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ﭘﺎﯾﺎﻥﻧﺎﻣﻪﯼ ﮐﺎﺭﺷﻨﺎﺳﯽ ﺍﺭﺷﺪ :ﻣﯿﺘﺮﺍ ﺣﺴﯿﻦ ﺯﺍﺩﻩ۱۳۹۶ ،

ﺗﺎﺛﯿﺮ ﺍﻣﻨﯿﺖ ﺍﺩﺭﺍﮎ ﺷﺪﻩ ﺑﺮ ﻭﻓﺎﺩﺍﺭﯼ ﺑﺎ ﻣﯿﺎﻧﺠﯽ ﮔﺮﯼ ﺍﻋﺘﻤﺎﺩ ﻭ ﺭﺿﺎﯾﺖ ﻣﺸﺘﺮﯾﺎﻥ ﺩﺭ
ﺧﺪﻣﺎﺕ ﺑﺎﻧﮑﺪﺍﺭﯼ ﺍﻟﮑﺘﺮﻭﻧﯿﮏ ﺑﺎﻧﮏ ﻣﻠﺖ ﺩﺭ ﺷﻬﺮ ﻣﺸﻬﺪ
ﻧﻈﺮ ﺑﻪ ﻧﻘﺸﯽ ﮐﻪ ﺍﺣﺴﺎﺱ ﺍﻣﻨﯿﺖ ﺑﺮ ﺭﻭﺍﺑﻂ ﺑﯿﻦ ﻣﺸﺘﺮﯾﺎﻥ ﻭ ﺑﺎﻧﮏ¬ﻫﺎ ﺩﺍﺭﺩ ،ﺗﺤﻘﯿﻖ ﺣﺎﺿﺮ ﺑﺎ ﻫﺪﻑ ﺑﺮﺭﺳﯽ
ﺗﺎﺛﯿﺮ ﺍﻣﻨﯿﺖ ﺍﺩﺭﺍﮎ ﺷﺪﻩ ﺑﺮ ﻭﻓﺎﺩﺍﺭﯼ ﻣﺸﺘﺮﯾﺎﻥ ﺍﺯ ﻃﺮﯾﻖ ﺭﺿﺎﯾﺖ ﻭ ﺍﻋﺘﻤﺎﺩ ﺩﺭ ﺑﺎﻧﮑﺪﺍﺭﯼ ﺍﻟﮑﺘﺮﻭﻧﯿﮏ ﺑﺎﻧﮏ ﻣﻠﺖ
ﺷﻬﺮ ﻣﺸﻬﺪ ﺍﻧﺠﺎﻡ ﮔﺮﺩﯾﺪ .ﺭﻭﺵ ﺗﺤﻘﯿﻖ ﺗﻮﺻﯿﻔﯽ ﻭ ﺍﺯ ﻧﻮﻉ ﭘﯿﻤﺎﯾﺸﯽ ﺑﻮﺩﻩ ﻭ ﺑﻪ ﻣﻨﻈﻮﺭ ﺗﺠﺰﯾﻪ ﻭ ﺗﺤﻠﯿﻞ ﺩﺍﺩﻩ¬ﻫﺎ
ﺍﺯ ﺭﻭﺵ ﻣﺪﻝ¬ﺳﺎﺯﯼ ﻣﻌﺎﺩﻻﺕ ﺳﺎﺧﺘﺎﺭﯼ ﻭ ﻧﺮﻡ¬ﺍﻓﺰﺍﺭﻫﺎﯼ » «SPSSﻭ » «Amosﺍﺳﺘﻔﺎﺩﻩ ﮔﺮﺩﯾﺪ .ﺟﺎﻣﻌﻪ ﻣﻮﺭﺩ
ﻣﻄﺎﻟﻌﻪ ﺷﺎﻣﻞ ﻣﺸﺘﺮﯾﺎﻧﮑﻪ ﺗﻌﺪﺍﺩ ﺁﻧﻬﺎ  680ﻫﺰﺍﺭ ﻧﻔﺮ ﺑﻮﺩﻩ ﻭ ﺑﺮ ﺍﯾﻦ ﺍﺳﺎﺱ ﺗﻌﺪﺍﺩ ﻧﻤﻮﻧﻪ ﺁﻣﺎﺭﯼ ﺑﺎ ﺍﺳﺘﻔﺎﺩﻩ ﺍﺯ
ﻓﺮﻣﻮﻝ ﮐﻮﮐﺮﺍﻥ  383ﻧﻔﺮ ﺗﻌﯿﯿﻦ ﻭ ﺑﺎ ﺭﻭﺵ ﻧﻤﻮﻧﻪ¬ﮔﯿﺮﯼ ﻃﺒﻘﻪ ﺍﯼ ﺍﻧﺘﺨﺎﺏ ﺷﺪﻩ ﻭ ﺳﭙﺲ ﺩﺍﺩﻩ¬ﻫﺎﯼ ﺗﺤﻘﯿﻖ ﺍﺯ
ﻃﺮﯾﻖ ﭘﺮﺳﺸﻨﺎﻣﻪ¬ﺍﯼ ﻣﺤﻘﻖ ﺳﺎﺧﺘﻪ ﺟﻤﻊ¬ﺁﻭﺭﯼ ﮔﺮﺩﯾﺪ .ﺭﻭﺍﯾﯽ ﺻﻮﺭﯼ ﭘﺮﺳﺸﻨﺎﻣﻪ ﺑﺎ ﺍﺳﺘﻔﺎﺩﻩ ﺍﺯ ﻧﻘﻄﻪ ﻧﻈﺮﺍﺕ
ﺗﻌﺪﺍﺩﯼ ﺍﺯ ﺍﺳﺎﺗﯿﺪ ﻭ ﮐﺎﺭﺷﻨﺎﺳﺎﻥ ﻭ ﺭﻭﺍﯾﯽ ﺳﺎﺯﻩ ﻧﯿﺰ ﺍﺯ ﻃﺮﯾﻖ ﺗﺤﻠﯿﻞ ﻋﺎﻣﻠﯽ ﻣﻮﺭﺩ ﺑﺮﺭﺳﯽ ﻗﺮﺍﺭ ﮔﺮﻓﺘﻪ ﻭ ﺑﺮﺍﯼ
ﺳﻨﺠﺶ ﭘﺎﯾﺎﯾﯽ ﭘﺮﺳﺸﻨﺎﻣﻪ ﺍﺯ ﺿﺮﯾﺐ ﺁﻟﻔﺎﯼ ﮐﺮﻭﻧﺒﺎﺥ ﺍﺳﺘﻔﺎﺩﻩ ﺷﺪ ﮐﻪ ﺑﺎﻻﺗﺮ ﺍﺯ  0/7ﻗﺮﺍﺭ ﮔﺮﻓﺖ .ﯾﺎﻓﺘﻪ ﻫﺎﯼ
ﺗﺤﻘﯿﻖ ﻧﺸﺎﻥ ﻣﯽ¬ﺩﻫﺪ ﮐﻪ ﺍﻣﻨﯿﺖ ﺍﺩﺭﺍﮎ ﺷﺪﻩ ﺑﺮ ﺭﺿﺎﯾﺖ ﻭ ﺍﻋﺘﻤﺎﺩ ﻣﺸﺘﺮﯼ ،ﺍﻋﺘﻤﺎﺩ ﺑﺮ ﻭﻓﺎﺩﺍﺭﯼ ﻭ ﺭﺿﺎﯾﺖ،
ﺭﺿﺎﯾﺖ ﺑﺮ ﻭﻓﺎﺩﺍﺭﯼ ﺗﺎﺛﯿﺮ ﻣﺴﺘﻘﯿﻢ ﺩﺍﺷﺘﻪ ﻭ ﻣﺘﻐﯿﺮ ﺍﻣﻨﯿﺖ ﺍﺩﺭﺍﮎ ﺷﺪﻩ ﺑﺮ ﻭﻓﺎﺩﺍﺭﯼ ﻣﺸﺘﺮﯼ ﺍﺯ ﻃﺮﯾﻖ ﺭﺿﺎﯾﺖ ﻭ ﺍﺯ
ﻃﺮﯾﻖ ﺍﻋﺘﻤﺎﺩ ﻧﯿﺰ ﺗﺎﺛﯿﺮ ﻣﺴﺘﻘﯿﻢ ﺩﺍﺭﺩ.
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M.A. Thesis:

Effect of perceived Anita on loyalty by mediating trust
and customer satisfaction in Mellat Bank's electronic
banking services in Mashhad
Considering the role of security feeling on the relationship between customers and banks,
this study aimed to investigate the effect of perceived security on customer loyalty through
satisfaction and trust in Mellat Bank Electronic Banking in Mashhad.The research method
was descriptive and survey type. In order to analyze the data and test the hypotheses,
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structural equation modeling and SPSS and Amos softwares were used. The study
population is 680,000 and accordingly sample of 383 people was determined using
Cochran formula and available non-random sampling method was used. And the data were
collected through a Researcher made questionnaire. The face validity of the questionnaire
was evaluated using point of view of a number of professors of the management
department and construct validity was evaluated through factor analysis and To determine
the reliability of the questionnaire, Cronbach's alpha coefficient was used. That was more
than 0/7. Research findings show that perceived security has a direct impact on customer
satisfaction and trust, trust on loyalty and satisfaction, and satisfaction on loyalty, also
perceived security has a direct impact on customer loyalty through satisfaction and trust
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