
https://onlinelibrary.wiley.com/doi/abs/10.1002/wps.20938

Naim, A. (2022). Understanding the customer centric approach to add value to social ecrm
(SECRM). American  Journal of Technology and  Applied Sciences, 3, 17-31.
https://www.neliti.com/publications/608273/understanding-the-customer-centric-approach-to-add-
value-to-social-ecrm-secrm

Nikoo, H. and Morovati sharifabadi, A. (2017). The Effect of Customer Relationship Management on
Organizational Performance Aspects (Case Study: 3 to 5 Star Hotels of Mashhad). Tourism
Management Studies, 12(39), 27-48. https://doi.org/10.22054/tms.2017.8467.1213 (In Persian)

O’Gorman, S., & Scheunert, U. (2024). Customer Centricity: Entstehungsgeschichte, Definition und
Begriffsabgrenzung sowie Anwendungsfelder in der Praxis. In Customer Centricity: Innovative

S Cxis 53 I B8 e g F3m ol Sledile 15l e ¢ 00 3 e o all o (S g 50




I s g e 38 (G BT b3 4ol fad
https://www.jvcbm.ir

Unternehmenspraxis: Insights, Strategien und Impulse (pp. 3-19). Wiesbaden: Springer
Fachmedien Wiesbaden. https://doi.org/10.1007/978-3-658-42173-1 1

Pan, G., Liu, M., Tseng, L. M., & Geng, Z. (2023). Cultural intelligence and sales performance in
online insurance marketing: evidence from a Chinese insurance firm. Humanities and Social
Sciences Communications, 10(1), 1-9. https://www.nature.com/articles/s41599-023-01623-z

Rostami, R., Akbari, P., Veismoradi, A., & Mohammadi, N. A. A. (2015). The Analysis Moderating
Role of Job Satisfaction and Organizational Commitment in Relation between Internal Marketing
and Customer Orientation Stuff (Case Study: Pharmaceutical and Food Distribution Co.).
Marketing Management, 1(1), 139-158. https://sanad.iau.ir/Journal/jomm/Article/811888 (In
Persian)

Saoula, O., Abid, M. F., Ahmad, M. J., Shamim, A., Patwary, A. K., & Yusr, M. M. (2024). Forging
customer satisfaction through commitment-trust factors in financial insurance services: moderating
role of corporate image. Journal of Islamic Marketing, 15(2), 418-445.
https://www.emerald.com/jima/article/15/2/418/1230569

Shadpour, M., Shahroodi, K. and Delafrooz, N. (2025). Modeling customer relationship management
based on artificial intelligence to reduce customer churn (Study case: Iran's insurance
industry). Iranian journal of management sciences, 19(76), 79-104.
https://doi.org/10.22054/ims.2025.81499.2507 (In Persian)

Shepard, M. (2022). Hospital network competition and adverse selection: evidence from the
Massachusetts health insurance exchange. American Economic Review, 112(2), 578-615.
https://www.aeaweb.org/articles?id=10.1257/aer.20201453

Sok & O’Cass, Y. T. (2015). Internal marketing and internal customer: A review, reconceptualization,
and extension. Journal of Relationship marketing, 19(3), 165-181.
https://doi.org/10.1080/15332667.2019.1664873

Tan, T. F., Li, Y., Lim, J. S., Gunasekeran, D. V., Teo, Z. L., Ng, W. Y., & Ting, D. S. (2022).
Metaverse and virtual health care in ophthalmology: Opportunities and challenges. The Asia-
Pacific Journal of Ophthalmology, 11(3), 237-246.
https://doi.org/10.1097/AP0O.0000000000000537

Tarshizi, T. N. (2015). Examining the influence of covid 19 pandemic in changing customers'
orientation towards e-shopping. Modern Applied Science, 14(8), 59-76.
https://www.ccsenet.org/journal/index.php/mas/article/view/0/43229

Tsung, Y. C., & Tseng, L. M. (2024). The effects of positive personality on life insurance
salespeople's customer orientation. Asia Pacific Journal of Marketing and Logistics, 36(4), 773-
790. https://www.emerald.com/apjml/article/36/4/773/1216091

Widelska, U., & Krot, K. (2021). Customer orientation and innovation—The perspective of top-Level
management. Folia Oeconomica Stetinensia, 21(1), 161-174.
https://www.proquest.com/openview/2fe3c988e996ddf3a22735b77b4736e4/1?pg-
origsite=gscholar&cbl=2026537

Yazdani, HR., Zare Mirkabad, A., Hossein Nasiri, M., Asdanjad, M. (2011). Examining the
relationship between customer orientation and organizational citizenship behavior. Journal of
Business Management Perspective, 10(7), 53-69. https://jomp.sbu.ac.ir/article 94526.html (In
Persian)

Yu, T. W. (2024). Mediating effects of relationship marketing orientation and service quality
orientation on policyholder retention in non-life insurance services. Asia Pacific Journal of
Marketing and Logistics, 36(10), 2653-2671.
https://www.emerald.com/apjml/article/36/10/2653/1222681

Zeithaml, P. C., & Feng, C. (2020). LGBT Workplace Equality Policy and Customer Satisfaction: The
Roles of Marketing Capability and Demand Instability. Journal of Public Policy &

Marketing, 40(1), 7-26. https://journals.sagepub.com/doi/abs/10.1177/0743915620945259
Zhang, I. (2019). The Influence of Service Quality, Emotional Marketing and Spiritual Marketing on

Customer  Satisfaction. Turkish  Journal of Computer and Mathematics Education
(TURCOMAT), 12(3), 3685-3689. https://www.academia.edu/download/94999184/1397.pdf

uﬁW;:&\f‘sﬁﬂﬁ;}py\}sngl.«d_h:5wa‘)S&ﬁo}wg)ﬁwudlpc(gcj)d}ﬁ




