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97-73 .(1)22

juSyill go alohiall o4 direalg aloxall 83ga pgado diadl 13@ isdliy #*:gajall apirt* -
aaal 1tao gajoll 1Na ggau gi ghay .dalito alpiigog algal plaiiwl lawld diad gle
Awhall Gl oa alorill 83ga gulidl dalitell wylludl

*%(2010) .aoal gle saclapll** 2 ###
oglell dlao* **.dyilaio duljy :dorall aluwgoll o cMlaoll lh) ole cilorall 8aga yil**
.62-45 ,(3)28 *,dyrcloiaVlg dyiluiyl

144l go sellasll Loy gle aloadll 8aga pili Jga duwlpy dadl 13@ pads **:gajoll api** -
Jalolell LAy ole aloaill 3ga pili paal dagd 13 gajoll 1@ ggiy gl Jhoy .dujell digll glc
dayliio dioai gl drogle’ ¢ilwwgo o

*%,2012) .Apeuw (1 M1 odl@jIIF* 3
dyyill dlao* **. paiaiwall Ly le layilg @yga rllell puleill g dlolili 5agall 8jlal**
139-122 (4)15 *,ayleillg

wle layig llell puleill qa dlolill 83gall 8)l3] pgado gajall 13@ yivdlly **:gajpall 2 -

aloaill 83ga pili Julat ea gajell 3@ dacluy gi ghoy gulolell elly o Loy guasaimall Ly
lolell Ly gl Laglgidillg pglell doola (od doadall
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ailill jioioll

iulolall Ly cayje

.(Locke, 1976) "lay gglowy &ill dolhiallg paailiag (e grahgall cliyl gro" ga guloleall LD_]
@J.V.u lora Lallg daldl (pakhgall jgeun 63.0" ga Juolell Ly gla Spector (1997) 1 Ldag
Je lill dayhgll olad gulayVl jgeull” aili Judge (2013) g Robbins adjc la4 . "oaaillAg

oo ."I :mj L1 e o0

ypall pudi (e Qiii 8jlw gl dulay] drable dila" ga gilolell Ly i ] Locke (1976) jLilg

dilpag aiaphgl yjall pndi" aili Weiss (2002) adje i od ."Joell o4 dilps gl aiaghgl

:galjall

Locke, E. A. (1976). The nature and causes of job satisfaction. In M. D. Dunnette (Ed.),
Handbook of industrial and organizational psychology (pp. 1297-1349). Chicago, IL: Rand
.McNally

Robbins, S. P., & Judge, T. A. (2013). Organizational behavior (15th ed.). Upper Saddle
.River, NJ: Pearson

Spector, P. E. (1997). Job satisfaction: Application, assessment, causes, and consequences.
.Thousand Oaks, CA: Sage

Weiss, H. M. (2002). Deconstructing job satisfaction: Separating evaluations, beliefs and
.affective experiences. Human Resource Management Review, 12(2), 173-194

(@l gaill @l gilolell LAy pgardo jghi yaiali gaoy

JLsal JLiall d.LLlJJ ol .(lolell LAy glc 8)igall diiullg dialall Jolgell olc uLUJUA“ ajby .diladl e
Maslow wilnlg . gulolell L) olc 4igi dislall cagpialig pll Jio dianll Jolgell dl «Jl Herzberg (1959)
LAl ol 64igall Jolgell o sathagll JoVlg duwlwll alalall i (1943)

Jolgell dioal gle Locke (1976) AST Ada .diclaiallg duwaill Jolgell Jauinl pgardall jghi ,(§ay cidg oa
lc Judge (2013) g Robbins g Spector (1997) ailwljy ¢1jd) a4 . gulolell LAy yaAT ga drahlellg diajeall

gahgall Loy ole pilill ga dalidllg draghiill Jolgell dioal
(ahgoll duuaill alalall dulig dwnadul slallg Josll gu ojlglll Guind wle jSll aunl Bpall dighl ga
(Sirgy et al., 2001; Shuck et al., 2011) gulolell LA 8aLj sa doaall Jolgeall jo
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:galjall
.Herzberg, F. (1959). The motivation to work. New York, NY: Wiley

Locke, E. A. (1976). The nature and causes of job satisfaction. In M. D. Dunnette (Ed.), Handbook of industrial and organization
.psychology (pp. 1297-1349). Chicago, IL: Rand McNally

.Maslow, A. H. (1943). A theory of human motivation. Psychological Review, 50(4), 370-396
.Robbins, S. P, & Judge, T. A. (2013). Organizational behavior (15th ed.). Upper Saddle River, NJ: Pearson
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.Resource Development International, 14(4), 427-445

Sirgy, M. J., Efraty, D., Siegel, P., & Lee, D. J. (2001). A new measure of quality of work life (QWL) based on need satisfaction ar
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.Spector, P. E. (1997). Job satisfaction: Application, assessment, causes, and consequences. Thousand Oaks, CA: Sage

LIS gulolell L duiyl sleyll

:daghgll ge Lagll 1
(Locke, 1976) "didagihg olai calgall dylagyl alalaivlg jeliall ol yuiy dagagll e Lagl”

jalgallg bl ge lagl 2
(Spector, 1997) "al doadall djalall Liljall diladq dllael cakhgall elj] o Gleiy jalgallg il ge Lagl”

:6aldllg walpiyl ge Loyl 3
(Robbins & Judge, 2013) "8:ludll acxg calpiyl wdlluwi e ahgoll Loy gao ol puiy 83lidllg dalpiyl ge Ll

:dudyillg yghill gaga ge LAl .4
(Weiss, 2002) "al daliall gayhhgll padillg gaill gapa (e Ll calhgall jgeulr gxo (uley dudillg jghill oy ge Loyl

:Joell diy ge a5
(Herzberg, 1959) "Jaell dicloiaVlg dlall cagphll g cahgall Loy gao (o] puins Joell diy ge Lagl”

:eAlojll go cildlell e LAyl .6
(Maslow, 1943) "Joell diy od Al go aldllellg diclaiaVl aclaill ge cabgall Ly gxar @Gleiy cllojll go alévell ge Lagl"

:2alpall
.Herzberg, F. (1959). The motivation to work. New York, NY: Wiley

Locke, E. A. (1976). The nature and causes of job satisfaction. In M. D. Dunnette (Ed.), Handbook of industrial and organizational
.psychology (pp. 1297-1349). Chicago, IL: Rand McNally

.Maslow, A. H. (1943). A theory of human motivation. Psychological Review, 50(4), 370-396

.Robbins, S. P., & Judge, T. A. (2013). Organizational behavior (15th ed.). Upper Saddle River, NJ: Pearson

.Spector, P. E. (1997). Job satisfaction: Application, assessment, causes, and consequences. Thousand Oaks, CA: Sage

Weiss, H. M. (2002). Deconstructing job satisfaction: Separating evaluations, beliefs and affective experiences. Human Resource

.Management Review, 12(2), 173-194
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gulolell Loy apitia @il duniyll alyhill pe dlia

:(Vroom's Expectancy Theory) ogjal aledgill djphi .1
ailal dayli digépo alapio ole Jgnall aodgi gaoy calhgall Ly aaaiy Lailedgill dyhil Ldag"
.(Vroom, 1964) " Jo=ll

:(Herzberg's Two-Factor Theory) apjpal gulolell difhi .2
.dredaly Jolgeg (dian) diildg Jolge (ol calhgall Ly olc 63igall Jolgell diphill oda puudi"
.(Herzberg, 1959) "Layll (§dai diealill Jolgell loiy LAl pac giod diildgll Jolgell

:(Self-Determination Theory) alil aaAaT diphai .3
duM@TmMl dunbwll duwaill dilala duli pii loaic calhgoll Ly (Gdaiy .diphill odal ldag"
.(Deci & Ryan, 1985) "qcloiall hlLij\lg 8clasllg

:(Organizational Justice Theory) drodhiill dllaell diphi .4
olAayl 3104 dohiall Jala allclaillg alelppVlg gujgill dllael calhgall éljal ole diphill oda j4)i"
(Adams, 1965) " sathgll

:(Maslow's Hierarchy of Needs) glwlal ailalall dypai .5
83L1j ol (381 «padillg clofilg goll4 .cakhgoll duulwll alalll Guéai gi dyhill oda )i
(Maslow, 1943) "gathhgll olay daja

:galjall

Adams, J. S. (1965). Inequity in social exchange. In L. Berkowitz (Ed.), Advances in experimental
.social psychology (Vol. 2, pp. 267-299). New York, NY: Academic Press

Deci, E. L., & Ryan, R. M. (1985). Intrinsic motivation and self-determination in human
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.Herzberg, F. (1959). The motivation to work. New York, NY: Wiley
.Maslow, A. H. (1943). A theory of human motivation. Psychological Review, 50(4), 370-396
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cyahl ada . gulolell wathgll Laglg doadall aloaill 63ga gu ddile dlia .

ldag ellig LJ.lJ_ol_o_II LAy ole uly] JAu 4igi aloaall aga gl &Vl
:dalito hlojl

: olclaill haill .1

Jgc (rahgall LAy 6alj ol (37 cMloollg gualhgall gu Jelaill 83ga”
.(Bitner & Hubbert, 1994) "aaaillAg

ol haill .2
"wathgll paln) gruni o pawy grahgall dagjog 831 Joc diy jragi”
.(Ostroff, 1993)

‘siall hoill .3
Jo Mji dclady paailihg clal diglholl diiall aljlaoll grakgall lasil”
[(Lovelock & Wirtz, 2011) "sathgll palA,

‘sathgll haill .4
adolao o4 phaillg dylaiwl guahgall LT déjhy iliagll prani
(Hackman & Oldham, 1976) "sathgll palhy go jju

:2aljoll

Bitner, M. J., & Hubbert, A. R. (1994). Encounter satisfaction versus
overall satisfaction versus quality. In R. T. Rust & R. L. Oliver (Eds.),
Service quality: New directions in theory and practice (pp. 72-94).
.Thousand Oaks, CA: Sage

Hackman, J. R., & Oldham, G. R. (1976). Motivation through the design
of work: Test of a theory. Organizational Behavior and Human
.Performance, 16(2), 250-279

Lovelock, C., & Wirtz, J. (2011). Services marketing: People, technology,
.Sstrategy (7th ed.). Upper Saddle River, NJ: Pearson

Ostroff, C. (1993). The effects of climate and personal influences on
individual behavior and attitudes in organizations. Organizational
.Behavior and Human Decision Processes, 56(1), 56-90
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il Lab gulolell LAy gle aloaill 63ga il gy aly)leill Julai g0y

'l haillg (olclaill hodill U LJQJI_Q_LII A
Bitner & Hubbert,) (uahgall Laj 61Lj l_g\JI SAG c_\J_o_v_Ilg Jrahgall gu Jelaill 6aga gl G o

Ostroff,) sathgll paln) Gudni oa droal 41 gygdy ré juakhgall dayjo Joc din pagi gi ] (1994
(1993

rathgll haillg giall haill gu gajleill .2

(Lovelock & Wirtz, 2011) sathgll palay go Mj anJ.IonJI dsiall uIJLa.o_LI Hakhgall (ldil Loiy"
Y lado Alole LAyl aef pﬁ)nl_a.o@ﬂpﬁsulg duMdtwVl grahgoll auii ddyphy dailihgll aroni gla
"(Hackman & Oldham, 1976) athgll palaj jjei

:alaill gy Jol4ill .3
dulelaill) daliall 23laill wilga g goall gi cpahl alwlll gi V) alaleill oda o pél gl
Parasuraman et al.,) "(grahgall plc LAy Gudni ga dullea |15VI ggiy Ad (draihgllg diiallg diinllg

(1988

dpyell dollly galjoll

padgl .J g culy . J 8 .63gall Juldo 6d5.|| Lagdl Jildo éaall by .(1994) . .1 .apugag 2 P Hin
2L :Lijgaulls Y A_IUgLI (94-72 ) CLLLIJLD.DJIQ diphill oa 8330 alalail :doaill 83ga ((yl)yao)

dotioll elgluw .dyphi juial :Jaell arani JUA (o diealall .(1976) .) .2 .plailglg . .2 .glolla
279-250 (2)16 ,spiutll clrllg

2| (deylwdl deihll) diarilyiwVlg Liaglgidillg gulill :aloaall (Giguai .(2011) .2 4jipgg .gu «clglagl
QUL e gl L jdl)

ilohiall ga diyjall cdlgallg dglull gle dinAdiull alpdlillg Aliall jliT .(1993) .y .agyiwmgl
.90-56 «(1)56 «(spiull Jlyéll gin alilacg dakiall clglu

alllyal guldl agidl axeio julido :SERVQUAL .(1988) . .J WSHIg A (s Joliiljg .1 .gloljguljlL
40-12 ,(1)64 gu_lJ_u_lJ cagl LJLngJ .doMAll 6agal cllooll
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alwlall go gulolell Loy ole aloaall 8aga yil Ju ayleill hloill Julad ol lowd
:APA wglwll ldag duyell dellly (§uigill ugluwi olaaily .ddylull

Ll haillg slelaill hoill gy a)leill 1

Bitner &) gralhgall Ly 8aLj ol $3g7 cllaellg gualhgall gu Jelaill 8:ga -
.(Hubbert, 1994

wathgll palny @Gudai oa drodl {4l ggiy A grabgoll dajo Jac diy pagi -
.(Ostroff, 1993)

redthgll haillg oddll haill o gayleill .2

Lovelock & Wirtz,) athgll palay go vijy diglhall duiall aljlaall grakhgaell glai] -
(2011

olc rof paolao o pAnillg duMaiwll gualhgoll Auif ddyphy cailihgll plond -
.(Hackman & Oldham, 1976) athgll paln) jjjei o4 lado

:2Alaill gu JolAill .3
HAVI ggiu Ad (dradhgllg duiallg diiullg dilelaill) dalitoll 2aloill wilga (gu goall -
[(Parasuraman et al., 1988) grakgall polc Ly (Gudni a dulled

:2aljoll

) o .83gall Juldo (GIAll LAYl Juldo dinall LAy .(1994) 1 .Cipugag 2 .o il
-72 () dwjloollg dyphill oa 83537 alalail :dorall 83ga (glao) algl .J g cuul)
2w :lijgaulls ,uAgl ailjgli (94

cdglw .dyhi jbial :Joell proni JAA o diealall (1976) . .2 ,,oLmJng J .2 «Jlohla
279-250 (2)16 «spiull claVlg dahioll

deihll) diagilyiVlg Liaglgiaillg gulill :aloadll (Giguui .(2011) .2 .jipgg .y «¢lglagl
WG e g ) aayl (deylull

d dpapall cadlgallg dglull gle dnAdiull alpdlillg Aliall JUT (1993) .gu agyiugl
.90-56 «(1)56 «(spiull Jlyéll gin alilacg dakiall cglu .cilahioll

agidll aa9io yulido :SERVQUAL .(1988) .J .J «SHug A .o «Joliyljg 1 .glolyqulyly
40-12 .(1)64 .irliiy) cagl Jlijga .doaill 8agal clloell alalja] Gulidl
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plaAiwl ddibudl alwlyall go gulolell lhy olc aloaill 61ga Ji quit anull 8gaal Juat ol loua
:APA uglwl Ldag dujell dellly L_q_l_lg.lJI gl

:droralaoll 6gaall .1

Parasuraman) (ulolell L) olc [@y1ilig ciloaall 6agal droralacll alayeill oa guli elia -
"~ .(etal, 1988

clglit @yu¢ loiy . Jelaill 63ga gl dialadl dindl Jio 63310 ailga gle aijd) alwljall el -
.(Bitner & Hubbert, 1994) dloLull dxgall

:dnaioll dgaall .2

Ostroff,) dicgngo alpiigo Jga (ulolell Layl dyild gupldo lc cnaicl alwljall phgo -
(1993

dulgodt JAT aleyl p@al (dicgig diad) degiio diing palio padiwi alwljal dala ¢llia -
.(Hackman & Oldham, 1976)

rdidluldl 6gaall .3

diild o Ay loo drdaiall gl drapnall aloadlls 8310 alelhd gle @jby aluwljall akhgo -
.(Lovelock & Wirtz, 2011) Alliill pLogi

Parasuraman et) ddllell aaa jijeil dcgiio diaihiig draldi aldliw o dlwlpal dah dlia -
(al., 1988

‘2aljoll

J g culy a J b 83gall Jildo (oIAll LAYT Jildo &iaall Lay .(1994) ) 1 .Cyugag 2P _j_LLLI
Agl Ailjgli .(94-72 () d.I.LI_jl.D.Q.”g dipaill od 6331 alaladl :doaill 3ga (glyo) padgi
2w :lijgaills

dohiall elglu .dyphai jLial :Joell proni JAA Jo diedlall .(1976) . .2 ,,oLaAJgig J .2 «(Ylohla
279-250 (2)16 ,spidll elaVlg

(detludl derhll) diarilyiwdlg Laglgidillg gulill :aloaill (Gigui .(2011) .2 Wjipgg .gu «clglagl
WGt g pdl) A

alobioll ga dpall cadlgallg eglull gle dundll alpilill aliall JUT .(1993) .gu wagyiwgl
90-56 ,(1)56 . spiull Jljéll gin aililacg dakiall elgluw

gulidl agitll axoio yulido :SERVQUAL .(1988) .J .J «SHIg A TN Joliljg .T .glolyquuljly
40-12 ,(1)64 2ilyiy) agl Jlijga .doaall 8agal eMaell al4lja)
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dlla duly cllogll Layg doaill 3ga (2010) Gljfl A r0n0 4(gjlll .1
oupll aall jla . gajll qa diodwyl elgiyll gle

dul) tellogll Lajg doaill 83ga .(2015) guall elle aanig ale scaypill 2
\oithwlall alyll jSpo grhulay dolell aloaill glhd ga diilao

o elogll L) sle lapilig dorill 83ga .(2012) guun gle Ldsulall 3
gyl deola gyl ddaidil aloaall glhg

duwl)y :gtlolell LAy laidlleg dorall 63ga .(2008) (glc rxon0 ((gjanll 4
Jajell aic elloll doola dlao . abidl dijyey plell glhdll dilulaj

dul)y sguardinnall la) ol dorall 83ga il .(2016) puydll arc . Joljll 5

.dirgeull dypodl yjlgall dolell 6layl e clall jalga polip (glc diilato
Ageuw ellall deola

od eVglly latdlleg dorill 83ga .(2014) §ljl e AllA Lglaluwll .6
«elgopll deola .drduhi duwlys :duayyl aldysdl

duwl)y :guaraiwoll LAjg dorill 6:3ga .(2011) Gljgl ac  gaguudl 7
Ayl aylnidl aldph Jid go doidall doaill 63ga (sgimal dililai
.clgoyill deola

dgill (o4 clagll LAjg dorill 83ga .(2015) Atew yoal . giljauill .8
p1ndll deola .cllaeoll Jo ditc lc dlla dwljy :dyageull

duwlyy groairiwell Lap laidMcg doaill 63ga .(2010) Aono ,pueall .9
j510 .dpsgeull dujell d4loall aa diogiall alokiall le dpdnhi
ugilyiwy] el
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utgall jraill gai :dlolinll 8a3gall &j13[(Y+10) aliallaic aono .3 .10

cAloell o) ole l@pili Juai :aloadll o dlolil 83gall(T:1) slaa jali .a .11
lolellg

delihll cupe §13 12006 . golwll glc pralaollg guwll :dlolill 83gall &jlal. IV
laiioalg dloliull 6:3gall 8)la] prdldog Guwl Gidliy piillg

21jgillg pitill jaall jla (2013).apkw Sl Aoao gulolell LAy Jga wis .IA
syl elal Jaso gulolell Ly .chhll ole oyifg guloldell Ly &ylal Jglity

drgolall JIAlI2011)@lo Aoal aullwillg Jgoll :dysull ylgall &jla .19
dleghgo ooy

At Guhillg diphill :drotleill aluugall 6jla] agallg 6)laMl Jga wib X
ujgillg piill dpuoll jIa( 2010 ).giugya pliall
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