HEN
. U’/;L;
S bl

. ut//.;;wtfﬂ

&

W1 SAL s bt S0

g O s Ay XYY (ol P

10 9 o Clud glacl ol pl Sl g OleMbl 5,9l cpozil 3ol clo

ol glacl e (Fbis S grumn 355D 1 J9Gumo 30

(conml s 3) sl paS Sg0cme 355
Ol oKisls

G0 Cawgd e yus's

oS ool gaio olKils

oo les ;50

Syl (griio oRils

S (nila L pale s 353
oS el o oKl

G G S

oS el (aio oKils

oLl y wamg 53

Ol s 5 Gy (60,5)5 - ale 0aSils
©oLT ©dgd (o)l ST us's

P CRWESINNANI XS

G2l Sl yuol 135

65 sade pala oRiils

odlygolo Axilan, 5o

sl pallial axlgs s oKl

(3 gt SBLLG10) (6 yumi (ylogd 1580 1 A0 yusd
Yooo :olf)Lo.»i)

329U (o 12T Amiio g (Susrdg >

g g o S

Ol Consg ple oKails ((olnl) SLOE x> &8
e Can b oKl d(oliwl) Cdl i Lo yoos | douw
oS el siriio oBils ((oliwl) (gratls O gramo

iy o olils ((oliwl) Byle Lo joozxo

oSyl o oSSl (oliwl) P S

Ol olKasls ((aliul) Blo (o> 48 Lo,

kS“"}"o k}.:..\.n)ﬂa.a 4}‘9} olKils g(.)L..MJ‘) ),JMI&D JLDS

ST e ) o&isls «(olisl) S § 30 c)ﬁ
oS ol sirio oRiiils ((oliwl) ootize dos i

29 gy ol (wddge
Jol olyen &l plee 8 5
oo (ledaw o
6‘45)"’ 9 6“3 olKisls
:Jodl e slacl o
(U 8 ©)llagS o8 ,0) 2 ld) ol )3 waige
(20l olKzilo)od! jadond dudios 1SS

:obwyib
ol il @

(S ol (i olKilo) srads Sgauns 5157
Jedlle il @
(oDl of3T olKilo) Bolo abocs 5T yuaige

75 el (Sao oSl (ol (Samo 4239,

1S ool o oSS ((lkils) (g ST QB

Olrl Sl e liiod 55 50 (Gleiils) @y jumolS
Sl Caxio 5 ple olKadls () Joor ST Lo
iy (gaieo oIS ((Leiilo) (gray LS juses
e s oSl o(Glzils) (g9l ol

sk yeal axles olSasls ((luiils) d Al

Sl g1 OgeeS 85 Al 5 55918 9 Sl cpgle
dollad pl 4y pimghy - ole A 0 AVAZ/TIYY & )b ys 0uS ole

Sl 00l Uael

FAY Gl - i il — o ol el = oS el s ol - bl UL - 5 1 L
FPPADEYY  uSals « FFFADADS il






ol Sl ) 5 SleMbl 5,9Ld g - sole dolidas (P ,_Q’ﬁ
IWAF bl g 5l YFQYY ooyl cpiin Jlu

Yo

vy

oY

7Y

vAa

A4

a0

ay

ay

Oeisle (650l sla by, g (e Kby 3l e gaels) A ilw oo @
29 SO (i el et gl iy pesld (e
S dedign (oaSid )3 (55l B pan Son sl Slosle Shg p (e (S8, )
o s?
mdeslosl jgate W25 s Ll 0356
Shol 0I5k colids g Jlos ol pl ol s Sgd pinnsST Joo
G SMpedoe «($3lgz oS> e
oSl Jao elely 68,509, Sle » Sledlbl (558 Sless b5 sl 25X &)1 "
Sl (6,58
G,k JboS e (bbbl wexlan
Ean S g oduzy SbaS (e (gl pliel jo atge (i, &)
S35 ¥ o8)l5 ool (et ol ey 0l 255 o
b g Sl o Jlazms Bofi> o e slaptecs ;0 05 Copae E

G GNP (R A

‘_’A)& 6“') =

Olbliyl g Oledlbl 5)9Lé (yoxmil (Bymo

ol o Jde g Sei> glasl
Vo oSl ounS>







HEN -
gy - gale dolilas WA Ll g e VF o YV (sloo,los oiin Jlo | P
Sl Sl | 5 Sledll (s 5L ) VY s B -

. u//).:alb{:/»

Sy p (o S 3l Hlows (g Loy Ay gl e
ceolo (g 500

29 s3la T PWNAE et cogdloas; ool o
u‘)e‘.: olKisls LY u}aﬁ 9 f’ﬁl‘ IRUSREY s‘siw)_; SleMbs| 6)9L;-é (i owdige M)l ‘SM-\L».M:)[S*
s o5 (g g 5 pole paSitils JLaliul ¥
VYAYNY/ % bl 7o)l YYAYNVIYA b0 5,6

oS

Jelse ares 5o 035 U (g Canload e Lo joiS (S pllas 092 50 (S50 & Cudles 092 50 j97e Lo 3,500,
sian sode L3I L T, eal Ly S ol wal ols alie o)l 0e2g (gl oud e cele Gaiod Sip 5l lew culs,
doliiiow p tleas &1l 059> sledue 5 Sl joye b Liul) cpl jo.am0 idiey Slae dsdllas 5l oo S o8ly Dledbl 5
585 00 i ity oot 55 e jsliie & 85 B Al y9e ol 5 L 5 ol bl ojs sl
ool o (gl Slaws 0l (g5 pex dslidiwy YA 5 ol aujeh wisls plail lyes 30 s oo (>l s a5 (g0l 3
olid Como jlas s p bl Jdow ol oolaiul (ceas slaaSil g Loy oy adle qerenal S0 by, 4w e
ey I b Jelos bt ol oogy omac aSih B, e Cals) p See Jelge Comal Cuglyl )0 (hg, cn LIS aS sl
OB o S oyl il jlay a5 Canl Sl Sy 5l Jlews gaielols, 50 Sy on s a5 cul ol 5l S
as ols ylasogs eods eolawl Judow sl 6 kel slodg, 5l Lo oS Shllae plo b awslio jo Jolse o as) mls s I3
o9y ol De8 aladi o ls giludon o sac Al g, 45 @Qﬁm\y &9 .&o;‘;c Al |, )i.xi, 5 009 dylinn L @Lg
] 5553 Sladllas 4y Cans

dodio—)

Coley a4 Sleyo jolS az gl pae 5 Sy loaoy o3l Coodls b aS ez ool 5l S g e bLS|
S al g gl (WS Jgol 335 5 o 0,10 1 Lo el Sl s w005 1S g s
e Yooro 0 plo 4 bl bl gl HB o 0ed e gleye anls o L] <ols,
odalie Luly; cul )o el lag oollas 457 BLS))| 3 obeys sleanie 5l w2y BB A s e
G ials; Galitl gliwl) (o oS > Gl 09l e o ohlem olaxel uals 51 5L eyl mely>
% Foe s asld g by)las a5 cusl o3 (o)) lore 2 Ob g predlad il o (S anel> g L5

fsaghafi@ut.ac.ir as acbls :olslse jlsosge soimgs


http://www.iranaict.ir/journal/admin_emailer.php?mod=send_form&slc_lang=fa&sid=1&em=f.seif134@yahoo.com

VWAF lianls 5l T oYY (gloojlad et Ju ol bl | g el 55l anlilad

5 goly oles 508 SUiL cuzr 4 adlas ()l
gl 1y bloyl Ll g ek (b il glacs,glid
@y gndsed |y ply arte o] (b o5 sy g as
A5 o S 0w, S

5929 9 o5 Lk gl Jols seelSaus VAAL Jlu o
bliylanl st 5 gy conle dlfas ol o a8 51,
2 BB L)l 365 236 » g el 4295 590
LF] 350 0 ST 4 gmgs i 5 50 5005,
 bLs)l 5l delee Jow 5 Tosbyl YorA Jlo o
Gl cpl Dbl )l Males Jow Jool as 80,5 slgiy
B4 plojea Djge Iy ply Cdlye s Jlol oS
R e S s
1] ALl S0Ss 4 (6 Sedusn

9 Sy lp Dpgpe Sopd B g Sy (oS LU

o 50 3,8l plad 5 el blags e 0131 plod
£ IRVRANPTRIARIR FURUATR J IRV R RV RGO

sl g3, sl ol ol (bls)l slac b hns
Sl slaeadle golamsl 5 claxzl (Jly, soma
Sy @l 5 sole ool 4 SLISS ol 51 gk
slew b L3618 0920 5l (oL aSh w09d cod Lo o
9 LIS yiin ol ko a8 ol e gole 4 ol
IV] ol (bl )l slallas (S, slocalss

b bLs)l slaclen «olSon 5 % cpoppbe ¥+ 00 Lo o
AL wols 18 anlllas 8,00 gl Sjgo 4 1) jles
Syze o laadlas Soranls YOO Lo 3 eies
Cosli Gk ol Shp g e by, ope (S5
L] ol plowl bLs )| slacs ks

0392 59) 4 9 D> (£pdge Jlom 9 Sdy b5l £5040
0)5).45‘ ] 03¢y L_,;‘YL; M‘ u;“)‘o U?"SL FUWALY )‘ 9

ol 5 S CuiS e b o8 oo 5l (bl Joe

4. Barnlund
5. Silverman
6. Drossman

ams Yoo A Jlo e gladlae o ol Kes 5 Ko
GoaSis 5 oedle oSl slahy, a5 wd S
9O (G pdam Lsiuﬁj LS)L"T GLQ:J..\A O Comd (omac
Iy Gyt Sajlp g adls Clous coasS g5le Joo
Jelos sl cimesn ol L, 10 D] wms e ol
sl g, sl a edls S5l sl oy, 5l esls
‘) S e GJLA) M)G‘Q ).Ia..)' a aS o eolazwl G)LAT
Lo las

‘5»A.~AMJL»4) 5 L5LA|9'C az aS Cowl U"‘ ‘kSwL“‘ J‘e.u.:
gehie ul lp aes e S 5l lew
Ol 55 50 a5 o8l 59y 695 sladdlas
28,5 pldl caies o plil g oo 2l Jes
S5y 9 wmlp e s askiiey glsed ) a
alsy edle (6,50l sledg, 3l eolannl L Judss
o Jelow g aSl)l e asdly g gl aslol o 04l e
s

S 3 9 slowr o bLI 1Y

$lsS 4 el b lusl s bl ) eolbls )l £95 o 5ot
Olail gole g (9 «sible slasls 5l (o 4 Jlao oS
S 5o b oS glabal) g5 0 Cuide ;5 09 ool by
@ ope g Olojle 5 938 w0 5 0,3 oy S ol Bl
L.’. (GO csn)‘ls )...c cu;o)‘ls s‘so.w)).:.é () (_gl.QJst
I¥] 08,5 o Cgmme Slusil bls )| o9 cams &, 2
99 .h*»}s YafAa JL.J e ‘JaLrS)l Sy94 )é JAA U"'Ja‘
a T L . ..
Sl g Ools 9 0t 098 Slapl 4 (cea3 jlo ey L
I¥] w5

1. Deng

2. Elauee Elwood Shannon
3. Warren Weaver



eile (6550 sl by p (Sie Shyy 3l Hlew Guieilo; Ay (g5l e

Sl 5 Olee IS (p3plabl) T as Y
g olael > obml o Wl bl 4 ol
by 4y (230 liabol
b 4 Cwas )] SUles Glash) T labl colls Y
9 B35 ok a4 leodsy 4 oo 5 caslie o
Caz 0 W 5 olhytie 4 ol dxgi i (Joes ¥
Ll slajls 50
Sr Mg Sl als g Jelse O
SLPY PR Bt B W JUPIPRLIPRESPRT XL
Glousd caudnS b))l dao) j0 Olalllas —Y-Y-Y
S 2l Gladle o a5 alaoje (nnee (S
Soro 285 13 JlgSgrm IRl b gousite Sladllas
Jlo 55 w39 ol anlllae (i iouam o el (gl Jin
CeieS gl o)l chegh oles 5 i VY
Goaluaiws g Wols plol lhed 4l sl i jo Oleas
Slp bde cas o cadplxl sl 5l sl
3 S s Sl Y] s 5 @l Gleos coanS iomiw
bl Sl g laplulen aiile (elile 5515
4 9) Lbiwjlo Sloud CodS b3l lp 55 (Sl
oolitul 550 (glod S jsbo a(jlow 9 Si5y e bS]
el 0as Jelos (5 o (slosbg, b (Jg i85 18
aS ol plxl goaxie Olllae gloyo leds 039> o
ol 4185 & g0 Sl lows Sloas 25w 50 Ll saes
el 00 0,Lal b T 51 oty 4y aelsl o a8
sl 3 ol 3198Y Jlo o o iSem 5 55U b o
DVE] w05 soliinl Sliwlon oloas cuinS i
sl 853 Giagh 53 s VAV L 53 aizes
88 ) JlsS g Jlnl e (Sleys ST CedS b))

12. Assurance
13. Reliability
14. Empathy
15. Tangibles
16. Babakus
17. Zifko

A b jemepludl g jemesley Wz oo 4 jeme
L2l el 00,8 s gludl Galises sl o238
Slons CodnS Y-
9 S el BB 45 090 oo a5 placIled 4 Sless
5k S sl b Sleas 05l el 952 g 4 1, (Shos
"o il 5" et 6 p Al S o3y ogelal
Dl oS o plose YIS odgs 5l 1, T a5 el
03,90 g (Slad Sle slp Slead CeiS Sgpp
S 2 Ll gaieals) 5 Cwas (80058 ol il a
SN L as cdlw 0jg> el 00l had cdese il
oS e s ol ] 5l w0 s LS 5 s Sl
ol ool 5l s camodll)l ST o oleas
potie Ve ans bl 51 elal (rren el o955
I Sl il Sleas wl)l o e 5 g,k
] el sl ol
Olous Cadns’ (b5 gl J19S 9w Jow —)-Y-¥
slodae 5l Glgice gide gaiatald) o ¢ly
A Cowd a5 Ll cp e 3l SS 0ged colaiul el
oS el IS Jotn 0 (00 St ool
Olsie @ (uilKen o lolygul,b Jawgs VAAA JLu o
s gy b olead CdS bl lp Giizs I S
i) e 5 oylel gl b andllas [0 [N Y] ol oty 3
ol e s Sl Sleas coas o B &y
S S il i easal)] clas s balss
e Sl iomb ghae o pbiiie oSl e
Syse py oy 1) el ail)l Sleas cedsS (JIsSg
[IV] ses o 8 L5
oosmsdil)l e oldl sleal o bl o gsSaal )
9 Bgedr Sloas &l 5 b yie a4y S (gl Cons

7. Inseparability

8. Variability

9. Perishability

10. SERVQUAL
11. Responsiveness



VWAF lianls 5l T oYY (gloojlad et Ju ol bl | g el 55l anlilad

S 5l low gaocals, -F-Y

Gl el STy 4 Glgee 1) Hlen gaeials,
S 5,8 Dbl oads @) Sloas blie ;o Sless ouisS
Gl loaz @1l coaS 5 gs LS Sy caimolis
Ivy]

Oloyd y2 &S Cewl (lodsy 3l 5 K25 5l culs,
Ole 422 a5 sk 4 o0 gl 28 o )lon
9 e S99 s st D9d 03933l B3l ols,
S az e Sols) Cla lpls 0y Dj9e S
Slodesllygius @B a5 goomo plnl 4 1) OUT ool Loy
Coyiy @pd oxge g 0090l cufy Ghigs Sl
IYYT o9 oo o)l Sgage g yloys al 3

5 slow o bL3IL g o loaio) o a5 SYlas odes
Solel slo iy, 5l eoliiwl L owileas sl Sy
il otz b &S ) ola)l5 wezy (nl b il
B i s wilosgy Lo o5 Ay ol Biko
ole

los S Limes [YY] Liken s T L 123Y Lo 4o
Ved 59y ¢ S Bl n s Jelge cSld sl
32 O5LsS sleizl g goladl wlib I LS5 sl
3 Al JeoSS Oyp0 @ ol 50 Stus
plnl Lo gogel (Swij e o 0 amlas Gk
Sl Jlas atws ez 4 laase caalllas (pl o aisle
2leylae Jgl s aiidl cuns Cueal Coi 4 Sy
ISy oMbl 5 Sy a4 bape peiius jsb 4y a5 0y
@ ey jlpl g Cudlie )3 gl ColiS 5 Lo Sleye slasls
5 4295 Sl Ol Sleglao (e Jold jlo SN
alee S (S By plaisl g jlen JSie 4 BMe
O YU el aS 0y ololxe 4 g pe pgo a0y
Sy slachsl pails; Bl oy Goyb 5l e Gralo]
@9 @obil g pogar ployd Jold ponx Sljlas
(helge 4wd Gages 00 S (oo SoliSL (ltws (625

24. Hill
25. Eastern Kentucky

JIsS 5 bl 3 5, Som 5 7 SB LYY L e [h0]
Syge |y el slosbn lon o gloys leas cuias
ool b g Yoo Jlo o V8] wiols S5 )
3 Sl Slesd CudeS o Il J1s5 95 950,
D] sges b Gl 1535 cogar slapliv e
Sloas CoiS ols 5o sl YA Jlo ,s eies
Sy90 Gli Sapyd bl 1y Gloys SThe o eaisadl)
DALl 13 asllas

il (G 3Ol Sine lalllao — Y

Soslial b amgdy 5o Lo s Ll YooY Jlo o
B Bas g (63959 Olyie @ JlgSgrm Jlpl slaesls
) Sloas ZudsS o))l il sloJos (ogras (orac
9 160959 )0 peii b9 3,5 gy p (Sloje b 09> 5o
Gl ay oo sbnl gmac saSll aslie 5 b 9,5
2l as ey Wl o ikte Ly, 5 aSed o
S oyp Sl lRl ) (eras 4SS 095 g
Feed Jlo jo uizmen [val ddges (B Sloos
2 obte mlol e belse oKen 5 Tans
oras aSes 5 eslinul b 1, Tl gla oig 8 LS
Coro a5 sly lid mll Woges Judow g 4o eoian
JB g oglhs egian (oras laaSd opie
S og (Gl Gt | (Belind (ol aBbse Ll
s 4 asbe aile 6ol lais, 5l eolinal &
PRE SR Iy-] oy oleas coaS byl o eqias
a5l oslnl b ddow jo Ve e A Jlo jo o) Sen
e o Slas CodS (ow)n 4 (Sotas (orac
A Cod gras gloaSll a5 wols las Ll aSls
kS Gledre o Gyt Ul @bl gl
D sss o las 1) s e S55ln g axsls Sloas

18. Tucker
19. Sohail
20. Elleuch
21. Behara
22. Shih
23. online



eile (6550 sl by p (Sie Shyy 3l Hlew Guieilo; Ay (g5l e

cp 4 Syl Ghlen gatecols, o Jdlse 1 ieee
A 3 0lge ol

Sz Bl pla oLy @

o gl Sy B boMasl o3, Say @

o g plos a zuly @

azlye Jodo 250 gl G5 oy ol @

ey sloghs, plod o)5 Sleiiey @

Sy paans @

o laatilys 4 ols Cogll @

o9 o9y Y

odld ‘5)5Ténq—\—f'

adllae S Jolds oS Consl (rogi 9 5905 g9 3l Gigi o
Sl G5 e )0 e 2l (Pl Jes a0 (69550
Jae a3l oolazd Jolls ol maghy (6, by iren
5 Ollygul Jawg ¢ coghe Joo opl jliel a5 il JIgSs s
e o anb VY] L2l Ko

Sobol axol> —\-1-¥

Joe Sl & BasSanrlpe Gudiss opl 0 bl aml>
oIS [t Cdo a0 D 2 S Sl S
P 2l (Pl Jes el Gragy ol o 6 el andl>
Jos &5 ol s ol o s @by e ST
plodl 1) 5l 0g sl 4 wias oo bl ol (Sl
o s YlS” Ll 33 9 8 o 85 (S o 5l i o0
Sbp S Sl @ peedl (ol E slogrins g Gaios
Jos e a4 a5 (g0l 3 a5 9lge 4 axgi b 5,5 0
A o gieiuls, adlas (gly wWiS o oAl oo
boohdl pl Ol aoes jo ki uilin olge S5
S8 addllas 5590 ¢ gl cpl Boo 4 uw; (lp Sy
S5 Niged ggy—Y-1-¥

slaib Solas g)ls paigad og) 5l i (nl o
w‘ oy o\)LD.H..:‘ Ml.;w).v (':')9; (5‘)‘

26. Stratified Random Sampling

Jolts Sy oo 51 ol ooliinl el 4 <85 o 0 0,
Fslsogz g lom s Jhane 5l 555l (o Bl il
s JaaS5 bl @ ol il Sl b 2By 08 i
4 by plr s ol 0 wsSe ek
e wiile Sy (69,8 Shuogar S Jdse (p icaanleS
RYRPICIL P INCN FERRIEX S
Jeloe aiey 1o cimgy [YF] o Sen g 3> YooV Jlo o
ookl bog el silage S1he o Sy bl Jge
OiFu A 0 Aty opl ol plxl del ey ause
9 sl 9 S o (b e Sy 602 (oS
Glp g 09 ead ot S5 Sleas @l CudS yioren
Soralbb slopgesl 5 )bl oy lagiy, 3 ol Jebw
@ @l ool p s S eslitl (g g eally Sy
Sl 5 zin B gl Jige olse o simgl ol ol s
Wi &yl « Sy

Sy Ojlee goby s @

aylee g 35 cBy olazsl @

Jort oy o5 Ble 5 a5 ol

CliSly | Ko jfoolind @

Sy el 50 500 S5 plxl s @

sordlP! e Bk ) e o Sl sl slnl @

S gl o olisS

oya> 9 solil Cupy @
Lo o oads yisie SYlie [YO] o San 5 JS ¥V e Jlo o
LYo A Jlo B VRFR Jlo 51 S50 5 Jloms oo o) o3 L
Sgiiee el oS (s fne WS A 5 W3S (o)
GohBe o Sap Sl wies o 1) 05 S oy le
e T b el s
2 ladlas Y8l o) )Ken g oot YT o j0 uizmon
cold phbie 4 w2l Gl e Sy,
Sy g skew alady 1o saiaculs ) g oloiel Fae gla i
b T gl iols plodl Sl WYY (s sty s Gy
o i O i g0 G gl g0yl 5l eoliid
b Sl 9590 50 L, (g9, o8 aelys e g Euass
LU sl loe (eaads g glly yues l.ej Sl
A3 S Azl g diidd g 1) o Sk 4y pl sl g S



AP lials 5l TFoVT (slonoylad qotin Jlu wlblis) 5 Sledlbl (5 ,5lib aolibad

J195 g g Sl u»l.w‘ » Mbw}s OYlguw (gavdiiwd - ) Jouo

v g ool (oo

e ol ondplol Olalllae bS5 s
J1sS 9
@Sk (YAl s 7] ks OBt >z (2)lse 5 2t Lot 4 Sy Sl el Q1
w5l [val Jowg gl dY5]cplon Sy g Lok 5L5 3550 Sledl (ol J1E s s Q2
e ¥y ] Sedlgsdy - T sgibeld vl oyl ey Azl o Lok jI Sy ol ki Q3
@5l [¥V] sedlgsly -1 gl S )08 oty 0 Q4
55l [ry] st dY#] on wlale g o0l ) 4 Sy 0,5 Carmo Q5
=55 ek fasils oo o5l |) 355 Sijy w4z B ggame ) Q6
R, [¥v] sted dv#] pulen e atls Jos 55 S5 &g e Q7
e [rflus dyyl s ot 3l s ot 6,5 o8 3,50, L &y Sy 3l lisals] yfine 08
S [ry] sl Y7 o don Sy s glodolisnlsS osnlie oSl Q9
o [relus Sy kS plazlye Jos 31 a5 5 sl eanlie IS Q10
el Bl dyAl LS
oS el T Lot oMbl 450 45 Sy 6,155], Sliee Q11
e [r#l sl = bz 5 e 2)lse e Q12
s Sauils oo cenlin oy sl ) LSty w03l 4z B gama 4 Q13
Ol ol [¥ol oo IV Sdlss I¥Plonken (g b (00,55 oo 2 oy sl pbo 00,5 olgnin Q14
Oliabsl colls [yl dvel ulen S5y 6l (ot saizzm Aoz ) Lod gdlio Cupanl 50 Q15
Oliebsl colls [veluls dvy] o Lo (S5 Gy Sl 45 Sbgy o 016
Ol b [¥ -] gl YY1 Joo layd ey Sie st 50 Sy B0 Q17
Olipab! L8 Sl o Gimms Lot iy (slaossy joiz gama ;5 Q18
ope [rAlst,s LrelLs dv#l e S oog QNS 5 abEsd 0,09 Oliee Q19
o ol oo LIS JdvF] puen S oyos oelibdy i Q20
o [3] pmlys I¥A] g3 P Ly 5 Copngh «Kao b Cupmair &y Cupms Sy plyi e Q21
TS [A] oy hnsd A ool o[ Y81 oyl Sy byt Lk slacams 4y 3Ldl 5 05l b ols S Q22
Sop2 [l 77 ken ¥ il oo &y olazel o sloml gl ailoras (A b Sy 09,5 Commo Q23
Jope ol 039; Jood g 593 iz Lod 4y Somd Sy ggemo ) Q24
ogmns Jolse [reluls dye]oplen Sy abdes g pd ol Q25
ogmns Jolse [r¥] slow dYF] o pulon Sy ol os ceslio Q26
ogna Jolse [l gosdys Ir¥150 77l ks Sy 798 g pmoiall 5 S5l ol Q27
ogene Jolse [¥8] olon Sy 8 o plestle cundg g bz Cosdge (39 el Q28
ogeme olse [rv] glesl -] Jrsile oy sl asaz (slags 5l 5 Sligass 5 oolizsl l5ee Q29
e L Sl 0)50 «Shp eizmen g (Sloyd 350 g pll Cundy yudx ggeza 50 Q30

Ay oS Lo




eile (6550 sl by p (Sie Shyy 3l Hlew Guieilo; Ay (g5l e

Ay ipgh pl o oolatwl 090 dal iy o eolaiul
g als e o0 e a5 Conl 0030 S il Caond
3l 3l gaieculs; 850 10 oles low 1 cpgu Ceowd o
Rl bl g Gl (2l 45 098 e oty Sy
255 o plonl (A

Sl B 53 e |y el g0 Ceond VI ) Jgor
o3 oo olid 1959 e Joe

plosl T slis » ales b)) 4 ael i py poms Caomad
Sy a4 Coamd ol gareculs, 3,50 ;0 e e
ol 00 00ls HLad ¥ Jgam 50 idu opl g 0l oo

=955 Olene 4 doligiow . (o ld Jlgw - ¥ Jouz

oo
o slad
ol dis
NP
Sl iz LS, 5l s S 2ol olje Q31

 asbiptmy cnl &5 (oo 2oy (2l des Ozl
3y Al pgs Cond Vlgus Fal S (oo oSS
o5 S b Jol2) S gl oz cinb S B
BB Sl @ darg b oS oo eSS Ok 5 0L
SYlp (b 5o wiady (S Ol wiias el ol
b oS Bdo |) bawgie anjF sl oy pgo Coond
P C TR U | RUE T SN S U FR ATV Y W PR E
bl oS Glabiimy b o B s suneer
o(F)  ob;  (Mhwge  d(Youe)eS (N oue)eS )b

i3 g ey A5 ol Jlg a2 ((O)0L ) lns
a3l Tl el sa 5 s agh ol
Olyie 4 58 Ve fm asliion p o gl al> 50 )3 0 L)
Gl o po lawi cal Gl &g 0d w9 el
axgi boel Cows 4y <) laie a5 0l Al Flg S
Wal Caws @ 2V 5l o e cpl o W Al @
IRl e g [IYV] eagy oy p3¥ (bl 51 sl
Sonlaaz Ol Sl o psd doye )0 wS g Al

28 Likert
29. Reliability

=lr des pleoline s ohaws aSil @ azg L
YOS sayd 5l ecesl pamial Gl e 2l
30 ol B8 pa a5 lassls) sgasel dxel> sy
oolitnl Wiged p> i lp (Cas s
> em Sle oS e (V) alaly sdise
gexia lade Z o] ys aS el sgamel dssls o digas
oy W0 Glaebl maw jo a5 o bl oty Jbys
Sdo Cuwd ke Pizes allioe VA
Ole oo il [Lazl jo F1as col asol> 0 09290
obly Jlade Sl cpl jo as asd s s po -0 1,
A3l aS sol,8l wsy0 [ o, o0 095 Hlade iSTas 4,
sl Jlaie d 5 @ =1-p) sites axsl> ;o o ]

Iyvl cadt 5l

n

2 2
_z [:z)q _ (1.96) xO.ExO.S _ 38416
d (0.05) D)

sl e b 5 358 gt 51 ooliinl L ingsy ol o
00,5 A Wb a5 Glaigel e Plos oo O lxe
A0 )S i digad YAD JBlo>

ol ow yp (21b -Y-)-Y

8 ey 4 bl gyglass hagn cnl e
ek pl glp el gl Sjge a4 g el sy
Gl e plerle ol Gmiw ln glasbiin
Joe ol 5l ael ey cpl ol Shb o ol
3 oolazwl b olel (pl (gl s 5 o 28,5 oSN 165 g un
J—o& 9 oM Sleds é‘l.mo)'y JERE™ r:bu‘ sleasdllas
WSl Bime aelidwy 5 (Slb om0l 12
‘\A—)-’LA.AJ‘ <5L€r'u‘)§ u‘).,a.' )l uy‘}w L5“9) 6|)J W) OQLA]
Sly g ol eolazwl oy pl llicels 5 laaxis

tlio)S Gl s g asbiiunyy Yo mises 5l ol abb

27. Cochran



VWAF lianls 5l T oYY (gloojlad et Ju ol bl | g el 55l anlilad

Coodl i pend g Sy g sl bLS)I 0 Jse
2 by, duglie jglaie 4y 05l g0 48,5 5 & o S
(398 p,y8) a1 G o gl 4y cile (6 S0k anl 8
3 giledde anlP 0gdh e 4Bl Juw Vo leges
25 o0 D)y py Y

Lmsf);5 QLQ.Q as uy‘jm GALAJ )| ‘uz.” odls ).)—\
Olsie 4 Ohhlem gaecals; 5 (95,9 Ol a4 iis
el 50 0ed e oolatul (V S ilke) wglhe 9,5
Ded oo il V Jow oSl o gl el

aS 0 demle Flig,S T Co o Ioome dovdsl jiow
ol oo ools las aslsl yo ] s

Sl oo ail,d V¥

Oeile 650l slaghy, il n 5l ek cnl 5o
39 Sl oo oolaiwl Sip g jlens bl g5le Jow sl
Mo Oedle (Egian qras A by, 4w Ly
53555 2 L8 Sl 2550 xS el S0 9 latiy
Jolse gl sl 6,88, plare 4 (o9, (o el

Obeb! LB

AT

Q19] Q20| Q21| Q22| Q23

Q25| Q26| Q27| Q28| Q29

Q14| Q15| Qle| Q17 [

3l gdecols N Joe

Q7| as| a9 | Qiof ai1j Q12

QiljQz2|Q3|Q4a|as5

WAl edl> lp Joo (2955 9 L3959 - ) S

ol ly Joo 29,5 g gogy9 - ¥ S



eile (6550 sl by p (Sie Shyy 3l Hlew Guieilo; Ay (g5l e

O+@+O+®O+®

=

C.

v
&

L

et

fefclelele
elexele

£
Lr
3

U

Q1s

@

-+
C.
&

eflolelcelio
JoNotoRoXo

Tl oo gl b >gy5 g gog 9 - T S

s e ol 5o 45 (mbas 5 998 (o0 w5 ey g
Bl 40 005 o et Wl o Cawd w4 0,5 p slp
sdal Cews s sllas 1 o a8 ol o lans (o
il ey s o] glocs oy glas (eS|
5 005 o gl (pl 5l CE 58 Glgies wn alo
yei 5SS

Oty Hlo 3 ol pog,-Y-Y-Y

Oty by oedle (g cosliial Sy90 by, (mege
3 obeis o pdle ppe sl el b Sl 6l el
i el oal colatwl galil euda sle s,
5 B gy bl ol
byrya yually ase )l aslige WS 5 ania sl
SOFt ol oy cyeile 4o 45 bl o Uas & Le 4y
e o Ll el 0 nF e 1,8 eolizul 5,50 MArgin
Slp S polie CBI L iS00 s | abgaye S

oy il sl il

30. Cost

2 3wl job 4 Gegeze Jalse 5 (Jopa (Ll
allan s e ol Blite Sl b 5,550
qwiosd] o sln g Wedoe il ((VUSE Bllao)
9y s he gy dw 3l S e b el wsle slaJue
‘51).3 (5)150"“""" Sls s 4.‘:‘)‘ |) C"l:"’ Q.l).awl.w as
g Shp 3l Jlem gaecals; o se Jelse gl
S 30155 ign sl S ool gl (oo

orile 650k Gy, b b Jae g5lwesly - Y-

5 ol Llon il (S peeal S350 slalls,
VY Gie )0 5550 Jolhe 51 o o il (e oS0
A yS oo B eolaiul 090 (53l Joe (sl

G sl &S 58 (ghg —V-T-Y

leomtle 53k (hg) Gl Olore 4 g cnl )
oS oo ooliiul ganaiws sl CAD pead o

S e o |y ol sy Sazn 5l 655l Gl
w‘ PR oéLD.».w‘ Uas- QJ).A.AS)LAM )l u})é u,u)b ‘_glf

Co 0 S dJ>JA 5 S Cwl Syge Cﬂ‘ 43)[5 w09



VWAF lianls 5l T oYY (gloojlad et Ju ol bl | g el 55l anlilad

po—w g pgd Sl o ol oals oolaul pgd sasve 4Y o
ool wl b Y 15 g, YO dlaws b s Y S
TS5 Ve e 5 LaaSers plad (isel sl ol on
3 Ol Sl xS el Hetaie an 09,5 e ool
ods eolazu! Wa_cg.a 3 Gt B398 gy 5l mas 4l
oL 5l g e sl ¢l tansig culls &b 51 el
sl 00 ool >g,5 4Y (sl puUrelin e ls
Joo 2L, -F-Y

o5 s il 8 Sl ot s G5 o Je o3
ot @l wb 0o S oo bl Jue (B 058 188
Joe Wl a0 b awsb |, san] Slaalie
Sl s il 55ee] slrosls acgame p ' les conisasl)|
1y s28ly slaoslial sl 27T 5 s piyemess Sl
Leel aat 1l

oy 4 &S ) plbdge Cod oo Hlas Ll
Shre om0 s las ediged plad 4y (igd o (gmAtw

s oo las Acc(X) L1, oo
correctly classified instances

Acc(X) =
X) all instances )

Joe MalS™ jin dus a4y o0l dcgesma (idgh (pl o
SO D3 e 305] 5 (il (B5ge]
4 bdcgoze JMaiwl Jdo 4 Kal) wl b Juw G;US

3o S by cpl g valys S5 caably
LV o )ls Vb mopeens colill § ams o palS |,
ey 3l Sl el o hagh nl e eies
o oolaiul & iy K e b7 sise K xi Lael

|

36. epoch

37. Early stopping

38. fit

39. Generalization

40. Accuracy

41. Over-fitting

42. K-fold cross-validation

s & o Tanile b planty oy edle Sy e
s2ls hjgel (amaiws sllas (lime (n S 4 (Gl
S iz gl SeS law polie SLUI L ogd o
45 2gd ge 00ld (hgel ol aril b lotidy oy ordle
sleosls o 1, 5ob; il 4 Lle ganaiss ol
Gloyahl cuslie Ol jslie 4 amse (Bjsel
OBNn Gty sl Gl LE 5 anie goue
ooliiul aliecs sliad )5 aiedan gy sly | (PSO)
e sle salib cnlie polie cos 5 ol 4 .l ool
oz aiz (gl RBF (L5 4w (gl LS 5 4ty 50 aiile
Sy9e 4 PSO Giloaigy oy, bwsi | siseSon 5 o
25 Jae el dauglio b g oad oy aiedion
boye oyl polie olen @ LS (nye b,
5 PSO LS5 w551 51 onlicisl e pe ilonns i
9 o slad dtusy g9 gian doyial )l molais al> e
grid ssle olabg, 4 Camd o ol YU ce o
RBF 5,5 al> e ol & bgsye gl aglin b asl oo
bosbodae jobiie ol (et layel)l oo @
ot bl flaiiy oy il g, SaS

mas a5l (g, -T-Y-Y

L (gas aSed by S8 4 (55l o cpg (9
L yial )l sl o s Lail ey oty 51 oliciul
aSil dn az g L a)lo 992y (mas 4l gl g0k
la el an (sl (Sily @S cslio Sbjgal
o, 5l pskte cnl sl wo)ls 4l ()T 5o eaoslina
Sl milin oo 8Ly jy lae any ™ el Ly o L
sl oo oolinl T Joe Ll | aSet agee sl el
Ozt 5 Sles glaan¥ sl da il cnl (n et
4Y g0 3l Jol cdls o el She slaay (slayg 5 olaws

31. Margin

32. Particle Swarm Optimization (PSO)
33. Sigmoid

34. parameter tuning

35. Model selection
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1. Start with the empty set ¥, = {0}

2. Select the next best feature x* = arg max J (¥}, + x)
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1. if an ambulance gets freed {

Waiting _Call // number of calls in queue

Final_Goal // final location that ambulance should go

Location_ambulance // current location ambulance

If (Waiting_Call == 1)
WD, =1
else

Compute centrality (WD,) of each call based on equation (1)
. Compute the travel time (t,.) between all calls and freed ambulances
. Compute g, based on equation (4) for each pair freed ambulance (2) and call

waiting (c).
If (Waiting_Call >1)

Set Final_Goal = call site that maximizes the g,

Continue algorithm
else

Stop algorithm and dispatch the freed ambulance to the call that maximizes gq.

. Reapeat

5. Compute all shortest paths from ambulance site to call site

6. Calculate total number of calls in each shortest path.

7. Set best_path = find path that it has maximum number of call.
8. Set first_goal = select call in best_path that it doesn't need to transport to
hospital and dispatch freed ambulance to call site.

. Until (Location_ambulance == Final_Goal) }
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Key Management in Digital Right Management Systems for Offline Model
*Nafiseh Shafiee ~ **Mahdi Shajari’
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Abstract:

By expanding application of digital content in the world of information technology, supervision
and control over the data, and also preventing the copy of documents is considered. In this
relation digital rights management systems are responsible for the secure distribution of digital
content, and for this purpose the common functions in the field of cryptography and utilize
Digital watermarking have used. On the other hand, the key management is very important in
digital rights management systems, and methods such as Digital watermarking methods are not
effective in preventing copying files and digital documents. In this paper, we have proposed a
model to improve the performance of digital rights management systems. This method is based
on multi-part encryption and control on documents publication. The main distinction of this
approach with other methods employed is using Obfuscation techniques to protect the key
generation algorithm against reverse engineering.

Key words: Digital right management, Encryption, Key management, Copyright
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An optimised hybrid method for ambulance dispatch based on complex
networks and Artificial Intelligence
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Abstract:

Nowadays, monitoring people’s health and helping those in need of medical attention is one of
the most important responsibilities of governments. Emergency Medical Services (EMS) are
therefore setup to provide timely care to victims of sudden and life-threatening injuries or
emergencies in order to prevent needless mortality or long-term morbidity. Providing rapid EMS
with minimum response time will help improve survival rates. However, factors such as limited
ambulance resources, large coverage area and high call-rates have caused delays in EMS, which
have lead to lower survival rates. In this research the problem of ambulance dispatching with
regards to lowering the response time is discussed. Response time is the most important factor in
evaluating the performance of various EMS, which is directly proportional to mortality and
survival rates. The most common method to reduce response time in ambulance dispatching is to
choose the nearest available ambulance unit, i.e. the nearest neighbor (NN). Other methods use
call-priority, first-in first-out (FIFO), preparedness and hybrid algorithms. One of the latest
methods used in ambulance dispatching is based on complex networks. This method will apply a
higher priority to the call that is more centrally located with respect to other calls. A hybrid
algorithm has been proposed in this research which exceed the previous methods in terms of
response time reduction.The proposed hybrid approach is based on complex network analysis
and a search algorithm, which relies on the important parameters of dispatch, yet presents fewer
constraints and overcomes some of the difficulties of the previous methods. In addition,
prioritizing emergency calls is also considered. To evaluate these proposed algorithms, a
combination of various parameters and operating environments has been simulated. The results
of the simulations show improvements in response time reduction compared to previous
methods.

Key words: Ambulance Dispatch, Response Time, Complex Networks Analysis, Centrality,
Search, Artificial Intelligence
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Proposing a model for IT services based assessment approach, based on IT
Governance Model
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**Associate Professor, Tarbiat Modares University, Tehran

Abstract:

Nowadays one of the biggest problems of IT organizations in less developed countries is paying
too much attention to infrastructure and technology of organizations. This is due to the point that
many managers in organizations believe that existence of IT infrastructure and technology by
itself is a sign of maturity of an organization. Although technical facilities and infrastructure
such as networks, hardware, software etc., is essential for providing appropriate services and
optimal performance, but these features cannot provide a competitive advantage and increase the
maturity of the organization. The missing link in these organizations, which have been less
considered, is how to use these features to achieve organizational goals. In different areas, there
are several standards and optimal methods for defining and optimizing processes. Some of the
most complex models which should be considered in different units of information technology
are, models and frameworks related to IT governance. IT governance focuses on implementation
and management of quality of IT services so as to meet business needs. IT governance is done by
service providers through an appropriate combination of people, process and information
technology. The purpose of this paper is to examine different models and frameworks of IT
governance models, in order to propose a framework for assessing IT services

Key words: IT governance model, framework, service evaluation model, IT services
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Iran's Mobile Government Ecosystem Model, Stakeholders Identification and
Analysis
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Abstract:

Mobile Government Ecosystem is one of the emerging ecosystems in Iran. The purpose of this
paper is to identify and analyze the structure and identifying the role of each of the key
stakeholders of this ecosystem. In order to achieve this purpose, by studying the related
literatures and the models presented in these literatures, a mobile government ecosystem
conceptual model is proposed, where four new key stakeholders are introduced: new trends in
over the top (OTT) services, innovation and innovators, advertisement and advertisers, and
mediators. Then, a questionnaire is designed to verify the factors identified in the model and to
examine the effects of these factors on the mobile government ecosystem. The questionnaire was
distributed to a random sample of 400 experts, where 363 responses were collected, and analyzed
based on structural equation modeling. The results show that with the exception of advertisement
and advertisers, the three other key stakeholders have significant coefficients in the model.

Key words: mobile government, ecosystem analysis, structural equation modeling, stakeholders,
over the top (OTT) services, innovators, advertisers, mediators
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Abstract:

Recent advances in wireless electronic and communications provide us the ability to build small,
economical sensors with low power consumption and many diverse applications. Limited energy
capacity of sensors is a huge challenge that will affect these networks. Clustering has been used
as a well-known method to handle this challenge. To find appropriate location of clusters' heads,
imperialist competitive algorithm as an emerging topic in computational intelligence has been
used. Clusters' heads are connected in a three-level model so that cluster heads with low energy
capacity and far from station are considered as level three indirectly communicating with base
station. This eventually increases lifetime of wireless sensor networks.

Key words: wireless sensor networks,wireless network coverage,network lifetime
,computational intelligence
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Abstract:

Health has always been one of the most important concerns of human. The goal in this research
is to know what factors cause and affect patient satisfaction in the relationship between a
physician and patient. Since this relationship is a form of healthcare service, the SERVQUAL
service quality assessment method has been used as a framework. However the questions have
been reviewed based on the previous literature and the experts’ views, leading to a questionnaire
designed for the healthcare domain. Data collection has been performed using the questionnaires
on subjects selected amongst clients of Rhinoplasty Centers in Tehran. To analyze the data, three
machine-learning approaches have been implemented namely Decision Tree, Support Vector
Machine and Artificial Neural Networks. A number of possible factors affecting the patient-
physician relationship have been used as input and patient satisfaction has been taken as output.
Comparing the results of these three methods, Artificial Neural Networks method is shown to
have better performance, which has therefore been used for prioritizing the effective factors in
this relationship. The results indicate that reaching the information which the patient expects
their physician to give is the most effective characteristic in patient satisfaction. The rank of
gained features were compared with similar researches. The outcome was very similar and
approved the results.

Key words: patient-physician relationship, satisfaction, machine learning, artificial neural
networks.
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