
اه 	 لانروژ 	و	 اه 	 سنارفنک 	 تلااقم 	 یصصخت 	 رشان 	-	 اکیلیویس
اکیلیویس 	 رد 	 هلاقم 	 تبث 	 یهاوگ

CIVILICA.com

: هلاقم 	 ناونع
ارشیم 	 لدم 	 زا 	 هدافتسا 	 اب 	 ناریا 	 یرادکناب 	 متسیس 	 رد 	 یتلود 	و	 یصوصخ 	 یاه ​ کناب 	 نایرتشم 	 یدنمتیاضر ​ی	 هسیاقم

: راشتنا 	 لحم
(1390 :	 لاس )	7	 هرامش ,	 3	 هرود ,	 یتلود 	 تیریدم 	 همانلصف

18 :	 هلاقم 	 لصا 	 تاحفص 	 دادعت

: هدنسیون
ناریا 	، یداصتقا 	و	 یرادا 	 مولع 	 هدکشناد 	، دهشم 	 یسودرف 	 هاگشناد 	، رایداتسا 	-	 یوفطصم 	 یدهمدیس

: هلاقم 	 هصلاخ
This	study	is	aimed	at	exploring	the	determinant	factors	and	hence	developing	dimensions	of	customer	satisfaction	for
public	and	private	banks.	Two-stage	factor	analysis	was	computed	to	arrive	at	the	dimensions	of	customer	satisfaction.
The	 study	 revealed	 five	 dimensions	 of	 customer	 satisfaction	 for	 public	 and	 private	 banks	 respectively.	 Those
are:Service	orientation,	diligence,	adherence,	value	of	money,	and	amiability.In	Mashhad	city	the	level	of	satisfaction
for	both	public	and	private	banks	 is	higher	 than	average	 (%۵۰).	Among	 the	satisfaction	dimensions	 the	higher	 rate
devotes	 to	 staff	 behavior	which	 is	%۸۰	 and	 the	 lower	 rate	 devoted	 to	 staff	 paying	 attention	 to	 customers	which	 is
%۵۴.۸	 in	 the	 private	 banks.	 The	 correspondent	 dimensions	 for	 the	 public	 banks	 relate	 to	 the	 staff	 behavior	 and
revealing	 information	 to	 the	 customers	 which	 is	%۸۰	 and	%۵۹	 respectively.	 Overall	 the	 level	 of	 satisfaction	 in	 the

.nationalized	and	private	banks	is	۲۵.۲۲	and	۲۴.۱۴	respectively
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