‘ /g
V4 0000

Ailw) 9 3330 (SO0 - (Selc dolinle
17 0 )losb - \WAE olo Sdiwnl - oy Jw
db) Eunnn .".o.l.'é - Ao \=-

ol 33 T (e ) SLoiBl gCu i 4

¢ adl i Olhwlie Ho (Slolu ) Ko 9§ 3> Sloe €
L )5y gLyl o Job L

t LS )1 (Sl 0395 9 adgd G wie
@)B-&Lbdw)‘g\}ﬁ‘)de\?ﬁﬁbﬂlouﬂ\i.o

JEaa ot 53 (65530 asaulilly

P Social media: Influencing customer
satisfaction in B2B sales



20 Ol b > g p iy
. ! 9 /S- !Jj 9| ..'E'I t:-ol_,

simaara.com
021- 42104



2303 £33 oS S 3l JLof iz @

Syl 8,90 Job 43 dg puid Coond piu] 381 @
23 sed g OIS fhn S
050 SHme Baolijey gl Syl OWgns @
G 5 A ST OYoxo g
"".“‘5)'“&5‘)"4'3&“930”’SYO”‘A”‘-&NU
Sl BB STl e gl @
S lod dralpo www.eshterakiir Cylw &

W, W, W el s: hitterral kil

‘s.oyw‘ él&)"hﬁﬁb}é@)‘}s
axdllae Kb B b S’ S0 b

1 | Bad 7 b Ol g 31 Colos g
WS 0 15211y W0 48 B i G




oy 712
.b/.//,ou‘/ Qy sl

’/U/JU)uW)/z,vM(//U/;‘,«
.)/U’d/%,&f)uﬁ.’bfj/@'
:y“(/.i’//a:h@./h/;ﬁabbw!u"/

www.mediamgt.ir

LAl
info@mediamgt.ir
7
e\ HY s Al o




il )y oo panaii - oole aobialo
17 05los - 1YAF oo woawl - pguw JLu

Ol raedsies )
o gt s D
ol Slho puwld 2Ss
. :)’I)S..‘Z.f'lq . P 5508 s 96yl ol
(ol 5253 K 9 5], e 350 Jeynpe
el oime iSO . .
Slals S, g 55 QL)‘JJ‘)QJ)L‘(_gL:deLm)JLa}S‘s%)JM
Sl Jlase 2555 -y gagenl 3555 olTolasls  elatzr | lbls|psle 55255/ lid dpa>
6)!5\0.0[4 Ls"y"‘“
gl S Buile lesl (6 o (Ko Bante . . . c. ¢ &
© 2 © (ol ULMLA)Q6|¢L&)&~>9L§J,..>&_9LAA
Qe ™ . i
s YA....:.l’.as)l.ih‘)jl.m)lﬁ‘)o&ab'l.‘vfGU.AJ‘u.:.:D
bl 9 eMalolslolails lbls )l 6 258 597edlo/s 8 codll yamaeadle
M lao YVl par 10 6580k i ol b
(SR ke e b
9 salalaablé 0I5 ol il o ke (6553 ulid 32 o2 0 150
ol Bl t bl slaply @95 gudes o poe
é—:—!Lﬂ)‘E" Pl ol Sliedns lie
fogeeally) . 9 Q
ok o Y B slraile, gyl o
s Slo gols 295l o8l « (S5l S ppke (553 e 4alols 1150
15 Sl sy oslylo o5 P T e IO N < T
Hlis\r; PY A 5e0 10 S5 swlisiailas
rY) ) . ool ol TolKazsls cailsy ke 6 253 g 5mtils/ (55,0l g0l
p //o FPEMGY - 2598 Al &Jiefimlox&)ﬁé; ige wu)ls/fm:%uw
:o5g o on e
’ /m www.mediamgt.ir A'Jy‘“y&“‘jswbi
\$ O)l.o.ai') :MUL}J) VYoo Jb?@yé‘)d» L)"’)‘Jf
Q¢ Sidwl info@mediamgt.ir ol TolEzsls c il i 3 ko 555 5 9mil/ 8 pal o
Lo gm0 8l gyl SouiSargs ol ol )57 69 gl so>
B VPV Seolyg 0 5lois Social media: Influencing customer

VONFFOIYY + oS satisfaction in B2B Sales ..........cccowvveuenes 96



D9y 9 (5 b Sl

Jgi.w.aﬂ..\a.

ol oFams T, ST L ciasds 6l a5 wogr Shbesl aals axaul Vo
ol Gl IS sundie 4y iied iadgn slaals E s 5 il ol
gy slazm! glaailes, 5 oyl 5l lie o S0 bl 5 i bl
9 s ¢33 Slalay S Coddge (il ol el Sl cpl ol Ll il ol
8Ty eleta loaSit 58 a b g S Glaeks anza b aS ol Glidl oy
Lols plaislogs ]y (g iy
s sl gy 5 s B sl (slad 200 58 8 LYo
ol 00 (i ya5 alizee (6l Lore dnal> SO o o il sl eslaul )y ol
e golSiws slasi saiws Lis a5 Cwl €345 g o Lo () 5 (S
ol oz Slad Cond 4y &6 sl 4y
e 05 5yl 5l el slizl e VWA B VYA sla L Jolios
aSL BT 4 V8 5l iyl 395 g p sial8l 40 Lisas 0 ol egr b |
walir Colyd j0 a5 Cal 009y Sgpuine Jus i il Jawgie Sy oli8l o
Ot Syl dansgiie g pus )3 3985 g p0 o Jol s €yl (68
Al pl Ve
i) Sy ) & a3l ol pan b5 sla gl AY Lo g dnss |
YL Cangerne 5 9w 3l hlige (59) 2 Sy Sl A0S e
Siedign Slaoal S sl al el Koo g5 ) Bl slaa Sl
@ AF Jlo Sl 50 plp 00 oy b g i Gendie 90 s AT JLo kel o a8
lael 5l (Bozmlas g s (rasd 4y Lo 0y (e b g sy )85 (gedin S
K @ oSt diedgn Al )l slaas DUl (5 )5lid ol o paecin
el o 185 (el
Ol Sled Gl (g vyl 4 Glilpl g s 5 {’9*" Jele o
sl 5 ol SL el Sl b elozal ailis; (sladaliy ay (T g j2wd Cggns
Sl g wiedon sl 6518 5 )5 patls Al g bt S
bl 5Las 5 hlge g <ol (s FSU (Rl cel o LS )0 ol yon
o dilssS Sl ol 2o 5 4 4 (o s
potin s Cpl g Sl ool Caws I 095 4l gline (53950l yloz jo 0 y08
Sl 53 oo g Wz gloaten slml g oo (gL @ o) Jdo 2y 508 5 v
el 155 o €3 g 9 oSty ey oLl & 5 33929 (ym (ol 4W
Sl 39 535 )Rl 5 (lio 05,5 Gl anje szmen oS ~ 000
Pyasa WS S o8 D)8 jlam (nl p (S8 pas 13 il 0dd cge 17 0 )louds
O 9 Sed o i tiw (gl 4 s ol (sLiad 10 5SS 1,50 5L 4| A€ il
Ayl Py g Lot Oyad Jles! gl (6 i
ol (i JB et g o (esras baoe S pnle 0je> 5503 (S |
AR Gk G a8 DB (B e sLaS Sl Sy S e




S8 o Gulei ) a8 SauSTy 5l 295 5 cowlive diged g ool

aS ob e ollaeiobas 4 Jlisw 0 JBeS pae a5 0e L8 ol
oy gonlae oMbl mlio ay aS iz <6 il ol )5 les (B ases sl
Sl 1l o Bl ol JLanldr aslisy, b slwmlas )3 Guizmen 900l
Gk 1 Ygane 5 wilot LusT 6yl ooy b sy 4 39 o )okolies ]
AUS o oS Dbl 5 5l 8 50 40 095 e by g ol 8

9l (ol JLlaailen ) (5905555 5 5 )gld CoraS 1 a0 po g yolaa slis o
OB Pl | (owbow sloplyy 5 Sloglie 51 (0253 BB pon il (290 21,
OIS 8L sy g0 Gy el g (quilns ey 42 5 00,5 500 000
Flie G5k gl 5 00,5 oolel gl (sladinn j3 1) 095 (slagenly Shlie 55
oS (slaojo 53 09 Gl nl (siee o (e Lol el 5o 008 (0 JLo)]
sga g il Dbl 8 )b 5l edl o BB Ll § pax 5 0> 0 b3 )
e (grmilin Canmidg 53 (6 o (slodo e o Jlad

oAl 5 035hhe (laddl> (Soo oy (p FolisS )3 Sl Y jolais (e @
S92 Slodnsly s 0l 53090 JooSS (sl SbLS ]850 3929
3 Slodygiiss Glatud,b (rizmen g slaile, 5 alRA Glais o
20 Deg yeuS alies gla isn

aS Cel Vb g9090 aal (slo 155 g samtie OYlas 5l ils py csilooly oyl
ol 39250 dsliale i85 o o] lie

K

\7 o ylouis
Q¢ Sl



K o

Al y g e paads cele dalinle

J:.w :k;é‘s.ilé- |=L3 ........................................ :'al.i

o] Ls)l.m.; :61" a>s 4...,..:)
: st H uuLoJ o)l.o..i’; GMM.’ &S

L elgS 10 0 el (b id o lous

Uy FA e e (e o) olo)Y (gl STl 4o 38

50350 32 ol el (5gn pli s Lo L S+ PYRANFFPVIATVY 15 o Lot 4], ST, tloo i
A...’:‘LAJJL.:)‘ info@mediamgt.ir u.:)oh.; |) QT)Q 0 4‘““"5’ Sleds| l.: J‘;u»‘ f’)‘é us.m‘




Sailw, slaidl g Cu o

2958 sl e

oMl ol oletils o elocs) Sl ple (55

hziaee@gmail.com

LRSS
Jolis o] u.:)u Sldls, cunsy &S Cul oyl (380 ol owll die
255 T Sl s 5 (il g 68 glacolocy (55 slacs)liS
Co e 0656 S| g Sl W8 (oolaidl slap 1Ko 5 (0 e (sloogud
Slosleinl b g (adolewy gy b 3uiiod opl 53 Sl S ik, go5 oy
030> Fuoly s yd g (bl Mo VY 4y ¢(63)50 N+ digas drols b cdolisiun
Sl 55,5 1l Jb cpl dy ool Cawndds imgy 5l a5 clases sl o
J..J)b Oyt ol Glogs ygdio Vo U CSS po ole o u.:)u sbdle,
5 28l ez sladrdgs o] 5l an 5 (25T Gl Joxe | T (slaile
wloy S (g5luloly s 5L 350 Alo s el ladily o opl B ALl S
S S g0 u))u Sl 381wl logy yaaeo V-V u.;)u
At Cullad doldl & (o8

s B3l

Ol 33 52T (e w y Sl 9 oyl

@ Gl bbb 5l g asse ool 3 wox
O [ FEU R PN TR RS S PN
latulocs b ey, slass Gualil (rizmen
bwly 5o Glgien |y (o) o 5 60>
opdle 3,5 i) j55 S sl (poly
3 sla e jo 5 ol Sbyis o
Al wlodgy o935 (g pRadizr b S
Sl a3g8> a5l £ ) 45 S ppoe 0o
£ el ool ol yo golaidl sla I g 5w az 4
odibe Jgaie olayl wilgi o Sl (Sl aailes,
bl i 3l 55, o T 0nusy )
slediln, Cuxsg a5 ol ol Gdow oy
(il slae Sy el ol bl
Ol 2y g (el 5 (6 5 glacalics
sobaidl glapilSio g (£ pote sloogads 1235

doddo
9 o Sl lojl 5wzl alin
=5 olal 2 Ol e S b s
Erdye w2 &5 Juo (nl o)l 0525 e
Gl G0 oauay baaile, slazdl § Cu o
5558 5 0392w el T (loails, o8 5
adgi (S ojlailay 059> ol 4y bogy e Lol
e 'Ly L)‘J"‘ O oy w‘ ) r O R
20 3l ogyse il Jlo 10 5l ceja o
w352y ol b e o sl Sy
G S s olaws i, a5 el oled
oy 537085 2ol sl Gl s (]
G0,5g, oao i aiie jeme A8l aS



olazdl g Jlo JMazul g ooils o lol 34565

REJRT

) EAAs S

okl slaails, o Jels glag,u olass )
ol 5850 51 768 !

sleals, o Jolaie a0 OSLS Y
O,I5 0959 oyl ! T

05055 Ol s GBSl sl o ¥
3959 5 lime L3I (T slaailes, Jle
Sl

G o ol 50 cbsla 0T slaails, ¥
o519, 5T 2y 5 o ol >

Oyl o okl glaails, (glalely a0
o i ol S il

5 bl glaaile; o coly oS Cole) o £
318 5529 (g ol bl oy 5l oSl

2 ol Glaails, Cdlas coly oS G Y
Ll 150 eyl colSs 5 leailuy plu
3,18 5429 (5, loline

OMR9F 09

g 250 0 GRegi ol 5o B b,

Oh9) Dogets mle glad olkicels

Lo glaodlSans slaaylai i 1o 5 ctalony

Sl galiwl g, daail ) olazdl g oo pow b

Ao oyl 40 00 piiiie SleMbl g oliwl axllae

w2l 1y e ol Y Slse 5l (oot o2

Sledbl pl dedun WS), L o,S aalys>

ol i)l ggdgn 51 JalS s (5 g i o0

Sobol axol

Gculory als G ol )bl ansl>

5l LI5S e 5 bl Sl i s 5

e (! s Ui o5 el s

azal> leol cpl sl onel abogs po s yo

aS Wog Colwog YO« s ol o bl

Iy Badzs a5 000 bails) 5l Gloses o

0yS o

Aiged g 3y9] 2

sl @ axg b S5 5 (o2

oy A lebl mhaw g +/+ 0 (5T diges

Sl (99 () B yedome o)lol b dion

wilos S Sl 1y 5 Jgasf s3liT ez o

O nly 43 s p5laindy el 4568

llie a5 0l plonl Baee Lawgs (gl (398

Sl os gl 15 3§ ol

HEIRV-Y

byl S olitws 3l ol Bon

slaails, olaidl 5 o poe Cardg )l b,

1Y g

5l el O jle iz ol ol SYI50

Sl yadz W] sladile, Jlo (5,5 )

Sz O] sloaslos ) el o oS Je ¥

olpl 5 Q-.'.Wi ale, & gjlalely a4 i Y

R R B PNCION EJVS SEWN SRRV P o

OFaSasil 5 plblre Cumsy 0
2l g (ESe slaail ;5 55 @5 )00)
Sl ygige aile) Sledlbl S (sloogas
6L®43L.4) j‘ (L‘M}—:«f’ )..{L»5 RSS‘?B;M?
Fwl 455> |l o w}l{l

Al ol gledile, Cope opmi £
wnS Bkl 5 bl oSS
flnl S (g el slol 5 g Jghmme yroe

whay bl a) gladl gy Cundy Y
59.’70' 9 kJ.’?bo s> POV sLbL)u)’},q.“ (LA as>s
ol 6.49i> u.:)u ‘5L:deL~.:) (6,5

» kel gleanie Copae Coxsy A
ol 455> T slaailes,

S gililely golasdl ¢ o0 o bl A
HOWESRH PV Iy

Gee wlalyoS) (Sehe Pl o poe Ve
O slaail; 4o (Wie Ggi> 9 LIS
HOWPIR S

9 U")L—‘ Lngc\JL..;) ‘_,,JL° éll-«-a u-m‘la" [TES AR

ans b

P Sk [CXves Apl o T slaails,

‘5.41....» L;L:bo})f 9 LasJS.....n LgoL.aﬁ‘ 61.:&&5




Ol 39 30T (AW y SS9 Gyt

sclerzl ole Wos 3l oyl (s piy il
PR Sl 5 (a8 g ol (2
Feo SO plaad lies (Sl olaidl o
bl Lol sl s S s pSeg
W W Jg‘..\.g o..k.ub.‘) ‘51.‘4,‘.4 L Cu/{l..u‘
Glp wolaidl Joo SO dll Ko (g)leds
Fod BB Joe pp a8 col Ll o ci i)
(2 gace b ocl U ol gl
Loy a5 (50l eilicy oo LS|y eloizl
P b e a0 S @ (Sen s
9 A 0550 Ay Al codbdll)l gla Jue el
S0 Al W A SO sy olKiules
Sgdige Syt ST T 5 Al 555

(1+0 amio A YAY . _IS)

&1yl 4550 6yleos E
golal Joo Sy
LT o e sl (sl
Jowo a5 Canl
SlrJed B
ol )G 2 |
(el
‘ @»L,m‘_;al.a;:él
> 9 Sei>
Eloixlg S 58
by oo ,USTy
Lo &5 45 g 0!
A S0 s

-y 0

___Z'R (-P)
- D*(N-1)+Z’P(1-P)

“iged p2x> N
s b b jlome slzal s d
aold Sy (59031 (62 Lol b 1 Z

Cowl Hl85 590 (SHg Gy a5 Aol 31 s 1P

nlie g Joord cul ol 2 1y )55 Jgor
ol @y 4 ez oo, @l N Calizee
J}a)s)l ol Cawdds mwwcxfwl oA
ooz bl 2 % ke a L) oaloly
sl g0 3 5l el Cowdas digas par b (595 0
A Gleebl b Glgiee W sl 2l Es
Gl bl ol 0,8 solawl Jsas ol
Joles (Gligas dy90 YO pz 4y (Glasal>
kel o a5 LT 5l g sl 35 5,90 10
ol 9,90 YO+ ol (fnghy 53 axsl>
cunlin 3,90 VO e 4y (Slaiges sl 009
(YVO asas AYVA (g¥0) ol ool auseis
Wosld Juloxi g 4y 325 (b9

celin sl o] 5l baools ko g 40505 (sl
el ol oolainl  blaoul 5 o
Spss 3810 3 5l ool b oais s yg18 5 (slaosls
ol 235 )8 el g 42325 8,90

Gledlbl 6)9‘?)5 o*9)

ool Guios ol jo Sledsl (49105 s,
sl S| g ol ol i 5
G Gl

O)ls 1A%: ams jlel sl aS «aln, cg o
S 4y el 00l 2Rils g sole slooje>
Sl oy a5 (e g e oy il
oz gl i y5390 lgiear o]l a8
o e Ay 4o Gadodd Ao Lol 00,5 0 40

Slual glyls oy cplas el QT Soles il
w@qgﬁ5¢wd|oow5&

o0
y //0 Olpeds Coinl o Sles 0gmt puxd o
oD owe = 4 Ol e soladl g K,

19,5 43555 (6,500 (golaidl piuc s

\7 o jlosbs 5 Sapde 35 5 e sladid; S y55
Q€ diawl Jluzus leaSils olazdl- ol ole g L |

G5B slo Jue g Lo ISP slazsl -
SleMbl slazdl -
3B Eols g (owbow olasdl -

S il oy o g Ll glavay Hlis
olal jo ciyl adlraes ol L lejee
5 S, h el ez l> walisee



laoluog 00,5 2hd (Lol Jalse 5l (&0
slolee 5 Coel ©)a8 puliw Bl |,
(\YAdmedianews ) .5 ,S lgie  cloiz]
ol hlopasla  Glus Jgilo
CES 5 b iy Sl Ol
s g (o0 €SN el 4y 23950
e ol 55 S 535055 (sloaSs
2ookesle lp |y GBI lagh 12 ool
Jeome oy Gl golatdl 5 (eloz]
o3 e 2alS 1) Ll ol bl Cooal
odos SIS Sledlol slazdl o amcs o
@ @255l ((Kfx 5 Conse baplojle
Ao VYA Gisg) el Sledbl gla )b >
\oF

9 pealie o)l 2l Ganaer o0
Oliiss (bl slaail; b Lo ye (slaay s
e il ) sla Sy Jols Jpa
2,5

‘5&4\5*.»‘ WEC WV |

3eslaal oS Lo a4 e olaidl
Olyeds S50l 4 (g s al¥l 5SS
o Jgorte I o gogas Sl | 45
SLS o jgpuinn yloolazdle pony 8 ulegs .l
z 5 (The World Is Flat) cewl mlavs e
«dellr ssle SlbeS b 68 a5 was o
lmoges 5 0ol ) 355 adye las wlatudlys
il 055 5o |, SVpama 3L 5 ke
o8 Juia, o 5o uaS sl oS s,
058 adbanng 6laygdS )3 Jlax azis
el 0dd San oyl A g yiws 4S
S5 5 il sladas (ol glanis,
b Loy Cond i Jlo 50 p250 03, 52
S el bl ol 6,8 S 0 (gog0>
2 Oplla ane o pgatay Wil A
slas B, 5 (29,90 ol Jlas 5 bl
DY amis AVATF (52 0,0 4 suskiw
Vool i e bls)l slacs,slid b
“;“:" Sz b e ysls W oS
5 o |y ey o)l S5 aple 0
Sy S A s 13 09 la S

o LMl 559095 @ ;&ﬁéfbd:ﬁ]‘ SN Lfm:wlé yas :i
. 0% 9 )R (S9N pas Cewl ol (L
‘L-’:Q':’“"“)‘)‘ e sl )5 i LSl 3 1, sokagye
SR Pw& % (il ey e bls) S
&l Fledbl olei Sl ool S5 9 e lgale
LIRS @ e azpe | ol (Sa; gleacs
9 sl 03,5 (Sto (bl 5 SNl gylis § Dlons-
58 goliasdl S (5,5L8 639 50l ¢, B olFays 5l Cansl
Jl,u_,_; 499 A iy olatdl o ud) 4 gy (5,50 gl
ol bl ‘ OYA SOl anal> colu) ol
‘_,Z&Ul),_sabﬂ;» » S5 Aegere o by co )
et g Sl cpl a5 0ed o0 Colbe casre YL
SO 0 P Ui e paS el s 10 5y glazile /0
€S 99, LI sl el 899 40 6 i /
Sloycansogla s 1 IS S oKl e ) S, "m

o ol Copde lad, ol aly,
Gl G,y Glize  slagled )b

bl Conlseds S o090 Uiyl

\7 o louis
Q¢ Ssdmwl

o e €opaad Slbls )l &Y o)l alizes
» el slale) Copae Gl |y ail,

ONI Open Net initia Tive og,5 .5l s, g5
TS 5 05haST o jls)le Goi> olSasls




Ol 33 52T (e w y Sl 9 o ydwe

ol TN
1/../»

\7 o ylouis
Q€ disuwl

B

Qe sbailu) g Lo

o= sbaile,y L5 aslio

Qo> gaailu,

Gk oyl (S5 o 5l LaiC8 0 BuiS B pae
B VYW IVERCE Ny

b obdlaz gla )b L1y 0g5: oLl e Codgazes
aseie 5l im0 Gkl gladlais Ll

0 slagglad > jlaniad Aoy

88 &gty oMb 5 L5148 3 s 352y el sl s 23]

6o9as il pealudis 3 ,b 5l Sledbl o L Lol ealudis
bl 45 wasio bl g 9 (53 bosls,e 5l JSiie
WYY

9550 &8lge 5l (55l 10 5095 (5558 395 3Ls 2 Lelss
95 9IS g oy gy ol @Bly Byl g JSo b gl
25 SG & glate Sl g laalie sl

sl 4,105y Logas oMol g L1 Ll a8 oSy g
RO ICPREIRIPES P Lo

Slzes O jgod Sledbl: iaS Sl Sl cosgaze
0,535 Sl (LSS 5 o) o yie 398 tigud o0 0,053

89l 0

w28 o2 (g9, Claas ¥y S ) oLl 51 (55 o

Qdgaze SlSe Llod 4y ol 1 Slojf e cosgaze
Sloy Blod 2 592525l 5 20, 5 (6 5 D)

g5 y5lel ol 3l > S e g (59, |y o) Wl e el
sl ul

&fslﬂggJ&;ﬁ:é\dﬁf;@/)fbidlfq;ﬂb;

5155 s jiigel o) Kalsg, sldd > ySassls 5
S ) i srez ladilu ) LSS & laaso 4
QRS oo

Sl g Sl o dunlie plie )0 105l lodiy jo
el 7268l 26501 (59, (S9N &y g0y

5 9230, oSl b 25 S sl (WL (sloa o 4y 0
ol 0 p0 2] (gl (loso3b Jale g 50905

[ S5 slacasgams ds a5 wyax sbaail, 1,5 5 i
Gloadle w)ls by a5 6565 aducs 5 a5 S
Sl laine glaiy ) jebas |y cased

uL.Jcl;u @lj‘sr.o.'?‘_gl.m\itu) Jl Lg)L......v (PG d:)l-c
Sy dad (glodali s g0l 3l g wilazd 3 Gun | Loy
SIS e dd e

Gk S bl g L lilgie (39 o>
Sotcs 9 e 5l jl i dco Lo o 4 ESS 0le
Blate Bk 5l & wisghi e Jlso

ibate ol 5 LB 5 Sl 5 L gioen 5y oo
G il el ole ezl el s

(EMail) € Sig 2SIl G & jg0as o 5955 29,1955
(s 5oty 9 0u JiTie e (o295 (SlagT 95
SBral g J30 5 Htalng Sl el g atius G oS 5 0ol

sy 0 230 & G 5 A6l D p0s 3 )2 510,555
ol 00l il g g 00 b (e (S Azl )0
S glejasgass

38 558059, ST a5 ol 10055 UsS Lo gilie
5l ays 9&1 (b ol milie Koo il oo
S5l 0 21,8 1) £5i0 (Slgne

al)o & sy psliiods Sloas 9 IS (il (ol 2o

Olebbe oo S oz 415l o ST 4 (S

’" - .

9 LS Lal s ades lSGal g (590555 1 b3S o3
Sloos a3 dilracs § gy &0t |, Sl

1) (e ol s comsy slasles & (Sily
DS g0 0l 55 pate sla LSl b (55 sl LSS

0235 polie ybos lgione g lllae s Sllanil LB g2l
18 053 90 9 Wigd oo ezl 5 )9, il o0
sl 5 pleol Sl sl iz ISl cogdlea; 10 s oo

5] oo w0l Al 5y o, Lol il

S 5 (S 53 5l o 5l g Mg co 28 9 S5

‘Qal} leAJLu) [ gt MJLE.A 6|5Jm CAL- 95%)L>

et Slge b 35 g b Jloein : 655 slas sl
Stz y e (a1 gions il o5 IS5 Jlo
gboe IS5 55l g s

ol 3 Tgtome  tnllyg3 (sl Jaitid (g5 55
g so 3l g 9lgh (g SLIWSH 5 Lo i




ol slaails; la Shy b wb adeen
T B54slsg, 09 oy g b)l3S Aty
St Slhe i S Sl 4 atusy
5 Sl bl Ssrar cals) sleogd s
alme 109 18,5 Loy Clbe G e
ol @ atgey (I IGaal g, S oo S
won g SYsb s atanlee e
LS oo

o&ils (5, Kaal 39, sliwl ¢ Jlggasl 15 1oux
3954 b (6, 55ask 59, il aiine LLYT
s ol walgs s |y 6, Kaalg, el
5 oMS ey o Ol olISaslss,
Flas j0 g el ot axs Jb 0 SCuS 5
Sdkd L L3 o a8 s Ll )
4L 35, dus yio guae €Ald 2D j9udy
5 S0 0l cuS oRadly jo e olbls )l g
oBiils yoles slaail) (Liwg5y 35 50 s,
ool ) boasliyg, 251055 oo conlangl oS
Grases 1YY Ju b e bla ple
2 lagl g asS o cows atin oLl gl
AYAY g5 2led) S sod piiin 3215 (s,
Y o

STk oo B sl 5 Sl (]
G Gl Cgtee pae ) oo
95 O dnwgs (3,5 Culas e (AL
Olosto o a2 % 9 IS alopes (3,57 )
Prof. Dr. Beat) s o5 ,las jo islacoJled 4
3l a5 opl G o1, T g (Y« YR Schmid
s 3 sl e w457 o | 3 il
5 olblsyl ses e oil a5 bls) s
ol b ilaie glad ) dad 5 oy e
Aoy (po Al ails )b 2 (S s dio)
Obesle + s Blate + JUIS gt Sy
(VY amio YA wlgs S2)

Wy GLbBS 1 (S e Sl
sl 5 coloa )l (6 Kiasksy,
ol sy, o551y omsiSOly
355 Mg ol wies o 5o ]
S Lz ites g (bl () Kiasls,
2o o Loy a5l T & 00
OB aslyS Ll 3 lgiee 590 55 sl
Wyl g ol yonais b algs a5 aums oo 1,8 595
Al g daxe jo 0y S s )
Vet ol dnd Gl s a5 jgellS 0
280 iy |) (b5l slasislyisSS pglae
5586 (608 4 03 (Bl gt 9
Sl b laye slagiagy ase o
0t ot e,y bl sl silyiS5

JLio 4 diwen 6 Ssaali g, dntils, Lo» oy pre IS 1o o

é‘M‘Mw&C ‘) .)9.’.> olféib «PD).Q 6‘)" r:.)JA )| ‘@D)A

S0 g 9y oo slatlo; b (o 0 o0 )85 i

S parcaly b &y by, Sy 08 oo obosl a5

i | PSSRV w@)%s@ufwsuwww

ol do d el byl s o laSTg 0 (6, 5540k 54,

s ? S0l bi OFM aliilys) il
B85 sk o s sl > S s e i a5 & ”

—JUIS—cM)é—‘nLﬁ» L;L....:‘ (“5{".“’ 9 RS ‘W
RERC SN IINERI L RNGE S, 57 /vl

o ceload oge 1% o loss
o9 sl T sbaailuy glaay s Q€ Sidanl

shog whaw 93 0 ek Sl s cul o
Lgl_a:obb J...l:u 9 Ay A GELHMI 3
oy w0 ol 4y el Cawsd

oBaily (5, Kaale, 5 bl saSadls (o




g ouiosadlive gl 29395 N-F oylols Jguo
Al (o (50,5 (3l o 1 g2 yo y Lkl 5590

doys illae D) old claasls ;)
Jogas Guizmen g (o2 Syl S g Syl

suilo, g3l u«:’lf? °)&°g§i{)§ oopt? laaysS 5| o, (gl Pie chart)) lopls
IR o ooliinl b 5 doliil gelaw 40 o oolicul

e | vEe £\ U;Lf\“ 5 Syiie S (chisquare) 5o (> 3 51 5
oy Y5 Blil g o 5 a0 55 4 (6 oo 50

. J‘“DL" e ?s“:‘w@)é 093! > Ls*@sf

—XO | YRV (L R o o (pad (Ggb Joo 4y oy 3oy
ey’ Bro 5 oad s)lo09> (hrog gl S35

v G SV &y Foly 5 Ll haws 4

SVOYe | YRS Y\ uwf Sl oy a2l
Olegs sblsdwl Julosd g 4 3o

e o295, SYIgu gy 31 gl A

V+/YO YHYO £y s Lol S oighy OVlgw cwy Sy iSu ol o
= Al oad oolainl (6 e G 90 F (905

v P iz gy SVl (B o9 el S

A 0y9e Sl 4 (2855l S | 455

0993 2 el (o mdls I (yga3T 050

b e Pl 51 0ol Sleiige el 1) 5955 Jlgos 5| (o250 oy
(i) gyoina S5 257 2 JeSits 1 abgsye Sl ey la] ais] o5
sl glglyd 4 bgw oo Lo 2o oo

“[-\Y ¥ \elY ool 2 gl 5 el 5550 g onalice 550
Ol a5 Cewl ey a4 p3Y Ll a4l

» e 2,80 Jizh Jof g gla>

Sg g0 abaxde 358 Joaz 10 4 4igT jlen i el )0 (Ably e yd oy ] 45 >

~

PSS a5l ool Jade 4 azg b
2

- Sig- \V) g olixs o 5 (£ =1/T)

Om Gblre @glds aoye D liwedl L

S92 g u»)M sbals, Jb o8 ol
Ssies Olebl 9oy A0 L culply sl

U RN IV JO CPPCOW PRVIPLER SIS SRR YA
(s lins el o asis S5 3 b el
Sz e lpln il o[-0 Sl gl
328 ko w3l 7S foline s lin
J9iz 045 Caal (g 12 9)90 40,8 5 yhakne

5 09555 Sy agealy aes a5 cudls bl O PRVPR N A

Gely £9900S e iy Slgl 3L slaasy 3

Ol 39 5T (Cdluw y IbadBl g Gy

Slolyd 5l s aST 0018 o a1 aiin A como Jloixh) | s loline prbaw oaamsslis
o AR S e A e s (O Sy
o / 4 byrpe (ol S (n i Wlodgss 093 il
\7 o )lowis o QLOBJ U}JM e o LgILQ uua)f " WJLQ;:}D ol LS)‘QL‘M@!G--JDMJQLZJ
A Z°)_ > ol b g loline cglis (g Lol Ll 4y a8 Sady

Syl polae

slaale, wls cwS oo —pgd Jlow

ol slaailer, Jlo 33,5 =gl Jlgw



B LY O
-a/0 VIO YA
Obess gl
IR
—YAID VIO q S
Obesi Ogekee
VD Js
chw - ) PgSw! 55 o,lel
(sig) (5 ylolizo 3l 4z 2
J (Z
ofee ¥ FYIFE

Sy sn alamdo 358 Jgar ;0 a5 4igS lan
Sl G gl o)l e 4 azg L

2
Sig=+/++ +) o olixs o 5 (£ =FY/¥¥)
Ol O (6 loline glds ao 10 A9 Ll b
wluy S (s3lasilely Cqz s 090 oy
Oliebsl 0o )3 A4 L el plis wls S92 ]
S, ool 5 85 23l Jo ol o
oS (s i (Slgl A b slaay 5 5 0350
bgsye polie a4 axg b W tatiws ful g9
S (o0 4 sanlive )90 slo Jlgl,3 4
alo, S LE).‘J*S“") RV VeI =\g~l.a).~.: as
el Slogi (ygaban V=Y U
lacucdlygs aelys 5 Goio—p ke Jlgw
Sl @35Sz ol 5 U]
g oadosalin Jlgld & 595 F-F o )lod Jguzr

ol o3 Bodo ol a0 41 bga o Uil 590

g oudosdlive ilglyd 29395 V- F o )los Jguo
il y gl 35 (el Joxo 4y bgs po yLisil 5 590

. ilgl 9
. g 9 _
)Ua...’l S0 suline
YOINO TYIYO sy o oS
VY | vvive vg o | SBSS
O
SVEYS | YVIYe vy o|sess
Hso b 257
\IVO YYD vq ased 0]
V¥4 Js
S buacc.\a.w - )';95"‘" Aﬁlsb)t‘i
¥ NHFEIY
: (GHAB) €=55) 2
(sig) (%)
ofeee v YA

Sgi oo alam>de 393 Jou 10 a5 ob len
Sesul G5 aesl oylel ade 4 axgs L
2
=-Sigle ) s lobine mhaw 4 X YN
Ot §bline Sglds ays AR el L (
552 g T slaail, slaasl o el s
Olgise Qligabl 2oy A2 L nlple ol
035 CAHgSs lagewl au95 45 culs bl
£ XIS et e Sl B L slaany S
@ bgiye polie 4y azgi L W saien auly
oS oS oo 4o odnlie 390 (sla gl
0ol lie (n it (st 4205 5 o 45

ailuy yo Jels s ol slasel o
e Slalyd ol ales) S (g3l an 0 pgu Jlgmw
oailo Sl LI‘:;I’ :3 )90 3 el jadizr ol o
- 2% sanline
9 suuoudline ‘5:|s|)5 é:)y Y-¥ e)l.n.:) J,A.Q
—OIYD TYIYO Y 580 Gy St 3l 290 plopuw (3l 30 4y Lo po 510 590
BECBUCAAN Wl y S g5l P
VEYe | vve | oy Ll: V‘ v Sl | gl ¢ /
N odilo B | 3590 | S)p0 wy | / 0000
SO | YVYG | ff ?f o) om Ml | oanlis 17 o )losds
Obes¥ ks Ve i) o Q€ Sdsml
YeI0 VIO OA )
SABYS | YVYS | T b olegi gk
oot g ] Vel o
VIO VIO 00 e
VFa 5 Slegs gl




Ol 39 501 (eddlu y SladB! g Gy

Loy oo alaxdlo (398 Jgor o a5 jsboiles
=0IV) SgSl S5 5051 ojlel Jlade 4y axgs

2

Cglis (<-SIgNYR) s foline wlaws 5 (£
alo 5l pBasS il olasd (g lolns
gy @5 Gl )05 0929 59, Jobo o
S8 Ve 5l YL B a e 5l S
L;)L{l JoL?z_J L Lg)‘él;.po ujLD.: 9 oéf u}‘}._iz
Lo (23lg g 002 5 0l
ol slaaile, Co e 0950 it Jlguw
S (Bpleile g sl oS s
ey ‘d")")-"u (LY.} ‘GAA-"U L5L°°5)f
Sz el plr i Gl &5 ol
I3 Geesl 990 |y 4 4w T 4 iy
el oals 1)) 13 j0 a8 ols

gobosnlice Jlglyd 21365 17— F o ylods Jouor

20 G0y (519 9929 &y bgy o N5 550

Al
g oA
ey PP 5| s
2 oualine
-\Y A ) 3,15 3929
\Y A AY 5,05 5929
\FY Js
&Moo _ ) oSl g8 8,lo]
(sig) o3l az 0 ( )
X
/- ¥f \ \7A!

355 alidlo 358 Jpor 5o 5 w58 plon

2
X Z81Y) 55l 615 yg05T ool Jaiodsargs
A0 (ipalol L (Sig=+/+ ) g lokins el 5 €

& olina b - Sl g5 8Ll
(sig) &oljl a0 2
(x™)
ofeeY Y AM7A)

S on aaxde (358 Jgoz ;0 o5 WS lea
Sl S5 ogasl o)lal Juke @y axgi L

2

Sig=+/+Y) (5 olixs zlans 5 (£ =1F/9)
Ol O (8 yloline glas s 10 A9 ylicebol b
ooy il o Jelis sl bysy 358>
Ol¥se Olaebl doye A L plply o)l
03¢0 w‘yi; me...:b 3 S cusls )Lg‘.la‘
£ 0SS et i g8 L slean S
a4 by polie 4 axgr b I ass &uly
oS oS o0 A oanlie 0550 (sla g8
Aer BVee sgam 0 (8L Gei (o yiin
Sl logi yedao VIO LY (s g Lo 32
OB a3l 5 bl Coxdg ety Sl
2l g (0eSe glaaile; o 3,5 s )00)
S ysige wuile) Sledbl S glaogeds
slals, l (Logeis plw g RSSgij
Sl 448> oyl jo Dbl

gouudioanlio Jlgl 8 &2 395 :0-F oyl Jgur
Al 3 GBS w03l slosi 4y by o kil 5590

395 Jgb 5o
Lo HNJER ilgl 3 _
5LouSl 90 19 SLNCL] ong
et 1 | Coslie |
VYO Y&V YA 55l yaS
Gyeoo O
A Y&V £A
BUEYN
G0
CEVD | YRV Y L2 8 ow
BT
Ve sl YL
~VIVO Y&V Y4 I ren
i

o0
4W aS sladile, olows s (5, loliae glis duo yo VEq Js
~ /0000 Ol 2B aS plaaile) g 2)ls (6503 gt

IO R RV T I R ESP . .
\:Zo)-ttcw‘; u = Mﬁ u-’)-’ ‘i)"‘)ﬁ'?.ﬁ"‘\"":“"‘” 5,1olixe ghans . ) YS! (515 o lof
S W‘}SA lec.wl.’ le35d aS cuile )LQ,.L:| u‘yksa ( X ) 60‘)‘ a0 2
sig (Z

0 sl yiien Sl 3 L glads 35 g 000
1V bgiye polie 4 azgs b IV i Zuly g9 YD ¥ oy
45 oS (50 A ol 9590 (gla gl 3 4




L ogd oo alaxdle (3598 Jguzr o0 a5 jsblen 335 (65200 e (61,95 T (glaailes, 15T

=+17) )35&‘ 615 u?")‘ °)L"| )""‘6"° 4 dxgd 9 ouoddline Ls.ilgbé 259 V-F oyl Jguo

2
. .L..u 4 b L&;J"
Solis (= SIgFOn) (s ol 5 (}( alw) )0 Ay 1y Sl 0929 4 by po H L] 0 590

Uit oS glaale, oas o s oline ey | S [ lil o
of w45 laails, 5 0ils b 45T 5 (ol J19y90] oaalic
4 (5 loline Sglay ol by 005 dgzg ditiws 10 vy AY ol 929
Solas g Q)L\j 3959 LQM; e 6)“ Bl -\ Y oY 3,45 3929
s 285 g 0095 (5 ol oulionalice VEF Js
i 5 I 618 o,le!
Sl 4555 DT slaails, B | s ) S5gSwal (15 o,

i e gile oo ol 5 el (SRS (1
A8 Qﬁ“’}—‘ 350 1y 4365 a Q—‘ 4 2555l <[\Y \ Sy

ol ool &Sl)| 3y a5 quolo

subosdline gl 29395 :4-F o )l Jgu L S oo ala>de B89 Jﬁ..\:? 59 as AJ;QLO@
2 Sl 59 Wtw b2 yo Uil 3590 9 =FIY) oSl SIS cyg05] oylel Jlade 4y azg3
ailw, 2
IR L Sig=-/\Y) o oline ghaw 5 (£
oo gily | el L 8 A ’
Lt e ounline 2, olass o (g loloe Dol wo e A il
VY V- AY 5 @Lbditm)juﬁ)lo AJ)J)ZJMJE_;&“L.«J)
0L cplplo )l 0szg wwn ol W3 oS
Y 2 OV [aiess , T
7 sy oS caaly bl les o licebsl oy
' F D O L
osalin 800 slalsl S 4 bgype polie 4
5 fobixe gans ) & o b i Wl gladile, 25145 4 1.8 o dos
? (sig) @oljl az o o Ayl dy
(1?) s %
<[-YA \ fIA gouloaalive Slgl 8 29395 :A-F oyl Jou
451 9 6510 iy 8929 41 bg po a1 3 )90
. . . e 4l o
Sydise ahmde (358 Jouzr ;0 &5 4gSlen e e
Sl G el ojlel jlade Ty L oo g3l “’”:ufﬁ"f’ PRI s
Sig=+1-YA) s lslixe o 5 CAEN 10 YY/o % SIS 352s
O bl Dolds ao e 0 Ll L ¥l VY. PA | ojaiogzs 00
S99 aile) 53 JELS 050 5 1) Jrwp Slaas VO J « //0
e ol aoy A0 L cplaly o P O /o
0390 S lpiSy agwly me a5 il bl ) paSnl 58 o,Lo \7 o )loubs
55 00 (i i Il L sleany 5 ‘ &ol5T a5 S
e S b e (5 o
@ baye polie 4y azgs b I i uly X
S S o0 o osaline 9,00 sla gl -/F00 \ 5
e (U Al 5o el (55508 <o ST




Ol )9 AT (ldasluw y ILediB) 9y

K

\7 o ylouis
Q¢ Sl

dls::)lni
(sig) &3lxo mhans &9N3T a0 2
(X)) o5l
./?/\t\ \ NAYZ

L o9t oo ala>Mo (393 Jour ;5 a5 jsbiles
= \8) oSl G yge;l o)Lel e 4y ag
2

ol (= SIgFAY) (s foline haws 5 (£
alo, o odels 6, 0950 ro (5 bolas
3979 Sypa> et b 6 pa> e Ll |
Solel Ll s (g lobine gl oyl plia 10l
oddsodlive gl 5 0,0 dgg AT
Granie Copie Caxds el
Sl 468> T slaails o jLas]

oo i @'5')‘4 595 IV-F o,lols Jouo

420913929 pac b 9929 4 bgy po j k13 )50 9

FURW
I I
saa gy IR S s
2 ouline
-f V¥ Yo b
¥ WAt YA Joes
VA Js
& olina b ) &5 o,k
(sig) o3l az o )
(X)) Fosusl
1OV \ -/f

L osign aidle 358 Jpor 55 o5 ssblon
=+1F) oSl G5 (905l o)l Jlade 4y azgs
2

ol (= SIGDNY) (g olins s 5 (£
Sl azogsa8 olaail; slass o (o lobas
S92g Al (Glazagy iz olaails) g i s
‘_g)La—l bl O Lg)lol.;m usLn.: O:gl).gl;.g 5.5)\..\3
sadsodnlie U5Lm 9 ¢)|..\3 S¢>g L&b@)f O
e (28lg g 0392 5 p0llo
wolaidl 5 s Sl ks Jlge
QM UAL'I AJL.J) S5 Lg)‘l.»"ol)

9 ouousline 55‘9‘;3 2595 V=¥ o lods Jgu>
8975 (o S yow 43 4y by o HUa1 S yg0

ailusy 3o JéLs
qolg SR
itagly PP 5 L s
2 oualico
b b e
\ Yy Yy &Kl
bhsye né
-\ vy VY| e iy,
VFY Js
otz plans : S 0 bl
(si) o3l az 0 2
(2%) s
NININ \ oY

b oy oo alaxdlo (398 Jgazr )0 oS jsblen
2o [oF) peSadd 615 pe5T oyl e 4y azgs
2

glis (Sig=+IAFA) (s Jolins s 5 (£
3 oedels deass S s g4y (g bolie
S5aelis, b bL3 ) pas by L3 ) s 5l ailes,
Ll L 6)|QL_\.A QsLﬂb U"‘)"L‘J Ed)‘..\.; \)9?5
Dol g 3 392y e F o ()Ll
s ‘5'3‘5 9009 LS)'QUC IXWIR VYRS

3 oionnlius silgly3 21595 N-F oles Jguzr

JELS (595 (5550 090 4 bgy yo ;U] 3 90

alw) 5o
. il 9
. gl | <2 .
suilo Sl u‘:j:s 390 auys
J 2% sualice
L Soya>
-y O fA &S ails
QLS o
1-36)9-‘5’)':"
Y O oY & 52 ails,
QLS o
) J




calioaaline Slglyd 29395 N F-F o lols Jgu g oudonalice Jlglyd 29395 N ¥-F oyl Jouo

09 @l Ao Ll g bgy yo yUail 0550 9 soladly (o poo Slol 3l 4 by yo Uil 3550
Wil plw y3 gaio ;S50 g0l T &l y S (g 31ulel
(gl |2290 Sl 0ree Slald Lo oyee, lglyd S92 _
ool sl | oalie | oailo 4% u‘:’j’s 3590 3
J oualine
oy Yo VYA o
. o S Zole>
-or ve " = an | v YA | gl ol
Vo Js bl ails,
YV | vV s P )'5l‘~Lf’5 fl’"“‘“’
iy a)l.oi o
(sig) 5 ylolize gelam (g015T 4z yo 3 Laass
(X)) PeSwl -4/0 VIO YA 3.6, Kiadbss,
s
* / * o 0 \ Vf/i )>
s | vvie Yo | mmelEe
)
Sgdisn alaxde 358 Joar ;5 a5 agSlan o+ Js
FSul G5 el o)l Jlade 4 axg b
2
Sig=+/+++) 5, obre laws 5 (Z =V¥/q) & bine i HeSewl 515 0kl
olasd o (5 loline Dglas ao 0 A9 laebl b (sig) @bl ax o ()[2 )
5 g S5 g ol cygny ails, e L]
Ao AL cplpls s 0929 bails, plu oo v Wiy

lagenly 95 o5 els Jlobl (g oo linalel
i Sl b leanS 5 esss oSl
B VAT KVIEXCOINT-Yr S PN PN CEL Joues H
wmesosalinsgo gla s bgrpe polie L Sig=r/o ) o oline ghaw 5 (£

O ailes y llae w8lge iy 184S o 15 0 bl (5 loline glas wuoy0 A9 el

b o oo alamdlo 358 Jpaor 0 o5 S len
VI Sl 6l ygmsl o el e 4y azgs

QW@MLQ;\_,L“) )_,L,.,J 59 &._._‘,)SQ u—')b" d.iL..u) ;S; Lg)‘mlol) LgéLa..ﬁ‘ 9 b.._v).m\.o

o e lbcabbl oo 0L ol plo o la o
g oonnlive silgl b 2 jo5 NO-F o )louis Jo ¥t O 02 TR ORI 0TS

CalystS 9 g0 Gaiio Cole ) 4 by o HUaiil 5590 0398 SIS, lagly g .45 Sl ekl
il 4o EF 00S et il S8 b gloasy 5 5

- - 4 byyye polie 4y axgr b I iz &uly
L gy | eSS e SlelS < T L 1
o-\:u@t'? )ua.d‘ solie 4“"; as f“")"SLS'Q L o GML:Z.A S)90 6&@‘5‘}
Yue | v Ny n oAt Syt oSty ik o8 ety
N a " = b, SO gilaslely golazdl g e r:l):lj P
. A (5 ‘V//O
VFO . o o . . <
& ol 25) (Fob Plue o poe o2 Jlgw g /0000
sloals; 0 (Age Goi> 5 DL Geme 17 0 losis
& 1sbize pebane & o b MO PR SSEH] Q€ dsauwml
g T .
(sig) &2l 42 () s Sz Sl @il S ol & Sl
/ X o AR Osesl oyse Iy ass w2 ol 4 sS5euly
el 00l &3] L3 5 a8 quols



il 53 Gow 3l Calyess Sy o alaxdo 398 Jsaz 0 a5 wisSjlen

ouila 3l 0)925.;‘5‘)5 ~>):;ig)5 a3 oSl G5 (yge5l ojlel i “%2“-?53 L
VA vYio Y o, (Sig=-1-++) (s folian a5 (£ =VFI%)
W N e ~ Olyo u-“-’ & yolize glas .\%)o 14 uL....«.lol L

T s Sezrg wlu) ;o Caly oS 5 Ao Boi> ke,

Ol olimebl asje A0 L cplply ols

TR oo s

(sig) 5 folimo hanw| (g0l3T a0 | S Wﬂ‘s’%)ﬁ o M;
(1) oSl Slolyd 4 bgype polde 4 azgi LIV ot

" \ . Mﬁ“SMﬁfs"“’.%{“\“u@%?‘dL‘b
Ggi> WS (o0 (grw oL slaails; @lge

‘ S Saley Iy culy oS s Age
borhise dBdle 8 oz 5o 5 usbolen e aatie 5 5 15 F ol Sy
=VI0) JsSol 5 (303l ojlol ok &y azg 1 a1 ggun 5l ails 5 el & gy po skl 3,90

2
& Lbojle b
olis (Sig=+N\0) (g olins g g (4 o

5 oLl 5l e, CulSCs olaws s (5 loline oo 3y | SO [l
Lo . T plalsyge  oualie h
6 olime Sglis gl iy 195 3935 baLosles
.. , - - VEI VYIO AQ o,
Sglad 90,15 092 g a5 s (g Lol Ll a4y
s o8l g 0592 5 ol nSosnlie “VFID Y/ o8 o
VFO
'}; 9 ouioanline gl &3 395 VA-F oLy Jguzr e
kY 9. SB98> srigzme (g blo 4 by o il 3590 ;
‘.g\ "’-!)&5‘5 &‘)0 )‘ o) d;lbl&&o@aw - ds b)ln'
HAJE (sig) bl 2\,
3 o Slglys | & _ (X7) oS
ouilo Sl Sge | ARS
2 Jitoygel N o[eep ) VIO
% 10 £¥I0 ¥ o,
8 0 ¥ | L ogd oo alixMa 36 Jgar o o5 S lon
Y TR VI0) S g5 ygesT oylel e 4y azgs
Dy >
%'g l) (Sig:’/”?) Lg)L)L‘..’.A Gla.w 9 (Z
3 d)”l‘“ ! i ans ‘5‘55)‘4" .)5,’:>5 Oy ‘_g)l«)Ll.!.c usLOJ Qo0 4 QL"“’“‘L"
_2\.' (sig) ST (Zz ) ygSau] S8l (ggms 3l a5 oSl Al 0929 pae by
2 v \ T aoys A0 L cplply s 329 baglesle b

bagealy @5 a5 <ol Jobl Gl oo leld]

o0 //o ) :
lalyd b glods s 03g g
‘ . S SR L slean ;S g eoss cBeSy

y- 4 0000 )y . i G azg LA s Fuly g9 0aiiS s
=/ ) “_glf |oLo‘ ‘..\.0.444‘4:? . R . N

1% o plasis AR Ogileely 7 anieaaliesge gla Jglia by e polis
A€ il Sslis (- SIgIAY) (s foline o 5 (£ G 3 Sl 090 nailes) 25145 4 125 o0
Cliezme Gl wl) olaws o (g blize wilazs 51,8 01,816 e yle sl

Pl &l J bals; ple g ooy 5 (Sob g oudosnlive Silgld @597 AV-F oylad Jour



sleails, o Lls glag s oloss : gl s,
093 & 4z i bl J5 0 5] 2aS ol 30
Sy el Jead pgo (i 10 7 jake slaas b
2 dehiie 4, OSES ped 4yl
@ axg5 b oyl dgg ylpl DT el
b pgd Shou 0 gaaie gladnd )b (e
A5 anbe s

Ol 9 GBS 005k Sl ya 1pge 408
& bolxe bL3 | u.:)u sbals, Jb g8
Toke sloans g0l 4 az g bo)ls 252
22 a0l pjlez Jabd pgs iy

2 by (U1 slaails; i)z s
S Gk 3l (Je o iz Cas 4
Gars s ygeil a4 azgs b oo sl (s,
2 90l oo Jad pos iy e
T slaailey (slaslely anpa tem 4o 8
G ) e ans B geil 4 Az g L
A a0l slezr Juad pgo
LngdJL»))eCﬂ\)&,qub)w:Mw)é
379 (5, bolixe bL3 ) oyl 5l ol ¢ (o]
P T slaacsd feail 4 g Lol
A8, pler Jad pgs (i

ol Clas Culy oS e piin 4s,8
s 3l el colss g baail ol o 30
oaﬂ)‘i G dzgi b oy 09>y (5 lolixe bl
3y el bad pgo idu )0 ke slaans 8
Voo 28 g Lol and B A Sl i 5 oy
A Al 050 0 g0, 0,90

S e Gelrd il @l 4 axg Ly
o ole o T slaails, Jlo o8
Sl yd oy pidion wl logi Cygabin Vo B SG
ol jan 5 ST ods o jl DT slaales,
E5 opl (Bauls 3 g ol 3l sazi slhazog
Sslasloly gz 5LS 3 90 ule pa el vl
STl plogs (ygelen V=Y e DT il S
@, Jbo lSeS ya Oplfl il
8,0 Bedx  yidion witiued Codlad aulsl

Dol g 8 3929 a3 o (g kel Ll
T slaasliy ( Jbe el 0gme 03l Jlsas
fowl 453>

g oubounlice (Jlgl ¥ &2 598 N-F o)lods Jgur
sailny cudled dolsl (ol 4y b g yo , Uil 3 590

o LSS (g9 2T
(gl | 200 SR |00 Slold Lo
ot | T | Cesalin |
BN £-10 £ o
\0/0 £10 vs o
Y Js
& o,k
(sig) (g lobizo gelamnt (50151 450 .
(X7) 5ssul
o0 \ Vi

b o g alamdlo 358 Jgazr 0 a5 aigS olos
2VI0) sisSd &l cype3T o )lol i &) dzgs

2

L Sig=r/-+0) sjoline o 5 (£
3929 e (S bolre Dol wo o A bl
S 3l al) S Colid able 292 pae L
QL plplo )l 0929 aylojle L ol
&9 oS <y el plgs oo ligebol oy
Sl b slaan ;5 5 0093 SS1eiSy oy
az 65 b I oz gy £ o5 00isS s yiiion
odalin 000 slalsl b 4 bgype polie 4
O okl sloails; 5145 03 5 oo azei
s Codlad adlol 4y ;08 Jlo sl
ans B olill s
ol 3 eins cladrdd L3l L 5, o)l
oS
W a1 n s Lol 40558
oolaidl sbSaS i (S bowe ol o
00 0 I3l 3963 5 il (sloog S g a JSCa3
Az b «aslas goladl g Jl Plasul 4
b pgd A5 50 gyake glaas B (gl

RERWE el
a5 e o el slaans 3l Condg
:bs.g




-~

Ol 39 51 () IbadB! g Gy

P Lag] (ssian 5 sole ok (el 5 Laion
2 Olnl (e @l (i al3 0 390 aialss
sl il Iy b g a5
okl ol )l g S8 o lig o 4 1A
ol ol 5 a0 el oo Sleiiny
Cawd j0 Cdgd o ol s o a5 eails,
sleails; sy Glannls oSl col (2905
sy calizes slul 4y g 03,5 Hlas o ]
SIS 5 ol 25 ) i 5 gL
et (22 Gl jlatus cnl e (izeen
sloals, gdlio g G Lai> Cgr ) °9~’u;f
(63 slaall (53,5 1 o Bl ay (30l
loails, 4 snbedl) Jgoe Mg 5 o
A plol 03V ladl o

Slgniag (ool 8Ll g Sep 2 5 5 ol pve 4
bl glaails; slacuctlysy (sl 09 se
slepllss o glaails, 55,3 0l 50
e § )y D)5 jene aile Sule>
&= 9 uled 3 s g sole slacoles
sile o, (glo Joiir 5 lislns o1, Lo
s &S i Jlzws sbeaile, o lgiis
Jiazms ol ojlsiiz rege SLS)
(\YAQ

Figel slomeygs 3ged JEn eizes
slollidls o Ml slaail, (saas
S8 O lis sleaile) Sllllas 55 50 a8
waass gy gilalely 5 oMl ol )l 4
5 wole mel> ol jo MW (6Kl
05:»‘5,0 Slginiin (g0 )5

il lihone 4 g

kT gladile; oje> j0 (ARgh 5 Gekos
3 idu el slawd o5 5 Sl iams [l
bsiye 059 nal Sladl (09 98 4 St (1
ohdd e 4y 38 (6,0 isu Ll wed o
Sl )| sole asals 0 03Y aass g oslil
@b yim Jodo 4 il ol 039> cpl o
SFeS IS (b b wie> ool (og
el Sbls lojs> 93 (raasio som
waasts g (Sl pole degama ) Glsicar)
pole degazen)) FgealS 5 Sl (5,0l

O 999> 5 lpl jo (LT (glacedlg)
Selye aS el olo o legs Hlsm Ae e LY
el s glpilos, b dnglin 5 Sl b
Beer B Vere o el bailsy g5 o
A4l 59, 0 Sk
Cawddy Gabond 5zl pl 58 (20 o blod 4y
st ol T gladiles, ST
sloails ) egi ol 251wl a5l (6 yms
K LmGQijs)lal TRV NP VITRE LAY
3 JELE 6950 o ST N g2y el
Ul ol 0 ki 55 Lol ol
o 5 s s el Lol ol 5o
g st Dbl g (5 ey, b b e
b (gt Oyp0ay el Sl (59,5 )
A—HS@ 6)&"-‘5 AJL,;)

Ogiss 508 okl glaails; glaas e i 5
a0 ol & sz lapl el izals L
ST 5 5L o8 alsicy il aldls
Gililely golaidl 5 o o Sl lgreay
Elyo i 10 sl £lae (T ail; S
slos 59 @i ;53 g U glaaibsy s
e 3> Jorinl b oo i Lol
Gy WS o (g (U (slaaile; e
ol lelaz Slass cole, 1) coly o5 5 alge
L plaghd > slacdlad Job o laals) o5
5 oot o algs bnylojls 5 ol 3l ol
3 B oY sbajgzme 3l (T glaails,
AL )38 53 P63 a2

Loslgin

3 25 slesleing oadplon] Godow 4 a5 L
oS Slaize 5 525 2l 2 e & i 5
Ol £9:090 (nl (59 » 0di] 0 Ails aab
130 )5 oo &3l aias plol

12 ol e 4 olesitny

‘@9..13 39>g0 LQLQ:M:S J.‘:Jé L u.’)u LgLa:AJLA)
g 0355 10,55 5 gl )3 (sative oSl |
Slegelas (g8 a0y SG (b a8lS S0
okl slaale, (ol 13 Jool o s
G b b re 8lse den Wl oo (9 (ol 4
aile, gg5 ol aS 1z 0.5 0 ol bail,
5 g o L b glacsle> Sjgo o



Q.QUI sals, Coon 4 ((gudige 9 S8

9§ OMSio (e Judo @ La,_eo Lol 1o 5929

Sane 5 50 (omze JSS @ 039> (ol lse

ool (nl el Saalz g i Ges Cliiios

@ 55 Pl 0592 55 (laione 098 oo Sleiing

) WISy SRR 9 Bk

Ol laails ) (Sl jg 0 S SSS )

SrF sleielury Lo nae glals, ¥

oMl IS S g Wy
?5)5 Lg}bj‘ol)

sy Sl g (o> ol (ow)p F
k! sleailes

2 oSl 5 Sl eeslas owyn O
ol 5 (T slaaile,

Sz ol i) 0g oy F
)

U5 b (23900 3550 (s5lulel, Y

» UJ)LT dLmdjt») LgLa.w”a 6}|A_i|a|) A
)9..,.5 Lgl.cbom‘b

:&bw

55,51 45 52 egl SIS ygm o e g Sl )
R S g S 0 (OVTAY) (ol Gulegi cOgm
Al DLl el jaese )53 5995 o 3

il Sy e gaded g OV YAM) sl aliily> ¥
109y 3 o yad B A YAA ologsd 1 00 a3

http://omidjahanshahi.persianblog.ir/post/83

Sl lacsl 60 )5 Ll g YLl ((VYYA) e gg¥e Y
o,

Medianews(1389).available at:http://www.medi-
anews.ir/fa/2008/05/10/internet-rules-icann.html

Gl e w33k ((IYAY) Sledbl anl> ol F
http://iranwsis. U‘UJ 3 oy BB YA Sl >
BN71#71=org/Default.asp?C=IRAR&R=&I

Slie YA Jlizms sboail, o e aoge 0
MBI (5315 angs 55 50 (oDl oli)| 5 S8
Sz sloails, 5

Ol mbe 6 Kael59, «VYAR) Luig coly> S .7
sl ol Ll

&8 iy COTAY) dpox opales ¥
s ol el a8 8 O ale (g Sl eges Laily,

yas 0 golall g oyiled <OYAY) (68 (S A
e slysd Al 00 s (o0l ez 5 dnaSl
(S, L

(Sl axal> slaay las «(VYAL) STlLE g A
Jywodad o gosad Juclowldax 5

ol TN
,.«/../..

\7 o louis
Q¢ Ssdmwl

25




Sl ) 8> 9 (8 > Sl

{ Mol g Slilio 5
sy g by 390 38 Job b

;g.'s_?ggg).g}dhm

&

L2 52l 9Lyl 3wl Hu Jo B L (Aod oy Slwlive jo (gladlw

b)é L,:Mwl W&uy& |
oMol ol o8ty « bl 6585 gty

heslamifard@gmail.com

EXVOES

9)bgy 5> dale pllai 5 Ml (5y50e2 plai MBI (Sopm 5
Gluags HUS 5o olpl g oMl OME] liads wlazisly j18 glaglsdon
S Blae g il 3,5 o > (Simyd g oladl (ollas Cljgls
S5y Sabes e b ol ale 08 il S lansly )l 8
P el 85 Spgo Gl g (il (SNl ¢l (ollas (sl i
e 5 Mol Gler ade ©p2 (lile) S g (g8 Slas 31 gla Lo
oty ol 33 Gl Bl 029 Sotte SlacdlE )3 pgw Sles csla )5S
Wl sale) 5 (B saailo) (i g ol Jlpl s pd Slas ol (e
Conl 0dd gy GigRy cul 53 sl &858 () 3)90 SIS el
srSope S 6l da ) (608 Blas 5 lail) S cpl )b &S
bt 08 9 lpl 63 3slen cnl Il g bl o i 5l e ile S

ol 035 1) ) ineSle (clmeil, dingy Ablio (gl

Sl (5519

5 st e |y e s s snge
Lo oS canily € Jlg, Oldas— Sy, So»
3525 (5 ks Yo aiiin basls, ol Jos
o basle, GG e st e a5 o)
Rl g Sl (oagoe I3 (2SS 5 2o ke
Shicols laglSe JLile a5 55 clis
2 i Jle bes wlbls) ale bl
@S 3 &S ol Condy o
Sloedus alewgdy wls winlys &) oanl yoas
Ly g il 3,5 slagoe 5 5 (S
aS ol walegs &5 Slhgai Jdo 4 s oyl

doddlo
doojlale wpazr Jus 5 iyl b L
A3 939 Al (ng KB 08 920 ks
sl solasdly ol (2Ll 5 wlga 5l s 5
Sl 0y Dyl lale Glaal oy
OB 5 B dedan 0 i b s slapllss
o1l 5 A o il 55 dlie 5l o) 51,3
ERCPEIR PN JIRNEN:
e L Mz SVgos o lasla,
a3 g golatil e olias loaslie o laailes,
2 Sl 285 5] 518 ot polee Sz



G ,08 5,00l 51l gloouS s 1S
55 Sl ol Blaal 380 (gl galalss
ST 9 Sz o baile) Jie o SIS 4
G zy slile) Sz g s Slas
L aulg oo 505 Blas o basls, wijls
Sy DY gamo doli b @595 5 Jedow ales
WS GlesS wis iled dig)ly |, 3la>
oSl b b sl gl b oo
SSNSG 25 5 et 4 (o235 e 9 (485 LS

Slao fgi 0 W
S 9 (S e
T KL UL
== 9ol
o 9 2l
@y y2xd @l yoas
‘sbddLoLwU'bc\JLw)
¥ 909 o0
9 LﬁbMU)’j) Oleto
gyl 5999 ySmo
‘ Lbuy).’g.bul.zw
g9 (owas
sc'.».’&q‘g;l.ibw
.o)b ul.:).'>

W, ¥ pases (0 g Blas )l Gliged
w25y sl 5l Sl pselee S OAFY
o 2P wiaad |y e ol OLA.” «3b
Syl 88 S0 0,0 Q’PT o bl
O als b g ooz o ol udl (i)
LT aSas i (9,31 6 g ol ailis
OL‘JT [ERCCES PN om RERVAJPE P JE-X VY
D ST E950 S 515 ol ailes o)

ez 2 aiS ol e oy e slaaila,
p9® Sz Sz ooy o uelSl 2 jpcins
Oz ol e ( Sz plej ;0 30 At i
olladlors L 1) o asen wb oS cunl o
45,5 2l il nés e

pe Sk x4 il Sz pgehe
Shes Slls Jstes GleS a5 205 ey
G Sl s Slals Sl oy zse b
Olel (st ld CngS s 45 (6 p &S
by Siz g (6503 Blas g0 0,5 L]
Sl (S g el s 3,085 9 S )
p 2 G150 a5 (K 05 (B e
ladelisg) Sloxiio 59990 o0 soilallaeiles,
e g ol Dloras dagol) (1939 ,See s
Syl by elesa] (loaSiod g ba s ye0
USRI WO PRCON PV JUPUINE -2 S0 R
1095 00l el
qsng‘ML»)&#?BdPJL‘“*

fo,ls 5,05l

T slasil  wle gleals, -
S r> Slasanld s (i 4z by o)l
Salos,S Lay)

Ol ablie gl olnl o GeSl slaail; -
él.abél 4> slile, K> g g Blas
fslosls bl

ar slezl gleass 5 gilee slad -
T3 )8 (5 Blaao jo 21>

56 r Blasl allis glaos el 5 Lo Sl -
QW QLJ..Q.,.‘ZJ L;‘:UL..;) >

(G b9

S e g olinl g Beizs (nl o )15 )

5 oshate (nl gl g ol (50T 5 (glailsulis

Sl g )L 5l it by ous s 4y ol b

s dollepn sleailn, jo oad i

A oolaiu!

19 b 9 o]

2 u‘:‘l’ 9 0omlis) Al S 85 diged ) «

Gl el VY iDL 5 g el AV ) S o]

QS p3 o Sl yidon (ol 0aloasd 5 oS

W ojled by lige G Lol 55l 285

aS o oo Hlid Olaass Iy 05,5 o led

IS e 5t 5l 5L Mais g add oy




Soo g6 o> Sl

&

L2 sl 9L 5l 3l yo Jo b Lt (ot s Olwlivo ju (sldilu

IOy y o0y 5 (6 s Sliao
S s oolisial 3 OB lane om
e pliads (S b poze (olp «Blaw 4

5l ST ool o)

EF s dlac
LS SIS
)92 3o &5 Cawl
slbaile,
Lailw,. aidl -0
A G Slao o
OV slrogs
sladuileS o
Sad gog ,)§ Sad
gdlual ey jol,
oSl sbaiwlgs
VX LW

Ml plane o, glansls dileo] oo
(Jole pae jlas o VYVY oy, el
B S b p e g sy (G gne
1090, (Ll b (oMl (5)5002 (55155 o>
» ople g GpF Slas asye joal (sl
Sbaloogn 5 a5 (Mellows ol ey 5 Sl
pllas s oS Ja g ey oo
losls J13 Gas 1y ol ool (55002
Sasteez SIS 3 S les 5,00l
ol pade b il plyear b (oL
2 55 g ok G yeSose b oy
5 3L Sl ou wose ol 0SS eeead

2 Fewls ) el sl lws>
5308 Sl Sy 3575 4. 6 00y plans plite
o il Sl wlids ase 10 (550518 5
Ohbale g ol iisge)d 5 2358
5 0t el ol Lol olb o5
Slast o 5 1y Lo s slas S s ol

) 9,5 QS 5 0508 il 5o Cuaglie
ey Sl syl o ol 99 5l

Al plesS Cads cplgl Hleyd 4y g csle
S5 Slas slos S )15 g lasged ( Sen
S LSz axg o laile, Sz g
OIF g ylpl ples 5l byl 98 oo i
oolazwl blie B,k ade gly 095 glaila,
ok e olimls Jo SoxaiS (o
wattin sinlad Sim Lo oSl glail,
Gl 52 53,5 Ll anin 2175 ()5l oS 0
e IS el 4 jlre L 4SS
Sl ke s o 5 055t (5 LS
@Sl odinags eyp Sledl 05 o0 soe
Jlo 2 o el J5l Sz Sl G senagic s
5ol sl ses: jfoatanes nslas 199)
333,58y JLo 5 o 8 oo o oS
iy sl i gl JalS gloty
O S el (gl Ndg oS eie aS
g oole Al JlnS ol 5 s s ,S e
OFONTAY g lod) 28,5 395 41 sacls
sogas S 1 ke Jelse 5l oolail Ylaz|
5 bz b (ohd cwodle sbpo 5l 4z S
oy O 5l 5 oladloe g ansls o a8 Sl
‘@‘5} s_ALC)L.A &9 o):..wf 0)5).@‘ Lol ‘J.:‘M
ez 9 hve o s | 4o e
allon S35l 6 550 e 5l Sl 3 g Sl S
bails, do,e o) Leslas glacilo g S
G £ (6 Blas ol aslul ol 4
Sl bals) oje> 0 a5 cul X
L;L&bos.a.w L LQP las B Lbd.:L.u) M‘GQ
Son slaog 5 (205 slad wileS o (55 UsS
I Sl glaarulgs o Blaal e o,
s yaely @S] bl g Ban aias
Crocsd slg i by alSy (sl 525 350 Ll
Ban (lpieds 55 (6393 )9S p0ye 9 Cend
5 bl alaln .aigl soools |3 laclad oyl
gy Mall AUl 3 0 L
5 &S bl 4 gz glo iS5 pges o
039: (56 SL)9iS Sy & g A3 Sy (S



w8 Jlo iz Job 0 Sl Kk,
4z LSH Dleas 4l g o lgale sloslatul b
g el oo polw] Jlews (ISDN) Jluzws
055U oo 5l wlie ol {Siasbs,
sS;" SS9y » (93..\45 9 osls ‘o Jw) d)l.u.w
Jtezuws albls )| adl 5 S solatul las
Jil 5 ably Koles 5 )55l pogis &
oot slo lgale .l o8 e o b oDl
e S s b (S5 bl eitns
ol ols el sloy e slael o
ol 5o oy f 6l 1,55 el s
el 00

Shr @by, G Gln osdee
by a8 sl adls b 4wl S5
oS sl G151 B Sl 15 105 45958
Ly, (bl )l by Lele ogis aisg,8
Sl AJ&L?.A)& ‘) Q)J_g Aoy o \)?}‘ofllpb
Slo)giS aiS (oo pSate ez ey
297 $1ysiS ( Slo pllas o 0 )8 Seio
72 el Gl p &5 st (635 0
Jb o sle,gis inas Jo oasls lalus
P Ol Sl G SIS e ot gl
@ sl ez 5 S5 anslie o Jol (e &
ol B Sl () aslzg, ;500 sl avw
ooadSIL oaziacs YL glaslay gy a5 ol Liro
Ok FSzsS (b ,5iS ) (g g b
) D90 SR Py
20 s glanlis v a4 p3 Sl b
S5 o0 ) (S b ladedi g Wil g Sle
Sy (9l 5 jo7e ddeed )8 ol @

Jocas w3 SO Ja Gl byl sl ogs
) i e ol oodll (5 9002 ale
U s ()0 dlugy g WS oo anjo
Oyl cde @ ) oS oy o Glas oyl
otn g A ol aileass 1 wssle o)l
5 oSl 550 b oSl Sl o 5
503,5 Ladl]) oy 1 Sitns g Lo gupo Claal

Sl i3 Ul pgds sloasss

RUSC IERPSVIA
aSCowl Y
P98 9 >

G (8l - 09 0

Sl )b,

aal K158
ks axils b5
w9 P WL s &S
£ O gu

o o i oSl M wline o,
|) C}JBQ 9 ol GLQQ)O u,ulSu.)‘ 9 ,Jda_.. o g
Lol aivged (ol ()50 )15 2>
do,e 4O LS")L“"" r:UZ:J ‘_gus_\ 9 MT)IS 65)1-‘
aiebog (ol (nl 5o g dnien Dlls g 55
Sbro 230 g (pelsd A () wpo Led e
Sl 0 ke (ol 0551 0 3 lg Creind 45 el
Blo ;0 fpedd CanSli 1) onl ple g SO
SrSpeonal 1 35 503 5 03k e (528,51,8
Oy il (Ll ;o () plans plio
A pS dmy yole jl GpSon

Lg)sLd A..\;‘so JLQ g_;)‘s.a.wl ol 03g) ‘;LP
8 plicny N5 (5958 0398 oo 35 03 ¢ 28
st &olsz pslal 9 LoyS g ()8 malex )0

05T S50 1y 1S5 ol g i, L Ll 1, 45/‘
b e Sl g Ll b as” wssls 1,8 V-4 /0“.

o2 led b olon j92S U3 65 o 5l V7 oleid
Q¢ Sdawl

S8 Q-A‘ ‘_,’J.ol S o uLom.:e Jelse Oi‘
porde 9 shie ool 5l il Sl rex

31 ol g op )l redts 53 g Sl

‘.9)5

fa/?p=contentShow&id=1029

1.http://www.leader.ir/langs/




Ko g6 o> Sl

e

L2 sy gL 5l sl yo Jo b Lt (ot oy Ollio yo (Slddlu

45,28 & el 7 plas gloia] o pd glaas IS
IFss bl cnl oy il s S0
Gloasy, SloisS sl (gilualgio a5 S
(O AYAY c00l55000) ol jual onss
G5 osteliaS bails gluasls il slaigeia,
alox 3l glailn, Y game calizee sl B 5
» ‘°5’¢'u~f il S oo Dypo 3 Sy
oS ST 9 188 L slaiSets
b (A3 slaogal el 5l (S
@ bgye Sl nolal e3g easec VL
bl S 0,5 5T st 5 Lo
G Sl Gl bl 45 0925 ol b
Slelexr 0 b 5 (Alaeo pobuc! @
slogy s ol el 39 Cewggobow
o Sy o Sl BanS iy gl
Lyl 3 EAS S 5 AT 58 55
Al by cdggn 4

Sz Sl el Condy Sl (g wiges
Slaal Syl 6‘)‘.’ S NYgase 0,5 4
5o ...\{ISA Sled a4 o8 lele ubw
Ble el gl bl i g5 las
el c¥oleo 4 o oS sl lows
03 e Lol (sl 25 5 o3 Slaalil &
g aSul b by (3 (o0 098 o0
2l sl ald,b o (515 5 (Gl ekl
Olklo LS 5 aiedan (Jyg0m w s oage
) .x;@)ljédl)lw@jgjﬁ
o o o o] ol 05 S5
Jos bools Jlaul gl gus ol e aslien
sl 5 Laosls oyols S8 s aSL wsS
it S o) el ] daseiie laosls ayYous
(YYFYYY

50 «Ba daol> ).a]..-L Glp 3 Blas o
oolizil LSS 5 oyt oY garmo o
°9**’a5‘_’

oS o1 ol52ils elazz pale bl (S 155,
s B (Mol 5200, QLS 30 e y8
Sy Sz lhgs bk 5 Sl pgd S
TR

98 o0yl (owll S0 oz @ &l

aS el F 5 £90 5l oolaul ianss mlaw
Q38,8 soliiul ] 5l Sl g oyl

9 Sl Syeie )8 0 Sl KAk,
D8 g0 (s (ol Gl 4 dden
g b alislio | 13 55lo Sl poeie
S Sonsl aliy Glye o Glise Sl
Kaids S 0 Gl 05 adls I 4]
=P Mges 995 ol wSen ilusler
plie a5 35k vp2g 4 1) (5,0,
S0 o) Sedion SRS 5 SmassS
(A \YAY

balu,as Sk B
WSS SO
AL gosro S
aidly oylojLu
b oo 51 S0 59
39 ol LS putrlio
S jlwdlgioaal 8
sasadsgbrossay
s gloia . Sbd
S04 x5 & Sl

o9 0y 3 Lo puiliiuno

256 &Sl uoles Lass osjle il
bl (203 ngal 05 IS5 dap) oes
odas ;3 b €S 4y, las .l Gl Lo
RT P UG (P OP-STR TG ST 3¢ J W)
«slsy ag e @ o lal b« LS S
S ooy i3 j0 ailu) Cool 095 0
O )55 5 Sl S s (slaol) (3l 50 oSy
S50 9 Oy laculy, a5 conl ool @
Okl g aiS oo @l 1) codly 51 3l
LT e cils al w0 K )
O93sb ohgn bl Caeslys 5 (omyw
sbs 5l Glbble (85 ngai 5SS
el aadly 5l U s3lapsrie 5 Sl
(FANYAY ooly s0g0) wiS 0 05T

s oo Sy A5 o o ot o g
e i
5 bodsay (gilualsae wnld o ol (IS



dmas O ) galddds (g SLadl ke
PR TR ol e 0 % 0ALE y Cnst
s al) o ed b el Lol 6lmls
BUOtUES 1l Y GUOY UV VRV PR ST S W)
D9ned) el olyor polai b gl Lol
(YV:\YAY

CUS oy Jab o el ST S
LSSt bals, )0 655 b sl
L B U S-S NPOEY
oladl p by S 515 s e csibagl >
0dyoip |y (yolis 9 Bk o (5355 lblie
(Sl solais! B pdian (i el
5 U 955 ML oy oJUs 589 S
Sl fS 5 350 sl (s3luisslga %0
Aeolie g a8 Sbicawls (S0 g pows
Auld g e (glaigole alfge i,
BB waelS5 05, o 5 5,5 T
aze slopw 5l auge ey 5 CwSSS
€95 ool Oloy (B8 30 Vb ilop 6l
o 1 Bl e «ogllas 4y 0 slas wails 3
1y gloyezmy G2STs 5 25 gl Sl
Wadod (6 3 gy 0 ST (o Dlyiey
e o S 3l 5 05,5 53 laals
Olseds 55 i 9 il rS (525505
AYAY ) ool 03,1 66 L S2STB (S0
(-Y

B3 3.3 cdolive (s Blas aul @ o
argi b Sl 0,5, o ggabe sy Silis
Sl g il gl o lblre Cglas a
Lol £9.590

Sl aleis Slos S cululacs S
Olbles oy o sl ool falsio doaile,
Syge ;S A4S wad e B (adse 3 ) 09>
o 5 BBl Jlosl (o Fanises s
B cnin b e slolTuys ol ools 5
23l Slos S woge cnl oy sl il aass
5 bzl ol §) ool gsS laails, a5 o
Sl o aseine oS oS53l o1y (S
el Bzl Sl S50z 4z g sole 55z 42
ol 5lols S 4z g Sedge Shez 4
002953 (S 47 9 pa Alwld Gz 4
©F AYAF woly Tl ) o

b Jo B 50l a5 elole ipgd prlaw
Al Al oo Sl e p3Y 050 g0
g g0 4kl oSS 3l pyanad o3 o
(ool 50 )5) D9l oo LS oo L Jlae s
OYAAAYY

){..5 F) Sleb| )| aS Cenl 6‘09"“"’ L 6}“’
0,5 oolail (lsiy (69 yaly P S lgicay
Al a5 el ol Gas glail ;) 055 ol jo g
b ) Gl glix b 5 ooLblie o3
Al zlar b j5iS () 4 Cannd g
Axol> o j0 SIS g 098 Jol> solazel o
oW g Blas o 0,5 K6 Cble
@By 9 Jlex 5l s 3 Y gaze Zuly) 908 o0
oEals S glaonl 5 il e ol o
2 5 38,8 Ll ol b 35 5 cilas
ol slopllss 5 @elo> loe 5o Siolinl 4
Dol

el OLS dodio [0 dioxs > 2SO
g oo il )5 (63 il

Veoof Jlo j0 a8 IS 0] (o coial i o
Bi> ly gt Gl Gy ab it
AN £5.550 90 ;3 (LTl ol o alalss
LQAQL.:) d.)).lo )| lags 9o 4B a5 Sl o0
Sz g booly, K= ..).;Su’.o L).ﬁ: Coous
OOV (ol i) Laowy

pole wieidly g ediuuyd ‘u’;‘-‘)li- Il
sl Slaxil o)l glllis o cwlow
oazieYll odes sladiluy a5y Sl SLaSS
N dels 5,8 o T4 065 sla S e
plagdl g de> Y Bi> 5,k 5l 6,5l
255 9 28 T (Siomz ) (S3KY Gus
lgime (30 S5 F (0l &j904)
Gy 5l ylogs A g Cawyol il Y
o LS eSSt ! 5l eolianl b asls oo
25 9)l3e gxcnl 5l g oS o oy (lontity 2
ol Capon] 5>

1 . Michael Parenti




;g.'»_?g‘g).gbd\..m

&

L2 52l 9Lyl 3wl Hu Jo B L (Aod oy Slwlive jo (gladlw

QS o Jos SlaiaS jgloay laailes Y
s, olagiluans b hosgasly aail, ¥
QO NYAY ol sag0) WS 0
Slls wledsl ol 51 S 00> JolS e
Sz Gy g ailas 5 gl LSl y50
ol wies so ol bbags o allile g3 aS
Soyon oges S cale gl s
r:Lo.: TV W.JL:LB r:L?u‘ 9 ml)im,j) C)Ua.@‘d.:
9 4.)).70 QQ)S oLu )| Sl s..ul..w.}‘ )‘).:| Lﬁbual
dy};«e‘})g}e‘;’l‘my}ij)oél}é@l
3l goanie 3)lge S el saseiecdly! gyl o
:41.9.?’)" 3,18 0525 (o y £5,0
&l 2 () S yel b)) o 55 slyzle
Sz pdlel jgbiws a5 VA Lo o L;lec.:
S bilewl ade S
Sy Kz azgon o VAP Jlo o Y
OSSasl g, 5l grez Hgam ;5 Low lojles
S aile e sl (600 SO Lzl 4y pladl
oyl S L) @m0 (59002 |
Syad Sl lnlus aalus o
sl il 5l (S mds g0 as Ws S
B ke sy5e Jlott plinyg (S0
RUVER S
ms U&) 0y99 ARV JL.: BN ¥
JI R R T M
Lol @15 lacusaile Cil>
olEls Kz o il CudSTL aka) 0.0
P E5] IV i e SUCSWR O B & [ VISR
2 %95 g pegate BT O ez
LagS okl
58S el oy g9 3l sligad Loy
555 ol Sl 5 2l 2y 1 el (slaails,
Jeies S el in,S Jlis 1) 03 Glaal
Lol aSST 51 L8 Lo» S 50 9 )b
Sleaod o 1y byl gl Ji8 4y asdlol L
e d o oy cpl o b ondS o
wribeiss oo Sl el 9 355 3l S nsas

P st Slas )l s (S
o Sledbl 3l g e ool « SOl
G S S ioman ddale el Lail g ol
bi.{ Sow )'1 )i{o @‘)’.‘“’ 5 Lol T Sl
aelip g b L latdgd ohgty (st 15050
) S oo Sl b |y aseies
(VY DYAF (S

9 x> Slas anlp o a5 Cils 4z b
9 S an g3 58 53 el Y il S
255 D90 S yaaly ol

oMbl §ls 9 J=> B
Hlisdlgoln | S
Jale Gledb|
R
Lol s SiledMbo|
3 %90 2l oo 5
AL g
o).) 5“&5‘““‘“‘“‘“
sgsbllacdgs
Iy s 4ol
S Fl il 8
TS TR
G Slao yo Al glaaila) idi
s olealSius deaile, €568 oSS o
2 9 o9bee Jlosl lagl &,k 5l a8 a8
We5 A (i g0 D08 g Al Cond pga
)5 S lopsede
2 HL P ¥ U PR WIC oW | e FISRT I
sl
ala; 05> 4 gy JI 3l ©ad Y
QS
SleiaS &yu8 Y
OLedS 0)ly0 €559 (gl 51 Slie pogin (1
Mz Ol dle JlidS g0 a5 co
Slis 5 aile) Lo (pgad )3 (Gl 50
) el & 45 5,5 il sl
s oo ol 1y codly aasle,
A o el ] adls o, Y



syl 5 (S5 slaoged L)l g
Sre Jlo don 4 ( Sind slalnl 5 (5,58
o slaSie,d o,k g S5 al, bl g oS
AL @y (g 9395 (6915 5 (098 (S 9
iles (A 20 g B985 (e (S5 S
Sloiz] a9 (55lre Lad ol >
Pl o selaz! laasi 5 oo lsale 50b5 L
2l obml (S5 Jemi (bl g sl
adsi pealie (gilme glad o 3 gla Lo
Wloas (s s (slail) &595 5 (slailes,
Sl g loailey Jow b glazie a5

)Q ).\P"&LQJLW )J .

b Lo 6 jlxo glas
gslailw,aaded

Heoglail, 598

RV PR V] JUVE 1)
Jooboglaoas

s.w.w“ " dl@ﬁu)

(ot sbally gledlSius Lajs, ol
8 sy i) bglas ¢ Jlozms slaiy 9
5 ol ConB L goiin (5 SanalS gl 38ls 5 g
Ol 3ol sl s 1o YL (6513
2 e ey cpl ol ad 5 13 )
aids Wiz plej S g (Sl (]
Ell 5o b a8 ol pasd Sy ilg
Sl a5 glalgizs 5 05l pae lacole S0
SEhaly g s o (oSe e el oo S
sanld o b, ady e S e
Spdyss Syge i slaals; b oglite
2 lgome oaiiSadgi o (55l O

OADNTAY ¢ g5 o) o jlas
20plad SGanes SLl e b jog Sl )
5 S5 afoal Ky L5 5 JprS S5
Iy e pabad 5l el o (2ol Lo el o
Ot Sly Sz o 09 0 8 il

(YAAAYAY ol suge) s
il iz 4y ool a2 g3 5 ol (o palo
L) g JB sloazog g 03l (6,25 Slas
Wiged laicdy wips o plaiSl g cpl 4
o S el (Madleys drgs uils]
oSl 4 s Sz Gl Y Gl
G S 3l Pyl adl ol 00,8 L)
&t 2353 Syl Canlons 5335 ¢y
oolzdl T sy, ol G s 45 055 (yglre
do e 4 aredan il S 1 50l ] o oS
3 Sl 00,5 1381y cpl Sol as |y Yo yeulin
2 Mo eSS by il S gl el L
P ReS sleals, o sl glaglejle
397 9 Ay limie)] (GBLBIE (g D
45 S9doe pelae o al 4 398 (IS
Ssrsiz ;> el (lollins anngs (3l
s yspez o bails, p 535 5E g,
Hollorer angs il el (55095 il
GJ‘KJ?L“ elp @lsle @y o 1]
S il S (slangiS ISl Sl
S O
Wy St ) oSl gl |razis
Sl 38 o it il al WS 0 S5
oz I (L3 Sz g g S o o

TS o Celad ol 5 g 3l e lailadl
T 0 ()b leasil 5wl slaails,
o Sl 5 o flacales |y 525
Sl el b sisdan 3 Clae SO o
Sloz @l o (rw 2> lah)S
oz 5l g Ml Oler 3l oslidlie 9 Agasee

» Sl asl s il slad Dliogas
S S 5o Lﬁ)"" sl aos “j
Ol (el &5 Logas 5 ol SaniaeS
0dL o el M‘JS R ‘5\3‘5 w}b u..w.:‘b
Silme 63 slacole 5 clain] glaass
oy 25 095 (sl ailolil il pey (dlado pls

S e S Lo s okl oy 4W
5 oS g g oS A Glea | 0 0! /““

\7 o louis
Q¢ Ssdmwl

1. USAID
2. LifeNews

3 .http://ir.sputniknews.com/
world/20150820/597735.html#ixzz31Kg9izHLI




Ko g6 o> Sl

e

L2 sy gL 5l sl yo Jo b Lt (ot oy Ollio yo (Slddlu

Do gladils, glegs b Sl g ol
2oy bl sl plo b alie o
3 leds o0
Fopddad b cwwsads Y Cep)
Sy gl Y el £ (6,8 oS 0 cds
oyas my> jl cbli> 3 (S A
(YYAAYAY wolygoge)

o slaale, S50 5 Lol slassly
Sagt il (s £95 500l o Wb, (Sodg Sl
wib 1 il ol Lol 5,55 5,5 srgencr
S5 4 Cuudly Was Saed e S e
QOYAYAY s 2bed) S5l oo o Coso
Ol el o ldSil js (6 057 sl o
Il sladiges (S Sl slaails,
S rSI slaaila, 23l g s Sy
Osled glaplezr sazme (o 50 45 550bgs
39 ol z,2 Sl e o il gm0
ol § e G NSZL gl VAYY L
ShadS pl e 09 VY Lo 33 mip
Gy 3] oz ails) alewgds S Sy
plaseiylyos s SIS aly b so ool
252> O ) Gl s s 5
slye (250 (n Fmadia Ll cols ploxl pasl 0
bl ojlal (pwap i iy gl
olisoly 4 s 5 b gllael gl o aslyy a8
Gy G gy B o ) o asle
bes Sl ojlal pulie (Yotae oS
il 6 NS o o iols LS 3 1,
ools jga o5l e 3 ali 4 YADY Jluw o pgo
Jood g 0pzlie g 15 pa bl Lol s
8y ol gl 18 slacgsgase

sl o (e Siedigy (6l rZudgazme aisS )l
e Lais b g o Lab> 45 an oo o)LES
YV 1590 0l & lgil) el oo a5 Slal
Obloglad » 20 e amd oo (L 425
b s a8 (lalo b gus laails,
Gl 5| Ll odls s ol
Ble el gy bolug, x5 ids
eloizl laaSis WS e oy o jud
syam lp lad obxl jghaea el a
9 8 2oz dnal> 0 o3 ( Sy 2SI
ol Jloyl 5 yliwss s BL3 ) bnolSags oyl

635 St G5eS sl lo3e)8 las g 00,8
Silre slis sla Il g laculucg iy 355
Cgmre bl g 002 (e9b90 5 )5 )9, 45
loads Jod 55,3 (lovyay 4 J cins o
5 b)) slaaSos gz S Lyl ol
Girb 3 g, cnl iy (2 ag T 5 S
oo BB (Foloay o ol e i pioh
2 aS oWl sladils, 5l 25,5 4 axiwa
il g wiloads Wgte o glad -
el 00 00ls QSCL"'""|

2l OlS 6lr s sl s o
o0 (sl jglis w0 00iiS S pas oSGl
5948 saas Slelal 5l (S ol on STas e
LewnSol gDy o yiws ;! sla Jls
slale, & i o 5 00,5 oole )
el ol ol )T (5519355 oty el
ilsi oo 5yl S bl S
Slrio g bcols plo 5 LAy S i
Selg lalgime sanlive (gl g wigd (Ul
9 Sole lass & aly) (95 jo 4 (53l 00l
09938 Bk 5 Ol s (il amio
3590 Qbu':..o} liole uloel,l >,
Sl sl T 5800 5 15 5 4 oLiaddle
o a5l g a0 ) S5 wile)
e g allae o] (loyjaya 3l eeins
SR O g0 o sl m5e dald ol
el 428 5 055 @

Sz gl ol (S el slaaile,
5l eolans b den a5 aiiws T slaaile,
sy 5 sla S

X oo 3L Y 0,8 oS e Sl L)
slocclor S Ss ¥ agugs LLS)
s, lbls)l o8y ol 0 ol
G 09,5 a3 g e 1) (solenz]
Lo iy baSly slaizl slaaSos 1,5
(e SlaSisels dapgg)d dacusoly
slacole (& ol 2 odle daSOl 5,50
WS oo ) @Y S 8 il jlre sl
V50 il o solozz! slaaile 5l s, K0
(\YAA

1.RSS



AYAS 655 mm OTAY Gl OYVA
S e el el IFAY Ll
Copin 5 Jie 4y 55 (gl o loaSit ol
LdSads ctl 5 oyt i Sl
Sl 8)lge (B p Siz y2 a8 ge LA
Sl 698l 5 wgd Jous bl o sl 4
Lol tais yoss oMl lez aad 4 1) slails,
a5 el odly lis by pghodle Sy
3 s sl oo Sy U 32 |
wblbe iz 0 05250 sl b 5l oolanl
ldtudlgs ol woyey Xl 4 4z L
Slo) codlol Ml 515 30 1) g0 U]
&[S

P GrF el lizme 5 57,6 W,
Hholloze ke 1 5 (G955 Sl o
el 03,5 FaSlyy g coas Jleo 1) gl
oSl aulg o (o b, ad)l lpae
poodle b aes LS aiedun glaila,
a5 Glr glhanie o (aszadye
baasl  slytoee 9 IS5 50 (2l8len b (Sl
2 Ol 4 LiSugel g (g Caabd g
ol g (Sgasa b (oages 1S3l aiodun colaa
S allie o8 slaail (558059,

Bl a5 Dl s G5 2>
aw Bl lge e a4y (o gl geST>
50,5 Jelly 055 Joooi 90 (codhasl S 5|
Sl 55 Sanled oo & S35 b L
Ay 5 yu 0SS Guals IS 5 5555
oy, Ll s Glnl (S 3 g Slegalas
Mol (e gl s (eSSl (2p0 L5 2
Juis ) 055 63 slacaled 5 Gl 10 bl
& e s O Slass o Sl 0.0 S
@398 9513 L1) 603 plejle ool (B e
Sl 00,5 dxlse liaiss b (5,05 Blas o
Cashl ) 5 s llss o
@ (ke oSS @lge 3l (6l o g el 3
b SrSo s s Olojbe (pl (21 (295
Sl 03 Bl 25,5 3

Co ke 50 45 Lo g lo 02 S 00 15 40
B o g oh s ) 0 Jsle W
byl ot 53 udlad Lapas 5 b (6155 5

10 et el el Jae o Ll el oy S
995, )18 Sldlbl g (5 > slvolSy s
4 pldl oyl 5l pasd QL:C)Ucl Syslee> b
sbaglesle sl 655 pae Lan g ilwosis

el (595 9 (owgil
30 eloiz] slaaslls jloolainl aseie diges
SRl Slacen 95 Jud jpa> (6 > Slas
nsbas o L3 Jlojl ol gilome las o
6bad 5 atans )9 5 Sl 5l (p25 5 bes,
aredan 5 el 5l las seletxl slaaSn
2 oges S o Sl (6l el slog o

20 058 ez g (ol (sl g5 o

robaig Ll Jl,l B

S os 9,bed,

Bl 59,5 0Ll

Gaasol glas yo

3ol e loi|

oS 6 32 yaoli 2

Slr el slag o

S o I il

o 30 (090

3 ool (s 95

st e
Olnl (FaeS e sbailv, i
by basls, (ol (Slo,edbl pllas )
9 WS oo Colled golatdl 5 culow 558
Sl Al oIS iy s e
Slas Lulph )0 wiS (o0 (oS> 3hie S J
sleals) lml g o Glails, 5 o>
@ ez by ogs Sy ol (a5 5
095 ()5 Slblbre (Sl ity & 9,0
asls ) sl 5l (ulal 0SS aaileles
5 Ol oDl (6 ypaz Lo 5 lao g5 o0
sl s 9 1) (Dl (59002 6155 5
38 s SeS
oS VWA B AYYA Lo 5l laes g lio
Jlo 30 3 a0l 055 s (553 200>




Ko g6 o> Sl

e

L2 sy gL 5l sl yo Jo b Lt (ot oy Ollio yo (Slddlu

s Wb s 5SS 5wl ol Y
E¥olee 5 sl M allas s Lo ) el
Sz 5 s> Slas oy o Mol
oo S5 Sy b g ansl anily glals,
ablis g abalo 6,05 pllss 151 5 oy
S |y dble (655 0l b aliiadon
TP AP PR

e abioay bals, oSl 4 azg LY
3zl il a8 IS0 S cod 0e g
S g gl lalllae 1o golil (g5 ,5s5,
slle) e 5o Olen slajbsle 5 Lal,
aloy Glpoe s Ol peeal g Sl (5902
alis Jodowi b oS 4z g ppe (pl 40 b
Uz &5 0p (2 e Oy SSLL
S 5T 5 Jup okt 13 layls o
Ol Uy s Jles cails azgi il b oo
S5 o Dygo e g peilee dinen
i 5 G, (sl 5 alals oS,
A Jseie 5 (b o5 LSS 5 liigs
050 Sgiil g Jloslanl oo

Jols g (g oailasy 0SS Jloxs ¥
05l (laiedr) dgd 039> 90 b dilus, 059>
5 il £ 0 Sl b L_,>J:'>lo sales,
oo 5 OYgee Sleo (b3 b olsrea
Sl oo Sk Bpo S 28 sl
Sl 295 el 2 po e 5l 5590 9 o egs
b (L glaail, cuils aalgss aasla,
Blas o leio b ablie Jol cas o104
o sl alales b > slaail, b g 5
5 bo glie & a2 5 Il oladlis |
S bl lpaea Lo coel ol
D9 50 A9

Sy g Ghadl 95 Cosli el oY 0
@ o515 ()5 ol 4 balee (glag,s
Caslyl 5 lads clale, oSt
B L slaails) (o slags s jasl
5,5

» ol Gyspex pllss 5l e (idee
lacslas fleedo b (65 Blas

Sl p3¥ (Sl (glaibs ol 99 0l ke
slabeslisg 25Tl o adlios iy sl
Helli 5 570090 Slogit (Mellin
Ggme Juloxi g do) b g 0T ol [ 095
Iy daedan Jlads >l slaaila; slogys
REBAEP L Cp S E O E AN PR

sl y iyl oyl yy o M
wilgi o0 ko
6‘43L»)6Lb65.1.3
pogdle b ucs
P97 0
36l sas i
b Ll s lo o
J5 o o 58len
L aol p glgxo g
Sy Canlad g
&) (I E 955 g
Colun o wlaadgi
BILEI RSP ERY-S
S350 (ooges
0938139, akalw 9
s saile,
aSablio

Gy Blas oj9> 10 peudo b ablie glp )
U'Js‘ J.Su;o VLQ.C s 45 Ls‘oj.u.» L:
ol Lo (F YAV wlhly) oo
K5 by celie |y lacglails, Slges

)lfd.g Lg|ca)|5_(bl.o Lgl.{bd.if..i: ‘_',.3“ as 6“"*1:-?.-‘.'.-3.

oy b iy o0



)chyﬁgm‘jbu‘)wéiw
s bli gluaisp lpy Sl

iy poz o] glaghs)l 2 (e
4,06 a5 by, Can S Dygpo 4yl )
il Saz g (5 2 Slas (cole (6 iy
e oSl 4y il alise Folaw o

Exoge (S Sl 9 098 o0 drog
9 lhoam 9 Lg‘d.:Lu) &} 9 Lg)‘“} JLAA
Sbezails a1y 1 Gl SuSS 5 LSS
Sjgeb ails, Jlal g 59>

&b

b o Slsy, Kz el (O YAY) dos 3 Sllals
Slidon 35 e il el (Pl Loy e 1S

obedanalz <OV YAA) Mg ¢ ool 60909 3 i 60 )5 Y
Al ol ezl ) yed s

SrP obs bl «(OWYAY) ST ollla Y
o) (6,55 3 i s deails,

Omede) ladilusy pgo jae VYY) ul Sl ¥
Ol Ao el ol 145 (o e Lo

0,10 (il b LV YAQ) (LY il jge0 .0l & gl O
O (7 e &5 (2Ll dgree) S g (o el
gy L]

(2leiil g aslu, «(VYAY) deome i wdljsoge
ladilu ) drgs g lalllae i85 1l 05

b s ba,Sy, (OYAY) Lo (Sldlae ¥
Slallas S 3 Ao 10185 (ol ) 0,050 (10 0]
polae |l Jedlcy liiss o

ax slaiz] glaails, «(VYAA) sagmsess ( oY g90 A
38 Slbls )l g emals glio i)l 8 coin

http://medianews.ir/fa/07/05/2009/what-

is-social-media.html

o) S Sl (OTAY) ©ppe ol A
Ol ezl s (o e o5 )l e colss Sl

Kz oy pp Sz (WVAY) jon obd se -
Ol polre ol (Koo 8 aniise :O')'{f" i‘_g\zu'L.»)

5 =i el gme (VYA el bl — WY

Slen 5 clals, slacyl LS $
sloals, @l glazg> g based
Wbl led 4 &ygp0 S (oSl
adlyy Jele op el Glyear laail,
ol 5 cyan b Gl a5 aily o ol o
5 Jyol p e 5 oole (S wliao e
b oSS

B 5850090 Sl gl Sl oY Y
Sl rstabn g Unl gl glao (21>
lashyg) aizmo )3 (Snl OS2 jpa>
Ol Olpoe 4295 3,90 (Mallins 5 (lailaie
4 > el anils )3 glaslu, ol g0
2958 Wl o0 &S Cansl (i (505 Slas
Sloaezme ply )0 glds 99,55 5 Sl I,
S g e lieds (6505

ML 5 ST slaailes, Jlsb 5 A
oz Sl 5 GMikie oL,
(ol lagg gl 9 gol; slaasll
Ste e 5l )8 slacs,liS o> 4ol
D9 s dloiiny

005 Yoy slixe a4 o, olobs A
5 alle Gls 5 sl slapl >
2 NSl sl a ol aslis
Sl Pl 4SS g0 ledo b (6 5 las
» Sl f}y 9 S L51>'|\> u;‘dJL..\) 6‘)‘.’
g 390 baaile) olpse slass jasly
2y )8

s aalllas g g )l5 avs a5l i dy Y -
oS gl a5 ol a2l 1, Az gl oI5
2L Sl GlagsT il g beails, oolos
Sl )08 lalo Cwas o )l 2 g 0l
S8 lele aiie colow § golaidl
5 6 5 w9Se laails o5 S o

eges S ()05 S 6l Iy (sl P

Sz (ogee S ZELL L dlaieyn g /00“

WS o8 plale mile b cgen |,
slaginly 5 dle) ol Jarlyd iz o
b plyieas 985 J o)l o ol (San b
ailcabie ool pllas s M 5l elds pode
sleails, OlS 20 oalod g gio am g0 o

F59) (5 K5aalize, (leaS j0 Sojslgioul (g S moge
aloy aslilad : ol 05 (o2 5o « 5932 39,0

\7 o louis
Q¢ Ssdmwl




=

JUE03 Jo )3 (S 158L doa alalyly

LS sl s sl slacs 5l (6,8 58w

Jluxd yac 338 b laly

ool o S5 B
Ql)@em\a‘au)qxud)ﬁa
M_haghshenas@ut.ac.ir

LXVCCS

& Gpas Sl Jiomd pac 3 635w wbll Gaisa (25 bLS)
|y glod s’ g ozmey Slbl ] (oloial a3l 5 5l ol (gl (slos 5k
2 8 (e 5 b g2 )3 650k GloaSd 0929 L S o ol
sloiliny (oS &) 13l o lositune 41y A 35l o 5 4y S0
a9 S S8 bl gl b oy 9 Soupued oSy oSy ailo sla]
53035 1l Jols

Wl g W)l |y Igee Agijly g M5 (Ul (ERS0L aulpd (a p
b gl il Jolss )3 %005 L bgy sloo,S 5l gl lgisay
9 g )9kd dlaslgay 5 Conl (GSd (glodsy 55050 &2 0 dg2g Ayl )
cslalo; (25 528 b gglate (e 4 298 00 Colin 5 1l o S Eloz
9 @D il B LB wlos S (BMG liies ¢ 6 pS3L g hjgel 3 (oloi]
iled ey (S BLS ks (55158 9 all (o yidio oy ol sl

SIS 551y

P92 dSd glailis) (498 ¢ S L3 S0

el 650k mhaw Gl g g a0y
O ) 5 53 sl

095 JFS p (e e silme (slad
I 0gr Conhd walas WS oo ool 0,8
a5 Jab 355 0 eS8 5 im o e
ol slad lucpa wiyyg oo &S lie il
S i Slas Bl 0 aVlab ;051,845 395 o
aS 0I5 329 (s Elanl 4SS 1l o aiS o
2 (39 Slbls )| 5 Sledbl slags jglid 3559
5 Doeily (6550l Slac o (S g ol
OFAF ) lae) i oo B39t |, i
Gl 5 Bgyme alex ol €l ol ailap
Solo olag) Ko Sz 0aSs aieioull
£ 18 3 ot 255 G355 o el
oo ol 3.0l (segite Dl dels (536)9SS
Slg bl (Sledlbl 5 (Sl f slagsglé

.
SOV P A KWW SUETPPIRLI BROp e s
Gl adlllas b a iz oy ) 8L Lalus b
Doz oyl Sl el Sjle 5500
9 ol iS5 5 o] Cugi g ol b
[EV3) sLbQ)LQ;(o o )lid) g g0 yils o el
L ,Ls, sl L juss (6 80L 3w
b s dy,20 a4 Cal 05ally L,
00)91 plgs Vol gloy Gus a5 el o o
s 5 GRigel 2)J38 go S ogilly LB, 5
ng 6)5L.3 )1 oolazwl Ll G ol U] » u:})
2 eleinl s (Kinjh Gras Sy ol
G55 (ehigel gy 5 SzsS slapls B
Si9ele Lagludl 4 1) ple odsi 5 ool

Hoebes slodsay g 39, slas,gld 5l ealanul



Oled 4 Wl 525 0S5 9 S 03 byl 5
pac 098 Lol camo dslol i Sl as g8
5 Sl oz lags s jsebs 5 Jluzms
ol s a5 calal S8 a1, glovs o LS )|
Gy 8 okt pllss (gl L3I o5l ey Loy L
plai cpae (ol 59 aBls dpde 050 § Cenn )8
45 Nad enaz S50 g e )l (SBjse]
Lk et Wjoe 0, ]) oz lapablly
& ema 035 SobY 4 (5 e Sliwh
Lad 4 (e howd (il slalarme j50
©pé g olrden g ddien 5pSob Sl
(555l o5 038 oo gl sl s S,

OYAY (o)l il SYeou i

pls . pac cpl o

Sl petseslail; (5,5L8 5 6 g5 50k
P p3ye S35k b et Jeloe (et )
5@‘5;65)“5@*’“9“:’&37.‘9@1&‘@‘9?
ola g andle (o polae Dl ey o9 o
Olgolasly pulow  Si B selosrl il

OYAF Slo 4d) 05l oo oy
pladl 5 elsil aladls isel (pgas
ot ilazd F S8 paass elaza] claails,
aile) (ch2g%y 5 sBis0l slazl slaails,
@ ol S sle Tlgd 5 sl ool
porde 5 (ol Tole figealS (o I
858 o los s (e 3l Gigel o 1y e 5 0o
Sleslaial co bl e sl lasrs a4y (oo s b
Syobd ounld wl, aazg bas oo | byl
oyl g A A (s g e (0l 50
S ded Jle qpatd blse Gk 3l S

o (390! a0 gzt g ool daolSidls a0
Jgo 9 s loaile glyil ) Al 5 calien (slaoget
A5 IS0 (g IS olbls ) obul g 055 sla)ls o cloisl
G tSLbﬂ".’.‘é‘)li S0, (10,5 e yd S o ool ole
NPT I Sy s 3 I b Srimd 0 (paass
A olol b Lagi mlis g cdlae STil Sl g (g9oeils
SR ) oisd w99 L 9,5 S Slgmils ads
V(S H97 °Lf-“"” lrosliiul 5 lojes (e (555 9SSl
(G )90 pSlyy ojsel &S S5 S92y (5% AS L
S luzxo yo4b Sedige wgmine flotzl oy sl
JJM ‘ G)LG OYAY ) Ken o oo‘j?‘j)
ool Lad 4y 5o . guﬁ.éﬁgéénféle‘
s ‘els )t-f)) S5k Jolate a5 a0 ) lans
gl G2k e 08 9 (S sl ¥l 5 e lis
0 ypk g silracs Foglite s dae (sl L 50l aS 05 (o> 4,
ewlond 509 oS 05 ol 2 s3a als ael o S5 4y Jloee
a5 S ool OF Byl pllas o @)l 4 ol gy
O (S $5 b Obored ol ool (13 50 Cou 1) i

. Mbgs’ysm 1.Edmodo QW

2.IT4ALL o~ /00“
e .. . My Big Campus -
6)‘.‘;&‘?. le'kd"")h‘ A i PIfIP CimmuI:Iity Hub }:z:l;:‘;

alox 5l 21,8 Ll ol Sealis ol 5 L3,
el pls &5 wits (650l slaay,lis
s elS wlools LS 1) ptenn 8

5.Piazza
6 . Behaviourism

A

7 . Cognitivism

8. Constructivism



Z

JULD0d pmas H3 (6 3500 dsaz- anluly

UL, s S calply w0gd o0
Om dlaly Cogls g Slml 3l e b 65k
2 St Sl gl el S5z g s sly 55 yome
30 et Slou) 6 puS ol aSly s ST 3,
wolis gl Lol cwdanl gy asliscsls
OYA (sand) ol Oy g STl

(ot Fo30) 5 i L g 55 )Y
LL3) b il sbomslcopanl e ol 5 sl
0Sb s laais gl b boaisgal oy ool
G50k e Sl (25l 50955500
9 ORERsT 998 o0 92 e (i g 0
0 ol i 45 4535 Bl s
SUPENTERRIT AT NI SO RN B SLEtI
AL b sy oMbl aglie o iils L
Gl S 0590 3o dnn ookl 4y 5 (e
35k ol T oo 255 ool 5 50
OB WSOl (g 3l oaicdl o Coadly oS
ralis I 680l el T o)l Az
90 978 40k T ol g el (60,8 BlussTaly
Y 0oljB81) 04 o a5l s

Sl s a5 el Loy 2,5 sl
Ol S el 0wl g .]4...:9;
s9bd (69,8 50 9 0500 (69,8 A G Vgl
Pyasa uils o e)ﬂso Sy |y T allas
W a4 Ojl oo i8S 0 | 095 4
JUit 5,500 42 oS J Slsicomsy i o
Ol BLazST g g2 g (3 )b Slasl asly ols
Ailgs cad Gl Wk LIS LSl o
oSl S jgal | (il § 002 pspie
O3 30 a8 03 oo il b 1) ol sl
gy okl Cewddy gl (oably Sloyzs 5l g0l
o2 ol> g a¥led guil B €5 S oby.ans
oo lewd e an Tl ol o8 52
9 95 3l Sligad g pealio ploe (03 Ll
T Hly sbos | Jol> Sl 25 g Sl
(Ol 5] 5503 (55 5l (523 ]

Sl oy yooliule 01,8 sl piacew jo
Sloks 5 5 wenlin ol 008 Jress
(S8 Plaws o 5 onsoslel iy 35 (s k0
alyonip Sl (el )0 pealie isle ol Wb
353k ol 003,518 (yiznan ams (Bjgal o

Gly g ol Gigel g SOl (emliiply,
Lo Slglb sl lai 5 oo Sog) o] (s
409,5 b el oads 7 5lac 059> ol ladeniils
SN 55 glas5lid ;50 g Sz pae
@ @SB b 4 gl ks wlbls)l

sy 34 Al 5o

O > s 5 Obisel 0 NS slas S,
Soete JLod a2 S 5o pglie cile o andds
0,0, ol wiloagy 230l 5 (g ,Soly il 3
po b ol 4w g by wSlap; b |
5 S0k 5,50 » o] oBaus g us,ls cogles
Sglite K085 bl b9el die jo o>
658 bl Sk az g 4 Qlfl JECEIS
Al s glagly 5llacT | AlaS 5o gz dis
oS 650k 4 a5 (g lane 5l L g 993 oo
im0 n 0 ol aus (5 (ol Jgol (om0 2
D SLUTS R

B8y 50 428 Jl p oSy Sliss GBS RS,
S g odged (owyn wades g Ol
€S> 1) 093 anlllas 390 e (sloojo>
slaylis, ase a5 wiskixe oyl ailaiasl
Cl gunl B 6 S0l g ol 08 Tl Ll
S o s (arse 425 L L3, ol s
g ol 5l oyl 1y (6550l Yaol (LIS LS,
@S Gl p5) S e (o Wigm g alall) Co g
i 53 (B8)) Gl g (Wigh oo yomie S5,
o S Wk oyl il o 03 swac
Sl Gely 5 S oo o (smas N g alal
S ool i 0,8 s as

elFeslba o)y

LaasloaS col bl ol oLl T lis slazel
Lo 03 ALy i oS o a0 S
IS oo oy ozl o Ao Jlad 5o
Ol S o oo a0 c¥gha gl g0ty
O (e 5 ol 95,0 o Sk ey
U&Jloafxa.ﬁ;“r\j)b@yy;;‘lzakﬂbl@
wtlo buse b ol 325k 5l 00 50k Lags

1 . Connectivism



OYAY e g Lo ) asl ails ¢ o
bl gl Y

390 50 Lo Iy asl den a5 ol Biiae gl
oils £ 90 b g ) Job )0 qpuslo oo e SO
39 sdlo e S s s il onlls S
o o3 ‘csif’ﬁ (S o0 o S5 S5 9 590
858 oo Dlis b g 5l ol jsbayaS g
5 s s (o0 Sl Lo oS | ax]
S 1y ol cotS ded 1S o bl
Syge 3 8 (L2 (oS S pgs g wad e
WJob «yh9 e sl Slaslive ojlail 5 lade
slizel ay .0l a5 yuils des olayl glas )| 50
€55 5l P YV 058 50 (@l S Bl s i
Al 90 (g LB j0 a5 ol iils pges
FESTERVE T NI S
w2l 5 sibie Slusloma by 5 Gy | ol
ol £ bl oads myjer il ol g el
g lacea S 3l 4 as aueb o T bl s Iy
oo 10 39250 Glabls )|l asly dacaaS 1 as
D5 ol T sl oy Sy 500 5
OV e g ols)

S e @SB e s cnlnle
@sﬁgaw;l)&leﬁw&yafdlqﬁ
HJglaSis e o clils g il Koo jle
Agljé‘d);.:lwwlom@}gs)jl.;ésol)él
aSs pl Colan g cpols wl,y (0,5 i ye
o8 3l a8 el o jlie (6 S0l
5 Wo,S @Sl Lol jolie o olbls)l
ool b3 4 (VWA ceid) s Slbls )
5 550055 Lo )5 yols Ll fdao 5 40,8 ol
S5 gl 5 ) sl S
oBaus cpl ;o (AYAY (e )5 S o Sl
el o S5 g3z 90 bl g 0)8
Ol i oo USG5, 80k a5 i

Bl oo8ly slis 5 meplivo o] (oo isSz
Al o plae GuE el ol iS50
15 ol 35 o yeais S 45 a0l
85 a5 sy Slagles il b s 55 0
L LS, (e gz S 4 ol
Bl Gz 5. 6550k by 9 Dloie e
e 395 513 6 S o0 ol B, 05Y gl
&8lg y0.0uS JLss goals Lauii |y 09 (5,58
S e 3 b Sl S ol i
(Ob5e) el (6 S0k any) 8

b ) F

b, 5Tl laa ol
oxlas e al) ol Fenisle g ol Seaslis
rae Slalilial 4 4255 L dag L 29)by, 50 5
o> | 03503 05.1? ),..\.J)IS JL,.,Jub
3o (8L sbgise olKails sliwl) ' i
e JS5 4 1y LS BLS) Yoo F L
‘51.._9 ‘_;LQA:{).EJ a5 ol wdeo &9 ols 431)|
b o g3l o5 et S
ey jo (S il 00gu dua slas,5ld
@5 IS ) 650k 5 bLsls pslid )
S sloilS carge 9 008 (popkele
8 iyl sl b (55 a3
9 meled @ges 5 55550 (Frly 2T LLS)
Sla sl 5 e S Ll & S
YR Sas 5 Loy el o]
lola e 45 Cad e ol SbL5) 4,
Al Hlggisl g LRV V) llase (5,50l
S Joe Sy, o i se azsgen 45
Olisoily 0,8 (653 4,25 &ly o ol L
SrSobwls rals Lol aloles S mlas o
07y e 45 283 (0 F ) 6 IS ) el 5
Ol o 1) S5 it Gl e ol
poron ) Col e 9 A5 o0 7 5kae poatans

S50k SLpgriena 09,0 (6 S Sk sloaSs
5 ulall plagamals Jolad diged (sl ls 1,8
Gl oaSlzils S s 1o Koo sl

sl 6l oowbio 350l W5 0 a5 *» //0
5 el ol b S y ilpealides 4

JE L ) sl aiabsg bl ol bl s A 9004

AR i) (g0 45 b3 ge eSS [y oloninFol i Cal pgatens s a5 3l }‘72”“‘“;

| 355 55e5ol i lots 3 ety S0
0,Slas 500,535 g gy Slowouas wools a3 )|

2. Connective knowledge
3. Emergent

1 . Siemens
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1 . Networked Learning
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Chi-Square Tests

Asymp. Sig

value | df | ided-2)

==

Pearson Chi-Square [58.000°| 8 000.

Likelihood Ratio | 62.000| 8 000.

Linear-by-Linear

Association 41.000 1 000.

N of Valid Cases 343

have expected count less than (%44.4) cells 8 .a
.50.The minimum expected count is .5

Syl g 13 gaio lao Al ¥ o05lods Jgur

Chi-Square Tests

Asymp. Sig
(sided-2)

Pearson Chi-Square | 68.000? | 10 000.

Value | Df

Likelihood Ratio | 72.000 | 10 000.

Linear-by-Linear

Association 47.000 | 1 000.

N of Valid Cases 343

have expected count less than (%27.3) cells 6 .a
.1.00 The minimum expected count is .5
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Chi-Square Tests

Asymp. Sig|
(sided-2)

10.000°| 4 032.

Value | D

B4

Pearson Chi-Square

Likelihood Ratio 12.000| 4 012.

Linear-by-Linear

Association el LoD

N of Valid Cases 343

have expected count less than (%40.0) cells 4 .a
.50.The minimum expected count is .5

Chi-Square Tests

Asymp. Sig

Value | Df (sided-2)

Pearson Chi-Square |28.000°| 4 000.

Likelihood Ratio | 29.000 | 4 000.

Linear-by-Linear

Association 20.000| 1 000.

N of Valid Cases 343

have expected count less than (%20.0) cells 2 .a
.1.99 The minimum expected count is .5
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Chi-Square Tests

.Asymp. Sig

Vel | [ (sided-2)

=+

Pearson Chi-Square |16.000°| 6 010.

Likelihood Ratio  [17.000| 6 008.

Linear-by-Linear

Association 3000 | 1 002.

N of Valid Cases 343

have expected count less than (%57.1) cells 8 .a
.50.The minimum expected count is .5
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Chi-Square Tests

.Asymp. Sig|
(sided-2)

52.000%| 2 000.

Value |D

-

Pearson Chi-Square

Likelihood Ratio 54.000 | 2 000.

Linear-by-Linear

Association 52.000 | 1 000.

N of Valid Cases 343

have expected count less than (%0.0) cells 0 .a
.20.94 The minimum expected count is .5
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person information sharing behaviors may further escalate such discussions in
the sales in- dustry. As it is evident that social media will not disappear anytime
soon, researchers must carefully examine the role of social media and pinpoint
its influence such that managers can make sound, knowledge- able decisions re-
garding the presence of social media within their firms.

Appendix A
Constructs/items Standardized
loading

Information communication (Adapted from Ahearne et al., 1999)

« I frequently provide customers with new and useful information 82
« I always present information to the customer in a clear and .60
concise manner

» When selling to a customer, I make objective comparisons between 42
products

Customer satisfaction (Adapted from James et al., 1984)

« Overall, I feel that my customers are satisfied with my performance .80
» My clients feel they have an extremely effective working .79
relationship with me

« Overall, my clients feel our relationship is productive .85
Responsiveness (Adapted from Ahearne et al., 2007)

« I am never too busy to respond to special requests .68
« I am always able to be reached if a customer needs something .76
important

« I always return calls promptly, if I was unavailable .66
Social media use (Adapted from Agnihotri et al., 2009)

» I am using social media to its fullest potential for supporting my .95
own work

« I am using all capabilities of social media in the best fashion to .92
help me on the job

» My use of social media is pretty much integrated as part of my nor- .69

mal work routine
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per is the first empirical research to consider behaviors on the relationship be-
tween salesperson social media use and customer satisfaction. Building on this,
a full framework should be established to further consider the roles of various
salesperson behaviors when salesperson-customer shared technologies, such as
social media, are used. An empirical study determining whether or not the mere
use of social media directly makes a significant difference in various aspects of
B2B buyer-seller relationships would be interesting.

Additionally, different amounts and uses of social media should be considered.
Because not all customers will engage in social media (for example, in their
2012 article, Marshall et al. acknowledges that there is a generational gap where
younger buyers and sellers are more accepting of virtual relationships), firms
must be careful to use social media efficiently. Implementing social media use
in a sales force must be addressed in an effective way to maximize the capabili-
ties of social media without excluding customers who do not use social media
from relevant information. Future studies could identify ways to maximize social
media usage and assess which activities are best under which so- cial medium.
Moreover, it would be interesting to examine other bene- fits of social media use
beyond salesperson-customer interaction such as networking, prospecting, and
lead generation.

Another consideration of interest would be to investigate social media efficacy or
similar variables. This may help to refine the relation- ship between salesperson
social media use and the variables of respon- siveness and information commu-
nication. Social media efficacy may help to improve the understanding of the
influence of social media

customers have some expectation for social media to be a utilized com-
munication channel. This expectation may become even greater in the

use on behaviors. In the same line of argument, future studies should also ex-
plore the dark side of social media use'.For example, the exces- sive number of
requests that a salesperson can receive through social media can reduce her or
his responsiveness, as he or she has to take care of too many questions. In addi-
tion, social media tools allow for new forms of interaction between a salesperson
and customers, there- fore, customers’ comments that have to be addressed can
further in- crease the burden for the salesperson. Future studies should develop
models that address such consequences of social media use.

While possibly the most challenging suggestion, development of a quantitative
model would be beneficial to empirically assess costs and benefits of all possible
actions on multiple forms of social media. For ex- ample, the measure could as-
sign a quantitative benefit value to leads gained through social networking, as
well as the costs (e.g., financial, time, and opportunity) to attain such leads. We
recognize that measures of this type are filled with uncertainty and difficult to
create. However, if such a comprehensive model were created, it would provide
manage- ment a way to monitor and evaluate each salesperson’s use of social
media, as well as a way for sales management to make better- informed decisions
about how the sales force could best use social media on the job.

The area of social media use in B2B buyer-seller relationships is still relatively
new and, in academic literature, empirical research is ex- tremely limited (if not
non-existent). Given how frequent the mention of social media is in the popular
press (Wirthman, 2013), and the extent to which it is used in many people’s daily
lives, this paper’s finding that social media use does significantly influence sales-

1.We thank an anonymous reviewer for this insight.
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other work objectives, potential timeframes should be given to assist salespeople
in delegating adequate time using social media. Similarly, guidelines should be
provided regarding how information should be communicated. Within the firm,
all employees should have a shared un- derstanding of what information and
types of interactions are appropri- ate for social media use—keeping in mind that
content posted to social media is generally publicly available—and what informa-
tion should be addressed through a different channel.

In order to assess the effectiveness of the sales force’s social media use, as well
as to not waste resources, firms need to develop a way to measure the outcomes
of social media use so they can assure that their goals are being met and that the
use of social media is advanta- geous. The findings of this article indicate that
social media use will in- directly impact customer satisfaction, as the link will be
mediated by information communication. Therefore, the firm must assess the
cost of this increased satisfaction, since the benefit is derived from the salesper-
son’s behaviors of information communication and responsive- ness rather than
directly from social media.

Essentially, managers must be sure to lay clear expectations for a so- cial media
presence. While we did not find that using social media di- rectly increases a
salesperson’s customer satisfaction, it is possible that

future, as young buyers and sellers age and carry with them an expecta- tion for
social media use. Further research is absolutely essential in this area, as this pa-
per is the first to empirically suggest that the expectation for a firm’s social pres-
ence in B2B relationships depends on the behav- ioral mechanisms employed by
salespeople; in fact, it is possible that social media may not be very different from
other methods of commu- nication, and each may be only as influential as the
behaviors of the salesperson using it.

6.3. Limitations and future research

While we feel comfortable that the findings reported here are valid, there are
several limitations to our study that may affect reliability of the results. First, all
measures were self-reported by the salesperson. While a dyadic sample would
be preferable, sample accessibility was constrained to only sellers. Given the
method of self-reported measures in this study, each salesperson evaluated his
or her customers’ satisfac- tion at an overall level, which we recognize is not the
most ideal measure of customer satisfaction and we accept this as a limitation of
this study. However, scholars argue that “in general contact employees are good
sources of information on customer attitudes (Bitner, Booms, & Mohr, 1994) and
a perceptual measure can be used when an accurate objective measure is not
available (Dess & Robinson, 1984)” (Sleep, Bharadwaj, & Lam, 2015, p. 15). Also,
the scale measuring responsiveness self-assessed how responsive the salespeople
are to their customers in general—not with respect to only responses through
social media.

The sample used in the current study is comprised of salespeople, operating
within a B2B context and working for different companies. While this enhances
the generalizability of our results, it does not inher- ently control for other fac-
tors, as different companies possess varied work cultures and control strategies.
Future studies could incorporate salespeople employed within a single firm to
control for such variables. Also, our results provide only a snapshot, due to the
cross-sectional ap- proach of data collection. Future studies may utilize a longitu-
dinal ap- proach in data collection to offer a better understanding of social media
use and its impact.

This study lays groundwork for countless areas of additional re- search. This pa-



Experience .082 (1.087) .259 (2.752)

Industry Firm Size .007 (.098) —.040 (-.425)
Standardized coefficients with -.079 (- -.099 (- 1.058)
t-values in parentheses 1.086)

Overall model fit statistics

X2 143.634**
NNFI 0.98

df 99

CF1 0.99
RMSEA .06 (.04, .08)

Note: Level of significance: *p b .05; ** p b .o1.

Table 4: Tests of additional models.

Model X2 df Ax2(df)
Base model with common method factor 143.634 99 -
Base model + social media — responsiveness 142.663 98 .971 (1) n.s
Base model + social media — customer satisfaction 141.677 98 1.957 (1) n.s.

the organizational decision making process, with a caveat that one third of indus-
trial buyers report “lack of support” from their salespeople (Thomas et al., 2007).
With such issues standing at large, the current re- search, offers some critical
implications for sales managers.

Recent research (e.g., Agnihotri et al., 2012) provides practical advice that in or-
der for a social media strategy to be successful, clear goals should be set to guide
the processes of information sharing, gathering informa- tion about competitors,
and monitoring performance. Given the findings of this study, it is apparent that
this advice must be followed to maximize customer satisfaction through the use
of social media. Management should define the goal information to be communi-
cated through social media and expectations of how salespeople should interact
across social media. From the beginning of social media planning, firms should
also consider how they want their customers to interact with the sales force.
While, to the best of our knowledge, no academic research has yet established
what an adequate timeframe for salesperson responses should be in the B2B con-
text, a 2010 study by Right Now Technologies measured consumer’s expectations
for response timeliness in B2C social media communications. They found that, of
the 58% of consumers who expect a company to respond to their post on a social
networking site (specifically, Facebook or Twitter), 42% expect a response within
one day; 39% expect a response within one week; 7% expect a response within 1
h; and 2% expect a response within 1 min.

The present article’s findings that using social media can indirectly im- pact the
responsiveness, and responsiveness is positively related to cus- tomer satisfac-
tion, indicate that customers at the B2B level will feel similarly to those at the
B2C level. Essentially salespeople need to be avail- able, and available often,
to their customers. But, since a salesperson’s so- cial media use is not directly
influential on customer satisfaction, firms need to evaluate whether they want to
expend the resources, committing their sales force’s time and effort to use social
media as part of their job and, if so, how much. The 2012 Social Media Market-
ing Industry Report found that “the majority of marketers (59%) are using social
media for 6h or more each week” (Stelzner, 2012, p. 5).

As these new social media duties will take away from time spent on
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cal information and knowl- edge that is important to the customer. As such, our
research respondsto calls by researchers to empirically examine the use of social
media within B2B contexts (Rapp, Beitelspacher, Grewal, & Hughes, 2013).

We also find that a salesperson’s use of social media positively im-

pacts information communication, which in turn encourages salesper- son re-
sponsiveness. While conversations over social media may not replace in-person
interactions, bringing social media into a buyer- seller relationship does appear
to be beneficial. Our findings cement re- cent theoretical assessments offered by
researchers who argue that so- cial media encourages awareness and conversa-
tion while indirectly adding a sense of immediacy to conversations and requests
in a “pull” environment (Rodriguez et al., 2012).

Finally, our research responds to calls regarding the need for empirical research
to examine the role of social media within the industrial selling process. Most
of the existing research in this domain has been conceptual in nature. For ex-
ample, Andzulis et al. (2012) offered the theoretical argu- ments in favor of so-
cial media’s role in the sales process and urged fellow scholars to offer empiri-
cal evidences. Other conceptual frameworks relat- ing salesperson social media
use to value creation (Agnihotri et al., 2012) or qualitative work (Marshall et al.,
2012) uncovering relevant themes re- lated to social media technology and sales
enhances our understanding of social media use but lack empirical support. No-
tably, just a handful of em- pirical pieces have found publication in this domain
and thus, the current study offers critical implications by offering support, in
part, to the theo- retical propositions posited by the researchers.

6.2. Managerial implications

The majority of industrial buyers across the globe considers their sales contact as
a business partner and anticipates quality advice about products or services from
their sales representative (Thomas, Mitchell, & Del Rossa, 2007). Additionally, a
sales contact is perceived as the second best information resource (Internet tops
the chart) in

Table 3: Results of hypothesized model.

Hypothesis Independent Dependent Standardized t-Value Finding
variable variable coefficient
Hi Social media Information 0.257 2.538% Supported
communica-
tion
H2 Information Responsive- 0.493 3.610% Supported
communica- ness
tion
H3 Information Customer 0.570 5.008% Supported
communica- satisfaction
tion
Hg Responsive- Customer 0.343 3.001%* Supported
ness satisfaction

Control vari-

ables
Customer Information communication
satisfaction
Age Education 013.— —.130 (- 1.392)
(179.-) -.214 (- 2.238)

(1.092) 081.



For each of the two additional models, we incorporated a single path (e.g. a di-
rect path from social media to responsiveness, and a direct path from social me-
dia to customer satisfaction). Then, we compared each new model with our base
model. The base model included the structural model, including that of their la-
tent factors, control variables and common method factor. The results did not
reflect that either additional path produced greater model fit, nor was the direct
path coefficient between social media and the outcome signif- icant. Hence, the
findings seemingly suggest full mediation.

6. Discussion

The findings of the present article begin to address the call for empir- ical sales
research focusing on social media. The proposed model pro- vides statistical sup-
port using salesperson-reported data to show that

Table 2
Descriptive statistics and intercorrelations.
Mean SD Cronbach’s Composite AVE 1 2 3 4
alpha reliability
1. Social media use 2.89 0.99 0.89 0.86 0.67 -
2. Info. communi- 4.29 0.54 0.65 0.71 0.45 .22% -
cation
3. Responsiveness 4.35 0.60 0.74 0.75 0.50 12 .35%* —
4. Customer satis- 4.48 0.51 0.85 0.86 0.67 .11 54%* 51%* —
faction

* Significant at the 0.05 level (2-tailed).
** Significant at the 0.01 level (2-tailed).

the effects of social media use by salespeople influence customer satis- faction, to
the extent that salespeople adequately communicate infor- mation that is impor-
tant to the customer. Customers value this extra medium through which they can
contact salespeople. The data also sup- ports the positive relationship between
responsiveness and customer satisfaction suggesting that customers appreciate
timely responses from salespeople. In the remaining discussion, we will outline
the theo- retical as well as managerial implications of the findings. In doing so,
we will further consider the practical role of salesperson social media use as a
positive influencer in a B2B sales context.

6.1. Theoretical implications

The current study makes a number of contributions to the industrial sales lit-
erature and offers theoretical implications. First, findings suggest that a sales-
person’s use of social media enhances the salesperson’s over- all information
communication (i.e., new and useful information, objec- tive comparisons, and
information that is presented in a clear and concise manner). The value of infor-
mation communication is important in explaining the significance of social me-
dia. Our research further vali- dates that information communication serves as a
critical salesperson behavior in business markets (Reid, Pullins, & Plank, 2002)
and reaffirms that it serves as a means to derive the investment made in so- cial
media. In sum, our research reflects the value of information com- munication
for the successful utilization of social media.

In a related manner, the results demonstrate the fully mediating ef- fect of in-
formation communication in the relationship between social media use and cus-
tomer satisfaction. Thus, the mere use of social media does not alone ensure the
salesperson a means of enhancing cus- tomer satisfaction. To attain the value
of social media, it requires that the salesperson use social media to relay criti-
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who responded after receiving a second mes- sage were termed ‘late’ respondents
(Green, Inman, Brown, & Willis, 2005). The results of the tests are not statisti-
cally significant, thereby sug- gesting that nonresponse bias is not an issue with
our data (Armstrong & Overton, 1977). Multiple preliminary tests were conduct-
ed to ensure that the constructs had acceptable psychometric properties. An ex-
ploratory factor analysis suggested that individual items representing the latent
constructs were loaded appropriately and no cross-loadings were pres- ent. The
reliability statistic, Cronbach’s alpha (a), of each latent variable

and correlations among all variables in the model were examined. Model fit for
the measurement model was good (x2 = 63.724 (48), p b 0.1; CFI = 0.98; NNFI
=.97; RMSEA = 0.05). Results suggest the sig- nificance of all factor loadings
(p b 0.05) and the acceptance of composite reliabilities (greater than the 0.60
benchmark) (Bagozzi & Yi, 1988; Nunnally, 1978).

We also calculated the average variance extracted (AVE). All of the constructs,
with the exception of the information communication con- struct, met the 0.50
level recommended for all scales (Bagozzi & Yi, 1988). However, considering the
information communication construct is an established construct in the litera-
ture (Agnihotri et al., 2009), our concerns were mitigated. Following the Fornell
and Larcker (1981) ap- proach, the AVE from each construct pair was compared
with their squared factor inter-correlations. The AVE for each of the related fac-
tors was at least two times the squared factor-correlation, providing further evi-
dence of discriminant validity. The descriptive statistics and correla- tions among
the latent constructs are reported in Table 2 along with construct reliabilities.
Since the data was collected from one source only—salespeople—we

follow procedures to address the concerns of common method bias. Since
more than 90% of respondents received an undergraduate or higher degree,
our approach is aligned with literature promoting the utilization of highly edu-
cated respondents in order to mitigate common method variance (CMV) risks
(Rindfleisch, Malter, Ganesan, & Moorman, 2008). We also included a common
method factor into the structural equation model. In this approach, we incorpo-
rated a factor in which all of the indicators within the model loaded on the factor
as well as their respective variable.

To examine the hypothesized relationships, we employed Structural Equation
Modeling (SEM) using EQS. Researchers support the use of SEM over hierarchi-
cal regression technique, considering its useful- ness in avoiding measurement
error complications and detecting misspecifications in a hypothesized model
(Raykov, 2000). The full structural model was derived from proposed hypoth-
eses. Structural model fit was within acceptable limits (x2 = 142.63 (99), pb 0.01;
CFI = 0.99; RMSEA = 0.06). We found support for all of the hypotheses. The ef-
fect of the salesperson’s social media use (H1: = 0.26, p b 0.05) demonstrated
significant positive relationships with information com- munication. The linear
relationship between information communica- tion and responsiveness was also
significant (H2: § = 0.50, p b 0.05). The links from information communication
to customer satisfaction was supported (H3: f = 0.57, p b 0.05), as well as the
relationship be- tween responsiveness and satisfaction (H4: 3 = 0.34, p b 0.05)
(Table 3).

5.1 Mediation tests

Our goal was also to understand the mediating role of information communica-
tion for the social media-responsiveness and the social media-customer satisfac-
tion relationships. We utilized the method illus- trated in Crossley, Bennett, Jex,
and Burnfield (2007). As such, we con- ducted two additional analyses (Table 4).



Service 53
Technology 14
Financial 13
Basic materials 10
Retail 8
Healthcare 5
Consumer goods 4
Manufacturing 3
Wholesale 1
Respondent demographics (percentages)

Age range %7.2
25—20 years 10.8
30—26 years 13.5
35—31 years 11.7
40—36 years 9.0
45—41 years 9.8
50—46 years 27.9
51 years and over

Experience

1to 5 years %17.1
6 to 10 years 16.2
11 to 15 years 18.0
16 to 20 years 16.2
21 to 25 years 11.7
26 and above 20.7

Highest education level attained

High school graduate %2.7
Associate degree 5.4
Bachelor degree 53.2
Master degree 34.2
Doctoral degree 4.5
Total number of respondents 111

to respond to special requests) adapted from Ahearne et al. (2007) (a =

.72).

To reduce the potential for other variables to impact information communication
and customer satisfaction, we controlled for five vari- ables pertaining to the indi-
vidual, such as age, education, and sales ex- perience; and two variables pertain-
ing to the organization, including firm size and industry*.Control variables have
been introduced into the model to reduce variability in the model’s dependent
measures. As a result, the sample becomes more homogeneous, which leads to
great- er precision in estimation. Our decision to include these control vari- ables
within the framework of performance is based on the previous sales literature
(Churchill, Ford, Hartley, & Walker, 1985; Dwyer, Orlando, & Shepherd, 1998).
Additionally, researchers have also argued the impact of such personal factors
on salesperson behavioral outcomes (Yilmaz & Hunt, 2001). Therefore, we also
control the effects of these variables on information communication behaviors.
5. Analysis and results

After compiling the data, nonresponse bias was tested using a t-test to examine
differences between early and late respondents on all of the measures. Respon-
dents who responded after the initial message were termed ‘early,” while those

1. We thank an anonymous reviewer for this recommendation.
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Hypothesis 4. A salesperson’s responsiveness to customers will posi- tively
influence customers’ satisfaction with the salesperson.

4. Methods

4.1. Data sample

The sample was drawn from a large group of sales professionals in- volved in B2B
industrial selling. We drew a list of companies and sales- people connected to a
reputable sales center in a mid-size state university. Apart from undergraduate
sales education, this sales center offers coaching and training programs for in-
dustrial sales professionals and, therefore, maintains a database of salespeople.
An e-mail contain- ing a link to the survey was sent to 1238 sales profession-
als, of whom 149 responded (12% response rate). Of the 149 responses, 111 re-
sponses were complete and usable. Sales professionals were made aware that the
research was being conducted for scholarly purposes. The survey respondents
represented a large range of diverse companies and industries (please see Table
1 for sample characteristics).

4.2. Measures

For the current study, we utilized previously validated measures from the litera-
ture. All scales used a five-point Likert format, where the anchor of 1 indicates
“strongly disagree” and 5 indicates “strongly agree,” and were adapted from the
literature (see Appendix A).

Social media use was self-assessed by each sales representative. We acknowledge
that responding salespeople will have varied approaches to social media, so we
allow them to respond relative to their own, self-interpreted use of social media.
Respondents were told to consider the use of social media as their utilization of
commonly available social media platforms (e.g., Facebook, Twitter, LinkedIn,
YouTube, and Chat- ter). Each sales professional’s use of social media on the
job was mea- sured based on a three-item scale (e.g., I am using all capabilities
of social media in the best fashion to help me on the job). Given that the sales
literature does not offer any valid scales for social media use, scale items were
adapted in part from the technology usage scale of Agnihotri et al. (2009) and
demonstrated high reliability (a = .86).

Information communication was operationalized as communication of appli-
cable and appropriate information (e.g., I always present informa- tion to the
customer in a clear and concise manner). A salesperson’s com- munication of
information about the product was assessed using a three-item scale (a = .75)
from Ahearne, Gruen, and Jarvis (1999). Cus- tomer satisfaction was assessed
using a three-item scale (e.g., Overall, I feel that my customers are satisfied with
my performance) with strong re- liability (a = .85) that captured salespeople’s
perception of how pleased their customers are (James, Demaree, & Wolf, 1984).
Respon- siveness was measured by a three-item scale (e.g., I am never too busy

Table 1

Sample characteristics.

B2B industrial sector representation
(frequency)




information communication has a positive effect on customer satisfac- tion, we
aim to replicate this proposition given its role between social media use and cus-
tomer satisfaction in our model.

Hypothesis 2. A salesperson’s information communication will posi- tively
influence customers’ satisfaction with the salesperson.

3.3. Salesperson responsiveness

Ahearne et al. (2007) link responsiveness with reliability, by identify- ing sales-
people who are “promptly returning phone calls, following up on commitments,
fulfilling customer requests, and remaining available when needed” (p. 605).
However, for salespeople to get the opportunities where customers are asking
questions and supplying requests, informa- tion communication practices need
to be in place. Marketing scholars argue that although information sharing is
critical to the success of mar- keting channels’ relationships, “it is not an end in
itself”; instead, “it pro- vides a tool to be used to deliver enhanced value to cus-
tomers” (Stank, Daugherty, & Ellinger, 1996, p. 43). Moreover, Stank et al. (1996)
posit that information communication will not only have a positive impact on a
service provider’s performance as perceived by the customer, but it will also have
a positive influence ona service provider’s responsiveness.

With the availability of social media, sales organizations are able to use “pull”
strategies (Rodriguez et al., 2012) such that information is often requested by
customers and prospects through online conversa- tions. Social media creates a
new way for customers to connect with the sales force and allows for conversa-
tions with useful content. Use of social media for transaction-specific informa-
tion communication paves the way for customers to be more in-touch with their
salespeople. Salespeople who perform information communication behaviors
will feel vested and will act efficiently in responding to customers’ requests. With
increased communication comes a sense of connection where buyers feel encour-
aged to ask questions or make special requests. When they do, they expect that
salespeople will provide prompt support.

Hypothesis 3. A salesperson’s information communication will posi- tively
influence responsiveness.

Customers’ happiness often results from interactions with their sales- people. If
the salesperson’s behaviors are aligned with the buyer’s expec- tations, the buyer
is likely to be more satisfied. For instance, a responsive salesperson provides
swift replies and answers to customers’ needs. The

literature notes that resolving customer issues, reacting to emerging needs,
and bringing to completion commitments enable greater customer satisfaction
(Sharma, 1997). Customers expect responses from their sales- people when con-
tact is initiated. If buyers feel that a salesperson is too busy for them, they may
consider other options.

The impact of responsiveness on customer satisfaction is consistent- ly found in
a range of sales contexts. For instance, the study of a retail (B2C) store environ-
ment by Naylor and Frank (2000) found that con- sumers have much higher per-
ceptions of salespeople when they are more responsive. Similarly, responsiveness
is considered a critical ele- ment of service performance and leads to satisfaction
(Amyx & Bhuian, 2009); also, responsiveness serves as a critical salesperson ser-
vice behaviors that impact satisfaction (Ahearne et al., 2007). In sum- mary, a
salesperson’s responsiveness appears to be a crucial driver of customer satisfac-
tion. As such, we purport a positive relationship be- tween responsiveness and
customer satisfaction.
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of communication op- tions and constant availability, social media offers great
possibilities for salespeople to enhance their overall information communication
with customers. We expect that, if salespeople integrate the use of social media
into their work routine, the convenience of this medium provides an environ-
ment where salespeople will value information exchange with their buyers. Given
this, we expect that a salesperson’s use of social media will be beneficial to com-
munications.

Hypothesis 1. A salesperson’s use of social media will positively influ- ence infor-
mation communication.

3.2. Customer satisfaction

Despite the acceptance of social media as a business topic and the long history
of research on customer satisfaction, a relationship linking salesperson social
media use and customer satisfaction has not yet been empirically tested in the
literature. Our model hypothesizes that

Responsiveness
Full Mediation

Information
Communication

D el Customer
Satisfaction

Social Media
Use

CONTROLVARIABLES
Salesperson Level
Age
Education
Experience
Organizational Level
Industry
Firm Size

Fig. 1. Conceptual model.

information communication plays a linking role between these two constructs.
Customer satisfaction is essential for consideration because it refers to the
“final satisfaction” for a customer (Grewal & Sharma, 1991, p. 14) and is being
influenced throughout the entire sales process, from pre-purchase product ex-
pectations to post-purchase resolution of complaints. At each of these stages,
customer satisfaction depends on the confirmation of expectations (Eggart &
Ulaga, 2002). Since social media is continuously available to link buyers and sell-
ers, the interac- tions occurring through this technology are likely to influence a
salesperson’s communication with customers. Thus, it is imperative that precise
information is relayed through the most appropriate mech- anism. To accom-
plish this, salespeople must be able to communicate new information and to cor-
rectly judge what information will be most useful to the customer.

The role of information communication between salesperson exper- tise and cus-
tomer satisfaction has previously been established in the lit- erature by Agnihotri
et al. (2009). Their study considers salesperson knowledge and use of technol-
ogy, and posits the rationale that, given a high amount of salesperson expertise
and technology utilization, cus- tomer satisfaction depends on information com-
munication. Buyers rely on salespeople to communicate information that is both
accurate and relevant, which then becomes the primary basis for their satisfac-
tion. While Agnihotri et al. (2009) have already established that salespeople’s



in order for customers to be satisfied. Jones et al. (2005) ac- knowledge this is-
sue of heightening expectations of buyers, growing amounts of information that
salespeople have, and the difficulty that salespeople may experience when trying
to focus on providing vital in- formation. Salespeople providing this information
can extend relation- ships and improve customer satisfaction. Customers have a
high level

of expectation for responses, so we expect response timeliness to be es- sential
when securing customer satisfaction.

3. Model development

In this article we build on the existing work regarding salespeople’s social media
use, with consideration of information communication, to identify the impact
on salesperson-perceived value (i.e., customer satis- faction) and customer-per-
ceived value (i.e, salesperson responsive- ness). We focus specifically on (1) the
influence of salesperson’s social media usage on salesperson information com-
munication, (2) the medi- ating role of information communication between so-
cial media use and customer satisfaction, and (3) the impact that salesperson
responsive- ness has on customer satisfaction.

The proposed model, shown in Fig. 1, provides a set of hypothesized relation-
ships. Specifically, the model proposes that a salesperson’s use of social media
will have a positive effect on information communica- tion, which will, in turn,
lead to improved customer satisfaction with the salesperson. Also, we propose
that information communication will be positively related to responsiveness,
which impacts customer satisfaction. In the following sections, hypotheses are
developed to por- tray the suggested relationships among constructs.

3.1. Social media use and information communication

Our first hypothesis posits a relationship between the use of social media and in-
formation communication. Agnihotri et al. (2009) demon- strate that using sales
technology has a positive effect on information communication ability. Informa-
tion communication is a critical behavior where “salespeople provide customers
with product-relevant informa- tion in a timely, clear and concise manner and
tailor their presentations to fit customers’ needs” (p. 478).

Similarly, Ahearne et al. (2007) define information communication as “regu-
larly relaying product information to the customer in a clear and concise man-
ner,” emphasizing that this communication must con- tinue through the entire
sales process (p. 605). As the newest type of communication used in sales rela-
tionships, social media extends the ability to which salespeople can serve their
buyers. Andzulis et al. (2012) provide a comprehensive listing of social media’s
potential roles in the sales process. To name a few, companies can gather knowl-
edge through field-specific LinkedIn groups, establish credibility by building the
brand across networks, present information through videos posted to a YouTube
channel, or use Facebook pages to drive clients to sales channels.

The communication between salespeople and their customers re- mains a vital
aspect of buyer-seller relationships (Dwyer, Schurr, & Oh, 1987). Over the years,
however, increased use of technology has changed how information is shared. As
both sides of sales relationships—buyers and sellers alike—are filled by younger
generations, the impact, expecta- tion, and use of social media is becoming much
more prominent (Marshall et al., 2012).

One of the most important aspects of the sales process is a salesperson’s abil-
ity to effectively communicate information. Even if salespeople have the correct
and necessary knowledge, customers will not be satisfied with their interaction if
the information is not commu- nicated accurately or clearly. With a wide variety
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p. 77). The salesperson’s level of information communication can pro- vide the
customer with a responsive source of knowledge that is often required when pur-
chasing a complex product or solution. Salespeople providing this information
may be able to yield greater response timeli- ness and improve customer satisfac-
tion. Hence, we suggest that a strong basis exists to theoretically link information
communication to both customer satisfaction and to responsiveness.

2.2, Information technology

In a parallel stream that considers the influence of technology on in- formation
communication, marketing scholars argue that salespeople should be aware of
the emerging technology tools that can enable the exchange process to become
more efficient and effective (Marshall, Moncrief, Rudd, & Lee, 2012; Rodriguez,
Peterson, & Krishnan, 2012). The literature (e.g., Hunter & Perreault, 2007) has
supported the use of sales technology within a sales force as it enhances the in-
formation communication process.

In terms of technology pertinent to the sales field, extant research ac- knowl-
edges the evolution of customer relationship management (CRM) and its shift to
include social media as a way to increase relationships with the term social CRM.
Social CRM incorporates the use of the latest technology (here, social media) as
a way of going beyond the traditional role of technology, such that it also raises
customer involvement (Trainor, 2012).

For our paper, we utilize the salesperson’s use of social media as the precursor
to information technology. The use of social media as defined by Agnihotri et al.
(2012) is described as “any social interaction- enhancing technology that can be
deployed by sales professionals to generate content (e.g., blogs, microblogs, wi-
kis) and develop networks (e.g., social networks, online communities)” (p. 334).
Aligning our de- scription with the sales technology literature, in a broad sense,
“sales- person social media use” can be defined as a salesperson’s utilization
and integration of social media technology to perform his or her job (Ahearne,
Jelinek, & Rapp, 2005; Rapp, Agnihotri, & Forbes, 2008). In this sense, social
media operates as a technology that the sales force can use to build networks and
better communicate information.

Social media introduces a ‘new avenue’ for two-way communication

and creates ‘possibilities’ for more positive interactions between buyers and
sellers if used properly. By extending sales interactions in a way that welcomes
two-way communication, non-selling activities and re- lationship components
such as prospecting and after-sales follow-ups are encouraged through the use
of social media. This makes it easier for potential customers to ask questions or
express needs while also making it more natural for salespeople to uncover addi-
tional selling op- portunities, track customer activity, and communicate success
stories (Andzulis et al., 2012).

The literature also highlights the importance of the link between the salesper-
son’s use of social media and information communication. The literature has
argued that the use of technology within the sales force “represents only a nec-
essary, but not sufficient, criterion for perfor- mance” and “it is important to
note that the mediating role of the man- ner of use is equally vital” (Sundaram,
Schwarz, Jones, & Chin, 2007,

p- 104). For instance, Hunter and Perreault (2007) posit that sharing market
knowledge will mediate the impact of sales technology and per- formance out-
comes. Conclusively, one must be mindful of salesperson behaviors and other
goals of social media interactions when examining customer satisfaction.
Information communication is one of the key behaviors that must be maintained



ten enables information communication between the buyer and seller within the
sales relation- ship (Agnihotri, Rapp, & Trainor, 2009). Extending this research
stream, this article bridges the gap to better understand the links from salespeo-
ple’s social media as a means to express communication that en- ables respon-
siveness and customer satisfaction, as perceived by salespeople.

Hence, our research fulfills a specific research gap. To date, academic research
has yet to explore how customer satisfaction is affected by the implementation of
social media in B2B sales relationships. Further, we have little understanding of
the factors and the pathway which provide a successful route for social media to
deliver customer satisfaction. As such, this paper’s research objective is to build
upon the information communication literature and recent scholarly advances in
the area of so- cial media use within industrial selling, to develop and empirically
test a model relating salespeople’s social media use to customer satisfaction. To
foreshadow the results, we find that salespeople using social media tech- nology
can enhance customer satisfaction; however, it is essential that salespeople use
social media as a means to effectively communicate in- formation. This commu-
nication enables greater responsiveness and satis- faction. The findings of this
paper provide a springboard for additional research, and the practical implica-
tions are many.

2. Theoretical background

2.1. Information communication between buyer and seller

To develop our conceptual model, we align with the literature on in- forma-
tion communication within sales and business relationships with the literature
on sales technology. The first link in our conceptual model relates information
communication with customer satisfaction and in- formation communication to
salesperson responsiveness.

The literature surrounding relationship marketing emphasizes the significance
of communication between buyer and seller to solidify the relationship within
the exchange process (Morgan & Hunt, 1994). Com- munication, as posited by
relational marketing scholars, can be described as the “information shared be-
tween exchange partners” (Palmatier, Dant, Grewal, & Evans, 2006, p. 138).
Specifically, in the industrial selling context, researchers have highlighted the
importance of information communication by the salesperson as a key contribu-
tor to customers’ positive experiences. For example, Ahearne, Jelinek, and Jones
(2007) consider information communication as one of the behaviors that sales-
people can use to improve customer satisfaction and trust, even after a purchase
has been made. Similarly, Agnihotri et al. (2009) argue that during the sales pro-
cess, “information communication can provide not only a ground for a winning
proposition but also customer satisfaction” (p. 481).

Jones, Brown, Zoltners, and Weitz (2005) acknowledge the heighten- ing expec-
tations of buyers. Buyers have an increasingly higher level of ex- pectations for
the salesperson to be alert and sensitive to the customers’ needs. Salespeople
have a need to focus on providing vital information in a quick and responsive
manner, as industrial customers are often com- pelled to make competent busi-
ness decisions in a swift manner.

Customers utilize their market relationships (Anderson & Dubinsky, 2004) in a
similar manner as salespersons to enable “an effective and ef- ficient means of
obtaining information” (Crosby, Evans, & Coles, 1990,
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becoming better connected to companies, more knowledgeable about product
selections, and more powerful in buyer-seller relationships.

In broad terms, incorporating the use of social media in customer in- teractions
is a logical progression for firms to expand communication with their custom-
ers (Avlonitis & Panagopoulos, 2010). For instance, trade-media encourage the
use of social media (e.g. Wirthman, 2013) for firms, suggesting that social media
is important for business as it aids in generating business exposure, increasing
traffic, and providing marketplace insight (Stelzner, 2012).

From a sales force perspective, Andzulis, Panagopoulos, and Rapp (2012) assert
that social media should be an integral part of a firm’s rep- ertoire, as it allows
salespeople to engage customers and build social cap- ital that would “encourage
customers to interact, engage, and establish relationships with them” (Agnihotri,
Kothandaraman, Kashyap, & Singh, 2012, p. 341). For instance, blog posts can
be positioned to create discus- sion or debate as a means of listening to custom-
ers. Value propositions can be demonstrated through success stories shared on
Facebook.

Networks on LinkedIn can be used to build awareness and gain referrals (Andzu-
lis et al., 2012). In sum, active use of social media can help sales- people in their
communication with customers (Agnihotri et al., 2012).

As such, we suggest two key downstream effects of social media with- in the sales
domain. First, social media provides a means to communicate to customers in a
manner that may plausibly enable greater salesperson responsiveness. For in-
stance, when consumer complaints are lodged on a social networking site, 58%
of consumers want a response; yet only 22% report receiving a response (Right
Now Technologies, 2010). Hence, social media may provide one means to enable
the salesperson to communicate in a more responsive manner.

Second, social media may have implications on customer satisfaction. In general,
with increased interactions and contact with firms, power is shifting from seller
to buyer (Prahalad & Ramaswamy, 2004). An increase in buyer-seller collabora-
tion and co-creation of knowledge and value (Greenberg, 2010) has placed buy-
ers on a more equal footing with sellers. As such customers may hold higher ex-
pectation for these interactions and engagements, such that firms and customer
contact employees must adapt (Hibbert, Winklhofer, & Temerak, 2012) or risk
alienating or losing their customer base. For instance, a Harris Interactive report
found that 82% of consumers have discontinued dealing with a company as a
result of a negative experience (Right Now Technologies, 2010). Hence, social
media may provide a means to better enable positive expe- riences that meet the
expectations of the customer base.

Therefore, this paper considers the importance of social media in a business-to-
business (B2B) sales context. To build our theoretical foun- dation, we consider
what is already known about social media interac- tions in a business-to-con-
sumer (B2C) context and expand upon this

in the B2B realm. Broadly, we ask whether social media positively im- pacts cus-
tomer satisfaction within the B2B domain. Many papers call for research in this
area (e.g., Trainor, 2012; Agnihotri et al., 2012; Andzulis et al., 2012), but our
examination of the literature did not yield research in this area.

To consider the effects of social media on customer satisfaction, we consider the
sales relationship more holistically. The work of Agnihotri et al. (2012) provides
a framework for salesperson social media use, in- vestigating how social media
helps salespeople to maximize customer value. Further, the literature notes that
social media encompasses an array of technology; and the use of technology of-
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abstract
Social media have changed how buyers and sellers interact, and in-
creased involvement through social media may yield positive results for
sales organizations if salespeople utilize it in facilitating their behav-
iors. Through the per- spective of value creation, we test the mediating
effects of salesperson information communication behaviors be- tween
social media use and customer satisfaction. Using salesperson-reported
data, within a B2B context, we empirically test a model using structural
equation modeling. Salesperson’s use of social media is found to impact
information communication behaviors, which enhance salesperson re-
sponsiveness and customer satisfaction. Also, salesperson responsive-
ness is found to have a positive relationship with customer satisfaction.
Findings sug- gest that social media plays an important role in com-
municating information to customers, but as an antecedent enhancing
salesperson behaviors to increase customer satisfaction rather than a
direct factor. This encourages managers to carefully assess goals related
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to social media use of their sales force.
Keywords n
Sales management Salesperson social media use Information commu-
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Introduction Mar 2015
Social media is changing our world. Through the advent of smartphones and so- No.16
cial media, accessibility of information is higher than it ever has been before.
Customers are frequently asked to “like” companies on Facebook, to “follow” q 9

companies on Twitter, or to “con- nect” via LinkedIn. As a result, customers are
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