Iranian Journal of Insurance Research
(JIR)

Iranian Insurance Research

Homepage: https://ijir.irc.ac.ir/?lang=en
Center (IIRC)

The effect of service innovation on customer satisfaction with the mediating role
of value creation and customer knowledge in the insurance industry

B. Delbari’, M. Rojuee

Department of Management, Faculty of Management, Imam Reza International University, Mashhad, Iran

ARTICLE INFO

ABSTRACT

Article History:

Received 14 June 2024
Revised 28 July 2024
Accepted 01 September 2024

Keywords:

Customer knowledge
Customer satisfaction
Sarmad insurance
Service innovation
Value creation

*Corresponding Author:
Email: Agt1869@sarmadins.ir
Phone: +98513 4533025
ORCID: 0009-0005-4716-9078

DOI: 10.22056/ijir.2025.01.05

Achieving customer satisfaction is the most important
factor in competition among organizations. Therefore, knowing the level of customer
satisfaction is very important for managers. Companies active in the insurance industry and
also insurance managers need to know the level of satisfaction of policyholders to improve
their activities, but before that, to measure the satisfaction of policyholders, there is a need
to identify the factors that affect the satisfaction of policyholders such as value creation,
customer knowledge, and service innovation. The purpose of this research is to investigate
the effect of service innovation on customer satisfaction with the mediating role of value
creation and customer knowledge in the insurance industry.

The current research is applied in terms of purpose and is a quantitative
research in terms of descriptive-correlation data collection and data analysis. The statistical
population under study includes all the insurance policyholders of Sarmad Insurance
whose place of business is Shahid Hashminejad Refinery in Mashhad. Using the available
non-random sampling method and Cochran’s formula, 132 people were selected as the
statistical sample size of the research. The most important tool for collecting information in
the field section was questionnaire. To analyze the data, the structural equation technique
was used using Smart PLS software.

The results of data analysis showed that service innovation has a positive
and significant effect on customer satisfaction of Sarmad Insurance Company. Also, the
positive and significant effect of service innovation on customer knowledge and customer
value creation was confirmed. Based on the obtained results, it was found that customer
knowledge has a positive and significant effect on customer satisfaction with Sarmad
Insurance Company. The positive and significant effect of value creation on customer
satisfaction was confirmed. The mediating role of the customer value creation variable in
the effect of service innovation on customer satisfaction of Sarmad Insurance Company was
confirmed. Finally, it was found that customer knowledge mediates the effect of service
innovation on customer satisfaction of Sarmad Insurance Company.

The results of the research can help the managers of all insurance
companies in general and the managers of Sarmad Insurance Company, in particular, to
try to create value for customers by adopting strategies ultimately leading to enhancing
customer satisfaction. Also, improving the level of customers’ awareness and knowledge of
insurance products and services will increase the attraction of insurance policyholders and
their investment in the company. For this purpose, it is suggested that Sarmad insurance
managers create value for customers through measures such as personalization and
customization of insurance products and services. It seems that conducting continuous
surveys is a good way to record the views, opinions, suggestions, and criticisms of
customers, to correct the weaknesses and shortcomings, and to identify customers’ needs
for designing products. It is also recommended that Sarmad Insurance managers provide
useful information about Sarmad Insurance products and services to policyholders through
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various sources and tailor-made advice.
m



https://orcid.org/0009-0005-4716-9078
https://ijir.irc.ac.ir/?lang=en
http://https://ijir.irc.ac.ir/article_160331.html
http://creativecommons.org/licenses/by/4.0/

%,

”o:./ https://ijirirc.ac.ir/?lang=fa :4 yis ey lw

Lo

Ao et )3 (§ e il 9 o 3T 0351 (sl i b ) e cylidy g wloas (5 915 il
9 (o po T I Ly

Ol sdguivo () L) plol Moo olKils iy pyto 0uSiils o B, 5L Sy pycto 0,5

Ao wledMb|
lllio slo c’culi'

6&:]5] ol cwla bl ole jo Coldy Jele (St it Culdy 4 pliws T st Y et s ol
50 Jelis olpe g dew o 40 Jlad GloeS b 0,00 lpe gy ol cueal ol ie cols) ol ) BTt ERr T
- L g . . VEY oloye oV i ole )b
Sl ol G Whas)ls 5o ol aen cols) oliee 5l 2B @ 05 slac e s Slp e o
. W K .z . e . .z . . \\c’v)ﬁt'.)éri’” U:’;l;‘ié-!)u
Obyde 18 g (o Bl Gyzmed G aen Cold) 2 S5e Jelge (@lulid ()i de Coli; (pomiw
Cold; ol Gsls il soyn sl (nl el Ban ool e el 3V Sleas 5558
ol (g pine Gl g g BT 55 (ol B L b ke
5 (St = hoogs ools (g glaaz 356 Ll (g0, 5 «Ban Ll 5l ol jiaghy
oy B )i aas o ol aslllas o jse (6 Lel dasly ool 35 gl Waeols Lol Sy Ll )
GrSdiged by, 5l eolitul b coul sguiie b 0 ol5 edle agd oKig VL LT codlad e a5 wiog
W Bl i gkl Byes p lyieds 8 VYT Sl LS5 Usesd 5 eyt o sdolai i
Gl SYolee g, 5l aools Ldow (gl 09 dali sy (Slawe 25w 10 SleMbl (5,915,5 l5l o St
& ool SMart PLS l531s 5 51 eoliul b
Koy oy 535 0l e gl 5 Slad 5558 45 051 ol Sl boools Jalows 5| ol gl

A1 5 Obiie (s » Sleas ()5l foline 5 oo 13l aizmen o)l 5 lobiae 5 e il el
Agt1869@sarmadins.ir : Jues|

isuls lals
L
‘5_ - u‘_,/‘)
St yls,
Sloss 55l

S5 obtie culd) p g tie (s oS wb Lasie odeliewst ml Gulaly i wub 58 ol e
o s anl b ite culsy 31055, lolies 5 ot p3b ol (g lobine 5 e il wep dos FAADIY FOYY VO il
A8 ol ey day S5 8 b jtie culs; p Sless gyl b L0 g tie (31850 jwite 6l ORCID: 0009-0005-4716-9078
Iy Gy o S8, plyiie Sold) p Slasd sl il (it Sl & a8 aseie 5 Cole o
Olpda g ple Ojpot don oS8 (e Glpse @ Wiy Gios ol ) Jel> @l
o5 wnil ol ie sl s 3lu550 s0m)s Sl ST L b 08 Ko ol &gty e pes fogy <5 55
Sloas 5l )b e G2ls 5 BT o 5,1 uizeed ob dalys jzie b i Culd, il 4 coles jo
sshitecmdy b welgs oS ,h 50 T (6185 by 5 oIS aes i Gl can slaes OYgame g
Slp Slaen Clas 5 SV gams (g5lo gzl aiile Sl 5 b 5l aepw Ao ol poe 998 g0 Slgiiny
S sl elin S0, pets (sla i 1 szl oS sy 0 S 4 iy S (G B8 Ol e
5 dins bl ol popdle Glsie Bk ol 5l 45 sl plyiie Sl 5 olgrig dayk LeelEays
QI)';‘.\A D9 oh Apogl (piZmad 0,5 ‘:LUL.M) Ba> DY saxe ‘_,’_‘>‘)Ja slp L)L)):M sl de suls
dopn DYgame 5 Slas pgas ;o 1) sauie Sledbl paass o jslie § @l mle @,k 5l s doy
s oIS aes JLasl 50 DOI: 10.22056/ijir.2025.01.05

el jb «dllio i lair 0 IR Coyluwery 33 Fotd o ysT ) G allio sl gl Sliiil 5 s oyl joko g

A


https://ijir.irc.ac.ir/?lang=fa
https://orcid.org/0009-0005-4716-9078
http://https://ijir.irc.ac.ir/article_160331.html

ey (e Xy B39 43l &gl Jow LIS (Albarg, 2023)
Ol Wy 5l Sete pigal 5 win sl Shs b alisl an o L,
S nlioe Comd 4 (Fg SWlda b Sl an By A5 S (e
Cude 5 (698 wogllae (guuo g alilo salfT &y 3l 0aiS B pan
Caws @ Ay o ogar o S5 il g asl atsls iy )l
St 3 3l W IS 2l B oS o IS Bl 50 05k
(Kiani et al., 2020) 45 ;5L Joe

S Ol NS e (Bl patd 20 4 4295 b iznen
N CU L PR O Je RSN PO T B L S VA S S VW
ailaxlae (goanie OISiL b dis Sl coble appds oKVl
do )0 LIS aes YL Lol ol oo LT oulo )b e oS
Jdods dey oS i o Olus Coby enilSe g ey
byl cnl a5 ould Sl don@> Joog poe 5 (Sl SgreS
3ol aey aBIL B,bsl .l sy 4 I8 Ay o o
Gelp el 0,8 wals 1) Wy, (nl bass @S ol
0dls Lla day 4y da 5l pan 10 45 (6,508 doys 9 Sl
Sostor wyas ool ol den S8 10 Bk ) oel e
o gass Jale il oads (culs b el (655 0 Ao 0 oMl
Sl 2855 Sl cayd sl Gl sl Glhen lacS S
OB aled Cow ol (2855l 35800 (5 e (L)L age &S
lap] (ShogmeS 5 Ojlas loj )0 den @S 18 i)l
WAL o 35 LT A 4 380 5 oo Sledbl fols o
Sdoys Sgh (nl )d Gime 9)cnlil el oad Gl i (Suls )l
ole; » sl Gyly o5 cul Grn Gl 4 Sl
o1 5 st 2 B 6T lee B 4 s L 0 R
)05 (oo (5 lobine 5 St 25U (g e

S Sols,
(8 putnn Ddwaily L8, o S cul LasSTly (g yiie Cols,
2 @bl Sl o e ) g WS (o0 (omyn ESSE
Grie b LUl n 1) 0gs cllld o wph e adS
Gaelols, 1 (Gholami et al.,, 2021) &S o Cupoe
Sole pgzmen o5 coul CLLL cdld ol A (i
WS Jor b k8, ilize Jolpe ol (bLS)
(& yis <ols, [(Shams and Babaei Dogaheh, 2018)
plod Sl 51 o)los S (b)) 5l & Canl (e (ol Cund
(Othman et al., 2020) 55 oo Jol> ylaiisd don b olbls)|
L Saeg¥sb LLII sbul @l mee 2l gitin Zolo,
Ly 4 gie ols, (Kim et al, 2016) cail b i
oLl 595 STl b Jpame S wyE 6 ytie Syl
5l el &yle (5 <ols, (Manyanga et al., 2022) sl
ol 00,8 oolaul ol 5l seas 4 g ie (5,55 5 eles]
Q)2 Aomeld 4 St (bl (2S5 (6 e culd) 00 Lsay

£

0uiS o oS b oads Sy i)l Ao (olens 5l cols,
Sloas sl i s lee bl 2] 255 (215l (6 e el
eS8 Gl mee bl rtie Suls) aed e plnil 095
2 ell,y (Ahmed et al., 2010) col Sleos 5 s,
Yloiol gol )b byt a5 cunl oads (asein paien slo iogh
Ol 3l ae e AV Cdde )3 g0 L) gl a2 sl
Cawd &8 o b ol 1S 51l 0g5 oS aSol gy el )b
(Taherpour Kalantarietal., 2021) sile od jloldg g 2uiS oo
b a5 03 S Ll o 1) iS5 el b o)l GlacS 1 cnlpls
S Wiz b ide ol 5l Cilieds Glosle Jad )l yuee
el s gl LS 5 jsliie (yean 4 (Kim et al., 2016) o
O30l el Ealss sl 15 coril acals oyl b e b og>
Sy b 3l Al b peien Ssdee (e slozs]
Sy ol g andl s 5 pol) W Sl b ie S5
4 ol an] ladgm 5 lajler slags JiTale pus plas caiilen laliy
Jole b yie cols, (Hwang et al., 2019) sw, valgs ass
Sl don Coiin (jaoman Sloas mlio lpae 4SS o owlal
(S cols, o 3l ol Bue ol 0B Cuje laas>
Olosl qlie 5 collad (s 2o 510555k 2l po L aS el )]
aS Hlesle Buan oy e ol (o AT S Colan laiSa |y
ool Gltie b Gasaily dal) 65180 5 siie Lis Gles
Ol & S 30 ot oo it ol oedioe el
(Lietal, 2021) el Lo 20, ot Jai> gl don G
2 Gsle on biie Cold) S p 5 Jele SIS
(Rintamaki and Saarijarvi, 2021) cel woz Sleas &)
61).: w‘» 9 U’J‘)LY Jcl?:.]‘b 005}5‘ t)"‘))‘ g_i: Slovs 3o 6)5Ty
39lise eyl 4 1y BBy Coje 355 cnl 151 00 eal b (ke
Olee sloyye 05950l aas Al ) 0l i Culs) Wl oo a5
J 53 0958l5sy sebar (Blead) (wgelels 5 (wgele DY gazes
O U"‘ aQ C...:L\ ‘uy}.am )‘ Lg)L».m.J E)L)o | UM 9o
Sydiss pSSdn j95d)9) Cwdd b Cewd VI Jparme (nl &5
(Locander et al., 2018)
2 Logaze olyiie Culsy p f5e Jalse 51 (S0 S5k
o &5l Gl e a5 cl il o (lhen Do Cais
(Ho and Chung, 2020) suS o S ;0 dog &S 1 Jawgs Sloas
) ool (gl )b yiiee 5SSl (T (gldoss iloas &1l 039 el
b a5, A, cugi el 5 ams oo il |, oloas o]
CeliaS ans oo b it as ) (g mion (55l g 0l ales lash iie
(Shamlou Yazdi and Karimi, 2019) sg. oo (bl cols, Sialsl
e 3l S ole Gl sl Ly oal o
oS 355 &S5 6l 53 sl el Wil e aS el apalie

ol 35,50 bo] w3 8550 5 obytie culs, pooss ol



(Utama and Ambarwati, 2022) ceule,les 5 bole (odle
S So N sl ples s papanie Slacgere Wy g
(Munjin, 2022) s.S

e )]
So Soged Glgiee | i w1 8100 parke
(Karimi Alavijeh and Zarrinfard, 2020) 5,5 #,ke g5lus
Bl o Ol bl b Bl )
all, ol CoddscenS
ol s bl sb cos bewle 5 b,
Lg)l..\.e,i' 9 oolartul S (g2 9w sladdles QS'L’ & yin
(Rezvani et al, 2021) &,5 0 I8 cwas L VS

Lodseldy  slaauie» o

il slocled plos o Sl 185 5t ln (2 310550
L, o e leieds S Bpan 55, (cplpogdle ks
(Tranand Le, 2020) s o0 a38,5 ,las 1o ob 150 g 00iS' 8 pae
58 S8y @S (255 e o 5l sl 08 ),
aS )}'oul.o&b REOU PR UAM U4L> G‘M) 5 as ol
S5 IS 4 5 (SOl slagsy)l 5 bl glasin Sos >

(Behrouz et al., 2021) oiiS oSS 05 5 yae slai;)|

ARRgj (slodid)S oo

Yazdani and L 4 olge Jsl Ao s 5o
Sleas &)l wisly las a5 5,5 o,Lal Bahramzadeh (2022)
salys Ll i b o8 0 Al Cosli Sl o DY gane
OIPl sel &5 wasoe Ghiie @ ) e Bl g Wl
5 Sarah et al. (2022) @l cyuzed Sgd 0 U] culs,
Wleas (5,9155 a5 wisls Las ;.5 Kanwal and Yousaf (2019)
I el byt cols, S 5 0S50 el

55ty oy &5 8 b i Culd, 5 Sleas (s 90e HL
5l (g lolixe g Cuiin

A a gl Ghegn ol e Aedp e 0
&l 28s wsls oLis a5 5,5 o Lzl Mokhtari et al. (2019)
Ol yeion 8 93k (5 gl 5 Ol e (BT (Ll 3 oz Slens
St cals, b i wiles,S sl 89 ad o Wiy ol
Hosseini and Moghadasi (2022)  coen .ol sl
ols g GmlfT Gax Sleas b e S8 a5 wols las
oy (6 i Cold, wlaal waxdl aals 1, T ;5 eolaxal
gyonlilasls
S5l (g lolixs g Cuiin )....L.

A e e Gegn l pem &dp Gl
Sy9lg wsls plis a5 oS o Lal Fakharyan et al. (2023)

@ pladl oy 5 a4 aod able STy saieolis 5 ol L3
(Pei et al., 2020)

Olods (5,505

Niromand Garmeh and) <ol cods 51 ol wjb 5 o
4 oyl &S was e, by )y (Behboodi, 2023
Sl s Wl s boanlp (Jeame S
gj"ﬁ‘ﬁ’m" ) ‘) 6)5154 C}Ua.o‘ | PO P dj‘)‘ 6)5Ty
bgye SlMbl L ils 5l oslital lp suul B plpeas aoms
Spe 5 A e g o)l Sl (Bree boobml jshaiea
S oS wleas 4o (5,4l (Tabatabaian and Fatemi, 2019)
Cajo Aol joo eiizrad g 00 (sl (5,01, (ool (Jsena ol )
Syle Sleas (6 y5lg (Aydin, 2021) conlacS o slp 0B,
Jolo &5 am pair Lo S e was gleas &) el
6138 5| s 0z byt b Jaleh s> G pogie
D> Coad So el waz gaelyo Jae g 6l G5 15 Taas
S5 sy 485 5 Jas )5 85 sprae e glusb b
oaaslsl U“‘))‘ )‘ ‘5~UL’ Y}Q.x.o Sguw L)"‘ &lj B Ll )5"05*4
WS oo o2ld b ie Gl ) eadigiluil cras S as
Ak e ikl ol syl @ ool s Gly gl nedle
R 0diBIArwgl oo S ezl SO jo b asly il was
(Sobhani and Haghtalab, 2021) a.:b

(& i il
o ygas (Ul lolual (Dl S5 plad (g i il
03,95 Ngwy Xy b yie STHol L aS cewla )l aiils 5 baay 2
Lleay Gl o |, oyl (Utama and Ambarwati, 2022) <ol
eslp gy 5 o 5 3] 1At Lol a5 xaz Al (gl Jouo
ls‘uﬁ)f).’a.»)éé.la_‘)bjoo;&ibﬂy‘s;a‘).\.’);‘u—‘)ésw)i
Gl 03,95 Sigu oyl 4 a5 alides 2 Slelas 5l gooaie Elgl
&lp Gyie Luls ole (Hosseini and Moghadasi, 2022)
e |y e sagas O yan slagSl iy S CSlid dnwgs
o il elfim (o it ils (He, 2022) wiS oo Julows
5 Ll g 0l o555 i b (alidT 5 (2T 51 (oYL s 5l a8
asls 095 2 10 W b (gaied ;a8 g Lallas o 3 pasie Wig
3 losns ow Laid Yoons oS ,m s 5 ol aSTuilyl ol
Lg‘[,.‘u R RV Lgl.m)l.:_m Sl 'o)‘Y oﬁssnflé;)a l) & yoio J‘Jlo
B4 s il gamair Coale Gaeid g 00 edy
L saxte slojlors sk 5l Glsiee ) win b (alidl ogd 48,5
5 6ok osasl sly Dl &5 aezin ol g 5 Al SoS
9 9 B0 bl (5 tie ils 5,5 solaul oy 51 a5, cslis



Syl (5 loline g e

G Olges Regn e g pdd Lbd e o
s Mahmoud et al. (2018). Liu et al. (2020) ks
Bl wols olas a5 5,5 6,Lsl Kanwal and Yousaf (2019)
alyl 5o aip 5l QU uils 5 (T (al8l g (b 2ie (sl (33
cgycnlyl anal ansls g i bl

Sols; p oleas psly 56 oltie (2081085,0 HE
S o0 (555 (lee 1) e don 2550 0 e

S b oy s p Sless (555 5l ey il HT
S (o0 5 e 1) ey Ao

el gy S 4y gl (oot Joe Vb llas 4y 4z g5 L

Cowd 4zl opl 4 slasdllas ,o Fakharyan et al. (2023)

Sloss 5l Joe b 53 e buls slaalgie o5 widly
Sl be sylalie Cato )0 syte (55l (Sl (e
sloanls s cleas Glbail (2l (bl slacsbo 5 dnwgs
2ally 2bs g5k Gsly roliie sleatulss 5 3 b e
Ol e STyol talge iy S 5l Wil )l (55970 (sladlsie
Dyt Slr § e Sleidy 16 e &2 e 5 Sleds
b grnie ol 500 tde b gt Joloi 1 alad wlils
izl 5 (Spd b b g Jola g Cedd B (els
(ol e oKL (s5hlel 151 Wil e (g0 el (gladlgia aoss
Obte b OMelss dasgs g (5550l tleas ogr (5,1
bl Sl (din LSl ol wlobe glave; slaalgio
Hlalole Salzlae gloasie 5 0mems 5 (So8 arlo
Sloe tgolasdl Jolge «(Sam 8- (eloxl Jalse toulow Jolge

250 Gl yitie latesgu (55l 5 bl (i3 sl Sleas
Sels 5lis e Mohammad Hosseini et al. (2020) .5 |35
903l b so Gial8l (BL yiie yoe Jobo 335))

Sy Aoy E5 3 e (8150551 Sleos (65195 :H3
S5l g lolixe g Cuiin )ub

A e Gl Geeh ol mlr ESR e 0
wsls slas a5 o8 o,Lsl Hosseini and Moghadasi (2022)
ool g b i o smlf—l oloul &b 3l gyt il ol
Webise Glde olsy Gl del Glytie 0 ol gal
eyas 3 S Gl 5 B lhtie 4z e o0 Loy
Uiy yo Liuetal (2020) .cusls sialys i gaienls,
a5 ogdso el obyie il mal3El o aisls lad s
aaly ails 8 o] 5l au,s sl GBI Sl s BT L i
Ay 5 (6 b olalel g gz gl (0 eS Aye el ol
0l oo b yiiie olo, iali8l el aS 000 o
S5l (5 lolins g e

A Gl Gegn ol et &8P s o
s 31l aisls las aS 5,5 o Ll Alharthey et al. (2018)
Ly el Glyiie gaianls, elusl 05,00 Ll
BT 6l Sl 8590 By 5l y3 0isS bl a5 Sloj o)l yidee
G i Culs ) ol il ails 6l T g aslocosgu (i)
aS Wl las s Clauss et al. (2019) (oo .cuiils sualgs
LT saraili ) Gebad Gaalidl caely b yiion (sl (o 3155
cgyclyl ol aalgs wiy ol

636 day Boy E5,5 Glite Sold) (810850 HD

b A1)

( Sleas (5ls3 ]

—

(Liu et al., 2020) 4 (Mahmoud et al., 2018) =Wl 5l oS 5 Jibgh (sostde Jde ) JS5
Fig. 1. Conceptual model combined of the articles of (Mahmoud et al., 2018) and (Liu et al., 2020)

\Al



23S Dlpe S0 S i (g 50 G )l BB
G Cald) g Dloas (55ls8 (G a5 a8l o sl plnil Ls
5 Suto Al synie (031055 Sl HE 4 4z L
plnl dine) (o ;0 &5 (6503 BaBoS )0 9, 3925 (5 ble
Sleas (55l a5 ausl o Alharthey et al. (2018) i
St Sl ol Gkl s ae Sl b sules 5 eles
o)l 6 loline 5 cote 3l (G3gmo Glimje S e o o
63919 36 owyp 4 sipgh o Kanwal and Yousaf (2019)
AZEI Sl (6 AL i 45 (6 e Culd,  leas
Olie calo) p laas gysly o5 ol s Ghmghy mls

Syl (g lolixe g e 5L Sy HeiS SlaSTL

35 ol gy 5 5l 5 60,5 b Sl ol g,
Jolss g ol g bl Al el (Kieer £ 5l anoss
A5 S a5 YO oo, olasd 4 s e den )15 Aey den
b ool gt 50 0155 ool wuged ol o] cudled Joxe
OS5 3o 9 s 50 (Bl pue (6 S diged g 5 eoliiusl
VWY slass iogh cpl ploxl sl p3Y slo Sig oxlg ol 81 0
LE)STO; Gl i Ol jiaghy Lg)LcT Bgad px> Glgicdy ,ai
sslazul g_g““)l"’"" k)“ﬁ) 9 ‘_g‘dJL?ULS k.)"j) 9o )‘ M ‘_gL(boob
D9y S b 48,5 050 labulS Sldllae 51 o1 bl iegss
Bl Bgas gloolSags § Sl (sy5lmaz 4 Syl (oholony
O yg0 s 20,5 pladl dpdoe sl 5 Ao s o &S L0 1S Aeny
Bl sy a4 do b aS wd anilss Lol 5l g ai Jlo,l wisy,
JoSo Glgien ) GRagi 5 Ao cnl calple s by JLs)
Ogel sly ¥ DMkl (53,5 0ol 3 sl p loged 5 (5l i
s gy Sled b 5 65k Joa

5 ol g ilw sogr duli i p «idgh sloosls (5,900 ,5 Il
Liuetal. (2020) 4 Mahmoud et al. (2018) uags 5l ais 5y
(a5 VF) Sloas 6)5155 Gl prio Lo elaieds Ll
I (@sS B) e Sl g (455 10) e (1003
e (e O eoliiul Mahmoud et al. (2018) &b i
Liu et al. (2020) &bt s 32,k 31 505 (4355 1)) (g yitin 2l
b u“_l-“‘)-‘ Mbwf 6];°)"Af‘ U.JL.M R ‘_gffo)\..bl
bl Sl b Sy el b pilln SelS 3 5 (slan St
el oo (b (g Ll

)Lau.}‘ 5o oolaiwl Sy90 JJL&A “_,,419,.7:» @‘5) u,o.?b....: L;‘)"'
soor ) o s 85 L8 GLhl aea aslul ) okl
ST oo 3ok 5l 5 ojle bl o anl ojle Ly, bl

\Al

ool (las CoaS ogu 1l Wl le suely slodlgas
lead dawgd g (6 e CudlogSS adel o iali8l g laas e

sy & kg o Yazdani and Bahramzadeh (2022)
Cold) b oleas g y5lys dal) » sy s‘t‘.)éiui"})‘ &S s Sl
Sles plelz bl Jle g liel dste 0 0 Slos g (5 e
Sleas (5,9155 Alasly 50 iy o8l 3,0 4 ol 0 g xS ls
Dyle 6,8 s nas Jlo dwie o Sles g (g cals, b
S 5 e old) p Sledd (5 sls peiies ST (e

2 & sapgh o Hosseini and Moghadasi (2022)
&S5 e G Lyl ol tie Suls) p i s 36
St el (P95 B8 leollig 8 (b yiie (i, Wip (B
A2 5 ol ke satainla; p sk Gl Alge 90 Bliass
o RV l; (5‘”’“5}’ ) Safavi (2019) ..).S)L) 6)|¢Lm 9 Cdo
ol (Hgs laglejls o ,Ses 52 sl 2 810%55) 5 6915
3529 5 lobe alayly o8l 55 g Sleas (5yeles (a5 Sls
59155 45 Sy 4z (ol 4y imgh o Hedayat (2019) .ol
Slhole SSb o b i 5,03y 5 culs ) cleas &)l 5 Dloos
JOL{ERCIPR UCPPN N EPRRENM AT SR N JCH [N <RS-
CHURER-U N POP SN P 1 SR ICTDRCIN IO IO FRCI OCIN )
Mokhtari et al. (2019) .s,ls ol il (5 i (5 llg »
olil o Slas  Sloss (5yl5 3l ooy Ban L) g3y
N I g Slaad CodS (mile B L 5 D 50 (F8le
Gl it 3l Oleas (6 )9lg a5 ail e g sl aloul
D, (6 yide B

Olyl gwyp Bun b S iy o Zamani et al. (2014)
e s in )0 6yt Culs)  Sleas 5515 5 6 5de 33
6)315556);:wuis;)afx;él,{woo&xwl@xalofb‘dlﬁﬁj
o982 e G55l 5 el AT (g ynte culd) y Slans
St Fl Dloas (g5l58 5 010 (g)bline 5 Cotte Sl 5 Dlons
Hsiao (2019) .o,ls (st Culd, p» (gyin i), 4 Camd
Sb s o B85l g Dleas (5l (o) 4 (ShRgR 5o
5 Cote b Gleas GlacSpn s (Bl » Oleas
ol @ Sarah et al. (2022) 5,50 Siagy ,o 0, (g lolixe
A st Sols; p Jsrs Sl (65l 45 W, 4t
S5l g ,lolixe g Cuiin

5,0 lad mils a5 il o iwgy o Liuet al. (2020)
Srde 855 5 a2 el e slaglisie, Cais 0 W p
;> Mahmoud et al. (2018) .38 o (s,lobixe 5 oo L3l

b rie culs; 5 Slad 5y5lg (owyp Boo b aS g



3 pym Al p0 33 9 (S9)0 Ja pgd Al pe 0 (A9 Sy Jo
GRR9R (Som Jhe (owyp SO O9bes (owyn (Mo (IS Jue
5 @bl o (GRgn (Soasls L) Ylge ale L o)
D900 (s $300 S sy ol Jloa:

Aol sloaysS (ole Jlow gl aS YL Jsozr 4 azg b
b oYlsw 5l pan aSul 4 azg Lo e plas 1)l 5550
el el 5 wad i asb sy 3l eoiiils /¥ 5| zaS Lol
RPVRCHN PV W ARV S SIS

Sl oo Jlaie 05 co oaalin ¥ Jyuz ;0 o5 jsbilen
Vb Jgozr )0 gl i o Gl oS5 2L s 2lis S
VS YL (San calyd ol 45 5sd e alisdle 5 eols i
M0y95 3 emlin B3l LG 1 6 pS o3l Jaw cnlply aiis
Sydige 3l Jae 9,8 6,5 5

e 2l Jlme 90 bawgi g pSoslal Jow jluel )
Olpee Baaasplis |Res 2ly) d9do0 oz 1515 (29,
S PO S S S S (e T
S ol Gl ogslee s 4 (adosalin (sly o)
WS o olgai 1 </ 51 iy nolae Magner et al. (1996)
w0l SG il lg aoyo Feoo Blas S co el Jlade cpl 15
Do s iy Gl SOl e

srSoilul sladae Ghjly (owyn Jlxe ey 151y 2,
BB o i | Eadge 90 AT Cunl

ST Losls S gloiasls e (Sirad liee duylin (il
o0 ol bl asls )] S blis o o5l

Flie )0 Grale e li Lol Sy (Ko (e deslie (o
Davariand Rezazadeh (2013) laejle plo b ojls o)1 Sincon
SY s Fogd sl SH1S1s 2ls) (osz ln sl o oS
oS o Jsed B s 5o 85 1,515 oy, sl 03,5 solicial
5 sl oF (STl Guills 5l it o3lo 2 (sln AVE (5
oo 53 (ojle (o (Ko o jlade @70) o5 slaojla
1515 25, # Jso> b (Fornell and Larcker, 1981) auil,

sdeliawody dlacl yog jloliae cwyp 4 Cwnd ol o
onl 5o STyl caS Wb wlael g loline b adal,y ;o .au3lo 0 oo
ooeil Jiisty <10 llas b /30 il gl 5 iag,

A5 o WA B SPSS e 5 b oS5 bl 5 2l S
Jelog el (85T g0 osls o 892 Jlai 51 gy b,
5 Jshr QB o s3licaner cloosls g, 5 sheos bl
)‘ oolaiwl Ll 9 U" aisle 9 6;).0 L;LD&}LM: “5‘5‘)5 Lng)‘ds.o.)
Oo305) 5 blocwl Ll Julow uizen ab sl Excel l58ls 5
b e Geizmes 9 SPSS Ijle 5l eolial b udiod slaans b
3y S50 SMATE PLS f33le 5 51 oslizasl b o il o¥olea

do A as ols lis saog slacols o 5l fols gl
OUs 1 bl ao,s Yo g aiog oye Lidgh ,0 oS es Llie
o oo ,0 00 b Jlo Fo-¥Y 09,8 ow bloday wolo oo S5
Jlo Yo 5 gloog S 51 Sopp (T 51 ey ings (Sl o5t
38 Jls 00 (YL 0,5 g asiils S8 a0 Ve b Jlw 0--FY
Aoy Feasal g Bl 5l Slgld o neS as e Ve L
sl 5 wld)5 Shae sl Gresh ye pFauses i
el )5 g S5 5l eS Jass S jae slls (g5lue O g0
Sloaz 51 L,L G daad Ll 5l as,o Ve uoren aiog o)
Oygody ile g W0,S oolaiwl 4iidS ole £ Job )0t s o
L0 3G 5 b 0-F LYY (e wopd Ve (i (soles
A gad ool dew cpl Sloss

et bl atie glel sla by, 5l eolanwl sl
Lol jloys3 s Sl misi 5l onisisslanz sloosls a5 05
G955 5355 9051 3l ol s gy s Al o 0l 50 Jlo et
@l loly g mlnee Byiie 51 S0y 0590 50 Bl e
Sy phogione (ow)n Slp cle slapge! (Jol>
oS o0 Bl 1) umgs

3929 Lg)L)L‘.sm ugLa; laools ¥ 9 JLA)J ¥ O HO

0,18 0929 (5 loline Sglay baosls x 365 9 Jlo b maes e:H 1
(e Jlo 22595)

Gl sls glp i) 6 lobas mhw jlabe aSlxl)l
Rl 3l s 095003y 392 Jloyi (28 eanl #1405l yiiey aghy
B9l o0 oslaiul 6 Lle SYobas (g5l Jow sl Smart PLS

Jol &> 55 098 oo plonil Al yo s (b gy oo (o2

ooy swools Jloy aa3e8 N Jgaz
Table 1. Normal distribution of research data

EIRW G

s g

Conclusion Confirmation of assumption (sig) Variable
s 598 Hi 0.0065 Sloas- (5 9l5
Jloyiné s Hi 0.101 S e (31085
Jberind @i Hi 0.082 Sy olo,
Jlesiné s Hi 0.057 &y il

\A¥



abiiny sl sonl hele Julow gl ¥ Jsax
Table 2. Results of confirmatory factor analysis for the questionnaire
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Table 7. Standard coefficients and significant numbers of the sixth hypothesis model based on the Sobel test
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