
ci] J ~. 
~~~.;:,J~.J 



uly1l 

4..3~ c,R~ ~ .j 

LJ,M-J,J...;,Jl\.S="11 4.;.l ~ J~\ ~\1lhio.l 'ileSi111\ tw.\.;.\ll 01' UA.l! 

<ala sl.all ,is 429lay') eglal) Al$ ya 5ya\al) JLae9'l 6yl) c@ii , 



~~ I i 'I J • ~ • ~WI o~I . -~ o ·~\ U;j\ .t..:. .t..:. ~ • • Lll ~'-J .. f' $' (f, ;_JJ-J .J u-4 .. • .. c.r ~ ..,-- _y-- ~.J . 

~~ ~ o~ \J~ lill~ ~j4 ~\ Lll I.J,4~ 6:~I e-lfil\ U;jj:j\-i ~ ~4JI ~bJ ~ 

•.• ~~ 6-4 ~'JI ~ JiJI ~ 

~~i \~ 6:~I c)l ~I.J J:i~I.J wUlA'-11.J __µJI ~41 ~i f'Jij ~ wi J:ii.J 

... olp.ll ~ ~\-J 

.. -~~I.J ~\ J:~ U1 IJ~ 6:~I c)l 
•...••. ~l.9'-11 U;jj:j\-i ~ c)l 

.<·~-'I Jl:lll.i • i ..>-- .J J:i . ~ .J 

~~ ~ :JjlS~I u~I 

~J ~Lll\ ¥- :j~'JI 

<Nil) J: : 3516.:ll 
ail Ji : <6.it] ~ . ... J.:;- 

63yhl) 39as a :3lil 
~ts- ~~J : oj~~1 

~1 1~ r~l ~ ~L (.)A ~ uij~\ Jats3 ~_►.jl µ1 r~.J 



►
. . ~j , .. ,L a__, 14 ~ \ ~ J. ;..,a\\ ~J .,. . a\ ~ _ (_)A ~1 

>- ►
...... ~ ~j ~W\ ~\__, jc\ ~j 

>- ►··-- 5la) <,,ls.al R4) S ,ilils 
·-·35) llss zl=) Fer • S )D 

'-:-' 



.. &s·50 8» sial) . 
i .):!-niJ fa • 

.\.3a YD • y 

wyjh.,JIW\J • w 

JJssll A,5\5 • c 
S= Ya A.$\5 • ..l 

~ ~1.?.)71 wl::.lb .:14l\ • 
{al_all as l * .) 

.. ,, 
~\.;.ill r,WI ..;ili)'I :J}JI ~I 

2 ~..iWI 1.1 

3 A4 _el) Al<$» 2.1 

4 <.l_all e slssl 3.1 

5 <4 _all A,sl 4.1 

6 <al_all clya_e 5.1 

8 .a.....,.)~\ ..l_J..l.::.. 6.1 

8 .a.....,.)~\ ul..l..l.::..A 7.1 

8 A.4 all 2esrl JS! '8.1 
.) - - - 

¼'-ll ~L....l.;.lll..9 '?)=.,UI .;l.b'il :<.rt:ill ~I 

(sill Uyl) JsY) isl 1.2 

11 ~..iWI 1-2 

11 S: s-) 2-2 

11 ~_,....:ill t~ 1-2-2 
12 

.. 
- _,....:ill ~1 0:l - 2-2-2 

13 ~La.l.i.ll 3-2 

13 d ..... .b..ll ~~ 1-3-2 

14 ~ _,....:ill d .. .a.b..ll '~ 2-3-2 - - ~ 
15 w\..c.b..ll t I _,.ii 3-3-2 
16 w\..c.b..ll ~~ .J# j\Ji 4-3-2 

w 



18 wL.~ ~_,...ull e;::--:j.JI 5-3-2 

20 all 4-2 

20 -oil 2 543·9 ®2-- 1-4-2 

20 ±- Asal 2-4-2 

21 y) Blasl 3-4-2 

22 ~....9.fall 5-2 

22 (--:J.Jill ~ I 1-5-2 

23 c:s\ <slsl 2-5-2 

23 ,,,,;--:u.Jill e;::--:j.JI .)-'-'='Uc 3-5-2 

23 ~_jjU\ 6-2 

24 )5sl < al.ssl 1-6-2 

24 las 9555 lse 2-6-2 

25 ~L.~I J ~ .1W\ J:l.l.11 7-2 

25 ~ 1-7-2 

25 wL.~I l5;!_,._..:i i_} '-:?::JWI J::l~I .JJ::J 2-7-2 

26 ~ .J.l.J\ ~\ u,a y _►. '-:? ::JWI J::l~I 3-7-2 

26 '-:? ::JWI J::l~I ::JW 4-7-2 

28 Cal.a.±s.l)_9 354-4 ) 8-2 

28 ~ 1-8-2 

29 wL.~1 - - c..) .)!laWI ::J 2-8-2 ~_,.......i .. - .)J 

31 "allaal) 9-2 

31 4-4~1 ~ i_} ¥\..._,k..J\ ~\:i_,ll_, _jl_,}i\ 1-9-2 

32 <a±5W Ag5ls» Alas cil sl»all css yls , be 2-9-2 

33 wL.~ .dJW11 ~WI il.9..i:i ~ 3-9-2 ( - - 
34 ·Xsl) Lay9 4$yd%l Aa±5l) 549 10-2 

34 o::J.,.;JI ::JW 1-10-2 

35 e4"\-8 55s 2all lSl_al Cl_tis 2-10-2 

36 :all a; 3-10-2 



38 (¼~I ~L...a\_;.).\\) c,ri!i.11 ~\ 2.2 

38 {» »l <ill all 1.2.2 

43 ¼'11 w61.J..lll 2-2-2 

cl#leyls @i; Jal) :ct'l) Jail) 

47 A..,,\ .J..lll (~ 1-3 

47 A..,,\ .)..ll\ ~ wl ..9_{\ 2-3 

49 A..,,\.J..lll ~ 3-3 

49 A..,,\.)..ll\ ~ 4-3 

50 A..,,\ .J..lll wl ~ 5-3 

50 ~~)'\ ~l,,_J\ 6-3 

4al) a8ii J's"Ts o?> :l Jail) 
56 »as.$ lac)s alas 5is @al_al A! ,fas)l ei.as) 1-4 

60 A..,,\ .J..lll ~i (,_j\:ij 2-4 

75 A..,,\ .J..lll w~ ..fa .J\#,.\ 3-4 

"lasill_g cilsliiia'l :alisl) Jail - 
93 c,_jtuJ\ 1-5 

95 Clo sll 2-5 

97 :u'e Y; as ll 3-5 

jeXa) 
99 A1\,i.yD • 

~\.;,JI 
105 ~\ _;.o,ll ..9 .J.:il..a.JI • 



Ass.al) dse) -l r3.J 

J3as ll 

50 -:it.;-. .J~Y I.A.)~_, ~I wyl;-, )7 I 1-3 

51 ~L.....:JI d .. b .• _ii.JI e:::~U.. 2-3 

56 ~I _fo & _, ~I .J~I ¼c, ~I .)'1 l?) .foll c:lj_;JI 1-4 

57 ~I y....:,,. ~I ~I.)\ c:lj_;JI 2-4 

58 ~4;/1 ~I _fo &..9 ~I.J~I ¼c, ~l.)'1 '?).foll c:lj_;JI 3-4 

58 ~\ ~ yJI _fo & _, ~\ .J~\ ¼c, ~\ .)'l l?.) .foll c:lj_;JI 4-4 

59 ~y:;, wla~ ~l_ji.:;,;/1 oft _fo &..9 ~,.)~, ¼c, ~\.)'1 (?).foll c:lj_;JI 5-4 

JI...?.- .d1i1b,,,Hll w;/L.di;/1 

60 ~\_fa:;,;/\ t-'3 _fo &..9 ~\.J~\ ¼c, ~\.)'1 (?).foll c:lj_;JI 6-4 

61 _;1 <.JC- ~y1ll y)L..c wy~;/ A.:!.J~I d.sl_;::.,j;/1_, ~6:JI d.b .... _;i.JI 7-4 

oy ,l ,ii,ll A%±5ll 
63 _)I <.JC- ~ y11I y)L..c wy~ ;/ A.:!.J~\ dj\ _;::.,j;/ I_, ~L.....:J\ d.b .... _ii.JI 8-4 

-oy 'e la.all 
65 .)I <.JC- ~ y1ll y)L..c wy~ ;/ A.:!.J~I dj\ _;::.,j;/ I 3 ~6:JI d.b .... _ii.JI 9-4 

r-A~.J ~ ~_,_;JI C··:ty.ll 
66 .)I <.JC- ~ y1ll y)L..c wy~ ;/ A.:!.J~I d.sl _;::.,j;/ I_, ~6:JI -::_i\..b, _ii.JI 10-4 

r-A~.J ~ c:lj_;JI 
68 4.J~ <.JC- ~y1ll y)L..c wy~;/ A.:l.J~I wlsl_;::.,j;/1_, ~6:JI -::,il.h.u,_;i.J\ 11-4 

w41-,ll oy US Cf- r-A~ .J 

70 4 .J~ 0C- ~ y1ll y)L..c w~~ ;/ A.:!.J~I wlsl _;::.,j;/ I_, ~6:JI -::,i\..b, _ii.JI 12-4 

Cai-ls a 2tiS Cc a8ba) 
72 _;1 <.JC- ~y1ll y)L..c Clls iay )! wlsl_;::.,j;/13 ~6:J\ -::,i\..b, _ii.JI 13-4 

r-AL..o.J ~ A.:l~w, 41 

74 4.J~ 0C- ~y1ll y)L..c w~~;/ A.:!.J~I wlsl_;::.,j;/13 ~6:JI -::,il.h.u,_;i.J\ 14-4 

~\:ii)71 . r-A~ -· UC- .) 
78 .JJ~ ~6:J\ -::,il.h.u,_ii.JI 15-4 
79 esl5) w;/L.di;/1 < y)L..c eJ ~ Ss (w) Collis! c.Jl.:ii 16-4 ..)""' 

~ ~y1ll wla.l:.. <.JC- r-A~.J c_S.u.3 , J.;l.=JI ¼.u. ~ (JI...?.-) .dJiJb ,loll 

cs) 
80 w;/L.di;/1 ~y:;, y)L..c w~~y A.:l.J~I wlsl_?-i;/13 ~6:JI -::.il.h.u,_ii.JI 17-4 

~ y1ll wla.l:.. <.JC- r-A ~ .J c..S .u. 3 , J.;l.=JI ¼.u. ~ (JI...?.-) .d 1 iJ b ,,,l•ll A.:!~I 

C 



+e) < ro 

81 w'J\.....aj'J\ ~_;,;. .. ~ w4~'1 ~.J4,,,.JI w\Jl~'}I_, ~L...:JI wl..h,...j'.1.J\ 18-4 

A5ytll claas Ce a8by saas «Jlsl Asa s (lye) ylill A),ls 
_>-11~ 

81 w'J\.....aj'J\ ~_;,;. .. ~ .,\) ~ J..,_;ill '-? ::i\.:,. 'J. \ ·\.i:J\ J!b.:i \isl c_j\:i.i 19-4 U:!. .) . 

~_y;JI w\..i~ uc, ~L..;...J <.S~ _} ,J#JI ¼~ _} (Jlfe) 4JiJb ,.loll ~_,b.11 

_>-11 ~ 

82 ~_,b.1I w'J\.....aj'J\ ~_;,;. --~ calls il ~ J..,_)11 (w) Cl_y\isl c\ 20-4 

Cs &5ll cola±s Ce 8bay s 2± sllsl Asa s (llse) llill 
Ac \is yI Alls l 

83 w'J\.....aj'J\ ~_;,;. --~ .,\) ~ J..,_)11 r.j::Jb.'i.l . \.i:J\ J!b.:i \ri5I c_j\:i.i 21-4 U:!. .) . 

A5ill las Ce by s's as slls As gs (Ole) A4ll Ag ls 
~\ ~ _;.JI ~ 

84 w'J\.....aj'J\ ~_;,;. .. ~ w4~'1 ~.J~\ w\Jl~'}I_, ~l...:JI wl..h,... j'.1.JI 22-4 

<Syil las Ce ·) sss ells @a ± (Use) <ls4all A± ls 
,,d) ll e us 

85 w'J\.....aj'J\ ~ • .. ~ w\.J\..::.:i,...\ · - _;ill ::Jb. 'J.\ · \.i:JI ~ ~I wti.i 23-4 Y" . . t.J:H '-'-' '-? U:! . - .) . <:: 
~y;.11 w\..i~ uc, ~L...:..J <.5.l..o _} ,J#JI ¼.l..o _} (Jlfe) 41·,1b ,1.11 ~_,b.11 

~y;.11 w\..i~ ~l_;i...t'il o.l..o ~ 

85 w'J\.....aj'J\ ~_;,;. .. ~ w4~'1 ~.J~\ w\J\~'11.., ~l...:JI wl..h,...j'.1.J\ 24-4 

~_y;JI w\..i~ <.Jc, ~L...:..J <.5.l..oJ ,J#JI ¼.l..o _} (Jlfe) 4JiJb ,1.11 ~_,bjl 

~y;.1I w\..i~ ~l_;i...t'il o.l.4 ~ 

87 ~_,b.11 w'J\.....aj'J\ ~_;,;. --~ w4L,..::w,1 ~ J..,_)11 (<-)\is! c_j\:i.i 25-4 

cs 55ytll <las bay 5Us 2s ells As as (llse) 4ls.Jal 
~\ _;i...t'i I t _,.; 

88 ~ ~ .ll\ c)I ~_;:JI_, .J_,b..JI ~ ~_;11 , ::J~I 0:1.+JI 4j ~ 26-4 

t 



je\al) 

99 ~~)'I : ~I .J.lll o I.{\ (1) ~.) ~ 



J ! ceF Cl #lll J ceslstl" :gsl ls @aaslJ 5)31l &,69-Y0 &-4 6» 
~) .bLlw '?i ":4Jl ~ ~~\ Grouroos (2000) J..9\_jj..9 ." ~ ~ 4-bl+i.J'i ~~ 

,.sU{, ,all 0:H Je,1..u\ l 0:1~ uc, i.:.i~ J L:UJ..fa ~ ()Sl..9 o~WI ~ ~_,..J.JI _#, ~'}\ U-4 

. ~~ J_µ '+a-lli ~\ ~'11 ) cL-JI ) ~~WI ~) yJ\ ) ~~\ ~ y, ..9 

uc, ~ y)l.o,Jl L.:::i)\ ?~ 0i ( Berry) J ( Zeithmal ) J ( Parasuraman ) us'styl ±sy 



~~ ~1 I .\JI .. ~ ~. .J 

sac] 

si ,-+S l:) 

ul.;Jil 
~~ (J_µ ~ .J 

<% 2X bay {a9s le- &4lsl4l A±l5 c9ya9l A5y as fu-l : ! 49l sis <is 
sl 5»s al@ &lal ei8 5fsis ·ls ,ios" ze±al Al_ll sis <1dials ·,ysl : ls Cs hill 

i,.~ i}J ,~\yl\ ~ L>"' 9J'l\ wl.A_,k.-J\ ~ .,ill~J ofa (60) w1.....:. ~1..,u..,J ~J ~ ~\~ ~ .J\.,_u;,.~ 

(413) w~~\ ~\yll wl.....:. .li\J ,(SPSS) C-"Ll...>: f'\~~ w~_j.l\ J.,u~\J ~J ~J ~l,i:,...,'j\ t;;j.fJ ~ -ill~ 

J :JtJ\.S ~ c,_j\:iil\ L>"' J~ is'J ~\yll ul......,J -J\fe- .. _·._b ,loll -½_,b.ll w~\...dJ~I :i.S~ i,.)l= L>"' ~J ~ 

oi,.l,c5;, 0:14WI oi,.l,c5; •-½JW\ ~\ 't;;j_iill 'C-:!J.fl\ ,~I ,~.l=J\) ~~I c-:1j.J\ ~\.jc. uc- u.i\.S i,.)l...J\ \....:,.) 4.JJ 

J..lyr-l\J ,(~~~I :UWI ,~\ ,..>--11) '½9\JCJA:Jl\ J..lyr-l\ JfeJ .,ill:i.s:,, ;;~ 4.JJ ( oJ~\J ~t,j'j\J ,dJ.-1\ 

, :i.S_,..:;J\ .fi\y i} ~~I ~j.JI uc- J#JI ¼.l.,a i,.)l= \....:,.) 4.JJ ~ YY- (~'fa~\ O.l.aJ .~,fa~\ tY) ~_µ, 
.fi' Y i} t.fuJ' ~~, c-:1j.JI uc- i,.)l...JI ~ .J 4 Y ~ J, Y- ~ ~, JC JA:J11 J..I yJI L>"' ~, JA. :,.JI 0' ~ ~ 

r-1JiJ ~ -J\fe - ~1 -½_,hl\ .:..i~\...dJ~\ :;.s~ t.fo 0i ~i 0ts .:..i~_;J\ L>"' J~ i,.G.) ~ w; ,Jlfe :;.s~ 

t.fo uiJ ,J#JI ¼.l.,a i} ~_,...JI ~ oJyjJ i,.)l...J\ L>"' J~ .fi.1 y~ , ~I wlli ~\.S.l ;;_►,.,.JI d .... .l=J\ ..):1_,b:iJ 

w4c.JJ d~b. ~ i)I '-?J): '-!.JJJ ~ i,.)l...JI w4c.JJ wl.:;,.h ~I.J-l! -J\fe - ,._·,1b ,1.11 -½_,b.ll w~\...dJ~\ :i.S~ 

~I ~~J ~L,~ J.~ .. J ~ ~ -J\fe - ~I -½_,b.ll .:..i~L....:,.:j~\ :i.S~ J_-.'.i JJ' ~I wlli ~ 

~\ w~L.-:,.,")I :i.S~ J_-.'.i JJ ,~I <} ;;~~I ~Ll'.l!IJ •'½J~")/1 wlp\ i)c ii,.G.) J#JI ¼.l.a <} i,.)L..,Jl 

w; ,~y.....::JI ~J ' wb.\ys")IIJ LGJ\.S..:;J~ ~ ~ ~\..:..J ' i,.)\....,J.\ ~~~\ f'l.hi ~ i)c -J\fe - .. _·._b ,Isl\ 

~j.JI L>"' I'-~ '-!4 ~~\I~ u.&. -:.iW i,.l~J O.JJ~ ~\ ~\..,J\J U:!-?-:.ft.11 ~\ ~\ ~.) ~.J:J 

. .sfti .:..i\.S~J wk.lbs<}) -J\fe - .. _·._b 1.11 -½_,b.l\ w~l....dJ~\ :i.S~ i} ~_,....JI 

.J 





a±ial) 1-1 

. c,u~jll_., wl......i..u_;.JI ~ .... 1,ac ~_., ~ ~ ~~ u.a .t;tJ\) ~ 
2 



3sf @ls.ha 2-1 

3 



.(~l_µ"il t__,:i_, ,~1_µ;11 o~) ~_µ1_, ,(~I ~_j.JI ,~4;11 

a33lf cit.sol 3-1 

4 



5 



g 

5,1l 5295 ,° s-us Sc Ulel las s Alfi.a ill_al lye as_» {lall yf? 

6 



7 



~I .J.ill -t.9~ 6- 1 

.ls 

.2011/2010 r-WI 

~\.)~ o•t,i'il\ .\< •. d\ 8-1 if.. ~ 

8 



9 





,bl Jail) 

($_,Jilli J\.b'i\ :J}JI ,=-.,:..JI 



~J.'W\ 1-2 

:s 2-2 

i:s--l As454 1-2=2 

11 



(14 :2006 <4\ll) "<l±±,ll, ls9I cl6ts z! 4ls e,654 ll • &s 9'ez/ 

Kotler, Keller) ." 1 • 1 ~\iJI - ;,;11 wb:u.a.11 Jj\.ij -:.1.:. N:. · 'Li:. 'b~I "½-' • r-:- J . . J ~ ~ (.)A ~ • .)J ~ . , 

. (AMA . 1985 ) 

~~\ ~\ 2-2-2 

(20067---'-\) 

12 



cola±sl] 3-2 

.bLlu LSi ":~ , ... ~~\ Grouroos (2000) J lri ." ~ ~ 1• '-1.i:i ~ · , i , ~ .J .J , .~ . .J (..)-0.?-l .J 

13 



'+4~ W1a ) j~I ) .bLli:i tfi " :4i~ kotler (2000) 4-9.JC ~ . ~~ J~ 

) \.p,G:i} <)J ,~ tfi ~ ~ ":lJ ~_,.J.a ~ ~U ufoJ '.?\ w)::J lA w_;b 

l Ast.a%¥1 A4.±99l US -4 <tall':8 34 bags)y1 4 Bitner (2000) 

14 



(2006.3 S:\) 

15 



. ~)\ w*-1 r~ wl.a~ -i 

, 
Jl: 'yr+ cs 3=6l @s s 3623190 col,isl zhai Lssc ill sly3l41ll g! 

16 



t@ sill -Yl syr ill ala5l/ Xi6l lg3ly5is% cilia5 Ra1sll C! ca LS% 

~ ~I ~~I c4 ~lfo wl.a~I ~_iJ t.} A...a.lli.a Ay:-,[,lfa1 ~3 ~1 ~4ll 

i_} &.J~I ~w o~~ ~lie &) ~1....a~ 81~3 j..;sl\ o~ t.} ~~ A...a~I ~ 

17 



~~ ~ J~ r~ ~I~\ wl~ ~la.ll u-a o__;i;-) JWI t-4-JI _y. -: ~1-2 

y--) Oslo/5 Cl)) <l5] yais la! Cl Rall s <-sill a65 .A4a {as s! 

,.sll{,,uoll ~_;, ~ ~ '-i,'{11110\1 ~yJI c)1 ~~I ) c:.:u.JI ~ ~ -: &jJJI -3 

J ) ,.sll{,,uol\ u,a (?~\ .:ib .. ..J\3 ~\ ~\.i.o ~ ~\ 0• L.Jil\ ~\ ~. =-.11 ·.( A• - ~r~ . ~u--:3 

18 



(2008.+3-') 

19 



t) 4-2 

(170:2006,(j.fa.11) 

...>::' • uil\ ~\ 2-4-2 .. .. 

, ey4 I±e) \al s @4l,, 45yl 5l! US Cs 5±s1, <slJ_6ll @al c/isl a63 

20 



2, "''' u,~, 3-4-2 

~_y:;JI kJk.:,~, ~ U~J c'-u~I ~ 04 ~i ;& ~~' w~ ~ -: ~~, -1 

04 ~IJ o~I ~lS::ill ~yu-JI wl).fol ~ ~ ~\ LS.WI ~ ~ JJ 

- s@ rs' U+ 4las 4; jyf5 bl still) al@ @as;» bsu a" ,Jilly; 

21 



~....9.fal \ 5-2 

ll Al\all slsI «sl C -4- ls 7±sl 15 f:- :l -·lc as! ;sf: 

~ ~ WI WI J~;/1 ~ , ~ 1 1 • '-\...1:i ~ ulS \.) wL..i.,...i yJI 4,...a~ J ~·.) ~· t:4 ~ i...r.:-- lf" ~ ~ 

11 
' 2sf Gl sf ~ (. . .JJ...r- 

~Jjil\ ~\ 1-5-2 

. JL.di;ll 

w ~~~ ~Ll1J w~IJ wL..i.,...i_;.J\ '-:?J ~\J ~)I ~ c)c. r~J.fll ~ 

s :/ <lalsills la.all Lal Sls l_el Ass 4sy Y sl LS c,81is 

22 



~..9Ji.l\ u\~\ 2-s-2 

3' s <tall col.al±all 5.4l3 &«isl l all ) 3se-ell sl±isl cil Cle Jell 

y lb...i _,JI ~ ~.J _,JI ~I ~lb ~ JJ J ~ ~ J ~ :U....ObJI y lb \ti ~, _).Jl ~ ~I J 

~.Jjll\ 6-2 

23 



· -~'I u\.lAi\ 1-6-2 &!)3° 

II _sl\ ~ ~. 11 , •g )1110 ~ 

~J ,ylb..i__,ll u-o fol ) ~ ~ c;JI wl~\ ~J -:y:;i~I ..)#- c-ljjlll -y 

-' 5 le lll <lsit,ll le) sci65 ls call le· 2 {gals"iwl 

24 



~1-7-2 

( 419,2008: .)~\ ) 

(2008: 33A\) 

25 



( 2008 :.)~\) 

s\al) Jls) ate) 4-7-2 

~ _;;w1.1 ~ ~~I .J~1 t.Bfo ~ tY½)I ~ yy ~\ A..:jWI 41 ~ 

Us lsD gs sell s' ss! ? ·eels> cs Uy a ifs llefiol 

(Lovelock . Wirtz , 61h edition) 

~\J w.,.....Jl-y 

26 



us =lJ rue c@us ·eloll 3lScl s 5) s" s= l sll llo 

o)S/1 '-5~ ~ t~)'I y):3 ,0Jlr)1 r'~ ~ y)A.J ~ fe ~ ~ ~1.....w 

27 



J...9i'.Jl...9 ~1-c: 

s\Al J las si.al% sJ eys As1l al3al 9y 5s1ls + ) 

wluwi),JI uc ~.J~I o.J_y-a-11 ~fa ~ .)y wl~I o~ ~ ,u:a.J~
1 
~ 

. y~I 04 wl)_fol...9 

~~~J ~WI ~ -t 

u~l...9 ,~_,LJl...9 ,~I u'l ~ ~Wl ~ya (YI~ ~~I ..::.i\.........i:,.JI rfo 

J LAS,y)WI ~~ ~ ~~')I o.J_y-a-11 ~ (Y-'llliA ~ \~ J ~ 

~ J...9~\ u_;bll ~ ,~ ~_,.JI ~~ ~ y~ y~\ ~ c.j~I ~_µI 

~ u,&JI ~J ,~I e::_lj-JI J~ t.fo~I ~\ ~~ ,:_;c, .JJ~\...9 ~_fa\ 

J.oh:ill u'l ,e::_lj-JI .foJI u~)\ Ua\,..a 0-4 u~--*-1 y~I J ~ ~')\ u_;bll 

-~~_;b...9~~ 

49l glsy Y sill es\sll Uals cal coll lo Sy la'all ell } las 

'l...9 ~~ ~...>.! ') J.oWI I~ u4 o.J~ 4...i...9~L; y~\ ~ ~Wl...9 '(.)'l\..ill 

"* ~ ~_,11 _;yJ1 01J 1* ~1 _;yJ1 01.S. 01 ~ "* ~J c.jj~ 

. A.....wi_j.JI UC y~\ ~ ~.J.uJ\ o.Jy.a.ll j'G:J ~~J 

col.a.±5)9 954-9ll 8-2 

~ 1-8-2 

t~ ~h...9 ,w\..clhsll ~ ~ y~4 r~:ll j\..)...>:l ,~\..rJ\ wl.fo-JI ~ c} 

~ ~jC.b...9 tJi4jll ~~ 0-4 ~ e:}~ La...9 ~yJI .JJj ~\ jfa. ~~ , wla~I 

28 



4-.a.fuJ\ 4-.a.l:::,..\ \ ~ L>A oj~\ ~ 0~ y~I u'i ,~tt:. ~w_, Oy~ ~~b. A)~, 

.Al s! z±all 535e? J3Se? 3ls1tall LaS ls e- 

J..di ~ ~ La~ .).Jj y::L,JI ~.)~ ~ ~A.J ~_,.JI ~ ~ 'J. .).J.lll I~ u1 \...S. 

~.)~ 'J.j ~I 0~ ~ '},_, ij)~ l.).Jj ~ ~I d.s ~I.S y)l..,_U ~~I ~GA 

.A±» Ale\s 

~I (.)-'lU ~~ _;La.l:::,..\ \ ~~I ~j.JI y-aGc <) '-? ~I ~I .J.Jj ~i j.Y.J 

O.Jb'JI ~ r.JSJ r~I \~ 41.:JI ~.l:::,..\ I w~yJI J \...S. ,cfa4)\_., ~I ~ ~j'-fi.JI 

) (2008 '.J~I ) .~ts:JI ~.JA ~l ~_;JI ~ ~ly L>A ~~\ ~j)_,.J o~I 

. (2009 :~I_, ~I.bl\ 

clai) 5ysi ? :'all 35d 2-8-2 

J \...S. ,Jcl.KJI c.S~.J ,~WI ~4 ~WI ~ '-?~I .J.J.lll ~ w'--4~1 <) 

c.S~~\_, ~~I y-aWI rl~I Aj\.:& (.)-'lU ~ ~ ~ w'--4.l:...14 Jl.....di;/1 c.S~ 

~~ ,y::L,J4 ~'+a Jl.di\ ~ ~yJI <) ~WI ~ ,w;/'ll ~ ~ ~I 

~ ~~ ~ y~.J ,y::L,J4 ~'+a ~I AJl.....di l ~'JI fg. :.,._,_, ,~_il:111 <) J}ll u..dl 

~ ~_, ~~ ufa 'l. ~_, ,~1 ) ~~ 1 r-1~ YI.iii , t.;,y y~4 Jl.....di;II ufa 

- : <)\:JI£ ) _,}';l\ ~ 

. ~~\_, ~I.S ~~ 0-a A...a.hJ\ \19-r, ~ -: ~)\ .).J.ll\ -1 

29 



- . ta_yh553 39yill ta3y)gs 5y»] llas ly> gis Cy! {vs'rll a; bas 

1.5~ ut_g ~ y:;JI ~ ~ ..9 u-a W , '+i.J Y.>- ~ ~\ c} I.YL}-J\ ~~\ c} ~ 

0..»a ~ ~ 1.5y:..~ )' ¼fa t)~jll ~J.=J\ J~j ~~~I ~__>h\l..9 w~~\ 

,~ e-~I e::.=u.JI u,a ~Li~\ y_►...11 ~ ~\~\ c} ~yJI ut_g d\~ ,~ ~ji.JI 

f ef" CU &%5 &4.3ll yli«all s llis, @,sI A»4all @slal ,g33¥ 

30 



c} J.=-,l.i:111.J Jcts:JI u-4 Jtri ~ ~I ) ~t};l\ y::&J~ _big ~ ;l wy.k,JI u1 

Ue <et's cc) Alasll sis ls .llls &aisl a6% Cy) col@lls lllls Cols»all 

~~~I~ c} ~.J.J~\ ~t:i,J\ c)c wpl <.j.J.J~I u.a 0)j JtJ~.J ~~ 

.5»= clas! l _5We4S; 

.~WI c.5ji.::,...J I -2 

(2005,.)~1) 

u-4 _►..j:j ~\.J Jl.di;l\.J o~I J)G. 04 Ay11r,<oll ¥..,LJI ..bL};J\ u.o ~~ .JA -:.J.J~\ 

.w~I ~ ~ij ~ ~ u.o ~j.J .J~ ~~\ Jc.ls:, ~ .J.)JI Jii 

31 



~ _il.o.ll ~_µI c'ill lslll 5bhr cs .w LS.? 'J\ J..il yJI ~ ®6ls s All3 rA l..a .J 

r~ LJA ~b 0t:i~ ~µ )3J'J\ ~ ua_JAi:.113 t1~1 Jfe_J ~b ~ ,u'J -~ rl.fol 1 

jfe.J ~\ L)-4 .J.J ~I ~.)~I w~)'I J)L;. 04 ~ ~I ( s12'"t,3 ~1 J.J 

$5g5YI5 Al5Jsll clllls 765,ls Ra5 els sa! cl,\a<ll, Cy\ells Rs_yl Cr gels 

(2006,.J~I) 

32 



~U::JI J)G. 0-4 ~~ ~ ~J ~~J ~ tlYAJ u,i9\.:ri ~b r_} ~IJ 0.1_,...ull u1 

S» 5 i 59-40 &9ls;s Ji.rill s2la5 zlsy! CY yss le ass Y 4s <3bills 

.(2006,.)~1) -~ 

reel» US ls .44ls gbhi<5 4> Fus"5 2il 338Y4 gsy s ,'ill; s 

~I o~I 0-4 y..►. _y.. ~~I r~ 0';1 y)WI ~ y~ JtJ~3 ~ ~ y~ 4.,j!J 

(2006,.)~1) 
, 

· ~ rJWI y1bll ~_;Jl3 1.1~1 ~ u.a 

33 



~ ~~jll L..a.J ~ LaW yy ~I_., ~~I o..)fe ~ ~I ~ c.:.,ts ifil_., ,~u:i 

)l.:i.a o~I F ~ ~I J ~ ,-LYJ_,.J.JI - ~t:J'jl tlb9 ~J h.i4§ ,.::.A..a~I tl..bs c.} 

639el) all 1-10-2 

c.} ~ o..)~I ..)W J ( Berry)_., ( Zeithmal ) _., (Parasuraman) c.J.A JS I.SY 

. ~..)W\ wl _; _j.JI c.J.A ( I.A).>#- J 

.2a sy gila3gs) sj\els Ras ,64y «5,ll a$ so ,is : @slieyl (2 

34 



, .. ~~I -:.,_ .. _.., • A..Jb::i.ui ~I (3 
LJA 4...a.fuJI o~w, t5~J 'j~~I A.t:, _)-Ul Lil ,~}~ ~ . ~ • . . 

. ,all As±s) ,6 

. ~WjJ ~ ~.fuJI ~~I ~ cjfa ~I ~kJI ~J : \~ ~I.J (1 

-~~.J ~I ~WjJ c4 ~ ~.fuJI ~~I ~ y..ulrw ~I ~kJI ~J: ~I.J (2 

L>A J§I ~.b..11 ~bi u'l ,~~ ~~I 4-: u~ ~I ~kJI o~ ~ : ~I.J .)#, (3 

. wW_jlll 

: gsl$6 Jal: e·3 s±< C 1l coll gay gill col 4 6l5s , 

35 



. ~\...JI Y.J~\ (3 

·al) Lay 3-10-2 

~~ ~)\ e-~ J ( Berry) J ( Zeithmal ) J ( Parasuraman ) wl.:i::..l;ill ~Y 

36 



~llll J,. "it\ 

{iylal} cabal 3all :,5'5l cs al) .. 



els9 <8ala) ?saga4 Ail5al) @ill) call all Ca 46 9a a is±al) Iaa Joli 

~JiJh.,,liJI ti~\ ~~~"ii~~~ WWI ~IJ-ill ~ ~J~ ~I J.,i....;i 

(de) 

~ ~l.y..a ~1-->J - s:-~1 ~--> ~ ~~1 t~J..JI .;i " wl~ (2009,~y;JI) ~l..>J 

"~ <) ~_;i..11 ~ ~..>~I uj .. ,~ . .JI 

> • 

we j_,_, A..;_.,4,:JI di _,l;ill ~ 0P jya ti~ ~ _, ~I_, WI ( 103 2) ~I _.,.lll 4, ~ 

.y~ ~~I w'--4~1 t.J-i .. >.t~J ~ ~_y.iull yl_,~ ~ 0-a ~~ ~I 

38 



~ ~11 ~ ·'I .. 'Li ~,1 ~~b.a~ ~j.l.o II QI~ (2006,~~.J c.jJ~I) ~IJJ 
• ~_,,..... ~J- ~Q-1 • .;- • 

."es6le llyay) @±sls) co3Lay) Ass dlse A4bad@l) A± slsl) cba?y) 

. ( t=J_;JI 3 , e:::--:u.fal 

39 



JI..?.- ~_y!;i u.a JS tY~j u,.a (199) 5 @ye ~ ~I.JJI ~_y.J -: ~I.J.l1\ ~ 

~ 1 -::1:: ~ 1- ~1 j WI u.u;/1 ;> _c:-1. . .., & ,·,,b,u)gl\ •_¥\_ytc ~fa. ~_)~I~~ ~i.=-..a lf'" ~ ~ .. .r • I~ ~ ~ 

~ r-.fo J o*_,ll &J°'Jb,11'9ll ~I 1.k.)+ic~ JI..?. ~~ u~ ul:t::..\.+ll ~_ii ~.., 

u,.a &1)1il_y..i)'I ~y:;JI (Yl9l:w ui oV•,/• ~ ~--:u.fll.., r:yk)'l...9 )~~, ~ c)c. \.iila-A 

._;ii LP~j ylh:wil ~ 

(50) 3\5! ' 2IS»I 5l,6.91 <tgs a'alls 45yll Sb5 e le 74all 41s¢ UA9 

Jes"i.al; yla'all a (20)3\55) 41 At91 As\,y.91 @sell all essll Jest las C? 

40 



~.J ~W\3 (Y~jll) _>hi ~.J u-a ~.Jlu.i ~ LfiJJ ~~I c:--=1..:,.JI ~~ ~~ 

as :5 +ss 'lsll 9l±3l &s UeYI Al4,% else &as! l] ls A5 yl 

.<G'-:i:-..JJ .i.::,~b ~J_,l', J)l:.. u.a c.J>.1)\ ~..J ~.J 

<l yll 

t ~ wtj;g~ ' ;,I',.; a ~ ~ y.JI ~I 0a ~4-ll ~~½! ~ ~I <.} ~I ..J.111 ~ ~ 

· ~ ~ rA..J~I ~ ciJI A.Sy:JI ~½!j ~ <U~I 500 c;J.iJ ~J o_j;, 

A.S~ <1.-aj,sj c;~I ~~I c:--=1j.JI J ~ c.Jfalya ~I JI_)! J ~j ~4]1 ~_iJ ~J 

J ~411 uh;/ LaS - %63.30 ~ uJ>.1 ~~y:b.l ~J ~ AJ°1Jb111WI w;/L..di;/1 

41 



,cc) &) 4stgl Alas ) es gall! Us34 yS USy _9l Sb;UJ sa e» sJ Rs9 

·~..>:C 0-o _;si ~;l.J 

UC t)~)\ ~.J ~ ~~I ~j-JI ~~ f"~;l\ ..);lj,w o.J.J.fa ~ ~411 ~) ~.J 

. wla.l:i:..ll CJ.h.\ r-1~ ~ ) ~ ;l \ .J c.:H~b..a Jl~ j y~I .J .&S. y:JI w~ .J wla~ 

42 



~I ~~IJJ 2-2-2 ... . 

• 1 • "Athanassopoulos 1997 " l,.,\_;J - )g±? 

t. faction· focusing on service} Another look into the agenda of customer sa is · 

(providers' own and Perceived viewpoints 

s 

tS~ uc, tJ.)ll ~1.J~ yl~I ~ ~, ( k._) 680) ~ ~).lll ~ w.ilSJ 

ul~ "Berthon, Pitt and Watsonl996" ~IJJ - 

The world wide web As An Advertising Medium: Toward An ) 

(Understanding of conversion Effeciency 

,~IJ c:,Lhi ~ u)lc~ ol.:its w.ifa;/I ~ r,~, <.S.l.:. ~I ~I.J.lll ~~ 

'?~ .)lbj f':!~ ~I w~I ~J -¼-.,...ul l w;/~;/1 [--:!..)Ac.)~\ ~\S.aJ 

.A<ill l3±i.4 2\iS lffl 
cs l'= f5.=l» < ·uSu<?s' vs ' Sell la{ s, 
: ~ ifa. ~ (.J-4 l.uiW u.fJfo ,~I ~ ~Li_)l ~\ u.fi. ~ ~w 

43 



,.:;I.~" Yavas 1997" ~\.,;J - 

(service quality in the banking sector in an emerging economy : a 
consumer survey) 

oj~J ~.J u~I (200) caj_iJ ~ ~ 1$.) 0-a 4-;HyJI ~~I ~I~~\.).)]\ 0~ ~ 

ul~ , "Engel,198511 ~\.,;J - 

( Consumer Behavior) 
~~ w;J.J J_,__.JI.J ~I 0-a JS~~ ~i ~ wyull c)I ~\.).)]\ ~~ 

s°e sill l 3sgsJ <le 4all ell a 39l cits s .R,63 3110 4,l_4cyl 
.).J s c:-ll ~l~I O.).wll ~ ~~ ~ ~~ (.j~ J.J ~b wb~~ F c->6 
AJ?J.JY Jjl.....i.J r'l~I ~ (J-QJ ,.sJl{HcJI 0-a ¼.) caj_iJ ~~.J J_;.b t l;,1 .:ill~.J ,.slJ{,11101\ 

US Al A5) 9F clsi.all le <ye! ill 7/all sis ls±is .6l41..al -< er 
~1 

I a:-, ~ L::_,§ ~ ~~ 0~ c~I.J .J~I ~.J r..:il.JI ylj.c.J w~lya 0-a 

.{-ll 354 &ls\ts &Hall 

44 



5.15 ,° ~_,..;J I ~j.JI f> ~ wl ..9t.:G ~I ~L..JI wluil .J~\ tfa:al ~\ J)l::.. 0-a .b)y 

1 "~. ~.11 ~ ~I O l.k.J ~ ~ .~.11 ~ •. -11 1,.. wfi.J La ~ ~ ½-LI\feJ wblbs 
U4-'-'I.J ~J . .) ~ . ~~ 1.:..~..r' cs-- 

se5all fyrSl c:-!' 3=1 2all sl») A3yl6a ·(ys 955l7-1cell) 

~ o.)l..9 ~_,..;J I ~j.JI t9l..9 ,~_,..;J I Jpl ~ ~ o_fl..9 ~_,....cJ I ("";!j.JI ~ ti~)'\ 

.Engel,1985 {433 <\») ·Y; 

e5"il sas gll Berthon, Pitt and Watson1996 ~I.J.:i ~fa ~~J , 4-o~I r-!~ 

~WI~\ .l..J ~,.)~\ 0~ ~~ ,~ ~\ wluwi_j.Jl..9 wl.S.y11I ~ ~~\ ~j.JI 

~~)\ l....:iy ~ J ~J°'Jb11,lW Jl_p,. A.S._y:;i ~ ~__,....ijl \ ~j.JI c!\J c)c. w~I J~ ~ 

45 



citll Jail) 



sis jii + gsl# ,1 ill l,ls}ls A546l E.as -aall Tis s isl &»s sf 
- - 

l cilelyls tslsl alss] As;s ·l4ics @al -<1al ts.as ells l-? 1is Al_al 

~ ~I ~~)11 4-l~l...9 ,1821_,b',l ~I ~I ¼.>Jl...9 ,4=i\.+iJ ~~ u-o ~bll wh::il 

~\_J.il\ ~ 1-3 

w...9.):JI UC- w~~l...9 ~lb. c)J J~)l ~l...9 ~I c)J ol~ ~ .JA ~ ~\_,JI 

.(39n3"', C.:.,...9y..i...9 wl~) , lg',J111:-e\, \A.J:l__,b::iJ ~ ~ U-0 ~WI 

47 



.Jjl...a.a ~ ~I .J.ill I.? pl .J~ 'j \ ~k.A ~ ~I '-'::.) .l41C I : ~~°\ill .JJ\..44l\ 

al_alls ts/91, @$ls cal)93ls &sl\3 <15ll s UT ll3 A) 3ill coll»elf 

- 

~WI ,~\ ,~\ LJA )lS ~ u.ti~I uc, AJ· a; .~,I\ wL.Q__,h..J \ L}.Q wl~ :J}JI ~I 

tY.J ,JI.?- ~~ ~ ~I~;/\ o.fo )~..,LJI ~~...9,~I ~_;.JI ,~~;/\ 

48 



.(22-17)55 <46! +3 ·<is (6) + usS±s {&±sl= 

.(29-23) ~.) wl_pl ~.J ,wl.fo (7) u-a ufo.J =c:1j_;JI = 

.(42-30) 59 ±ill 2+3 6# (13) • us55 539tall Al= 

.(49-43) ~.) wl_pl ~.J ,wl.fo (7) u-a ufo.J :~WI = 

.(56-50) ~.J wl_;iill ~3 ,wl.fo (7) u-a ufo.J :w~I = 

.(60-57) ~.) wl.foll ~.J ,wl.fa (4) 04 ufo.J :~1.::u)'I = 

Class - - - ~~1 ('.-11 

49 



ts¥I ... 

5 

4 

3 

2 

1 

,~l.....i::JI wt.h...i_;i.JI ,~_,i.o.11 ~I L:1\~~1 ?'.'I • ~ Li ~ ,., u ~ , ~ 
· 1..:.. ~ • WU'-;:\:W 9~ '; I ~UI WAJ ~ .J 

~~ uc- (a~ 0.05) LS~I ~ 4-ui\.J~I w~ · . ~ ~ ~ r -° cees >± #s ·82y\all <»lil_s3YI 

50 



,(One Way Analysis of Variance) c..j:Jbfy\ ~l+JI ~ .J~I ,(T Test) wl).~I 

.SPSS 45.as¥/,3J 7;y -'15"ialy ells, 

(2-3) 8 ds= 

¼l.....i:iJI ~~_,:WI ~U-4 

1.79-1 

~ 2.59 -1.8 

3.39 - 2.6 

4.19 - 3.40 

5- 4.2 

51 



lb:i , ... "JI II Lu;.,\ , GSM - I_,., . s® s 8s -lysls ,Gbi 4345 ,ll s al±si/ ,©y] 

~~yJ\ u~) ~~ ~ w~W LiS ,w;/L....o:j';l\ .J~ ~ ~ .JL..u.JI ~_,l~I 

.Wu.a ).,r ... .11~.J 9b oJ.P.- wl~ wl-4~ l:ik...a ~ -'I , 1. ,1 , . t, , 
, y w ~ 3 o ~ ;ii I J\ ~ ;/ 

52 



.. . "JI " ult:. ,2001 rl.c ~4J ~ u~ ~I y..u"jl w\.bL..JI ~ u,a 4,:i\.l1..a j~I (.)-<l ft . - 

" ~ r-3.J ,~ ~.J 1-Ai_JA,'.i ~I.cl 
~ o~~\ ..b_,b.:..11 ~ u~J c..Sy->J I.Ai~ "JI~ ~Y- .. · • 

... W I ·"•la~ .. ~ ~\..:.:i o~~ ~_;b "JI.F.'-" (:.ic.~\.J LaS ,~ ~ t;A ~~ · I.(!-' c..S~ 

ufo 1~-u ,0-lll ~ ~ JL.dil ~ts.a .)Wei ~ ~ ' ~1 o~ ~ 2005 rl.c 

w:/l....dil ~~ J) "JI..?."" uc- J~~I u:/1 ~ ~l.9.4 ~ ~~ r~ r-3w1 ~ "~~ 

,l.Aifa 

·cl63\835cs 2-ail» lei ls &has) ! alas ail glc ca.as"lle" . . 

AA • ss±s al 55=5 le! 3591% @llll La5Leri} A5eLa) "ll3e" c.ls 

~1 ~ 4.3~LJ1 ~L:i.J1 0.o %98 ~1~ u'll "JI~" ~ '-=- ....... , ! .. , .• 11 - --77" • ~ l....l.l~ '(,..,J'..Q~ .J 

~.J tjyc 1000__, Layt--o 25 UA JiS1 J)b u.o '+.:S~ r'~--' ,ojc t 1.b§.J ~_jJI 

~t,\ 11 ~La;/L ,o ·..c.. t\.bs C:. ... :.I\ :: ! . 11 1 .. \ ;.;,.1,- • • • I..S'. • • ~ .J ""-::_ye,,,, ~ ~ ~ "'\,:I~ ~ 0 .... . _b\:si_j • - ~ tft .J c..,r Y.J 

s" 3+ @,1$347 41,9 150 » 5! s s's Jo 

53 



~IJij ~ ~_J ~I r1 L»i.Jl..u.a ~ts~_J ,~ct,B ~i ufa J_, .~I w'1L.~:iNI L}.Q 

'1a65J us9ass! st.a@9lcla] -· e,ls .) le isil Ca" ls ·3s5 Ail 56 

t gi og o 

54 



~,;, J., ,,on 

l all 3iii J:la"is u-=S 



~ ~_;JI ~ ~I ~tilll ~I ~Lal A..uil.J~I ~ .)\_)~ ~~j ~.J J,...asll I~ ~ 

. ~till\ dltl ~ .J ~ ~ ~\ .)~\ J)L:.. L}'Q 

(1-4 ) pl.J J.J~ 

23l Ai J.1t.ll 
csis ) 

71.2 289 __,sj 

28.8 117 u=u1 

100.0 406 €el 

56 



..)A'U \ ~ ~\ J\_;9\ ~~ - 

, . --'I ~"'\ ., ,. :; -I .lll ~ .:ii ,g~ LS.J.fi:JI c:1JJJI (2-4) ~.J J_,~\ ~.J:l . '½~ "l..1SJ ~ ~ .J ......... .J , .r , 

al) ).,,.s:ill ± l) @{6J/ 

32.3 131 20 c)4 J!i 

39.4 160 30 c)4 Jii -20 

20.2 82 40 c)4 J!i -30 

8.1 33 .;su 40 

100.0 406 &s+ ) 

~011 ,SPSS ~UJ! ,4,\-l,!-.ll "'-"lJ.l.11 uu4,/ :J~l 

~ ~ (~ 30-20) ~~I ~I u,a ~ ~I .:ilfi 1+.Jlt. J (2-~) ~.J J_,~I ~ 

~\ u,a ~I.J.lll 4, .:il_}i .:i.:i,J~ ~~,~I ~I u,a (%39.4) ~.J (160) ~.:i~ 

4, .:il_}i .:i.:i,J~ ~ ~ , (%32.3) ~.J (131) ~.:i~ t34ll_, (~ 20 u,.a Jsl) ~_;-JI 

3=Lisy) ls!) ,lo sli; Rial) al@l @yJ51 = 

ls9 sSl 95l (3-4) A3 Us+s : 

57 



(3-4) ~.) J.J~ 

i) J <O» 

60.1 244 ,, 'y :F- I '-:l :F-i 

39.9 162 o/r:,_.Jfa" 

100.0 406 gs) 

..;#, 04 ~ ~I.J~I ~ 04 ~fa (% 60) ~ LA J (3-4) J.J~\ 04 C:~ 

,-l d's+) gl> Isl«ie) Ail) sly@l &yJsi 
~I ~_j.JI ~ &.J ~\.J~I ~ j\.)~ ~).fall c;j_iill (4-4) ~.J J.J~\ c:......:::.~ 

ail) J;S,:ill ~)All 

37.4 152 ~~~'\,:j 

24.1 98 h....~ t"'..Aa.1 

30.5 124 u,u_;i....;~ 

7.9 32 4,lc...:.iL....\.J.l 

100.0 406 Cs> ell 

~011 ,SPSS r--u..):l .~\.u..,l\ ~\ .Ill _ li'l.i.a 
• - - .) l,;.j .. : J.l..4.J\ 

58 



JI d!!I,,, ~ , i ,t, .. ,1 ill ....,-.- .,,, .. 

(5-4) ~J J.J~ 

4ail) 

8.6 

.38.7 

22.4 

30.3 

100.0 

Jl_;S::JI ~ ~IJW.'il ofo 

35 1 2 e Ji#l 

157 ~I.J1... 5 64 Jal -2 

91 ~I.J1.., 8 64 Jai - 5 

123 jisU ~I.J1... 8 

406 €sl 

<9\ 4.4 Cle il.as ill (al 2=-5) @lsaNI sci l (5-4) Uses" c·93 

.~l.)~I ~ u.c (% 30.3) ~La~ (JiS.i.i wl_,l,..i 8) o..faill ,~,1, o:,, ~ ,(% 38.7) 

59 



el_bl gs5 le siy Rise) al# yJ51 = 

.• I.foll ·_;JI (6-4) ~.J J.J.l;JI (~>.! 
· ~\fa;/\ t.ii ~ ~.J ~\.J~\ ~ :Jl_;9'1 '-f.J tj.J · - 

( 6-4) ~.) J..9~ 

al) ell gs9 

20.4 83 

79.6 323 

100.0 406 

2011 ,SPSS t_.Li.,>.1 ,~1.l:!-4,11 -6.....l_;J.ll i::..u~ :_;~I 

10 s's.y " w.fill 11 
~\ ~~I ~~ ~~ ,.) ~ (6-4) J.J~I ~ L)-<l 

~ · 'Lijll ~ ~ 4 • h rll JI .. · • 
. ~ • J: .J .: ·.: 

1 1 9 
~ ~y.;i ~ ~~I ("":j.4.11 ~I.J l-4 :~\ J.U\ JI·~ 

60 



:\h.. ')' I <Y' :i... _,...... .)1 JI _;,.JI I:,,, :Ufa. WI c,J_) t !. JI _;,.JI I:,,, UC :l.;l;yll J 
:Ac al 

JI_,.. -.s y:; .j (Yl; jll wta-Y:,,.I .,..r, .;JI w~I.., wt...,;.ll _.fa.>' 4 Y Lo - : JJ'il JI :,..JI 
~4J°,Jb,ulill 

.(7-4) J__,~ 

(7-4) ~J J...,~, 

4_;.ll\ 
ul_;.:i,.i'il .h..._,ll ~ 
($_;\.p.<JI (.r.t.....:i..ll 4D uljWI £) 

l..i..;,..o_j;!,!S 1.03696 4.2192 406 
IY' ~ ~.le ..l.i.c ~I ul5~ .) fa 

~.J~I Jh..JI .J 0F j_,.JI 
8 

5y5 1.10480 3.6502 406 
.;i.c fo .J o~..lua d .. .a~ JI...?. :i._S ~ ±65 . y,, 

Aila 2Xll 5lsls clsls al 
4 

- . - . .J 

5y5 1.07340 3.6478 406 
_»ii ..J9-ll -l:!~ o-l:!.le l5 _>-6 JI...?. ;;_s ~ .) jj 

.ili,JI ~_>-6 CF-~\ -l:!~I Ji.., 
5 

5±S 1.10759 3.6281 406 
J~ ~ l+it....~ r-!~ JI...?. :i..S ~ . - " - . . y-,i _);:-"-l-l 

~_,.\=JI uY~--YI 
1 

5u5 .96074 3.6182 406 
:i..S~ 4""~ ~I ~l.;..)'\ d .... ~I ~ 

l<l> .J#- .J O .)=w.JI uW~I Ji.., JI- ...?. 2 

5±S 
,-le\fs I 

1.22170 3.5862 406 ul..~I ~ jj c.s-1c JI..?. :;_s ~ J.....:i 
~ _,I _,.iS:il\ .J_,b:ill ~I jj ~I ~-l::JI 

3 

5yS 1.25229 3.5764 
~ JI..?. :i..S ~ ~ u~YI ~ J....y 

406 ~I JSLl.....11 ~ ~ ~l.....u -6.6. ~ - _.J ~ . -· 6 

5yS 1.15438 3.4335 
. I - 

406 
Cg-'6D>' g9 

o..lli.JI 4..J ~YI - - _.J C~~I u_,ili _,.JI tofu 10 

U..... ji..o 
-6. - 

1.18163 3.0788 
<..s-l • 6. ~ JI..?. ~ ~ . - 

406 
- - . - . y-,, ~ <U~I ~ 
G" Js! - Ll.....11 C"" J.ah.:ill ~ ~ 7 ~ • - • ":!.J 

.d,.j~ylhj:i 
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1.20672 2.9754 406 
9 

3.5414 
, • ..I..IAll ~I .l.ll i.:iuu.1 :J,i..a.JI 

~011 ,SPSS e--LiY. ,,y.il - J ,. 

, UI J_,x:JI ~ oJ.)_,ll u4,b.JI ~ l ctslls ,sly4511,l1% (7-4) Us? 
, , .:.'. - I\ r,. I ~L..i::JI u\..b.JJ _;i.JI J ~\ JI~ A.S ~ lA _) _jj - 2.9754) ~ ~_,ly ..)9 ~ ~ ,. 

··- ~.I\ t~t 1 . • ,, 11 ' ,Q9 I 0':J\ ~_yJ\ ~ ~~ .ill ,(4.2192 • • •• c:: J.)C:. ~ ~ w~U::1-;l _>9 y.J o ~ c.s- J • - 
(.)A ~ 

k_;i.JI u-a c)ci .JAJ (4.2192) '-F~ ~_ilA.: ~j.J 
11 

~.)~\ Jb....J\_, ~ jyJI 

~ ~~ ~ ~ ,(1.0369) '-f.J~ w\~\_, ,(3.5414) t3'-:Jl3 ~\ c..r-l..i:JI 

Le A» "Ass,54<± }% le <5- Sly» Cal " 55ill 5y43l &45y s.' -s-? 5·7 53 CJ= 

.(1.20672) 

sis e »# s3»s !5! le (2.9754 3.0788) s hate (+; s{St 

o_►.';I\ ~~.., ~)La.JI c.j.J~ ~~\71 ~ ~_,.b tis.., u_fa....w JI ~ A.S ;. . i I\ ~\ 
~ __y...i u I..S", • , 
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~W.J ~ J1£..,."il .) ~ .. 

<ils +YI wl.fall 8» ~L...::JI ..b....,)I l a>> e sjl 
. ;i._.,.fuJI uL..i.:..ll _).~ ... ..i L.W u_JCI U"' 11 3.3473 406 JI .d.S , lo la 1.26884 

Y:- Y" 

~I.WI J~..) ~ ~ _), .. ,}ii ~ 
14 Also sia 1.28179 3.3424 406 

J_,.JI .)I 

~I c9LWI C""' uL..i.:..ll .),.,..,i ~ 
15 ho de 1.29824 2.8744 406 al as! 

JI Y-- 0o ;i.....fuJI uL..i.:..ll .Jbi y..ul.m 
12 Al» sia 1.26624 2.7438 406 

~LWI uL.~ .Jbi C""' 

406 
~ .J..)S C""' ;i.....i.:,J\ ~ W t _,s.l.JI y..JI ~ 

13 2.7217 - . ha sia 1.23483 
·w · ~WI ~ Y.J • 

~~ -:_ii..,~ ~ .d.S_y;,11 04 ~i 
16 ~ 1.39229 2.4680 406 

~~ 
ha s'a 2.9163 ~\ J~ ~\ ',r.~\ .b......,:WI 

- - 

t3l:JI.J JS.)1 ~Li:JI ..b....i_jl.JI u.ci ~\ ~.J (3.3473) ~b ~~ ~~.J JI..?. 

" ; fall ; Y,-i,. 'JI ¼, _;.JI <) U< le,. U="- <) , ( 1 . 26884) '-? .Jl;,... WI _;,,-;I_, , ( 2. 9163) 
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· .,. -~ wl.a~ , ... ~y;JI • .1 , 

~,! __,,._, (2.4680) <.pl- .h,...J'-0! ".J-"""" ~ -..;, · <.S'"' <.J4 =I 

. ( 1. 39229) <.j .Jt.,.... wl ~I_, (2. 9163) rWI <.pt....c..ll .b... _;,.JI <>' 

t.fo JI..?. ~y:;i J ~l ~\ 0~ ~\ ~_) .J~.J ~\_;JI ~ (3.3424 ' 3.3473) 

,_,b0"',11t• ~ ~lkll J__,.;.~ ~ ~b__, ,~ ~~ c;JI wl.a~I .Jk. .• J r-1~ ~ 

a e's Sys s,4! sd gill lg5lsias lg5baas ye.l cads" DX5 Cs e}all 

llsiY 43lW al@ls s9l3 9sl cls.o{al zl="il 41 llsl Tse le @»ls,Xh 

Jii UC- rA ~ ~--' u.a J,J.:J\ ~-1.a . _j - JI .,. · .,. .,. '-ff"' ~ - 41,1b,ul2\\ wYL..dJYI ~~ y~ 

(9-4) r9.J J__,~\ ~ c-al__, ~ LaS ~~I .,. .,. 
- .,. ~~...)A' y~\ l.....:::i.J ~ [-:u..fall 
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~W.J ~ (.,+'...JJill ~.J..ll )\ i:F- 
u!fall - 

r!)I ils ·YD .b...i_,11 ~ 
el e ) ¼JI - s\) y.lli JI ~ ~ -- J)G,. ()A ~t.....l:,..] 01-'Jil'.., IY" . Y.- Y-" r- Jll 

20 
3.9286 406 . _,.;JI · - ~I ~ 'ill wl:.. _,l 5yS 1.07833 coli» Sy & ®. 

~I . A.ii~\ ~t.....YI r-Li;.:i, ... ~ JI Y.- ~ ~ ~ 
18 01-' c.r - - 

o.J#. 1.09892 3.8793 406 ~ _,_;sl'lll ~ y, c)c .i....a ..,y.JI 

:i.J:.~I_, A..!_,:&.ll -::.ili)Lc.)'I Jly;- ~~ r-~ 
17 

6y5 1.06181 3.8325 406 ~)I.....Jl ~ ~ ~ yJI_, 

~~'ii -::.il.bL.t.1.II_, -::.i4ll....ill ~ Jly;- ~~ ~.J\...;,j 
21 

o.J#. 1.21076 3.7094 406 ~~,.., 
~l.o.l:. IY" yJ ~_,...JI Jjt..... )\ Jly. ~ ~ r-~ 

19 u....,_;,. 1.38777 3.2808 406 ~)1--..l.1 

u....,_;,. 1.32362 3.2783 406 ~ .;;JiJCJ ~~ yl.l.<l> Jly. ~~ tjji 
22 

0 .):!:IS 3.6515 ~..J.fall ~ ~I <r-~l_.h...,ji.JI 

ls1ills <las c;59 {Eli,ll, (9-4) A3 Se\" Use) # 59y/5 <llall y' 

-3.2783) "=3/55 # 3#4 lie! All! 3ha.a41all l lse 55-5 bs_# Cl 

~La~ ~__,.Jill.J u,:::a~~ JIY:'- ~~ r-.JSJ 11 o.fa c.)}J\ ~yJ\ ~ 44,. ~ ,(3.9286 

<5% 'ls le 5# &55' 55i sys9l &.53 s <els us ' (1.07833) 

3.6515) r'WI '-F-1..ui::J I .b.ui_;i.J\ (.J-4 ~_{\ .Jbi.J (3.2783) k .h...i .. 11 I .'."'\I __ ,~ 
l.,r- ~ ~ -- J 
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, . • , ..,_1 _ 11 4=iLa.l:,,. ~ y-1 ~ ~\ cJilui)I JI 
\,$al 3665 &@ ls le AS@&3°?° "-> 

, . . 'I ,.11 ,,.._ (3.2783 ,3.2808) cs.lk ~j1.cy ( 
al @els sly®s25s"ss 

, , · , '• Lil~ · JI ~ =- -·' •• 

-\ Usu; .9YlGi,yl» col±al±all Cl yai©y {is 0 & 2/9= °° 76¥ a±f 

.545 e:s : Ce ·all boy {a3u Uy 

~\ )I Jlj-.JI 

(10-4) ~J JJ.i.:i-JI 

wl _y:,.j 'll h., _,ll 

<.$ .J~I <..r.L...::..ll 
wly.il l S» 

.86054 3.8424 406 Cs le iias 4ilas le <Sy _s© 
~.J~I w)b..JI Ji.., 0:Cjy, ~ 

24 

1.02631 3.8399 406 ~ll.a Jlr.'" jSly, J.= wk.I.... fa 
~~ 

23 

1.25236 3.7906 406 29 

1.21223 3.7734 406 ~ Jlr.'" ~y;J ~_J_jiS.l)I I tfa_,.JI 

coll gal e is45 41l] Jell 26 

1.09218 3. 7241 406 

1.24875 3.7217 406 

1.33421 3.4631 406 

25 

28 

27 

3.7365 
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: «All Use # 53y/3l¥ <has l y 
., .. , .. 11 (10-4) ~.) ~ 

c.s=JI _.j_;JI ul~ 0¥ ~ ~ J 
- c: . .. ~I w~_ilAll J ~I Jlfe ~~ lA.)_;i 
-3.4631) 0:H ~.lJ ~ pi I~~ 

.. ,. ... ,, 0.fa ~}JI ~_;.JI <} w¥~ ~ ,(3.8424 
J)G.. LJA ~~J ~La..s. Jlfe ~_)--Jl YY 

4) Luo. k ~ ~11:~ J "A..i )~:JI ~I 01-4 ~ jyi 
kjl.JI LJA ~i _Jk;.J (3.842 1.F · .. 

.. . . . (O 86054) 1.5.J~ wl~IJ ,(3.7365) t34llJ JSJI '-PW\ 
4.p ~\ '-F u¥ '-?, ~ '-F ' . .. .. 

l class la shall 4 ® ss? <59yl le A$yil 53· " 5fill 5y4YI 

• 4631) ~ .b....i.. 11
• ·1...i ·-11 1 ·-b (3.7365) rWI '-Fl.ui:JI .huiji.JI LJA ~.)I Y.J (3. 1.F ~ UJ .y ~ .. 

. (1.33421) <.j.J~ uly..j\J 

~La..s. ..>:9 y ~ ~ JI..?. ~ ~ u~ U.J.J:! ~I .)~I 4 .)\ _) J c_j\:illl 04 (~J 

5) ,8327426 23 $5 5all =a-TA355 Re call Ry # 4sites 

J~.J Jl_;JI ~ (3.4631 ,3.7734 ,3.8399) '-Fok~~ (~½)I~~ i111 
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e" 

1.04140 3.8916 406 

ul_fall r-9)1 

c.,~ i.r-" JI.?. .fil ~ ul:. _,.JI J...~ 50 
Aili.t , 

1.15187 3.7438 

1.03714 3.6847 406 
W:!y:ill .fiyJI J;._\.) ~l JjL..._, ~UA, 

.4.-o~\ ~ tl.foll ~_,lb.J I d_,b.:J4 
52 

.98173 3.6502 406 
Ra16J Alia Cole\_ye! Syll ,hiys 5y 

wllill ~ '-:-l-'-"lii _, ~)l...JI 
54 

1.17078 3.5296 406 
~ .4.-o~I ~~ JI.?. ~ y:;i jl:i...:i 

~~ 
51 

1.19809 3.5197 406 
-::s -sli» aas 965 + ill ,UAW 

lsli,yI 
53 

1.19046 3.4384 406 55 

3.6369 

5 ills 5%ls say {@l,ill, (11=4) 45 5\-! Use # 53/,ll lhsl yt 

# y61ll ls,) At.sl tha.a4ill ] l g©la] a5yll Ls @sT Cl cols ills <,isl] 

<} Uy~ ~ <} ,(1.04140) 1.$.J~ wl__?,-j\3 ,(3.6369) t34ll..9 ~I ~WI 

(3.4384) '= »5y" &ls &3 c2all 2» Jal ,9 " $ill s_,s9I A._ 

-( 1. 19046) 1.# .Jl,.... WI yul _, (3. 6369) tWI ~kll .b... _;,.JI <Y' ~\ _,A J 
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• .,. I .lll ~ JI.fa J r._jtuJ\ . · - 
'½_,b.JI u'l~'ll A5y1 oyl.ss. t..S~ C:)~ 0.J..J: ..i...ui .J .,. . lYl C~J 

, '-""' . _ 1 , • • .. ... 11 , .. ,1 , • 11 a uLa.i=JI ~~ ~ ~ JI~ 4 , ·,, L ,,Jil\ Ji..a:i ~.J ,o_»{:. ~ ~_jy ~ ....... ~ J ~.. - - - 

, l,..,y., _, ~ Jy.,- ,.s Y:, _?I Y' <} _;,JI _,.JI e? d • I y.,-J) '-?"-' 5 5, 54, 5 6 i'5 .J c::_,\ fall 

c' J.Wll t'i ,wllill ' ,r,;. y,.,Llu-' .)L.,.]I :w;.J ~\.l.. wl. I y.,-) _? __,.JI F,_, ~ 

.JY-:.J Jl_illl ~ (3.4384 ,3.6502 ,3.7438) <..r-b k...i~ (~k. ~~ y~\ 

as961s3,ciS Jail 55 le lei le 5- lg! Rell sa8 'es.yll 5) s 

u~~'l -½.J~I wlil ~'11 .J ~6.:JI wl.b....i jl.JI ~ I _fouil ~ JI _j.uJI \~ ~ ~~ 

iss» sis5%i5 @ea e ls Ayo sllse ±lsl6ll La9¥l A5yd :ls 

~ ~ .)A '~l..a.1:,. ~ . =-. I\ . l....:::i I,.. • . . .J ~ UC- ~ . .J ~ oJil.J UC ~~ ~.J 04 JI~~~ 

.(12-4)4505s" sc'·ls » 5 As3l 
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i).!ilo _,..JI ii ~ ~ 

~ljiill r,!)I 
cils -?YD J:i.,.._;ll ~ 

el se) r')) A±ell 

3ll 5 ,,.al l3 AS ih+ sJ Se - - _,:WI ~ o .J . - 44 .\A! - JI ~ • . 
3.9778 406 fe ->"' UC -~ .98231 

_,il;,_,...llJ.;i:i..u ~ ~ ~ 0.,L,l.u:!.J '"~' 0 : ._ 
47 

3.9360 406 le9 5 -~ 1.07075 

'"lb)!\ ..:.i.J.l:>. ~ 0..,il:,.,...ll A 48 
1.03143 3.8990 406 -~ 

~.i:JI /'.ii.. w.1::, _,...ll J)l:,. L>" ~.li..11 o.i..?. .)c p-=,.i 43 
.97743 3.7833 406 -~ 

H~ _)c. o .J.iill r+;.ll .J ~ .} 0_,.;~ 0.P _,.JI 
49 5y5 1.18461 3.6502 406 o ji..o..J I wl...i:JI 

o _;.;=,. yk......::.i 0.P _,... JI..?. ~? fi\ Y' .} _) fa. 
46 5y5 1.12944 3.6478 406 

y~I JSL.:... .J wl J ...•. ~I c-4 J.,..h:ill O .J.l! .J 

45 406 JI..?. ~? ply, _} '"I .J..i..JI ¼li.. '")l..,JI ~ ·-~ 1.23430 3.5345 

0 .,».aS 3.7755 6:!lAWI ~ ~I t.,r-~I h.....Jl,o.l l 

. . . . 

se <$- ilss» 5>bi5) A51,03 (12-4) 5 el-! ls" s 59/5l llas y' 

lie) Ayt.s la.all l ,s! a5yll 8_# 2ill clstalls olasl ,61 + 

~ 11 ofa ~}11 ~yJI ~ wy~ .ill ,(3.9778 -3.5345) 0:H w=,..3\y i _yii 

+ <\e! ls» 22al Say" 54ill 5_s9I All s Cs'le Cs i (0.98231) 

/.JI ..,-1t...,JI .h.... _;,.JI U.O '5'ol J'> _, (3. 5345)..,-1k .h.. _,:i.i " JI.» 45. Y:, _?\ y 

-(1.23430) '-i.J~ u\~13 (3.7755) 
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d_;.,.)I ~ _)fo JI_,... .SY:, ~_,.. .}; U.JY- ....,,lyll ~ al_)\ J ~\:llll <JA ~J 

f" _; d _foll J,.:, <./' J , o ~ ;;__,. _;-'-! ,¾''i :,L.:., J • )l...,J I J5.W '.;l;,.'.w,)ll uyl\S.., 'j I J 

u.,ib..,.JI ,y~_, ~ ~ ~ u__,La~_, y~\ 0p_,.JI ~) ~_, 45,49,47 

± cl±ll All5» 2ell Say 6y«all class 65 l 5ill zc0ls as'° ° &us"liy 

-'.?-:-' Jl_;JI ~ (3.5345 ,3.6502 ,3.9360) ~~ k~ (JI~~~ .fil.JA 

is s! \15) lse 5- s 39-1ll 3/3 5/! 3clis ] Rs1ll sis isl 5ye 

~ r-k. ~_,, y~\ e:4 ~\_;JI c) ~ W)WI ~.J.i'.JI ~\__>.tl\ .J~I_, ,~W)'I 

. o~ ~ JI~~~ ~ya LP- y~\ l....:::i.J ~.Jj J 

w~~':{ ~.J~\ u\J\__?J':{\_, ~~\ ulb...i_;i.JI ~l~I ~ Jl_j.JI I~ ~ ~~ 

4.Jj ~ ~~ ~_, 0-a J.:ili,JI ½.l.a ~ -JI~ - ~f1;b11,l2ll w;/\...a:j':)I\ ~~ y~ 

4.JA ,1+,La.L.;;._, ~y:;JI ~ ~l...;.:. .J ~ ~_;ii_,(~~\ ~~ 0~) ~-:PWI ~',;_,II~ 

.(13-4) ~.J J_,~I c} ~I_,~ L:.S ~~I ~ 
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r,t,W.J ~ 4-:!JW\ ~1 J,1 uP- .t.S .. 

.b,_,.ll ~ wl_foll » 
4_;.l!I s\e-! eslys 3YI ,-) ¼,JI 

S,'i ~ _,.JI ~ 39 
1.11602 4.1453 406 -~ \..::..... ~\..i...., d\3e 7S3 "3- 3 ............,1., ~.) _, . 30 

3.9704 406 ~1.:..._, -~ 1.04426 
)L-.11 ~\ ~\)\ ~_jj ~ _;fa..ill .le.Li: 35 

3.8079 406 " - 1.18740 . JI ;;_s , . - 41 
5uS 

a5g6a l3sis9 Cols hs ·s> -°35 3.7833 406 5y5 .99496 
Jlfe ;;_s~ •_;~ u,fu:i_, ~ t:' ,)_j-}\ ~ 37 

1.19647 3.6700 406 coll ±is 5y5 

.Xe clie dlse 5SJ 4All 3,hill f; 34 3.6675 406 5yS 1.21524 
,X /ls of\s» ±# lse 3S» 39 33 1.08308 3.6256 406 5y5 

~\._.>-JI"~\ .i.lc. t:' wbW\ ~ 31 1.01319 3.5961 406 5y5 

J\fe jS_y. ~ u_,il:,.,.JI tjfa. ~~ y,-,1.:.... ~ 
36 5y5 1.32771 3.5936 406 Xoll 

~ • _;J\ · \_j-}1 ~ u.o L.l.,,u.. <.::J0il fa. 
38 J'-:-l:!-' JU - . 

5y5 1.20076 3.5936 406 
C±el_yll coll sh 

3.4877 406 ~~_, ~I_, J\fe ;;_s~ ..>.fil.J! 40 5y5 1.22064 
~->" _, ~\.S .le. fu JI fe ;;_s ~ ~\ _,... ~ .) fo 

32 lo io 1.20776 3.3374 406 
.)ll;.:jj)U 

wl _;4d] ~\ _,... JI fe ;;_s ~ jS\ y. u.o Y .;ll.i .) fo 
42 lo 5So 1.27573 2.8522 406 

6y5 3.6254 9stall @±ill y3' ,-IS ,:las ll ha sial) 

~yJI ~ 
11 

o.fa c.)_}i\ ~yJ\ ~ ~4- ~ ,(4.1453 -2.8522) 0:H ~.lJ 

t14l1J ~\ ~~\ ..b.uijl..JI u.a ~i .JAJ (3.3473) c.,,,.3k .b.u~ ~~.J 11 ,.y'l 

~ J" " • fall • _;;;.'JI \u _;.JI <.<' W<-1.,.. U,,,,. <.<' ,( 1.11602)<,e.JY.... WI y,,..;I_, ,(3. 6254) 
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. . 522) ~ .bi~ " ul.J~ ~ly:, Jlfe .a.s~ jSly. u-a y_fa~ 
u-a (Sj\ ~_J (2.8 1..,r- • 

.(
1
.27573) i..j.J~ w\~13 (3.6254) r-WI ~l...i.:J\ ~_ji.J\ 

wl;i~;/ ~.J~\ wl.9\y,...j;/13 ~l...i:J\ wl...b.ui_;i.JI e:,:l.fa.uil ~ Jly-JI I~ ~ ~4y!J 

{a»u°"gas·ls yo@7le = lalill 9NL2NI 2< A ,> _ • , , If I J ~ .Y-" ~~ 

~\3 yt, ~ ~~\ ~ 4....{, · 'LJ ·.ll' -~ t\ 1 ' · • .JA' c.J-l . ..? 4-..:i..lSAJ WL.Q..b.l\ c,j ~ a ~b:,"\ ~I: , 1:t!' ~ J , • 'f , l.:l _J 0~ ~ 

.(14-4) A5 Us+s" = 
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4lli11 CF- ~W:i.; 4.;J CF- 

wl_;:.J;/I hos! ~ wl_}.qll S)» 
<e ;al lf-l.,i:J\ A\l s \l 

4-4.i..;J I o.l Y.- JI Y.- ~ ~ ~ 
57 

1.09487 3.7808 406 ~)L...,Jl 0 _J;HS 

J@'· y% %15 s so ~ .U"', 
59 

1.15226 3.6552 406 ~_,.JI o_J;HS 

.:,it...,.i..;JI r-l.lSJ ~ o.l~ JIY.- ~ Y:, 
60 

o_J;HS 1.37639 3.4754 406 5 jyil 

Y @.is gl lyes ll tAoyI 
58 o_J;HS 1.32405 3.1108 406 )w_,b ~ , ., . 

, .J '-'~ 

0.1.,P.-IIJ 4u..i')'I ~ ~I <,,r.t...-.1 1 .b..iji.,JI 0 .):!:IS 3.5056 

, , , 

-(1.32405) ($.J~ wly,-ilJ 

AJijb ,.1.11 4-;y=JI w'ildJ'il .d£y:;i o~US (5.u. u~ U3..); 4-...u\_JJ\ ¼c ~l.)i 0i c:_j\.:ill\ u.c ~j 

WI fall ~ ""J ..,J ,o _;;,S ~ .J-'! ~ t.. _fa_,:; ~I W\,.:,WI J Wl...h.\l (',,,;:, .} JI .P. 

'u,i.la, .,.JI =- J,; ,:,. _;,..:;. ~I <.S fa- ""'-11 '-..,;Ji '' _,;,. J1 _,;,. '.S _.,., .:,....;,:; ) <e"60 , 5 9 , 5 8 , 5 7 l)" 
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_. _. ~ ~ II ~\ ~~~')ti ~.;Ji ~ ~ ,;, j • 11 ol\ ~~\ (~J.o.ll C,F, I> _J::P '4-.J~ .J . 

• du!ls @la ,e 9Nasal) J@ Ce 7llse di) 

,p I" L., _., ;\;,. _.,o-' .:L...11 d;l.;u.., i ui Ul ~ (7-4) <.5-!L..l\ J_,~\ _)I t fe )l; 

~ JI~ ~ •·11b,nlsll .d...l _,.: 11 w"' -"1 ~C" ,. •.<"\ • _A, ~ , .. 'I s ·>s =2° 251" -Yb.as)l 49y" >)a ? 6! s ,ill clsiill_» Clads! 
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~ :. . · _A, ~ ~\ wWWI ,.:..i4~1 ~ JI...?.- ~J°12b Jo)I ~_,!:JI w'lL..d:J'll ~_).ul .fily c.r re- f' - . .J 

~_; .:ill~_, ,o.)#. 4.Jj W ~_;ill ~ ~~ l~...9 ,~fa 4.Jj <.::.w\S J.:l:JI ¼j,,Q 

. 3ya ill 

~jjUI ~\~ -JI-.P.- - 4JiJ6::,ll1\ ~I ~~~"'ii ~~ .)._iJ :~\.)\ ~..,J.ll ~.)JI 

.delis) @±a as ¢Xsll i: Ages + 5as bay Reay g-Dea! @a©Lall s Alli) 
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· _ • , .. b:u.JI wl.a~I ~~ ~ w~I ~J°'Jh 11WI ~)=JI w;/1.....d.i;/I .&S.y:;i .fily c.,r ~ <-J • .J 1.. - .. 

llss 63y6 As 'g sill c· ilsy is$ 46yy5 Rey cslS ll5 As s lse 

class) =Jlse = halal) @y;ls) cyLasy') @sy ±.ii7 :@all) @e il) @ca i) 

-~I .tl.a.l4 u-9 ~~I ~ i,,... • .... ,( I ·- .. .. 
.. .. - -T':'.J LJ,4 CI.J::t- '--'Q_J '4-_;.l: ~ ~j'-4 ~ ~ ul4Jll 
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(15-4) ~J J..9~ 

j9ls.al) Aylas) <» 

~\ re\as.l) ha gl) 4.;Jll 
~~I .J~ ~I ',Fl=JI .b.... jWI 0 _».iS 3.5414 

2.9163 ~I .J~ ~I ',Fl=JI .b....jWI 4-b.... _ju. 

3.6515 u _jill ~ c)S.11 ~l=JI .b.... jWI 5yS <::~-' .) - - 

3.7365 · _;ill ~ c)S.11 ~~I .b..., jWI 5yS t:,.J .) - - 

~I .J~ ~I ',Fl=JI .b.... _,:WI .;_».iS 3.6254 
~-lWI 

5y5 3.7755 0:!L,WI .J~ ~I ',FL=JI .b....jWI 

5S 3.6369 w~I .J~ ~I ',FL=JI .b....ji..JI 

3.5056 ~l:il)'I .J~ ~I ',Fl=JI .b....ji..JI 5yS 

o.)~1.., 

oJ::IS 3.S486 
~\ ',r-~\ .l.,....,_,J\ 

- 
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~I ~ c.S~ t)~)\ ~.J ~JJ 

cc llsil ' , .~ 11 ( , ) 1 , ·1 I · , I , , , , , . . ~ {.j.JY"""' w .J~ r ~ ~ ~L..JI ~ _)JI ~ u..i ~ 

. w~~ UC- ~L..a.J c.5~ c) ,J.:ibJI ¼~ c) (Jlfe) ~1·,~b11,lcill ~~I w'il..dJ'il ~~ 

: ~ti.II JIJ~I c) ~ .JA ~ ~~.J ,~I ~ ~y!JI 

(16-4) ~..) J..9~ 

c.S~ ~ 
• I~ 4.Sy!J\ .:.it...~~ 

4..)., cal_s YD 

~.Ill 
~ .b.ji.J\ 

.::.i 9l (#..J4a-JI la l) 
cie) 

c,r-t.....:i..ll 

.39323 289 
.000 

1.8097 _JSj 
57.238 405 

.42850 117 
c" 

1.7607 

.91003 406 2.5753 8s 
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.39323 289 1.8097 

.42850 117 1.7607 cl 

.40378 406 1.7956 

(17 4) ·Lall Us ~ ~y=JI 4.J.JJ ," 57.238 " (w) ~ ~ ~ - ~ .J · u.ci - 

'.J~;/1 J~ (30) ~4JIJ ~_yJI w~.J.ll ~J;/\ ~~ ~.Jl.i.a 0_».& ~.Jj ~.J (405) 

(a= 0.05) u.c Jsl ~.J (0.001) ~ ~ ~I.J 4~YI ~.lll ~ c)I ):ul~J 

·35ill 
' e! :s- :l Ue 6a41 @ys els 55¢ els :@ti) @ail) 
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',r-~I ~.j-11 ) 
sel cils nll ¼a,31 ~ 

20 6-4 Jil 1.3053 .46232 131 
306-4 Jii -20 160 1.2938 .45691 
40 6-4 Jii-30 1.3659 .48463 82 

33 1.0000 jiSl! 40 .00000 

406 1.2882 &sl .45347 

(19-4) ~.) JJ~ 

• , -, . • .rn .1u.~I 6:!l.i:i.ll J:!.b.:i J~I t..il."il c.) , J#,.ll ¼.1.o <) (JI..P.-) ~JiJb lill '-i~I i.::i~l...:i.i")'\ 4.S->"" .,_~ .,_\.; ~ ~.J-' ~ • . , 

- ~\ ~ .6,,S~\ i.::iL...u. ,jC- ~~J (S.1.4 

4-J'iJJI 
2l 933 €9 • 

6:!1.+ill J~ (i..i) ~ i.::i~.;.JI .b....ji.o 
4l...4:i.'il C"ls; sl)l 
.ooo 31.456 24.870 1 24.870 "ls says) zli 

.791 404 319.418 i.;:i~~I Ji,l.1 
405 344.288 &sell 

r2011 ,SPSS r--u~ ,4.:!,i\~\ t...l.;J.ll ~u~ :.;.l..4.oll 

.),,.1 .),,. < L, .i! ( 3 0-40) i.:,..11 Ll!/ O.l:,,..JI '\:ill\ ,) ( 18-4) "".J <.!)!l...J\ J _,.i;,.JJ Li" 
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~ .. ~.)\ c)t:, i .. ,I. a> ~ (.J,SiJ 40) ~I 
) Lf.J~ wl_?JI-., ,(1 .0000) c.r-w:,.. ya 

. . . · I JI ~m ~ ,)I ~I ~.) 1.5..>:.J ,(0.0000 
"x o~I oj/b ~ J\y"xl u t;?--» 

~ L.,i')/1 J~;/1 wyW ;/I w::il~I u~ 
ul ( 19-4) ~ .J (Y.l.uJI J.J~I ~-' ' ~ - 

.b..)l,.., ' ( 3 0) "-Jy-11 wt.;.. _).>l ~')'I .h-14 ,<j _)\i.. o y,t; :\.;,. _)> if'-' ( 40 5) 4-jyJI ;;_,.. J-l 

<r'-'" 2.0419" <pWI .b,_;,..ll <J-' ,)cl </'-'" 31.456 " "-/.,-.JI ( '--') ~ LJI 

(0.000) wil:i JI.J ~~')fl ~~I ~ ~I _µ~.J '.J~')/1 '-'~ ~ Jl£i ~~ 

¼~I ~_;sll J~.J A..;~I ~_;sll ~.J c)c- J~ l~.J ,(a=0.05 ) u,o J§I ~J 

-A..;~I wllill ~ ~I ¼.l.a ~ (JI..?.) ~1··1b .. ,lall w"il.....:ii'il 

~ r'' .. lttlall ~~I ~j.JI _;,i J~ ¥~I ~.) wl~ '-'.J->9 ~UA :~I ~.;ill 

~~')fl 4.Jl.::JI ~ 1.5~ ~~)\ L.:::i.J ~Jj 

~y:i y~ ul.i~I · ... .:.11 ( .. ) · · 1.,r (.j_,_FJ '--l .J~I r-1 ~I ~ ~ ~\....JI ~_)JI .).[.i:.. 'i 

~ y:;JI wla.):.. UC ~ ~ .l.a t1b,JI .. . . .. .J 1.5 .J .. ~.l.a c.r (JI.?.-) AJ°•1b .. ,l0II ~_,b..11 w"il.dJ'il 

: Jti.11 J.J~I ~ ~ y. le& ~~.J' ~~'ii 4.JkJI ~ 

(20-4) ~_; J-9~ 

~L...:iJ <.5.1.o <,) ' ~I ~.1.o • (J - . . • - - ~ I~) .<\_pJh loJI ~I ..:.~l...::u~I .U_;.1 ~~ _, L - 
~ _ _ 1..1~~1 ~ <.!J_;il) (u) ..:.ljl.~I t,_j\li 
· 4~1 .aJWI 1...1..wQ, :i ...... ,1 • , • . . ~..r- 1..11.4~ i:P 

s Sia ~ 4..;.i cil a ryl 
~.l.11 ~ :)l 

~ ha g'Eal) 
s j\eel) al) ~l.w:..JI 

.ooo 57.494 
.44928 244 

405 1.2787 

.46075 162 1.3025 

Alls) 

~~"JI 

s4» /Uc) 
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) 
~ .b,uijl-c ~~I ~ , .. ,L 0' ~ (fol.s 40) ~I 

) '-? .J~ wl ~I J , ( 1. 0000 1.F- 
,. .l\ .. . ( 

. JI ~~ ~ ul W:>.+1 ~_fa c.S ...>:.J ' 0. 0000 
;/ oysll 0~ ~ ~\_;9;/I ul c?~ . • 

... L..i''I JL.Ai;/1 wLW ;/I ~\~\ · ... 
01 (19-4) f"_; <Y.t...ll J_,.,,JI ~_, ,.bis if"' ,, ' u~ 

.b.)l,.., , ( 3 0) :\_;_p-11 wt.;.. _;J '-5'> ')' I .,,JLi .l..l _;l:i.o o _;#. 4 _;> cl" ..l ( 40 5) :\;yJI ~ _,, 

.,,,,_," 2.0419" <.FWI ;..._;WI IY' ~I cl"-'" 31.456 " '--/.,-.JI ( '-') ½\ d 

(0.000) ~ JI.J ~~;/I W~I ~ ~I _;b:Jlu '.J~;l\ (.j~ ~ Jl.fi ~~ 

¼~I ~~I J~.J ~~I ~~I ~.J ~ J~ l~.J ,(a=0.05 ) U-4 J§I if'J 

®= Xi.y! All-! _yiia! s " l bay Re» 

~y:;i ~~ wl.Jl:u.uil . ~ - .:.11 ( .. ) ~I I . .. .. .. . .. .. . . ~ '-'.J~ w .J. f' ~\ ~ ~ ~L.J\ ~_)JI .J~'l 

~y:;JI w~~ uc, ~l....a ~ J.,i.l:J\ .. . . .. .J c.S .J .. ~~ t.r (JI~) a/11b11,lall ~__,b..11 w;/l..dNI 

: JtJI J.J~I ~ ~ .JA ~ ~~ .J ' ~ ~ ;l\ ~WI W,i.Q .. . . 

(20-4) ~..) J.J~ 

sS±uwa ~ 4..;.1 eil soy 
~.\JI ~ »all ~ ha s'Eal) 

sell A\el) <.:r.Lwi.:..ll 
.ooo 57.494 

.44928 244 
405 1.2787 

.46075 162 1.3025 

tlb.11 

~~~I 

s\ye /es\ 

o / [JP 
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, , A...U l,..i;:J I ut,b....i_µI (20-4) ~L.JI J..9~\ (J.Q ~ 

coll 5e# l hos± 
7 ·Lisy! Alls e1us Cylalbll <9lalA5,y 

• ·.' .. I\ ~ 1,.. ;/ I .bi ji-JI 01£ .J 'J...p · · · 
>9-®" cs 

1 
, ,,.. • ._,. _,

1 
ue ~ ,,,1, 

0
..., \.4 ,(0.4607) r..j.J~ wl__p..jl.J (l.3025) 

..1::::1.ul .J-l-'l~~.J~ ~ 

.)I ~I J;_) <,51_; ~.Ji.J ,(0.44928) tli <,5.J~ WI_?-'\.;., (1.2787) 'FL.,_ 

! S sces5 -le es5ll coll sis A69ls ah) ,b: s) J£YD 

~J;/1 ~~ ~.Jt.ic o..)#. 4.Jj ~.J (405 ) ~yJI 4.J.)J '° 57.494 " ~ (w) ~ 

~ ~I.J ~~;II AJ;l.lll ~ ~I J;11~.J '.J~;/1 J~ (30) tll:Jl..9 ~~\ wl:i-J.ll 

~.J ~~I ~yjl ~y 01 ~ l~J ,(a=0.05) 04 Jsl ~..9 (0.000) ~ 

. ~~:l\ 4Jb..ll ~ ~I ~.l-4 c.j (JI..?.) ~J°11b11,loll w:ll....di\71 

~ r'.:.,', .. ,0JI ~~I ~j.JI _;i J~ ~~\ ~.) wl~ '-'..9..fa ~~ :~\)\ ~j.ll 

·-lll Us5 yKial s " :! bay e» 

Y~ Y\) ~ J.J.)11 <,SJb.;/\ :uli:J\ . I.L .. .)1 .. ·\ \ ,.:. ... ·I .. .. ..... 1 'I .. .~I , ~. ~ ~ f' ~ ~ ~ ~\..ulJ ~_;..I .J~'i 

wlo~ o) ss dlsll 7 . ( .. 
.J , ~~ '-F JI~) 4/1Jb111lsll ~~I w;IL.dJ;/1 A.S~ 

: ~t.J\ JJl.h..11 . _j • 1 e- ,11· 
- • '-ff"" ~ ~ ~ ~.)..9 ,~I ~.).JI ~ A.S~I 

{21-4) 1"'9.J J.5~ 

c)' J.!li,ll ¼.1.. c) (Jl-.,:i.) 41i1h li.ll ~I _ _ 
- 1..1~1..Ai~I -'I.S_;.1 ~~ ~I i · - · • J ~ '-9-.5Jill c.S .lb~I ,•u\.i:UI I.I-~ WAI '\lj 
~I Jo.:,..JI - . • '""" . ~ J • ~ 
- ~ -'I.S.;.!"J I ~\..Q~ UC ....b.l..,;:i 

\ J c,S.l.4 

(u) ~-­ las YI 
·150 2.079 

~~J,Gll h...~ '½..;:aJI ~..;.i Cs· 
~~.}4ll 6:!4:ill J~ 

2.052 1 
.987 

2.052 ~~~I ~ 
· 404 398.756 

• [J 

~~~IJil.1 
405 400.808 €sell 
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sel) cils ndl ¼-JI~ r'­ 
1.2434 

@Ats ysil 
152 .43057 

h.w,fa l'_,l,,J 
98 1.3265 

.47135 
'-""-"~ 

.48502 124 1.3710 

1.0625 ~ .::.t....\.;J 
.24593 32 

406 1.2882 &sl 
.45347 

i>201 l ,SPSS [--"liY. ,~\~I A....il.;.lll ..:.,li4! :~I 

~)I I ., Li ~I , · Li ~ ~~\ wl/1~ Y. c.j .)4,t..JI wl ~Y. I .J 'F-L..i.::JI ~ ~ • • '-'=1Y t 

~~\ ul ~l.uJI (22-4) J.J~I u.a ~ l.aS,~ '?ill ~I ~j.JI ~\ 

~ ~ (0.48502) c.j.J~ wl~I.J ,(1.3710) 'F-~ ~fa~\ ~ ~hJI 

~~ Jj)lj wl.:i~\ 0~ ~ ul ~I ~j ~I ~_fl .JY-1.J (0.24593) c.jJ~ 

Cs sys ·2Al! Cells gel 3! + e\ll Juts}l ll a4Lal @±l -e=! 

~.:iY.I ~~ ~.JL9.Q o__».iS ~.J.:i ~J (405) ~y:JI ~.J.:i ul (21-4) ~L..JI JJ~I 

,s,ro11 ~ ,)1 _;h;J~_, ,"2.079 " "-/.,..,...JI (w ) :\4 u1_, ,(30) 4-JyJI wt;..yl 

~J 
0
Y.--J r~ ~ 10.S_, ,(a= 0.05) L.l-" fa.I if'J (0.150) uil; JI_, .l..;lt-.'il 

(Jl_p,.) 4J°,Jb, ,)~\ wY.L4iY.I 4£ :- , La . . , 
+ teas o ball Re95 2ell la all yy @6l.as 

84 



(23-4) ~ _; J_.,~ 

¼.Ill 

as}l 
(-i) f -=,~~ J:......,... ~ 4.;J 

Cs=> 
-=, ls.;.,;&ll 

c.:i:l.;l!l .;.i....::.. 

.ooo 24.129 22.170 1 22.170 cols _sssl gyi 

.919 · 404 371.190 ..::,~~ J:i,IJ 

405 393.360 €se) 

- - (24 4) ~.) J_,~ 

s\el) c.il _s.rYl 8±.l) - ~ 

.48159 35 

.48588 157 

.42366 91 

.40406 123 

.45347 406 

1.3429 

1.3758 

1.2308 

1.2033 

1.2882 

~ 2u-o Jg\ 

..::.1...,..... 5 (J,4 J!i-2 

..::.1...,..... 8 (J,4 Jgi.5 

).sl! ..::.1...,..... 8 

Cs?el) 
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.)c- 1 ,:, I .];.,.)(; _, ,4.J_j..ol l ~_jl l J.,i'., ._tl.l:>-!..l'~I J.,,y.11 y--=- J;l;Jl ½.1.o J 

. ( 1.3710) .,,it-- .b,., _i>.-! LJ" ..l,U.Jl\$,,ll OJ~ _,le ll.-,.6..ll :i.:..ll c:..u\S wt..~~\ 

,... ., 1
1 

, _ .,.11 · .. 11 t:1 J.,,.::.,. u~I WJ u\j J3.) ~~=~~\A•·- ,A11 
C.,S-- rb l!IIA ~~ ~_r ..r ..T , ~..)61 

. 85.19l 53 yy61al cs :l ay Rs_ 

(23-4) ~ .J J_,.l;>- 

~.Ill 

1as}I 
(-i) ~ ~1£.i_;,.Jl .1:i...._,... »') Aee 

€9=9 
~\.t.iJ,All 

U:!L.wl J~ 

.ooo 24.129 22.170 
' 

1 22.170 alo sssl) gyi 

.919 · 404 371.190 Cal _gas all Jila 

405 393.360 &sell 

(24-4 - ..l.:,. 

(§ J4a--J1 ul ..>"-''ii 4-i..ia.] \ .1:i......,.i1 
. ~ :i..... Jl - 

1.r-t.....:.J\ ~ .i...~ <) .!llji..!.\ 

.48159 35 1.3429 

.48588 157 
4......, 2u-o J!i 

1.3758 
.42366 91 

.:.i1_,1.., 5 u-o J!l-2 

.40406 
1.2308 .:.i1_,1.., 8 . J!' 

123 
U-0 1-5 

.45347 
1.2033 fol! .:.i1_,1.., 8 

406 1.2882 

i>lOll ,SPSS c : ·8) ±al] " • • 4.....\ J.11\ .:.iUt.i . 7: ·JA0al] 
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~I ·1y-J:ll..9 ~~I ..k..ui_,ll ~l_foi~ ~\ ~..ft rU 
le 1stet ,all coals'u» s=° ° 

- 4 .,,b,.,WI ~)=JI u:11..,..dJ;/I ~_y::i w~~ c} ~I.Jl.t:ll o-4 
23-)JJ~I <JA ~J ,-Jlfr ,, 

jg (2-5) o~I J)G. ~_faWI ~~\ ul ~WI (4 
~ c..r-~ .h..,fa ~\ ~ I~ 

. . ~I - .) t.Si.J.J ,(0.48588) c..j_)~ wl~l...9 ,(1.3758) 
,jl c)I c:-Y- ~b ~ ,.) · ~ 

. _, -~<-:I\ ~I Uly...9 ,o..>f='-:11 °.Jill1 J)l;.. '-?~~\ ~..,ll 
~_,1:JI w'-iL.dNI r-3\.c. c,r ~ Y y--" .J · - 

'! le (<st 8 » A<f) @ill cl.as La@ <Sgtl classy ell_£cl 6395 s el 

~j Y:W' ul ~\ c.,;i.) c.SY-J ,(0.40406) c..j_)~ wl_y--jl...9 ,(1.2033 ) c.r-b .h..ij,..i 

+ J#) #5 a!s @alas! Aylsy s 304l A9t.a59l5 Al- <bas) ) vs» 

U:H:J ,~\ ~ J.µ.:J\ ~~· c) (JI.?.) A1;1b11,IW w"il...::u;ll :i.s;_y:;i w~~ uc, ~L...:i.J '-'~J 

y~I l.....:i .J U:H w _Js:j J ~I ~~ ul '-?I ,¼~I ~y.11 J~ J ~~\ ~ .)11 ~ J 

· - JI.?. - AJijb, ,1.11 ~..,WI w;/l....::u;ll :i_s;~ u~~ ~ ~l_µ"}I 0~ ~~ 

~ r>'.;,-, .. ,J\ ~_,...ull ~j.JI _) J~ ~~I ~~ wl~ l.9.J..fa ~lJA :~JL.J\ ~Jill 
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Y"" 
.b,...jWI 

cil s NI ~ &\Ji.,!.'i\ t~ 
s 5vs ~ eJ? All) <r-t....-11 

t,__p,ll gs 1.3373 OJ~l.i.ll 
4,J'i.lll u 

.47568 83 

1.2755 
"eel @iaa @el] 

.000 89.601 405 
.44748 323 "ufil\ 

1.2882 &sl 
.45347 406 

'-"\_; ,~\~\ :i...,...\_;.l11 wLl~ :_;~\ 
1'2011 ,SPSS 1::: Y. - 

~ '-F-~ kfa c)c.i c)c. \~ ~ 0.J_;iWI ~~ J ~\....JI (24-4) JJ~\ 

J ~I ~~ ~~ ~ ~I ~.) c.Si.JJ ,(0.47568) c.j.J~ wly:,-:ilJ ,(1.3373) 

~.w\ .)j.i ~\ ~ f+ltcl.bi ~\ c)c. ~_,.JI u.c ~\11 ~I ~ o.JjiWI r\j;j ~ 

~~\ rtb:J ¼till ~I ,',), a::, ~ ,wt.ill\ o~ ~~\ ~~ ~I ~J_;JI ~l__»ll u,a 

~~ ~.J~ 0__».& ~.J.J ~J (405)~_;::,JI ~.J.JJ, "89.60" (w) ~ J (24-4) ~\...JI 

ls \a6yl Ay±l A,4 ~\ .):ul~J '.J~~\ J~ (30) tl'--:JIJ ~yJI w~.J~ ~J~I 

0:H ~1 ~Ci.\ J ~ ~1~1 0
~ .J_P.,JJ ,(a=0.05) ~ J§I ~J (0.000)~ W. 
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(26-4) Us+e 
33\a.al) Ayles.l) lb g <Ca gall 5±±ial) ygls.al) A@daa 

3.5056 3.6369 3.7755 3.6254 3.7365 3.6515 2.9163 3.5414 ,:'-s ha 

.008 .114(*) .035 .176(**) 

Jsaa lsh 
.120(*) .109(*) .070 

.008 .003 .043 

3.5414 

.054 .274(**) 
' 

.016 

.194 .237(**) .102 
.070 2.9163 

.118(*) .048 

.167(*) .165(*) 
.016 .109(*) 3.6515 

.219(*) .058 

.135 
.048 .274(**) .120(*) 

.081 .244(*) 
3.7365 

.058 .118() 
.093 .202(*) 

.054 .176(**) 3.6254 
.244(*) .219(*) 

.149 
.102 .043 

.202(*) 
.035 3.7755 

.081 .165 
.149 .093 

.237(**) .003 .114(*) 
.135 .167 

3.6369 

.194 .008 
,2011 SPSS &: 7.: 

.008 3.5056 
<\.y 66) ±al] 5 F= lyal) calla : 

88 

- 



,w ~I , a..i _) 3~3 / w4k,JI 
11 

~L..JI .J~I _, 
~j.JI ~\ ~\ ~.J: ~j ~ • ~ 

,s~_, ,~ Jy,-=JI tfilal ~\ ~L..al ,~ A...ai4.JI w'-4~½ y~\ ~~~~_,fa\ 

. '"I ;;s. ,. ·.<\ ~ ~\3 4-J~I A..::..1)1 .)jJ {yo + le 4llsl co9bay} ° >'> 
· · 'I · ' 'I ~ W · 1.1 • 'I A}2 is,SY lay .gal Jasl Clel_el9 cAaas) sa8 49l1as S· 3 Chi! 
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Abstract 

h Palestinian Cellular Communications • mix int e , show the marketing 
The aim of this study is to er satisfaction in the city of Hebron on this 

. ind the degree of custom . . . . 
Company - Jawwal an riotive analytical method in achieving j, 

dopted the descrptiV . · This study has a . • • 
marketing mmx. 5le and formed a questionnaire that include; 

ers selected a random samp 
goals. The research . the subjects of the study. The questionnaire 

. to ather preliminary information from 
(60) items g . (SPSS) program. The study included d and analyzed using has been distributed, collecte ' . . 

ii1n Cellular Communications Company ­ t f The Palest1rna f (413) client agen ° responses o 

Jawwal-. 
. . . F :t customers were highly satisfied with the The study reached to two main findings. ·irst, 

• · · promotion distribution, physical environment, elements of marketing mixture (service, pricing, '9 

t. I efficiency productivity and quality). Second, the the efficiency of workers, opera 1ona , 

h. ( e sex marital status type of subscription, and the duration of presence of demograp 1cs ag , , , 

subscription) affects the degree of customer satisfaction in the city of Hebron for the 

marketing mixture in the branches of the company. 

It is recommended that the Palestinian Cellular Communications Company - Jawwal - would 

provide and develop the quality of its services for all levels of society in a way to attract the 

largest number of customers and to increase their market shares in the city of Hebron. It is 

also recommended that the Palestinian Cellular Communications Company - Jawwal - would 

study the needs of its customers routinely as to fulfill the needs of all levels of society. The 

researchers recommended that the Palestinian Cellular Communications Company - Jawwal­ 

would reduce the prices of the services and products provided to its customers in the city of 

Hebron in accordance to economic changes, and competition in the society, and that the 

Palestinian Cellular Communications Company - Jawwal - would improve both, the system 

responding to customers, especially with regard to complaints and suggestions, and the 

maintenance department. The researchers also recommended that graduate students and 
researchers would conduct a research · · 

concerned with any part of the marketing mixture in 
the Palestinian Cellular Communications Com 

pany - Jawwal - or in any other sectors or companies. 
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