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Assessment of normality

Variable min  max skew c.r.  kurtosis C.I.
Y 3.000 7.000 -374 -2.024 -.273 1_104
S19 1.000 7.000 -.233 -1.884 -.409 1.655-
S18 1.000 7.000 -.096 -.776 -.397 1.60(;
S17 1.000 7.000 -170 -1.377 -.524 2_11é
S16 1.000 7.000 -.262 -2.114 -195  -.787
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Variable min max skew c.r. kurtosis C.I.
S15 3.000 7.000 -.412 -2.330 -141 -570
S14 1.000 7.000 -503 -2.069 294 1.188
S13 2.000 7.000 -.244 -1.976 -207 -.836
S12 1.000 7.000 -.468 -2.379 428  1.729
S11 1.000 7.000 -.108 -.873 -.345 1394
S10 1.000 7.000 -.088 -.708 -.580 2 345
S9 1.000 7.000 -.137 -1.110 -.354 1.430
S8 3.000 7.000 -.550 -2.448 242 977
S6 3.000 7.000 -.304 -2.455 -.327 13923
S5 3.000 7.000 -.318 -2.068 -.369 1493
S4 4000 7.000 -509 -2.114 -221 -.895
S3 3.000 7.000 -.205 -1.656 -.392 1586
S2 2.000 7.000 -.227 -1.836 -.379 1532
S1 1.000 7.000 -413 -2.337 -067 -.272
Multivariate .847 297

Obous CotS adgl Juw gl p (2Nl a5 ll) b il ,lges 4 b o Jous

Covariances:

M.l.  Par Change
e2 <--> e3 | 4.786 -141
el9 <--> el7 | 4.248 -.032
e9 <--> z3 | 5.086 -.162
e8 <--> eld | 4153 103
e8 <--> el2 | 4.272 .097
el <--> el5 | 6.292 135
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Standardized Regression Weights:

Estimate
Tangibility = <--- Service Quality 677
Assurance <--- Service Quality 552
Responsibility <--- Service Quality .900
Reliance <--- Service Quality .614
Empathy <--- Service Quality .259
S1 <--- Tangibility .696
S2 <--- Tangibility 975
S3 <--- Tangibility 207
S4 <--- Tangibility .967
S5 <--- Assurance .990
S6 <--- Assurance .336
S8 <--- Assurance .964
S9 <--- Responsibility 707
S10 <--- Responsibility .701
S11 <--- Responsibility .709
S12 <--- Reliance .260
S13 <--- Reliance .258
S14 <--- Reliance .988
S15 <--- Reliance 975
S16 <--- Empathy 170
S17 <--- Empathy .088
S18 <--- Empathy .998
S19 <--- Empathy .980
S7 <--- Assurance 021
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Standardized Regression Weights:

Estimate
Tangibility = <--- Service Quality .678
Assurance <--- Service Quality 552
Responsibility <--- Service Quality .900
Reliance <--- Service Quality .614
Empathy <--- Service Quality .266
S1 <--- Tangibility .695
S2 <--- Tangibility 979
S3 <--- Tangibility 231
S4 <--- Tangibility .964
S5 <--- Assurance .990
S6 <--- Assurance 335
S8 <--- Assurance .964
S9 <--- Responsibility 707
S10 <--- Responsibility .701
S11 <--- Responsibility .709
S12 <--- Reliance .260
S13 <--- Reliance .258
S14 <--- Reliance .988
S15 <--- Reliance 975
S16 <--- Empathy 169
S17 <--- Empathy .092
S18 <--- Empathy .989
S19 <--- Empathy .989
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Standardized Total Effects

Ser-
vice Empa- Reli-  Responsibil- Assur-  Tangibil-
Quali- thy ance ity ance ity
ty

Empathy .266 .000 .000 .000 .000 .000
Reliance 614 .000 .000 .000 .000 .000
iFf;SpO”S'b"' 900 000 000 000 000 000
Assurance 552 .000 .000 .000 .000 .000
Tangibility 678 .000 .000 .000 .000 .000
S19 263 .989 .000 .000 .000 .000
S18 263 .989 .000 .000 .000 .000
S17 024 .092 .000 .000 .000 .000
S16 045 .169 .000 .000 .000 .000
S15 599 .000 975 .000 .000 .000
S14 607 .000 .988 .000 .000 .000
S13 159 .000 .258 .000 .000 .000
S12 160 .000 .260 .000 .000 .000
S11 638 .000 .000 709 .000 .000
S10 631 .000 .000 701 .000 .000
S9 .636 .000 .000 707 .000 .000
S8 532 .000 .000 .000 .964 .000
S6 185 .000 .000 .000 335 .000
S5 546 .000 .000 .000 .990 .000
S4 653 .000 .000 .000 .000 964
S3 157 .000 .000 .000 .000 231
S2 .663 .000 .000 .000 .000 979
S1 471 .000 .000 .000 .000 695
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Assessment of normality

Variable Min max skew c.r.  kurtosis C.I.
P2 1.000 7.000 -524 -2.141 -735 -2.901
P1 1.000 7.000 -.365 -2.079 -.782 -2.087
P5 1.000 7.000 -.718 -2.273 -418 -1.651
P9 1.000 7.000 -.333 -2.025 -.855 -2.376
P8 1.000 7.000 -.459 -1.628 -.767 -2.028
P7 1.000 7.000 -.342 -2.300 -904 -1.569
P6 1.000 7.000 -.428 -2.383 -934 -1.688
P4 1.000 7.000 -540 -2.266 -651 -2.070
P3 1.000 7.000 -.927 -2.320 -.010 -.040
Multivariate 19.421 13.346

ddgl ouds STy (3,1 Jow (gl 0 lailiw] (Sgamw yS ) s (39 4 bgo o Jou

Standardized Regression Weights:

Estimate
Emotional V <--- Perceived Value 731
Price_money <--- Perceived Value 620
social Value <--- Perceived Value .876
Efficiency_Quality <--- Perceived Value .816
P3 <--- Emotional V .637
P4 <--- Emotional V J17
P6 <--- Price_money .694
P7 <--- Price_money 407
P8 <--- social Value 574
P9 <--- social Value 499
P5 <--- Price_money 934
P1 <--- Efficiency_Quality 310
P2 <--- Efficiency_Quality .685
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Standardized Regression Weights:

Estimate
Emotional V <--- Perceived Value .720
Price_money <--- Perceived Value 610
social Value <--- Perceived Value .892
Efficiency_Quality <--- Perceived Value 911
P3 <--- Emotional V 615
P4 <--- Emotional V .730
P6 <--- Price_money .694
P7 <--- Price_money 393
P8 <--- social Value 582
P9 <--- social Value 488
P5 <--- Price_money 934
P1 <--- Efficiency_Quality 339
P2 <--- Efficiency_Quality 619

Standardized Total Effects

ous 50 (w3l Juo 8 luilewl S 15U al o Jouer

So-
cePi?/re; q Efficier}- cial  Price_mone Emotion-
Value cy_Quality Val- y alVv
ue
S HIEED 956 000 .000 000 000
cy_Quality
social Value .955 .000  .000 .000 .000
Price_money 970 .000  .000 .000 .000
Emotional V 759 .000  .000 .000 .000
P2 455 476 .000 .000 .000
P1 537 562  .000 .000 .000
P5 519 .000  .000 535 .000
P9 505 000 .529 .000 .000
P8 550 000 576 .000 .000
P7 417 .000  .000 430 .000
P6 580 .000 .000 .598 .000
P4 535 .000  .000 .000 .705
P3 485 .000  .000 .000 639
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Assessment of normality

Variable min max skew c.r.  kurtosis C.I.
H1 1.000 7.000 -502 -1.966 -.800 -2.160
H2 1.000 22.000 1.388 1.955 13.163 2.463
H3 1.000 7.000 -.332 -2.023 -.987 -2.897
H4 1.000 7.000 -.456 -2.002 -.788 -2.110
H6 1.000 7.000 -416 -2.285 -.988 -2.899
H7 1.000 7.000 -.459 -2.023 -1.026 -2.052
H8 1.000 7.000 -.446 -2.519 -.995 -2.926
H9 1.000 7.000 -.433 -2.415 -.988 -2.901
H5 1.000 7.000 -.445 -2517 -.867 -2.424
Multivariate 303.921 208.850

SR gl gl Juo (gl 0 liliw] (Saumw 55y s (39 4 gy o Jour

Maximum Likelihood Estimates
Standardized Regression Weights:

Estimate
H5 <--- Hotel Image 372
H1 <--- Hotel Image .186
H2 <--- Hotel Image 178
H3 <--- Hotel Image .349
H4 <--- Hotel Image 994
H6 <--- Hotel Image .269
H7 <--- Hotel Image 181
H8 <--- Hotel Image 130
H9 <--- Hotel Image 972
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Standardized Regression Weights:

Estimate
H5 <--- Hotel Image 372
H1 <--- Hotel Image 185
H2 <--- Hotel Image 178
H3 <--- Hotel Image .349
H4 <--- Hotel Image .995
H6 <--- Hotel Image .269
H7 <--- Hotel Image 180
H8 <--- Hotel Image 130
H9 <--- Hotel Image 972

2y gl ddgl Juw glp (ZMol (23 ll) b il jlggs @ by o Jouo

Covariances:

Estimate S.E. CR. P Label
e30 <--> e29 .269 077 3.488 .019
e35 <--> e30 272 097 2795 .018

oul Mol S2S pguai (68 031l Jow 8 lailiw! I8 b ol o Jous

Standardized Total Effects

Hotel Image
H1 185
H2 178
H3 .349
H4 995
H6 .269
H7 .180
H8 130
H9 972
H5 372
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Assessment of normality

Variable | min  max Skew c.r. kurtosis C.I.
L1 1.000 7.000 -.412 -2.304 -921 -1.693
L2 1.000 7.000 -503 -2.031 - 780 -2.130
Multivariate -062  -.153

S o (631089 Jow (5l 0,lailicw] Ggmw )5 ) s (139 4 bgr o J9los

Standardized Regression Weights:

| Estimate
L2 <--- Loyalty 1.000
L1 <--- Loyalty 548

& i 63189 Jow 3 yluilivel S 15U ol b Jauo

Standardized Total Effects

| Loyalty
L1 .548
L2 1.000
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Standardized Regression Weights:

Estimate
Hotel Image <--- Service Quality 391
Perceived Value <--- Service Quality .307
Perceived Value <--- Hotel Image 077
Customer Satisfaction <--- Hotel Image 119
Customer Satisfaction <--- Perceived Value 185
Customer Satisfaction <--- Service Quality .393
Loyalty <--- Hotel Image .091
Tangibility <--- Service Quality 249
Assurance <--- Service Quality 525
Responsibility <--- Service Quality .890
Reliance <--- Service Quality 573
Empathy <--- Service Quality .253
Emotional V <--- Perceived Value 741
Price_money <--- Perceived Value 597
Loyalty <--- Customer Satisfaction 573
social Value <--- Perceived Value .893
Efficiency Quality  <--- Perceived Value 923
H5 <--- Hotel Image 373
L2 <--- Loyalty 1.000
S1 <--- Tangibility 314
S2 <--- Tangibility 979
S3 <--- Tangibility 164
S4 <--- Tangibility .924
S5 <--- Assurance .982
S6 <--- Assurance 318
S8 <--- Assurance 967
S9 <--- Responsibility .658
S10 <--- Responsibility .658
S11 <--- Responsibility .655
S12 <--- Reliance 248
S13 <--- Reliance 246
S14 <--- Reliance .986
S15 <--- Reliance 973
S16 <--- Empathy 167
S17 <--- Empathy .092
S18 <--- Empathy .987
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Estimate
S19 <--- Empathy 991
P3 <--- Emotional V .616
P4 <--- Emotional V 129
P6 <--- Price_money .706
P7 <--- Price_money 397
P8 <--- social Value 573
P9 <--- social Value 495
P5 <--- Price_money 918
C <--- Customer Satisfaction 590
P1 <--- Efficiency_Quality 344
P2 <--- Efficiency_Quality .612
H1 <--- Hotel Image 189
H2 <--- Hotel Image 178
H3 <--- Hotel Image .348
H4 <--- Hotel Image .988
H6 <--- Hotel Image 274
H7 <--- Hotel Image .188
H8 <--- Hotel Image 136
H9 <--- Hotel Image 978
L1 <--- Loyalty .548
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Abstract

Due to the importance of customer satisfaction in the hotel industry and the need
of great hotels of Iran for a uniform system for Measurement, evaluation and compari-
son of customer satisfaction, This study sought to provide a suitable model for customer
satisfaction index of great hotels. up to now, it has never been offered and tested a na-
tive and comprehensive model for evaluating customer satisfaction index, hence this
research is a new pace in the hotel industry of Iran. In the proposed model, relation-
ships between variables, (image, service quality, perceived value, customer satisfaction
and customer loyalty) in an integrated configuration has been investigated. Research
population, is customers of grand hotels of Iran located in the cities of Tehran, Isfahan
and Shahrekord. In this study, we used standard questionnaires edited by the guide of
the Supervisor. Content validity has been confirmed repeatedly by experts. Cronbach's
alpha was used to assess its reliability. Data collected using Spss and Amos software
were analyzed and proposed model using Structural Equation Modeling was reviewed
and amended. Finally, a suitable model for customer satisfaction index in the great ho-
tels were presented.
Keywords:
Service quality, image, perceived value, customer satisfaction, customer loyalty,

customer satisfaction index
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