alpl @b j5 caiuo j0 Jig,9 I ow ©lous 9 3550 OMolad Judexd
3B Flasos 3l el b

@oLT Gt ool
Amir.mehdiabadi@gmail.com <)l ) 45 cogiz oyl aly (oMl of5T olSiils ¢ stato o poe (6550 (sgmmitils

',3T Jole
Ol ey o pae g alazdl 0uSisls ¢y Cou 5 oKils oliwl (gt odiun i)
S le Slyigl
A_alirezaee@azad.ac.ir « )|l )| 45 cogix oyl aly (codll of5T olSils jLosils
sl gl i

Gh_abbaspour@azad.ac.ir <) »l ) 05 cogix oyl axly (oMl ol5T olSiils Lol

G )3 e 95 (53l5Ty SIS oS3 o g sl 4 Caslptans o 552 oilly Olex 8 35 i oSy
o Sleas a5 Ll 5l aslazsls  (LPG) Gl ) mbe 515 oo 55 (39,8 5l ey Sleas 5 Fge cDleles Judows 5 ololids 40 iaghs
sl 3,505 (o ez (sl (MCDM) o lixasizr (655 moandi 9,509, 055 2l (silime (sloajlomo (ool 2 g3 (o0 1y (5293
3 Bems nl 0 (gl eaiS Brae cews 4 oww, U BaYl ol 5l mb 8 cais o Saorn 4 ag Locl
Sl g 5l S oy Eadee 4 Curnd (55 e o oailys aSST (gl g ooliul g, el Julss sl,, DEMATEL FUZZY
S 5,5 5 6,k o (585 y50 5l s iled oo (61052 0582 (SYSTEM DYNAMIC) b s ki gy < o (CLD) e
iy a5 iz aSST ot lools Gl SVl 4 0,5 Vo g lulid Coo cnl 3 gy 5l o Sleas  jise Lasls VY o5 5
S e g ol o Fonles clebl bl sla ke 45 wnd e (Las Beiod gl W) oo oly Coto ol o | Caens 5l ools
e Geizmen s Joe o beadlse plo LIy Jolsd o i Laadil saiile cs ndy (2S5 g slo o 5 3y 3l (i

S e i |y Sless g0 SDelas 51 adly sLis pgas Sl

o s omlidiligr o558 Bloss caulo 55 g 8 5l s Sloas 18 jlgauds

' (Corresponding author) azara@modares.ac.ir
1AV lowl Y ol —A ol "wy CaraS oy 0 g (oo &) piddd


mailto:Amir.mehdiabadi@gmail.com
mailto:A_alirezaee@azad.ac.ir
mailto:Gh_abbaspour@azad.ac.ir
mailto:azara@modares.ac.ir

¥ 638 Flegd jleolauwl b oyl ol 2alo 38 Gt jo (599,38 3l (gt Slous 50 Colad fudxi

SS9 5l Dlesd Sloweudd )3 oald pae 156
ciSib pemedr Oldllas gyl b e 0 20,8
PRREEVE RPReT I S MR PSP DN
T o) od Sloas oo oV T s 5 g ) 3Rl
5 S VA o la)abeas aeds (Vo0 o)) Sen g
CtS il (Y0 e 5 s i Ll (Y200 SIS
Frs oz VeV olen g Taily Ve Mool e
Kb Y NVE " o ge g pns, VN E () Kel g g YN
5 L Clas cwd g lanie (VoY ol SKen o
Silg Y10 T an g SSI5 Y NY T 0aY g g9) g
Mo es g KB YV TS g J V10 T e
S8, g Sleas caed LLs )1 YNV Ml Ken g oy VY
FSer 5 T VY T Sen o ISzl e
PRRCTE) O R AR N U O [ o R H K PRES S V2
oizma 36 ks sl JToasl 51 (Yoo Yoo ¥ T Sen
Joe B (V) Jaaz ;o g dslol jo cunl Slaass (o 039>
Gl 05 (oo Sl ) plaslaasdly 5 Sleos b b ye sla
0dpdisy S g p S mlio o Clas L Coesl
O g (bl GBS WlE oo & e lie (S e
ol e 55 Cans il atils oage o slasdl jo caisS
oS« olidg, el sy =) lpl olamdl o cato opl Canen
sl idu 5l 9)50 S g meli -V ¢ S Slas g Loy
Vg Sleas g Caie JiSu gzmed Sy g (Sake Ll
Sl Cilisee slayeiS 4 lysle yb 5l ol yel 55l Lak
Ll B ol 550 a0 @le 55 (2 Coreal ST (o0 oy

21 Chen and Grewal

22 Bensoussan and Sethi
Z Amini

2 Hart

% Baker and Collier

26 Gupta and Lehmann
27 SU

28 Xiao

2 Chen and Bell

¥ Liu

31 Ruiz-Benitez and Muriel
2 Yang

3 Wu and Longhurst
3 Jung

3 Wang

3 Lei

37 Tong

3 Chen

3 Stangl

40 Dominique-Ferreira
41 Grewal

“ Pan

WWW.pgprec.ir

doddo.)
) el slagle; 5o bytine sl a8 ol oled Tcwas
kol Glaaalge 51 o (Y T&ll)ass o ol pélis
B g oS anslr 0 el Jb 0 parde So B9
Wpen (2 S GP98 3l m Sledd pgrde 4 laglejle
QLJM 6Lb)Lu aS el U" )lf 9 WS Bl GL"‘ RV ‘0)5)4‘
30 S ode 1) was Gl yie g 00,5 68,91 |, 095 =3
old) sl sl oly 5 a5 hsos (0958 5l Sleas
ay Wz Job o (YeeA f‘;’%ﬁl)wl PO VOV SV )
3Gl Olezgs ol &l Sleds CunS gadge anBAS
S 0, Shee p ol ol SlSt s 4 | cpdisee g ol o
9 (i (6 )0y b i ol o b slean e da S
£ 99A ‘V]wL.., g o bgth)ienl 00,8 Cd> 093 4 (5 )9logm
5 Sl 1998 O Jglle QY 1 a8 1 AQY M LS g g,
oo e g Y A T eslE A M e
5 ol e YooV Mg Ve g5 g g tuuglins
u.:”s )‘ o Slovs (... 9 YooY ‘\Vj)L? YooV aQbm
M ol)ogh o aitlis o) pled g oS ael e o lgia
o ate g IS Dlpass (gylon o s 4 o
Sleas cd il 6,5 peeead (VVD) e 5 ) 050
or Do Gl ap Jhl o Hea L) (Lgy8 00,5
Ly 29,2 5l oy leas (g5, Cals, (Vo)) 6l g Blye8 is 8
251> 5 ol slals 5,5 5,5 s adye 0,055 e 0
(VAY)pl g BlyeS daass iols 13 aslllas 5,50 Sguo (il

2 Service

3 Marathe

4 After Sale Service

* Nivethika and Yoganathan
S Irini

7 Leonard and Sasser
§ Cronin and Taylor

® Gammie

10 Hallowell

! Chang and Chen

12 Gummesson

13 Lasser

14 Silvestro and Cross
15 Newman

16 Sureshchander

17 Guru

18 Miao Sun

19 LI

20 Kurata and Nam



il jaumwlas puid 9 SLS ke Olyigl 3T Jole (g3l soto yusl W

BB iz A e Sl 3gd (oo N ISl ] wle
oxe b9 5l o Slesd ozl lalid e g
5 6Ol Gl S g 4 5l Bilas ST 1 68
odes Ban gl pladl G G b 5l ey le Ol
el ) Vg 0 ol 55 i g

I Cane 0 By 5l Sleas  Fge Jelse

oz lpl mbe
Sl 468 Lo e e Ly ool g Llg, Y

WAY bl —Y oylos —A b

wslj e g o)l sael THE 3 1) YY) 8 a8
slo sloygas Hlsle slacl 51 (S glem olpl .(VYAY
25 0 )lez a5y 5 5 RS pss 4, T 5 e sans
S a8 plnl glagpagy 5l (Fnocwlls ) Ol &
G S Sledd £9:590 055> 50 e 2 b paditane O)j9
@ Olyie o5 Wlaid 5 plonil ol 55 asls 4 5 (6551 sladsl>
(VAN 90l 9 $STok Sgp VA ) Sen 5 7 Jlice)
& Blasgw YN0 M S g YoV MUKT 5 LS
Jloag VY T LSL ¥V Y S8 oV 1 F & Lugsle Y410
CoSen 5 Sl plhls VN gl e S 5 by
WeoV o ghlen 5 ' 3,5alllug Ve T gl oYy

0,5 0Ll e g Yoo F o) San ¢ ¥ g5y
om obas bl g Sleas oje> o Jow saan jo Ll
L o) slesal, g (o g 4iblo 092 glasgeeS (b9
JORA I O I S RACH PRSP g P I PRI [
GRSl 355, S (ghy)l it sla)lae Wl
b 35S0, el iz gl (MCDM)o Loz
G5 ol laig, b g calitre sloolfaus wlul 5 .ol
ls 5o gplete @b air 4 Olg oo ]) )lae e
5 oodls Lulpt 5 b jluas o Jlo il b 3.8 s (o8
o 5 ol oo SbLS ) oS |z s 550 IS 155,500 00y
O Ol oo o 50 1y il o pdy U L (6135500
Cuje BBy Oledbl 049 pas -V g Comhad sue-) S
Jedos ol s> 0 DEMATEL Fuzzy l eslal
2 ylae lee Jolsd ()2 5 550 slad o il (oS
230 il U cal p3Y o) cpl 5lconl sauzy byl
0597 ;o Slesd A5 ;3 ) wloyw 5 plubid (pgas o
ol alie Lol Bus (ulal cpl 5 0 pd O b 58
B aio 3 98 5l G Sless clis oS S (g

4 Gas Century

4 OPEC

4 GECF

4 Mittal

47 Broni-Bediako and Amorin
4 Kimemia and Annegarn

4 Sri Yogi

30 SUDHAGAR

3! Matthews

32 Gupta

33 Patil

**Vimal Priyan & Karthihaiselv
33 William Young

3¢ Peter Anyon

7 Vinayagamoorthy

3 Lucon

CandnS Sy o g (oo 49 piled



\Y#

(20T 903 | Jolows gy 110 aidly s o (5lo ko 33 codioes olS5 Julons —) Jgo

&8 Flows jleslistwl b ol ul @olo JB Camiuo 55 (59,8 3l (g ©loas 2 a0 Ml Juloxi

o adly )l diged Jelos 5 432 ) Jse B 3,
o)l ygin 5 o «SSL 5,48 YA = = o
C o~
b oS, i g Jo S §as%¢ o
. ) batabad B2ScS 5 b s e 2
29 g3 Shes CuhsS (58 CodS A (S Sledd CodS (SIS g e glolse S>e5 & s D \
. < _ T = = S° 3.
el 5 ot e oS 3 Shae g5 o lojlus lo Gl LIS sla o 1 c5EF 8 » .
3 CEEgQ <
. . . . o [3+] = o a
(soyes SR
oS sile om0l 1) Cu e el il Il S e o) g S 3
Sty Sl job a0 1) Sloas CuiS sla SIS Gl oS5 5l a5 FAY b YAA 5 kN
elolis aims o 8 b cow | ) cuiS oS Slagsze | bl sl LI (Sl g > % . &f‘; 2 §
s 55 a3 lejle 5l ol b asls L Joe opl oS 5l b o sl 5,5 gg IS j <
I, abgs e lons i Jalgs b oS S8 Ll 4 wlgs e o oleas 22 2
S Lalid satiS by oSy a e :
a5 50 50 Sleas flojle S aS WS o Gl Jow ol ’5
S Vb cuaS il 03,515 1 (6 pie Sl Wil g Sl 3 S = CodsS sle Sy Jow 7
. .. o . . e . .. i3 Lo 4
09,5 sla Sy siloliz was SO darwg cqz 40 o8 odsl | sle oS5 o5 5l La Fe e -és Sloas 2 .
Geds o M5 ok 4 el Sloas il s gl il sla Sleas Gilisee =R Joe 5 Jow onl” 5.
<
S8y ¢ Sozd gz g laan T80l bl (S 4w < Sl (s0g080 E
6‘ 45).> QsLé.é' 8y
e 4 Wl e Lo pe o poe cinllsg g Joe ol 51 eolicil - B
Olpse 4 &l (oo Lo (oo ially 5 Joe 00l 5 = s il Jae "
ni 1 055 Sloas @] Coibge b 0iS oS S5 Rt
Syt Cxo R 0 1) 09> )l ceedge n D . Ao
M&bdﬁ)l)m\"/\’ = Slovs X a
ool (>l 0 a5 1) oS sle s Jow ol uizren Lo 2*8_ N A
' . i Sleas S © Joe K Joe o0l g ~
Cape a5l Sleas bk b 3Tl J Sy gle < ; 3

WS oo bl W jle Seilaas Cu pos g Sleas LIS

5 Gronroos

6 Parasuraman

¢! Haywood-Farmer
62 Brogowicz

wWww.pgprc.ir




sl ygules 73 3 (S yede Ol gl BT Jole (50T ggn ol

Yy

O Bl g Sleas sS85 o5l 5 jle potie sy
Wols J1B w9 50 1) 0,5 Blaal g oaiS B pas culs, L
oads &yl Sloas CoalS 04lo (g e @l 100 g ails (i

Sl e ol p ol dedie

Lo 3L LS IS 5 a8 PR

Principal-axis
factor followed
by oblique

rotation and

LISREL
confirmatory

(12ay
(>4

Tk 5 Ces,)

0 S 5,5, 5l eaie sl adie Coenl Joli Jow oyl
S Joe cnl 098 (o0 iy 9355 (o 518 Anlllas 3,90 45 090
oyl o lsbinl SO @368 aSyl 0590 50 1) oz (g uSok dBaus
Sl gl bb&g&lywﬁﬁjaﬁiﬁxlywhﬂ
00yl el 4y (gl 039 4z g5 Jaw cpl ams oo &SI 1, il
S Sl oS e ke Sl e (e 8

S5l garels,

9 S5 S 93 5l ploge ¥

oS

correlation,

Pearson moment
pairwise intraand

inter-sample
median test and
Chi square test

ollas (3551 Jae
Sleds s

(V2aY T esle)

Slebos 5 (sostbe w4 by yo Blas 5l (S Joe
o5l jlel il oo zokre 1) ol wyass ol ) Uasl g ol jUal
J155 g 9 o bl glo Jow 51 Joo ol 50 0, 8ee b5, s

&:;‘.-J‘ 7“4“_’“ W ot

sl oy sl oKy 3

Qualitative
assessment,

correlation
and

t-test

e g9 Sdee (2L
o lailiwl cua s

(VA 2Ll

o s5us gl |y leSll (g, 5l oolicsl o5 Joko
Celild oz 5l (galdS Glons coiS slal b alall; 3 (5 50ie
3 il L s Kl 25l linab
@y oo Joe Galhams (oo 13 oy )3 (5 Sy

6l waas ) o0lil oIS e b S SaS b bl
a8 5 o0l @] e 4 1 Sloas CoksS 39 sl Sl

) lisiais ;5 oolaial 3 90 Jgons slo (5550555 ailyt b ass
25585 000 093 slali b llae | coslin 5591 (3 5 S50

Analysis not

reported

$,958 5l ed Joe
SleMb|
Joe o Jas o0l

OR8F ey 5 LIS

% Cronin and Taylor
6 Mattsson

% Teas

% Berkley and Gupta

WAY bl - o,los A olo

CandaS Sy o g (oo 49 piled




YA

&8 Flows jleslistwl b ol ul @olo JB Camiuo 55 (59,8 3l (g ©loas 2 a0 Ml Juloxi

e O)lg0 gl Dleas cuaS o)l oS JSE [ Joe oyl

BlS ogmadls 5 0-0

Confirmatory
factor analysis

and structured

equation
modeling using
LISREL VI

9 b dasin Joo

(1295 7Y, SJseals)

q
oS (oo B eoliul 5,50 (55518 e (Hbliengs Loy Cud oS <l
.20
A ploie Cold, g Sleas CutS a5 020 (oo ylis Jaw ol § ;% co ~ L}i
T q . c S EHoEo e )
oo 25l 6yt Sl p Ll le Jlis] sl Sinlen ' N cess3 2 Sload 5 S Jae 37(
2 T a5 slamls 51 i YYY ESE=2S330 . AN '
(8 e Sl g Oload CudS (oS 00 e 0,138 £E52°% g°>3 ond S )0 .
.- - oa - . = Z
. g z
Ol Sleas Sbjyl 5 S 9 g0 ol szl S Jow o) @ E a
Qfécf&wo)'?jwﬁl)ah&m)mg‘ﬁodﬁ - %08)_ PCPdLast);5JJ.n :J >a>: B!
S o T Gyt slo (Fhs 4 azg b Sleos g <
Ol g DY game CodlS )0 sege (R (S8 Sleds oS - ,3:
B b cos | w s a bl e, cpl 5lg oyl ead o QE‘II-]I:J o kS e ig
S a blod s e é il 60,5 Sless S am | oaims ks 51,4811 g 2Dz 7
: : ; 1 s s cad5 il g by e3> ~ T At
il b ol b yls 0ads s 35, s Jgame CudeS B,k ) S S pslg) olSg 8 £s52 - j <
Q = °
el Jyamo ) 5l St a5 Sl 0y )5 4 ble3 p oSG Oo& 3 ? 3
(G LS5 L3 )
- [72]
5 ol,e S gl > olge 4 wilgs KV ‘B =
e T sy 2 e 20 ceseas g | £
Ol s oolittul 858 o Sles (b)) 5 g 0aS Syae 25 ‘ Sa= ‘ . "
‘ . ' oSl i g0 5l i OFD SB0HS Cold) g 5 e 53] - IS
o o8 57 (5 ke slo S5 b (slp |y Slasl s b g Jas £~ p
w5 < e -

7 Dabholkar

% technology-based self-service
% Spreng and Mackoy

7 Philip and Hazlett

I Sweeney

72 Oh

wWww.pgprc.ir




Ol yapmlas i3 5 JLS ke Ol gl )3T Jole (LT g ol e
ol s il Sless 4 by pe o) i calisee Jolge )l =) —?k
[ —
i o el Sleas i IS wlflas b Sy a5 os8g3d .
et A6 o5 Al i)l S 5 omlis S samiils 5l e ¥AY 23E ol ol 5 plelSiy Jos Y .
ol 68 S 0950 5 Sleas cainS 5l JalS S0 Wil oo ® 0TS : oo VF
el i ol ol IS D22 T3 s g <
sla s Wilgs e e e Cols ) ams all)l ] o b)) x e ®7g Y
- D
o slas | Ll g,ls, E y
55925 =5 - 3
s L3l BanS el g (3l oyl e ol ezl 5 S o | Cilises S La YYY &S5 Cc=35TLo Slods CuisS Jow D
o O Ol g OR e oy 90 C PRl o 59 ¢ S } \a
‘ oL O . EgE88EREL S
J.;;SLSQLAJL;”&QlA»CA@@aNCA}u)Ql)W )%M@L«ﬁbﬁsdw)lf & géz) § %§ 95 o ;,
U N~
S .2 o3ls piidigy v Jae 3 E] .
cobiw 0y Sl oy oo s salio 5 a8 wmane (lis Jawe opl | YPGB aies gl 5l L 14F g2 8 ' SR
Es3 Slesd i sla ko } R \&
3,5 oolawl wleas oS YL SOb ands g s an N7
&9° B
=Y s (o P g0 yo |y leas CldS Co o Jaw ol 029_8 a 7}\
y A .o S e - : - - a . p = a s ks
4,28 CoiS p ) 8l op i (g5 o8 lie Cole 5w Ll 51 (g §»§ ) . ® v o
Aab oo Lls )b xie SISTlol g leas -
S8 ol ) soniins 30 ledbl 6,8 5 s Dleas
Cold) p puiitas e 36 5 0518 licedsl 5 g%ty oo licebs! 29 2_ ?
OB ains a1l 4y wlys oo 1T o0 5 5 Sload CoheS g (6 yikes 2253> ' 3
SsSE o 698 sl Je ),
gl S S8 (e culs, 6 5YL e 4 Sless S Lol 51 a8 VAD = g% L e = YA
- e - . . A .o - > . .o - U) =
S50 sla cunlow g Sledbl (5 5lid e Sloas o axiE =

S pSn )| 3l o o

3 Frost and Kumar
74 Soteriou and Stavrinides
7> Broderick and Vachirapornpuk

WAY bl - o,los A olo

CandaS Sy o g (oo 49 piled




&8 Flows jleslistwl b ol ul @olo JB Camiuo 55 (59,8 3l (g ©loas 2 a0 Ml Juloxi

¥
o o2l ) (Sog Sl Sleas coaS i g Sp0 S Jow ol ® 3
el st L 8y sl S e 4y g S 22 %
3 5k el ws e S 80, Sl S ol 45 pac V- 57 s aS 05 Y- I o EuS Jas D
Seig i o kS Jto ] ol g lojls (551090 =3 e 2] 14
_ ) A.'n)g;' =S 9 = 1:'
S 2SI s 500 45 s 5, aed (ol Wy oo (o2 o
il ey 6ok i)l LI ol plosl sl (sl Ak b aiien =
Sl sl Jto o 5 Jolo 55 40 Y Jgur
L;‘\‘Lm.\} L_gl.{adu\.n
ommdlﬁ:pﬂﬂ \ Y Y A 0 7 N4 A a ) AR V'Y 'Y V¥ VO \# VY YA IR}

Sloss ke Jigo Jolye ki

oo a3 )5 L o Wlods glgil gl cawlio

Ol e Sk Cusle yuoss gl p ‘SﬁAidlhaﬂ

Sload CuhS Sgaly

sy s p5 ojlail g bL,l olml (6l cenlis

Pyes

LS, oulai g (h390T sl bl (it

oo byl g L Jawzxo (sl (5 03y Bllasil

3 e b lojle jo Gleas sgge sl pladl

(b g b Ly PoossT slojls olublis

OleMb! 5,9L3 5l oolazl

L, «5‘1‘? )'}?‘ Q‘};‘: 4 oo laswl cubid

76 Santos

wWww.pgprc.ir

iSSP ko 9 (oMo 4yl




il jaumwlas puid 9 SLS ke Olyigl 3T Jole (g3l soto yusl ¥

o Z Z,
~ =0

A L = -
Z, 7., 0

7 (k . ~ (k) [ R (O W
u“)"L" ‘Z< >L5}l5 L)"’“’)"L" Zij :(ﬂ/”' 1mij ,Uij )O‘ »®

A8 ogi so odmsl pK olid 151 65 adgl puiians alail,

()
sl lie g3l slasl @y a4l o3 L

SEEA DD i

j= J j=1
*) )
r =max []Z_;Uij J
5 dmnlie LB gla wlisio 4y ajlxe olbiie houws sl upm
oslital 53l o S5m0 4 b oo o
K i )l5 (536 et alay (5lo Loy il 05 00

7 (k
ol o 00ls liad b &g a4 X ( s
~ (k) ~ () ~ ()
Xy Xy X
oS A0 ® - )
X k) Xy Xp X K=12..p
~ (k) ~ (k) ~ (k)
an Xn2 Xnn
Ol
5 (k) <k>
s Z; ﬂu ij Ui
i CERERCIRD)
r r r r

sy 1Sy Jolao @i o0 (28 (Jsare Jilows by, ailen

: STSE e
0slp 29> @ Jee 3 2 DU <) &S o)
j=1

.)A.cg_i.:)d WL’ QA.C;SJU].@ ‘_g).«.> ulL.C I8 Q}“JLSA
X Sils e dnle gl (531 sae 93 pex g (5
Wi o oslizal X U X @ X P Jols

) 11 X‘lZ in

X?oX " @.eoxX ) ;o -
X":( : X":Xn Xzz X2n

p : : :
)(nl )(nZ o )(nn

3¢ (6)
X K1
NG =kzz; ool g S
U] p

oapel 636 pekins ably Jloy il X (g5 e ple
I Gilar LSS Gl gl nKhe Sl el jo 05d 0

7 Initial direct-relation fuzzy matrix

WAY bl —Y oylos —A b

G (ol (509, Y

s 5 6o l5 Jie 5o b el ot g3 il 5. 0
S9d &Ll olnl mbe S Caro 3 (198 5l Sless s
lp bsly nl o cl a8 )5 18 axgi 3550 1S (9iST &S
Sl g 65k Sl elul 35290 Ll g s pite (Lol
Fom Slaas p fge Jalse (s SST (65,50 5 Gl
bgr Jao S QB jo 5 (plelid plnl gole S8 o o 58
S8 gy 90 5l (Bl Dy 4 s SIST el euls il
rrokebhe 4 glid JLis 4 5 009 ol dhe) 5" (pma
adlae oyg0 iy 3 (B wlie 5l (g8 38l
ol ol slopite 36 aalsl o (TP AYAY o5 ol)iund
4 055 oo LB cnn 0590 5B Bles ST L (Joe
ety SsSy  Jelge 5| %y Sl i) ok
® et (B p2 5l 5V by g (b adle Gixe
a5 sl gez 5 S mbo 515 Coxio 035>

slegb)l o Sllel b (9)bs, Jodo 4 el S5 a5 03Y
(S8 Fleas Jig, 5o colaiwl 8,50 (slawnlic olde e Sl
odds oolaiwl (Y-VV) Kz sd (golgiiny (558 oM uliio 5l
o sols plis bd Jgam yo Sl dilie wly e ol

o

W polio b (oM Oyl LS -F Jgua

NS polie N wljle
CN=R=1Y) VH) ol L 36
= IY = +/%) H) ob; 36
CIY = 10— -IY) L) o5 56
CGIV= Y= +I) (VL) o5 L= 36
(+]e = <IN = +I¥) (NO) st o

C={C, i =12..
B Jlsw )50 WAVl Site (655 el 09,5 S

N} sbles ol alaly cwns sl

Gl sl Veoslaw g, ol ] cass IS
s Sl e ol el 20,7 7P

Py

"Brain writing
8 Survey

CandnS Sy o g (oo 49 piled




FY 638 Flegd jleolauwl b oyl ol 2alo 38 Gt jo (599,38 3l (gt Slous 50 Colad fudxi

I oolead suiS b Sy (S eles] Y
ol e ol izl
Lo Josliasl g Slol3ll b Slaseiin s 0051 siolls —F
mad il aS b oleas 4l 1 J5E Ceass -0
conlie ola
T S GRlE eeal (8 coas
Y guazs
oliie STl o 0e slajls 5,0 el CodaS Y
0y Job 5o
Sl g 2lok (o 58 hilag o ugus —A
Sy G sl e 5 oSl L iils e KLy -4
il S 4 e il
2wl Job 5o biie & g 4z s i Joes <) ¢
G b, 5 DM Pl o lojle SUlg g -V
les )10 g (ot (Fobo s iwd VY
Fomy Jsb 5o pbyrie 3le dlhas wolbls)f Y
Wil o B a5 (g oy 4y Slons
S, § b ol pae il V¥
b Suasles Gloas 09 o 5 il Sasled —V0
lp B a4 slaw,il pbl aasil ganile; V8
Sleas bl Covo gy
5 o slaind o555l s 1S e 5 sliwl -1V
plate L GG 5 g el
A bl p e psie o dezge Lalgy Sab s I
& ol 25 Jovx 36 Bles gy ol plnil g B 2
A g e S5 5l Gogshe polie Soki s (P guz)sed
e el job ar Ll (285 18 S5a cod by g jolie
J> bsse 0 polie ol Colye ek 5l (S LS Lo oS
Goisle 4w tws wal &l G gl o 0g dalys alies
oA la b Bly oS editne o8 g peiites Ll 5l (See
AL Ll sy peimen 5 polie 500 p Soii Sl 5l e
Wl (oo e (38,5 )13 Sed Lo

WWW.pgprec.ir

otins abal ) Jlo i s pile dslone 3 am lulils IS slaosls
e e s L X
Ghsy A Gy ol ssbiee edlinel X s
ol dlre 5l Glulis IS sbeosls 5 (g5luax LSS
e T 16 g paiiene ala

@l il oo L Jue koS 5 s5luosky san o8
e Wb lal P S odhaly b Al
al, XY il s amled e |, LIMX Y =0

W
g ﬁ1®ﬁ2;(/11></12,m1><m2,u1xu2) o
rolie gy ol 5limpise ) 4 ik (551 dae 90 o g
ot e oald o pllasaiies (e gl slasl 5 X

pmledon S (b3 O jso 4]y 551 S alal,
T =Lim (X~ +)(2+...+)(W):X x(1 =X )’l

W —0
25 G5 3 oS wils slp esel cewny T a5 e8]
1w 00l oalazw!
(g taz+2xay)
a 4
ol A = (1,85 ,83) sac onds 5o B

B

o Sl i 0bg sldae 9,509, b (Jae 55 0L 5o
@By Ll (355 W 555 g8l 5o > )3 09
aS Slax g5 8,50 plaads, aSh i > gl aolas g
2B Sl ghie ;o by, of jl goge iy (oo Laslas,
5 cde Glologe memy il 0] YAV ( Sylieaisl
HU e Sy Sealal giledse LB s Jolae
Jitie oasly> a1y odazmy 9 (Al Qe I Beiow slaasls
O3l oo
ools Jodxi g @ 32x3.Y
b 5 caro o coale o a4 cosl Lasie axl
Soiales a5 oo ools diy )l gl cleas gl asls
Fom bzl Glal gle jI Cano 93 4 pamie sla s
el Ol yiie s 4 @55 B adgs o pay Job pe (58
Hlas b (slgedlaasls (nl Jabe (owyn 5l

b osnd wg wloas all Ulys olipebl colls )

Jol5 =ds
3 ol & Slead Al Ces g pdy STy Y

op5; Job

*Total relation fuzzy matrix



ool s gpmles 5138 5 LS el lyiggl 3T Jole (s3T5t ol

ooyl 9 pudi

VFY

o bulgy ool 53l g ylo —F Jou

A A

A A A A A

ERTIN )| [C

gt By 20| (g e Bl (e )

R - [

T CHRTE 3 LY [T o

(et deg )| (- S BRIy Do)

(ol oty | (e e BB e

(g bl (g By 2 L

PP L T 3|

N (O [ |

)RRV [ | Y

%) [N [

== =] | = = ] | | |

L TP 31 [P

JE)| (B 8

N (AR 1

: (x_dlk_;rlkﬂ) (o M BT oy doge ‘: O RRL YN 1 A

] (I Tt S [P 3

(13t i 0 E8)

[T A [ N TR

|.._.|!._.Y!.:FA:| { _..!._.T!.f") [

(rantud))

[rngeafye)| (e Do 28]

_...._.Tl.ﬁl:l (asfe s, " [._.'FI._.AI._EF) ( _..,._.r,._‘Fn,) "'.“.'.'r.'.ﬁ:'

(eane oL

(enye P E (e 8 FE (T B

(oen b FE) e T 5

[ IO A% SRR A . [ PO .1

PP 8 ] (PR

)|l

P T . PP 1 TP [P 1)

(enyeat o A

(RIS [ Y P

| (DR [

e By )] 0y 28

ULyl [

RIS . [N . R (P A

| [

R

Y| [ [P

oy by | (e ey )

i)

o B (ot S

(DR (S | [

(._u.._.?..ﬂ] TR 15| [T

[s. \.._.T.._F\;:w [aof ol : [onrgosfef :

(o D) (oo | e )

LJ9.9 aS Sl LSJLQ),AM [N ul.AAA.’ RLSQ"“)) 85.4.2.0 u)).u...u
RS- N} QLAAAJ(\]) ‘SJW &942.@ u.’).ba.md.) 9 ..\S)L) 09m Lb),A.x.A.A >

|"7.E“ o )-o‘.-é 5 |"7.8“

o bulgy oo (55 (g Yo 0 Jguz

R

J

(D; + RS

(D; — RS

Al

~

EAY AR A TP D]

7,9+ Y ABF)

AR

A2

~

< 2FNAVANALP)

ALY YYALY)

OYA

A3

~

0+ YVAYLYY)

CAFEe VA DY)

O,ff

A4

SOVALAAYLYR)

CAFY e YALD)

b,fY

A5

<OYALYAAVAY)

AN DAL

0N

A6

A ARSI S}

XY F08A5)

0,4

A7

e NANAAY )

“AOF,+04,-9)

A4

A8

SYVALYNRAR)

AN - FAEAN)

ONF

A9

~lA~Al~lA~|~

N ARTAVARD]

(2,20, DAYP)

OFA

Al0

~

<OANAANAYR)

AAEe e - AAY)

058

All

~

SIYNAANAAN)

CEUFACNFAY )

OAD

Al2

~

SOFNAVAAYY)

[CANEPTIRL W WD)

0FY

Al3

~

<0+A,YAY,V0)

AAFCNTAYY)

0,f7

Al4

~

SEVALEYARYY)

[CAR R YR A FVNA)

[ARR

Al5

~

CAR AR ZATRLY)

PV F0A,0))

FAY

Al6

~

<PV NA20A0Y)

AYAe Y- A4,F9)

oYy

Al7

~

CAR MR SR ARD]

VA8, VA )

fa-

WAY bl —Y o,los —A b

S 0 g9 00 § (owIfe0 A9 il




\F¥ 638 Flegd jleolauwl b oyl ol 2alo 38 Gt jo (599,38 3l (gt Slous 50 Colad fudxi

O ool gailey o p Sy g sl st
polie bl p zmen W)l Jow jo badge plo bl Joles
oS (5,08 (S el slo e (R-J) O
Sl (Dbl )| ¢ g s gy o Kol (o ol 3
bal) (rren ;0 0Bl (oo e o pite plo g Jolao jiie S
4 byye iy U ey (RAD) gt polie el
Ol CaBae VS el Sgu 9 bodilin 8 CoaS ool

Ao La SIS (g5, 1, Jelse

O by ol CSle alids jopate a0 (Bl e
olis R-J) a5 5,9k 4 08 0 Laseine (RT]) 4(R-D) sl
Sesdge (nl glatse jeme Jsb p0 paie Su CuaBge Saias
039 0aiiSdgis Sy gl 5k 4 (R-D) pogiaie ©jgo o
oy dalys 35h cod ald jsb 4 ()] oy At Djge 50
g3 Job jo pais SO al ggemme sdims lis (R+J)
o Bly Sy o i 5] g S i 5| o La oo

il e
Cobl slo e (RH) (giw Jladie wlul 5 g &S sk
5 Gttt rite Sl g sl e Sunle (el

1
Al5 0/8
AD) o/e
A2)
A16 0/4
Ay
A7 0/2
A8
Ad—) 4 0
I \Alo /_\55 T T T T
7 6 A9 | 5 4 2 1 )
AL2(TAL3 0/2
A1@ o
-0/4
-0/6
A@ -0/8
A14
-1

Jolge Coptisa 5 Lo slogai -1 JSC

WWW.pgprec.ir

st 35 sl (NRMYaSs Lals) asii cnd sl
88 o iz baly) 5l Olg (o0 Shgy (0l b 09 dmlone
Jlade o8 aly) b dged e ) Litel LB Laly; aSit
Uil NRM o aaly rics asbw] jlade 51T Ges 5le yo Ll
alin] Jlade dwlre slp (Vo1 N Klpas salgs osols
08 drslos T o ile pyolie uSilo b conl 35 Latl,
@yl Lo e (lee Luly) 28,5 Sl 5o sl 7 Jsazr el

] 00

81 Tzeng

CardS Sy g 0 § (oo A9 pilid



ol s gl 333 9 S ke gl 3T Jole 53Ul sngee sl 2
930 ©Molei Jdoxi gl T oo (5Lass (s yile =% Joux

Ay A, A As A Ay A, A. A A A A A A A A A
. AT . . . LAV ¥ . A . AT . . . . 00 . A
. | . AT AR LAY VM 6 <A CAFA AN AT AT LAY LAY . . A

CAvE . . LY R . CAVA . . . . CAPA . AT . . . A
. . . CAvr AT R LF . LAY . . Al . . A9y . . A
. . . ) Cof . VYA CAPA . . . ¥ . L8 A . . A
. . . ¥ . . . . . . . . . . . . . A
. LAy . CAPF VYA AT LA LAY IAT4: VIR . CFF CF . . LA ‘ A
. . . . . Nof LY )4 AP w) . . las . . . . A
. . . CAVA R A% VA A% . Rlad . CAVA Y2 LA . . . A

LRV . . AL LA CAVA Rl . CAYA CAYe . LIPS Ly APy A9y . . A.
. . . CAVA R CAvY VYA A% AP LR . CAYA A9y LAy R . . A,
. . . CAVA . . LAVD A9y AT . . LY N9 . . . . A,
. . . CA5D . . LAY . . CA5D . ©A00 LRV . . A,
. . . . . . . . . . . AT . . . . . Ay
. A9 . CAVA LAY LAY CAFA LAY ) . CAPA VYA . . . . L0F A,
. . . CAFA +08 AL CAVE CAFA R 1 AN CAFA CAFA CF CF AN . A,
. . . AT R . . . . . . . . . . . . A,

WAY bl - o,los A olo

CandS Sy 0 § (oo A9 yiled



\\¢d 638 Flegd jleolauwl b oyl ol 2alo 38 Gt jo (599,38 3l (gt Slous 50 Colad fudxi

AV L Bl 5 S oles] sl e 59, 1) (6,105 ,56
Dgr Ldler aslie o Ldow sl o)ls

Bho doall (Sgy0 el 4y Gy 5l ey 9 ¥ JSS o Ll
S5 G5 Srea «Seeliald w9500, 5 xSose b
2y @ by olpl @b S Cais o (g8 5l e Sleas
o o..x,:..‘lf

odds (53 Jguz Sl dewls s Cnl astin Ang
3 Sl 2l o VL T (i lyee o alogls T
Sl bl e plyie 95355 5 s jho
JREEREICPRRIN ANSYNEOI SR
L PR PP RSO RIS | AT PRV SRR S < v )
RreS 5 VAN L osy e g9, 1) 83U Cn i sy

poa
T4
-2 W o
7 e . 4 ) 2 ¥
S i P 5 8 N\
e 3 it

Olpl &b ) caoiio )5 Sloas by Juo T S

Slirlye Gal %8 (Byb 5l 5 as welss S asie il
ORI o (g laaillly Gl 5 b Suules 4 b yiie
atle ol sunlh e gt b aaly 5wy
Ol g L3, 38yl el Clons (1285 a5 o b oge
Sl oglhe Slas &1l Lo 4 Ll b e slass
Gl ol mie Hlazil 50 Sloas @l o b 55 5 LIS
5 Lo llinl o5, YU o walss blele o yiie Lials
5 Ol A azg Ols oleas &l gl S8l Sl
I3 Sl Lol (sl I3l 5 A G pas gk
o8l g plyiie ghloleg azl o 5 Cleas 29,5 CokS
Sy 3 Dload 8L )3 S 1S 4 oy (2> 5 b et

WWW.pgprec.ir

oo sla)lpl by (e lo adl> b (Jolao 5 cde lojlogas
3 655k Sele b ggye eyl ols las (6l
O ok 2z Bly Gl 0 5l e celapitane
G381y K S Bas S Ojgar el &5 Canls gl
Gz 0z oezer (VoY Mlaly gl Se)ssd
9905 oo S8 ooy Jsb o G928 5l o Slesd gage
ool s s ol o sloarmn Lals) 5 lajits
LS oo B e 429 e s Sledoe 9500,
@l o el heos sloanie B)b Sl gy Joo azg
Cely oo jaiws &5 Gwlidl g b i sl iol58l b Sleas

82 MclIntyre and Pradhan

CardS Sy g 0 § (oo A9 pilid



il jaumwlas puid 9 SLS ke Olyigl 3T Jole (g3l soto yusl Py

oiley g ndy GSTs VA L OBl CekST sy
ol VA L s Ssls s pdy (3STy e VAN L ooyl
4 ol oo Hhide allis cul )0 (oo 3 S0y, Sl 4 azg L
S e gy b Sl LU o9 (oo sleriny (e
S5 by 6B Blad g el slo By, oS5 e
e 5l xS oy b g ANP)l oSt JLlos 5 558 Bilews
G eizred 500 bl awlie 4 (g Sl SYolee oL
(S Dligi o b 95h (oo iy @l e e sl
@ 5 e plnl 4 (SRen mlio Koo oS Lie L aiges
13825 (nl ol slacasgass |
ot s 55 Corio 0 b oS b o] azg b o)
il Gl @l e o W it pogas
55 cale, 1, blas|
sl S 5l JB Caro ool p WSl Ghe B T
e sty Vg @ Zesly o B 2 51 (S0

WAY bl —Y oylos —A b

i G358 e o Ly, ple ald wales Al ol e

Q‘.:l.g.'..f;ﬁ: 9 dﬂf 450

9 0998 3 o Sless la (S 0590 0 mlie 5l 55l
Sl ()b i a3l 2T (g i coloy b alaly o ) 36
ool s L) 4y (9,8 5l Dleas e <olB; plaie
sl ggle 35 i gle 00508 ol Y game 3 Sy il
g Gyt 5 e 3 e lge (LPG) s o 515
B o5 Osekee VY a¥lo oy cod)b 4 oe) b a2V,
Wo (Y il Olis She, o HELITAR L
Sly Culiz (il CuS Caio 0 0l golaldl
Sy S Slples wsilegyde Ger mlbe 5 e
S9z90 0gill slo Jomily 5l ooliul on i Jlie yo (Jawome
oy 5wl 5 ol gleanze Grals g ilewin eaS )
# s Rl CEge S gl LKl o ol sl
il slo )9l o A5, (w2 53 0SSl (o0 2 ]y 5)9aS
@ glte il cose i CNG coge axuy
9 oo LSl (LS b il Ol 92 (2l )9aS
DU 5z loy5tS a8 I o (a8l angi H3S)e!
612,958 (0,51 005 40 (A0l drwgs (sl y9dS)Armg; g S5l
Koyl oy ® Ul o S oyl 5l ooS ool
or ol3l —il bl sletal )0l oYY apgy g T
Sy5iS los a8 el s 4o ol (YA A g5l LI
@l 5B @y UGl g Ll 51655 000 o 2 4L dnnngs
<l (LPG)

@ ot 055 9 636 Blews 5l 655 0y b ol alie
2 P93l oy Sless  Fge Al Llow 5 olulids JLis
P 6 Gle 4 3oy e g Ol gle B e
Slesd 5 Slosd Jlue (o9 )3 (piie 1,5 55 (ogas
TSy B QB S DLl 88 S o b hg 85l g
oo (pl )3 GBS 5l o Slea p Jge (ol (aSla Y
©J9=) 658 blas S o 5l Jolo mls ol aislo
STy e Sanled clipabl colls gla e a8 ol olis
o ugmome dooil guiley el CuhS (s pdy
5 N5 L bayeie il 5 5 e g slil g Gl o Juan
ot s L8 basls ol el cov ljite ple
STy VML s 2 iy STy 4 bgrye (535,50

8 OECD/IEA
CandnS Sy o g (oo 49 piled



1FA 638 Flegd jleolauwl b oyl ol 2alo 38 Gt jo (599,38 3l (gt Slous 50 Colad fudxi

Forward, nnov Ener Res 2018, 7:2, DOI:
10.4172/2576-1463.1000197.

[12] Chang, T.Z. and Chen, S.J. (1998), “Market
orientation, service quality and business profitability:
a conceptual model and empirical evidence”, Journal
of Services Marketing, Vol. 12 No. 4, pp. 246-64.

[13] Chen, C. K., Lo, C. C., & Weng, T. C. (2017).
Optimal production run length and warranty period
for an imperfect production system under selling
price dependent on warranty period. European
Journal of Operational Research, 259(2), 401-412.

[14] Chen, J. and Grewal, R. (2013), “Competing in a
supply chain via full-refund and no-refund customer
returns policies”, International Journal of Production
Economics, Vol. 146 No. 1, pp. 246-258.

[15] Chen, J. and Bell, P.C. (2011), “Coordinating a
decentralized supply chain with customer returns and
price-dependent stochastic demand using a buyback
policy”, European Journal of Operational Research,
Vol. 212 No. 2, pp. 293-300.

[16] Cronin, J.J. and Taylor, S.A. (1992), “Measuring
service quality: a reexamination and extension”,
Journal of Marketing, VVol. 6, July, pp. 55-68.

[17] Cronin, J.J. and Taylor, S.A. (1992), “Measuring
service quality: a reexamination and extension”,
Journal of Marketing, Vol. 6, July, pp. 55-68.

[18] Dabholkar, P.A. (1996), “Consumer evaluations
of new technology-based self-service operations: an
investigation of alternative models”, International
Journal of Research in Marketing, Vol. 13 No. 1, pp.
29-51.

[19] Dabholkar, P.A., Shepherd, C.D. and Thorpe,
D.I. (2000), “A comprehensive framework for service
quality: an investigation of critical conceptual and
measurement issues through a longitudinal study”,
Journal of Retailing, Vol. 76 No. 2, pp. 131-9.

[20] Dominique-Ferreira, S., Vansocelos, H. and
Proenca, J.F. (2016), “Determinants of customer
price sensitivity: an empirical analysis”, Journal of
Services Marketing, VVol. 30 No. 3, pp. 327-340.

[21] Frost, F.A. and Kumar, M. (2000),
“INTSERVQUAL: an internal adaptation of the GAP
model in a large service organization”, Journal of
Services Marketing, Vol. 14 No. 5, pp. 358-77.

WWW.pgprec.ir

&lw

ol ol Sl Lasl ds g3k 4L

S b (VAT )l 0sl) (ous > e (g0wuo [Y]
boolpl 55 coro glo caslow (905 sl Sl Joe
liios aalilad piues owlid Ll cdla, 3l eslital

ARYNBY OF ol cgolatdl gjles Juke

BBauslo piww owlidby (YY) dide ( Sulie [Y]

o8 BL,T a5 ¢ ot

[4] Amini, M.M., Retzlaff-Roberts, D. and Bienstock,
C.C. (2005), “Designing a reverse logistics operation
for short cycle time repair services”, International
Journal of Production Economics, Vol. 96 No. 3, pp.
367-380.

[5] Anyon, P. (2009). LP Gas: Healthy energy for a
changing world. Published by World Liquefied
Petroleum Gas Association.

[6] Baker, T. and Collier, D.A. (2005), “The
economic payout model for service guarantees”,
Decision Sciences, Vol. 36 No. 2, pp. 197-220.

[7] Bensoussan, A. and Sethi, S.P. (2007), “The
machine maintenance and sale age model of Kamien
and Schwartz revisited”, Management Science, Vol.
53 No. 12, pp. 1964-1976.

[8] Berkley, B.J. and Gupta, A. (1994), “Improving
service quality with information technology”,
International Journal of Information Management,
Vol. 14, pp. 109-21.

[9] Brogowicz, A.A., Delene, L.M. and Lyth, D.M.
(1990), “A synthesised service quality model with
managerial implications”, International Journal of
Service Industry Management, Vol. 1 No. 1, pp. 27-
44,

[10] Broderick, A.J. and Vachirapornpuk, S. (2002),
“Service quality in internet banking: the importance
of customer role”, Marketing Intelligence &
Planning, Vol. 20 No. 6, pp. 327-35.

[11] Broni-Bediako, E. Amorin, R. (2018). The

Ghana Liquefied Petroleum Gas Promotion
Programme: Opportunities, Challenges and the Way



il jaumwlas puid 9 SLS ke Olyigl 3T Jole (g3l soto yusl 12}

two-phase warranty. Computers & Industrial
Engineering, 79, 188-194.

[34] Kimemia, D, Annegarn, H. (2016). Domestic
LPG interventions in South Africa: Challenges and
lessons, Energy Policy, Volume 93, June 2016, Pages
150-1586, https://doi.org/10.1016/j.enpol.2016.03.005.

[35] Kurata, H. and Nam, S.H. (2010), “After-sales
service competition in a supply chain: optimization of
customer satisfaction level or profit or both?”,
International Journal of Production Economics, Vol.
127 No. 1, pp. 136-146.

[36] Kurata, H. and Nam, S.H. (2013), “After-sales
service competition in a supply chain: does
uncertainty affect the conflict between profit
maximization and customer satisfaction?”,
International Journal of Production Economics, Vol.
144 No. 1, pp. 268-280.

[37] Lasser, W.M., Manolis, C. and Winsor, R.D.
(2000), “Service quality perspectives and satisfaction
in private banking”, Journal of Services Marketing,
Vol. 14 No. 3, pp. 244-71.

[38] Leonard, F.S. and Sasser, W.E. (1982), “The
incline of quality”, Harvard Business Review, Vol.
60, No. 5, pp. 163-71.

[39] Lei, Y., Liu, Q., & Shum, S. (2017). Warranty
pricing with consumer learning. European Journal of
Operational Research, 263(2), 596-610.

[40] Li, G., Huang, F.F., Cheng, T.C.E., Zheng, Q.
and Ji, P. (2014), “Make-or-buy service capacity
decision in a supply chain providing after-sales

service”, European Journal of Operational Research,
Vol. 239 No. 2, pp. 377-388.

[41] Liu, J., Mantin, B. and Wang, H. (2014),
“Supply chain coordination with customer returns
and refunddependent demand”, International Journal
of Production Economics, Vol. 148, pp. 81-89.

[42] Lucon Suani, O, Coelho, T, Goldemberg, J.
(2004). LPG in Brazil: lessons and challenges,
Energy for Sustainable Development, Volume 8,
Issue 3, September 2004, Pages 82-90,
https://doi.org/10.1016/S0973-0826(08)60470-6

[43] Mattsson, J. (1992), “A service quality model
based on ideal value standard”, International Journal
of Service Industry Management, Vol. 3 No. 3, pp.
18-33.

WAY bl —Y oylos —A b

[22] Gammie, A. (1992), “Stop at nothing in the
search for quality”, Human Resources, Vol. 5, spring,
pp. 35-8.

[23] Gro™nroos, C. (1984), “A service quality model
and its marketing implications”, European Journal of
Marketing, Vol. 18 No. 4, pp. 36-44.

[24] Grewal, D., Roggeveen, A., Campeau, L.D. and
Levy, M. (2011), “Evolving pricing strategies: the
role of new business models”, Journal of Product &
Brand Management, Vol. 20 No. 7, pp. 510-513.

[25] Gupta, S. and Lehmann, D. (2005), Managing
Customers as Investments the Strategic Value of
Customers in the Long Run, Wharton School
Publishing.

[26] Gupta, A.K. (2012). Growth and Challenges in
Service Sector: Literature Review, Classification and
Directions for Future Research, IIMBS Vol. 2, Iss ue
2.

[27] Gummesson, E. (1998), “Productivity, quality
and relationship marketing in service operations”,
International Journal of Contemporary Hospitality
Management, VVol. 10 No. 1, pp. 4-15.

[28] Guru, C. (2003), “Tailoring e- service quality
through CRM”, Managing Service Quality, Vol. 13
No. 6, pp. 20-531.

[29] Haywood-Farmer, J. (1988), “A conceptual
model of service quality”, International Journal of
Operations & Production Management, VVol. 8 No. 6,
pp. 19-29.

[30] Hart, C. (1988), “Jhe power of unconditional
service guarantees”, Harvard Business Review, Vol.
66 No. 4, pp. 54-62.

[31] Hallowell, R. (1996), “The relationships of
customer  satisfaction, customer loyalty and
profitability: an empirical study”, International
Journal of Service Industry Management, Vol. 7 No.
4, pp. 27-42.

[32] Irini D. R., et. al. (2008). “After-sales service
quality as an antecedent of customer satisfaction”, the
case of electronic appliances. Journal Managing
Service Quality, VVol. 18 No. 5, pp. 512-527.

[33] Jung, K. M., Park, M., & Park,D.H. (2015). Cost
optimization model following extended renewing

CandnS Sy o g (oo 49 piled


https://doi.org/10.1016/j.enpol.2016.03.005
https://doi.org/10.1016/S0973-0826(08)60470-6

VO 6B Floys jleolawl b ol pwl 2alo 8 o o 00958 3l e ©lovs g0 Ol Judx

[53] Parasuraman, A., Zeithaml, V.A. and Berry, L.L.
(1985), “A conceptual model of service quality and
its implications for future research”, Journal of
Marketing, Vol. 49 No. 3, pp. 41-50.

[54] Philip, G. and Hazlett, S.A. (1997), “The
measurement of service quality: a new P-C-P
attributes model”, International Journal of Quality &
Reliability Management, Vol. 14 No. 3, pp. 260-86.

[55] Priyan, J. V., & Karthihaiselvi, V. (2010).
Customers' Opinion towards Indane Gas Dealers,
International Journal of Enterprise and Innovation
Management Studies, July December 2010, 1(3).

[56] Ruiz-Benitez, R. and Muriel, A. (2014),
“Consumer returns in a decentralized supply chain”,
International Journal of Production Economics, Vol.
147 No. PART C, pp. 573-592.

[57] Santos, J. (2003), “E-service quality: a model of
virtual service quality dimensions”, Managing
Service Quality, Vol. 13 No. 3, pp. 233-46.

[58] Silvestro, R. and Cross, S. (2000), “Applying
service profit chain in a retail environment”,
International ~ Journal ~ of  Service  Industry
Management, Vol. 11 No. 3, pp. 244-68.

[59] Soteriou, A.C. and Stavrinides, Y. (2000), “An
internal customer service quality data envelope
analysis model for bank branches”, International
Journal of Bank Marketing, Vol. 18 No. 5, pp. 246-
52.

[60] Sun, M. Tian, Y. Yan, Y. Liao, Y. (2018).
"Improving the profit by using a mixed after-sales
service as a market segmentation™, Nankai Business
Review International, https://doi.org/10.1108/ NBRI-
10-2017-0057.

[61] Sureshchander, G.S., Rajendran, C. and
Anatharaman, R.N. (2002), “The relationship
between service quality and customer satisfaction: a

factor specific approach”, Journal of Services
Marketing, Vol. 16 No. 4, pp. 363-79.

[62] Su, X. (2009), “Consumer returns policies and
supply chain performance”, Manufacturing and
Service Operations Management, Vol. 11 No. 4, pp.
595-612.

[63] SUDHAGAR, D. (2015). A STUDY ON
CONSUMER ATTITUDE TOWARDS DOMESTIC
LPG GAS WITH SPECIAL REFERENCE TO
KRISHNAGIRI DISTRICT. International Journal of

WWW.pgprec.ir

[44] Marathe, sh. (2017). Gap Analysis in Service
Quality through SERVQUAL Model: A Study in
Private Bank, Pune City, IMR (Indira Management
Review) Volume XI, Issue I, July, 2017.

[45] Mcintyre, J., Pradhan, M. (2003). A System
Approach to Addressing the Complexity of Energy
Problems, systemic Practic and action research, vol.
16, pp. 213-223.

[46] Mittal, N. Agarwal, R. Selen, W. (2018). "Value
creation and the impact of policy interventions:
Indian LPG supply chain case study”, The
International Journal of Logistics Management, Vol.
29 Issue: 1, pp.64-89, https://doi.org/10.1108/1JLM-
10-2016-0242.

[47] Newman, K. (2001), “Interrogating
SERVQUAL.: a critical assessment of service quality
measurement in a high street retail bank”,
International Journal of Bank Marketing, VVol. 19 No.
3, pp. 126-39.

[48] Nivethika, V. Yoganathan, D. (2015). The
Impact of After Sales Services on Customer
Satisfaction Special references to LG electronics
products, Sri Lanka, Proceedings of 12th
International Conference on Business Management,
http://ssrn.com/link/12th-ICBM-2015.html.

[49] Oh, H. (1999), “Service quality, customer
satisfaction and customer value: a holistic
perspective”, International Journal of Hospitality
Management, VVol. 18, pp. 67-82.

[50] Pan, X., Ratchford, B.T. and Shankar, V. (2003),
“The evolution of price dispersion in internet retail
markets”, in Baye, M.R. (Ed.), Organizing the New
Industrial  Economy  (Advances in  Applied
Microeconomics), Emerald Group Publishing,
Bingley, Vol. 12, pp. 85-105.

[51] Pan, X., Shankar, V. and Ratchford, B.T. (2002),
“Price competition between pure play versus bricks-
and-clicks e-Tailers: Analytical model and empirical
analysis”, in Baye, M.R. (Ed.), The Economics of the
Internet and E-Commerce (Advances in Applied
Microeconomics), Emerald Group Publishing,
Bingley, Vol. 11, pp. 85-105.

[52] Patil, B. (2012). Customer Satisfaction on
Bharat Gas Agencies in Coimbatore, Bharat Book
Bureau presents UK Consumer Satisfaction Index.


https://www.emeraldinsight.com/author/Mittal%2C+Neeraj
https://www.emeraldinsight.com/author/Agarwal%2C+Renu
https://www.emeraldinsight.com/author/Selen%2C+Willem
https://doi.org/10.1108/IJLM-10-2016-0242
https://doi.org/10.1108/IJLM-10-2016-0242

il jaumwlas puid 9 SLS ke Olyigl 3T Jole (g3l soto yusl 18

[74] Xiao, T., Shi, K. and Yang, D. (2010),
“Coordination of a supply chain with consumer
return under demand uncertainty”, International
Journal of Production Economics, Vol. 124 No. 1, pp.
171-180.

[75] Yang, H., Chen, J., Chen, X. and Chen, B.
(2017), “The impact of customer returns in a supply
chain with a common retailer”, European Journal of
Operational Research, Vol. 256 No. 1, pp. 139-150.

[76] Young, W., Hwang, K., McDonald, S., & Oates,
C. J. (2010). Sustainable consumption: green
consumer behaviour when purchasing products.
Sustainable development, 18(1), 20-31.

[77] zZhu, F.X., Wymer, W.J. and Chen, I. (2002),
“IT-based services and service quality in consumer
banking”, International Journal of Service Industry
Management, Vol. 13 No. 1, pp. 69-9

WAY bl —Y oylos —A b

Marketing, Financial Services and Management
Research, 4(3), 60-78.

[64] Stangl, B., Kastner, M. and Prayag, G. (2017),
“Pay-what-you want for high-value priced services:
differences between potential, new, and repeat
customers”, Journal of Business Research, Vol.
74No. 3, pp. 168-174.

[65] Sweeney, J.C., Soutar, G.N. and Johnson, L.W.
(1997), “Retail service quality and perceived value”,
Journal of Consumer Services, Vol. 4 No. 1, pp. 39-
48.

[66] Spreng, R.A. and Mackoy, R.D. (1996), “An
empirical examination of a model of perceived
service quality and satisfaction”, Journal of retailing,
Vol. 722, pp. 201-14.

[67] Sri Yogi, K. (2015). Performance evaluation of
reverse logistics: A case of LPG agency, Journal
Cogent Business & Management , Volume 2, 2015 —
Issue 1, https://doi.org/ 10. 1080 /23311975. 2015. 10
63229

[68] Teas, K.R. (1993), “Expectations, performance
evaluation, and consumers’ perceptions of quality”,
Journal of Marketing, Vol. 57, October, pp. 18-34.

[69] Tseng, M-L. (2009). A causal and effect
decision making model of service quality expectation
using grey-fuzzy DEMATEL approach, Expert
Systems with Applications 36 (2009) 7738-7748.

[70] Tong, P., Song, X.,&Liu, Z. (2017).
Amaintenance strategy for two-dimensional extended
warranty based on dynamic usage rate. International
Journal of Production Research, 55(19), 5743-5759.

[71] Vinayagamoorthy, D. A., Sankar, C., &
Sangeetha, M. (2007). A Study On Service Quality
Perception of Domestic LPG. Abhinav National
Monthly Referred Journal of Research in Commerce
& Management, 1(10), 134-148.

[72] William G. Matthews (2014). Opportunities and
Challenges for Petroleum and LPG Markets in Sub-
Saharan Africa, Energy Policy, Volume 64, January
2014, Pages 78-86, https:// doi.org/ 10.1016 /j.enpol.
2013.07.092

[73] Wu, S., & Longhurst, P. (2011). Optimising age-
replacement and extended non-renewing warranty
policies in lifecycle costing. International Journal of
Production Economics, 130(2), 262—267.

CandnS Sy o g (oo 49 piled


https://www.tandfonline.com/toc/oabm20/current
https://doi.org/%2010.%201080%20/23311975.%202015.%2010%2063229
https://doi.org/%2010.%201080%20/23311975.%202015.%2010%2063229

