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2- Customer Satisfaction

3- Perceived Image

4- Perceived Quality and Perceived Value
5- Loyalty

6- Praise

7- Price insensitivity

8- Complaint Behavior
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Figure 1- Structural relationships of model of customer satisfaction index for hypermarkets
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1- Latent Variable

2- Manifest Variables

3- Measurable variable
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5- Mean Squared Error

6- Interaction effects

7- Moderators
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Table 1- Latent and Manifest VVariables of Model
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(Full shelves, enough funds, the suitability of the Shopping Hours , ordering products, staff (Perceived Quality of Services)

behavior, other services)
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(Matching of Fish with announced prices, being more affordable of prices in compare with (P%rgleliz)e d
other stores, being affordable of prices in compare with quality of products)

2,8 Copasnds clame Gl doj (glad g (amel )55 cogllae o> (S gl g canlio (IS

15l Y
(Suitable place and parking space, good atmosphere, beautiful decoration and view, Sl s
. ; . (Image)
environment hygiene, personality of customer)
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Jol bl lgie a4 olKisg,8 538,5 Jhas )3 0] )3 axslye (] .
(traversing long haul to buy, do not change the selection in the case of the introduction of an (Loyalty) s,blé
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OIS 4 o8y b arogi oy b Iy iy o5
(Praising the store, recommend the store to others) (Praise)
SYL clbciad o g olRbgyd jl b 3 s 5 didiend 4 Colus pas bpasd 4 Comlus pie
(Insensitivity to prices, preferring to buy from the store even in higher prices) (Price insensitivity))
(Reporting problems to staff, Responding to complaints of customers)
oasls Yy X e
(32 Indicators) (Total)
S Slagpe JBlas (g, 41 Jow 3900 @l -Y Jga
Table 2- Results of Estimating Model in PLS Method
(Effect Direction) ,sb eg>s PLS GME (Effect Direction) ,sb eg>s PLS GME
Sy (g uin cols, 0.66™ 0.77
Customer satisfaction—Loyalty Shal gole—obas (Sl cuas 043" 0.73
o Culd 6 y gual 028" 027 PQS—Perceived Value ’
Image—Customer satisfaction ' '
ol NS . e Cols Y I3l cusS
ST SHE 0.42 0.77 e oléym Npare Sl o 0.08 046
Loyalty—Complaint PQP—Customer satisfaction
SRS 0.677"  0.78 Ry Npaze Sl e 024 0.66
Loyalty—Praise PQP—Image
b & Sl et By wns 57 S e N parme (515 i 024 0.65
Loyalty—Price Insensitivity PQP—Perceived Value
o Culd ye—lods u,.Sl)al mﬂ 0.08 038 . &y colis ye— Sl u;)')IA ‘ 045 0.44
PQS—Customer Satisfaction Perceived Value—Customer Satisfaction
wp Sl SLIGAS 5 (61 S Sl ) 024" 0.54

PQS—Image Perceived Value—Image
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**Significant in 5% level, *** significant in 1% level
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Table 3- Results of Estimating MSE for PLS and ME Methods

(Relationships) g, PLS GME (Relationships) lalg, PLS GME
Gy (g uie culs,
Customer 0002 0219 G ebe Coldym Sl A5) 0.003  0.189
satisfaction—Loyalty Perceived Value—Customer Satisfaction
e ol syt 0.004 0.142 Ryi Sl B 0.003  0.133

Image— Customer satisfaction

Perceived Value—Image

39 Ol sl yusiito 2 13390 ST (sl puie 36

. 0.004  0.153  Effect of manifest independent variables on latent independent ~ 0.003  0.140
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Soxd & Sl ST 0004 0.457 variables

Loyalty—Price Insensitivity
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4- Communality index
5- Redundancy index
6- Goodness of fit index(GOF)
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Table 4- Results of Composite reliability
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1- Global Criterion of Goodness
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Table 5- Correlation Coefficient between Latent and Manifest Variables
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Table 6- Results of Estimating Average of Latent variables of Model
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