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1-GlynnMangold, W., Miller, F. and Brockway, G.R, "Word of mouth communication in the service

marketplace", Journal of Services Marketing, 1999, Vol. 13 No. 1, pp: 73-89.
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Statistic Df Sig Statistic Df Sig
ghiall Lalsl| 4 ga0 0,150 100 *0,157 0,908 100 0,013
Hlrdd] S A gaa 0,175 100 *0,157 0,831 100 0,011

.*This is a lower bound of the true significance.
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Residual 7,569 98 0,077
ANOVAa 11,077 99

) ) AN a, Variable dépendant :
48 ghid) 4al<l) juasb, Prédicteurs : (Constant),

SPSS zaliy cilajis e alacYl 4dUall dlac) (et jhaall
@iy (un (F) aopsill Hladl aladials z3salll Ligine s a0 zag @2l odel Joanll
Oy ULl Ge S in uady Bl Sl iser o o J5 50K e g 45,407 =F ds
Badieall HLEAY) digine (griee (1o S8 25 P-Value=0.000 dad cialiy (AL dd)pdall clRY)
Al e Jasd) sl lastV) 2 3gall Allell Aol Bl S5 Lee ¢ (a<0.05)  Aub b
ol el 53l PIA Ga SHAN LA all) sl sl ks caulio zises sag dilasy!

211



-

- i - g ) AR i) A A ) Aaddll A1 &N ) A g A3 glaial) dalSl) ¢y A8Dal)

Dbl <8 Lls mdagy SN J<ally o Slodall Uadll jia ) i s dad a5 Résiduels
Aaghidl LK jread Javal)  Jadl) jlassy) dlalagy bl
Bghia) oSl juaal Jasud) Jadd) jlassy) ddasag clibull jLEDY) <& Dk :(24) o8 J<&

Scatterplot
Dependent Variable: 3l Sl Al j3aa
5,00+
o
4,50 o
O o
o® ©
s} o
4,007 fa Bl e ) o
4, 9| v=1,929+0,524x | o
2
3 3,50
3,
3,00= °
2 50
T T T T T T
3 2 -1 0 1 2

Regression Standardized Residual
SPSS iy cilajia e Alae YU Adlall dae) (a2 jtaal)
sladl s ) lylaml adug o lasiV) i Jss daeatie Ukl of cpui oSlel JSE DA
ANy 939 (goina V) zigad ddey i) JS& Lalal jlaai¥) ba Jia sags Sy cdlgdal)

+Adlas)
(isal) allae Aaging) 5N dpcall LS| il Cn 2(43) ad) dsta
,277= 3l (g)lhadl) Uadl 0,563 =RLl5 )Y Jales
;310 =J2a) nox1l) Jalas Lo ;317 = R2x0a3) Jalas
T gine Tdas Bl Std. Error bl Jalas JRieal) yuaial)
0.000 6,218 / ,310 1,929 a sl el
0.000 6,739 ,563 ,078 ,524 | dghidl A e

SPSS zilin cilajia Ao alae Yl Alall dlae) (e 1 jiaal)
t ) Sl dabatl) padasu) oSar okl Jsaall

212



- i - g Jad) AR i B A ) Aaddll I &N I AN g 48 glaial) dalSl) ¢ A83al|

el ) g e Shall Jhally kil A jras on S LSV delee dad
Lo Caly (i b L)) % 56.30 4w Dol L gl ,563 = R <y L Sy syl
G dalal) il e % 3170 ) el Cus sl s3sald ubie 585,377 = R2 yasill Jales
Jalse M gait % 68.30 AW s Bghiall Zall) jrime Jiiaall gojil) el oy Jhal) Al
NN
i o Baad LS cAglpdiall cladY) s ) i . 0,277 2y il gl Uadl) doa
G ot gl 8l (o) ol cppnd) o ol 8 @le of ) el lee 0,524 =b o) ddlas
ke Shall LA Bl LehlE Baals daps hate Ashiall ddlSl ras Jiwddl opdll il
dalra cJaall dalra dusina ) iy Lae 0.0500 BB a5 (0.000) dsinn (s5ise dalaalls ¢ 0,524
lsina A i lea 0.0500 J8 25 (0-000) digine (g5ine s 1,929 cialy il anl) adalis
o Wshiall LY Hras ool uaiall jsas dneal el JlasiY) el dsine ysel (8 Ul
L SDA LA e a0
303 Y ol L Sep 2 bl LAl sl dadl) laiy) dibes I deagill (Sarg
Y X el Adghaial) ZalSl) jrime aay Jiaal) ol il
y= 1,929+ 0,524 x
Badinall AVl (Sgiua dady Ligunall ANV (goia dad A3)la) DAl B2cE L eoaylly (G Las
DEG aasd Lo pan ) Al Lo il dpcadl Jais Ll il o3 e lelig ¢(0.05 duhall 8
il A5y L yemall @larall Shall A paas 6 Aghid) LK juad dilaal AN 53 (gyine
(o= 0.05) AN griee die (46) A g8 (gilad) oala)
tle paii 1Y 4o R dadasdl) L) -3
dgbpead) ladl) JShd LA wast 8 AuladV) A8shidl AalSU Ailaanl NS 63 (gpiea HE0 2asd
M0 0.05) Ligine (g5is die (46) Luasi g8 Gihal) )il i) A,
Glaadll olatl ellgiall Hgle e dulagy) dighiall AaSH Adlan] AN o) (gyina il aag ¥
(g 0.05) Ligins (sgis die Al (Sla dusciar bl daall 3302l
sl (ad Y laaiy) gl alasiad w3 J6¥) dae il daca il (e BN daw)) dumjdll lLasy
(sl Ligina) gl LA ilis puaga :(44) o) Jgia

ANOVAa
Model Sum of Squares Df Mean Square F Sig.
1 Regression 3,036 1 3,036 37,000 ,000°
Residual 8,041 98 ,082
Total 11,077 99
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Model Sum of Squares Df Mean Square F Sig.
Regression 4,490 4,490 66,804 ,000°
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Total 11,077 99
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ANOVAa
Sum of
Model Squares Df Mean Square F Sig.
1 Regression 2,411 1 2,411 27,266 ,000°
Residual 8,666 98 ,088
Total 11,077 99
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Model Sum of Squares| Df Mean Square F Sig.
1 Regression 5,183 1 5,183 86,165 ,000°
Residual 3,894 98 0,060
Total 11,077 99
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ANOVAa
Model Sum of Squares Df Mean Square F Sig.
1 Regression 6,645 1 6,645 146,961 ,000°
Residual 4,431 98 0,045
Total 11,077 99
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®
] o
(o} L+ Y

d ° °°

4,00 o a o
— o 8]
4 o Y= 1,55740,607% |
2
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Regression Standardized Residual
SPSS zilin cilayds Ao sl Alall dlae) (e 1 jiaal)
dlat¥l jra I lylim) udng o lasiY) bad Joa daeatie clibad) of cpi olel IS8 DA e
Y2 539 Ssira ) GSJAJ adeg Hlaay) J<& Llal lasay) i Jha sass Al A1) gdnl)

+Aflas)
(gisai) plles Auging) Al Apcasill JL53) @il (s £(53) oy dsia
0,212 = all ) Wi 0, 775 =RLL5,Y Jalea
0,596 =224 203 Jalas daid 0,600 = R23:53) Jalae
T gias Taad Bl Std. Error b Hlasi¥) Jalea el yuiall
0.000 7,649 / 0,204 1,557 a jlasy) cul
0.000 12,123 0,775 0,050 0,607 A ghaiall AalKl doalian

SPSS zalin clajia e dlae YL Ll dlae) (e 1 sl
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BN i) i e Jhall hally d8ghaial) Al dpwleas G (SUE oY) Jales i
dad cialy (b bloyl % 77.50 das Qb L sl 0,775 =R )3 (46) dws A il
& dalall Gl 5% 60.00 S e G sl Bagal Gulia 529 0,600 =R2 2a3) Jales
Jalse M aa5i % 40.00 S s d8shaidl AalSl dualen el el paiall sputs Sl )l
NN
o o B WS cAglpdall sUadY) ia N uin 0,212 AWy ol gilad) Uadl) 4o
@ oy gl a3k (f) Gl ) g sl A s o ) ek e < 0,607 =b il Al
Dhe Shal A 8 5l Ll sasls dayy e Aghid) AWSH AES JEedl el s
bl dadea ¢aal) dabes Ligine ) uds s 0.0500 3 (0.000) Lisins (ssiss daleally ¢ 0,607
(olsina N i Lea 0.0500 S8 a9 (0.000) dsiee (s5ine cini 1,557 il culdll aall
4 ABshial) LalSl dasln ol ariall 535 daeal () i Jlady) Jales digine eel o8 JUllg
L Shal DBl e sl
Jtiall oyl juniall 3ayis Y 3ell b 3eyi (2l AbaN Jhall Joseal) Jadl) jlassy) dlales
P AYIEX el A ghaial) Al Lovlis
y= 1,557 + 0,607 x
AVl (5 e Aafly 4 sl AV (5 glne Ao A3 )la) I al) 32clE ) & sa iy Baw laa
tadl o pat ) Al Ll Al Qs Lals bl sda o Telig ¢(0.05 Al (B Saainall
Ayl claaall SHAl JHEl) yaat 8 Gshidl LK) Luulead Eilanl AN 53 (grine L0 g
S(o0=0.05) A2 (sgine dic (46) Dt g8 (bl ol clid) Ay
Tl Aty Al L) il
Laddl) il G Adlaas) AV @ EL ADe aagd e Al Ayl L@l Lan
cidl Al by abls) Glaladl g 5 (Liabsll 5all dddagl ¢ alall Jagall (Gudl ¢uinll)
Ao paall Dleadll 35LAl agi)hf paal b dBghia) LKl Laa) Jsa (46) L @i bl a)lad)
(0= 0.05) dugins (giase 2ic
(Multiple Linear ssiall Jhaall jlast¥) quslad alasio) &5 Lol Gt )l ducjdll laaly
i 3 clahaia) Slasy) ddaill @lgal ST e aaial) Jadl) JlaaiV) z3sad s (REgression)
b9 GAl S Chutie Baey (Aphiall AWKH) Jied) utd) say oS ate Gu AN iy
(Bl gl Byl cAglagl) ¢ caled) Jagall ¢l ¢ uiall) Apasidll < ynall
(g asald) Auging) Wil jLod) il quiagy :(54) pds Jgta

ANOVA?
Model Sl @ :
Squares Df Mean Square F Sig.
1 | Regression 2,825 5 0,565 9,627 .000
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Residual 5,517 94 0,059
Total 8,342 99
a. Variable indépendante : 48 ghiall 4all)

b. Variables personnelles : dxaddl) < paiall

SPSS zaliy cilajie e alaie YL Ldlall dlae] (e 1 jdaall

@iy (i (F) apsll ladl aladinl z3seil) dugies lod) i mag 63 Slel Jganl) (e
QLAY Gy bl e eia by Jaall i) zisal o) e U5 dad a5 9,627=F ias
Labl b sadieall SLEAY) Ligies (s5ise (0 B 25 P-Value=0.000 dad by (ALl Lolgdal)
Tisal sp Ailanyl dalill e sawial) adll jlaaiVl z3gall dupudi 358 29as S5 Les ¢(0<0.05)
Lo a9 Résiduels sl 354 0,059 = MSEClayyall goane bagio dad il LS canlic
L Hsdall Uadl) jra ) i Briea

(g isail) allea dygina) Alil) dpcad ) dnuda @) JLS) @il Cm 1(55) pd) Joa

0,242 = paiill glaaal) i) 0,582 =R 1Ly Jalaa
0,303 =Jarall aaail) Jalaa dad 0,339 = R%yaal) Jalza
Tiigina Tiad Bl Std. Error b jlaxiy) Jalea Tuaddl) cpaial)
0,500 26,842 / 0,166 4,461 a jlaaiy) el
0,187 1,328 0117 0,059 0,078 i)
0,004 -2,931 -,310 0,041 -,120 o
0,654 -,450 -,046 0,060 -,027 alal) Jajgal
0,398 -,849 -,081 0,051 -,043 ] Lt gl
0,002 -3,238 -,367 0,037 -119 Lidigl) 5l

SPSS zaliy clajie e alacVl Ldlall dlac) (e 1 jhaal)

tok Lo paliias cplall dulaal el Joaall DA (g

Lsinall (ginn o) Cum Al Jale 1365 aled) dagall dales puinl) Jale 55 digien pre
O ol dale Ll (0.05 Al & sadinall Diginall (gsin o ST AN Jelgall ailg] dsgeunadl
S Baina) Liginall (s5ine (o pal (25 0.004 (st Lignal) Liginall (s5ine O Cun Lisina 0,8l
dale o LS Gl Jalal (ga3 cinadl alil lla) lalath & cpls sms ) @y jaig <0.05 &l
Ssinn (o sreal 25 0.002 (55lots dgenall Liginall (g5ine o)) Cun Ligine 0yl GIS Ladalagl 553l
Jalal (g3a3 dusal) bl lla) clalat) & cpls 3sag G @l judig 0.05 duhal) 8 saciaal) Lginal
il 5yl

P dS& duhall 8 A0l dad ) dpcajdl) dats Gaws Le e el

Adagll ¢ palad) Jagall o) ¢ uinll) duaddl) Clpiiall o Adlaal AP @) 86 ABle g
ds> (46) dwd g Gifiadl Al didl Ay iy abils) claladl geiwa g (Aaakish 3yl
"(0=0.05) digina Gsina dio 4dpaal) cilasdll Laal) agi)lf yaad B d3ghial) dalS) dan)
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tole al i AgY) Ausdl) duadll jlas) -1
Ly bls) Glalat) (s 5 puind) et il Gu ddlas) ANS @I EG D aag
Aihall agi)f waat b dishidl SN dueal Jen —46- dwd g (ihall alal) i) AS,
M0 0.05) dosine (g5ise die Ao padl) cileaall
asead) adll jlass) gl aladia] 2 ¢ Al dawd ) Lacajil) e SV dacyill Al lady
(sl Ligina) gl L) quilis paaga :(56) o) Jgia

ANOVAa
Model Sum of Squares Df Mean Square F Sig.
1 Regression 0,009 1 0,009 0111 739P
Residual 8,332 98 0,085
Total 8,342 99
48 ghiall 4ald) g, Variable indépendante :
w«diadl Jale b : Variable personnelle

SPSS zaliy cilajia e alae Yl LdUall dlae] (ga 2 jduaall

o iy Cun ((F) asl) i) alasiuls w3l dagine HLod] wili iag A oSled Jyaall (e
bl b saded) SUY) e s 0 ST a5 0,739 Lsine sien 0,111 =F
td) e gat ) ) el daa il iy oSa 13 ¢(@£0.05 )
Ay il alla) Clalail (grinay puind) addll juaiall cp ddlaal AV @b 6 Al aa g
LA gyl waan 8 ddghiall AWK doel Jsn (46) Awd g (@il a)lall el
S(0=0.05) Lgiae (gsin die b yeadl CilerdlllaealaS
ple pati Al duejdl) Ll jLad) -2
i) S il Shls) Clalad) g5y () i dll il G dilas) Ao @3 a6 ADIe aagd
B emall Clardll LAY g ))F wan3 b Akt LK dsadl Jsa (46) Aesi g8 @il ol
(0= 0.05) Lisinn (gsisa tic
Tl adll lasty) ool alasia] w5 Al dael) Aucajdll (e Al dac il daca il Lady

(sl Ligina) gl LA ilis maaga :(57) o) Jgta

ANOVAa
Model S @ Df Mean Square F Sig.
Squares

Regression 2,025 1 2,025 31,410 ,000°

1 Residual 6,317 98 ,064

Total 8,342 99
43l 4K g, Variable indépendante
ol e b : Variable personnelle

SPSS iy clajia e dlae YU AUl dlae) Gt jhuaal)
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Lad ol Gum o(F) apsll los) alasiuls 7 3sail) Ligiea Hlid] #0008 maagy 3 oMhel Jgaall o
Aabdl B sadiadll LodY) disiee siwe (e il a9 0.000 digine sgiea 31,410 <F
ta) e it Al Al due @) A dl) Jod e 13 ¢(@0.05)
il AWy L) lblal Slaladl Gy ol ouaddll juxia) o Eilaal AN @ld HE0 ADle a5
L paal) laadll L8hAN agl8 aaad 8 d8ghai) LSl dsal oo (46) 4t g8 bl )l
S(0<0.05) Lsina (g5 2ic
tde (i 1A Ao R dudajdl) L) -3
L) blal Clalad) (ggise 5 calad) dagall caddll il o Lilaan) AN b 56 ADle a8
loadll L5LAN agi) B yand b Akl LalS dpaa) Jsn (46) Lt g (giiliad) oaylall el AUIS,
S(0<0.05) dosina (gsinn dic 8 padl)
sl ol laaiy) gl aladiod &3 Al dae Al L sdll (pe FANEN Aot yl) daaydl) lady

(zasald) Auging) il SLi quilii quasy :(58) ady Jgan

ANOVAa
Model Sum of Squares Df Mean Square F Sig.
1 Regression 0,001 1 0,001 0,015 ,902°
Residual 8,341 98 0,085
Total 8,342 99
43 ki) 4 @, Variable indépendante
<l Ja sl dale b : Variable personnelle

SPSS zaliys cilajie e alaeYl AUl dlac] (a t sl
e il Cun oF) aapsil) SLasl phadinls 7 3saill digine 5Lad) @il meiag (53 okl Joaal) e

Aabdl 8 saciaad) JLaaY) Ligies e e S a9 0.902 Ligies s 0,015 =F

) o gan Al A due i) dua i) (w8 (Sa 1A ((@<0.05)

OiL) lls) Slaladl (ggise 5 calell Jagall (adsll yunall G Aflas) AN ) L0 ADle 2o

Cilarall ALY gy wans & d8shiall LS Al Jon (46) Lt g8 @ihal) oalal) dlull AS,

S(0<0.05) Lsina (grinn i dud pndl)

rdaal) dasdl) duzapdl) jlis) -4

Sy by Shla) @laladl gie 5 Aadagll addl) ) G dflas) ANs @b i6 e g

Glexall ALY g wast 3 Ashidl LS Al Jss (46) dud g @ihall oalall el

S(0=0.05) Lsine e ie dd padl)

aseall adll jlaniy) gl aladtnd o5 Al At Ll (g dahyl) duejdl) A dl) lasy

(Zasald) duging) Wil jLid qeilii qudasy 1(59) ads Jsan

ANOVAa
Model Sum of Squares Df Mean Square F Sig.
Regression 0,096 1 0,096 1,136 ,289
Residual 8,246 98 0,084
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| Total | 8342 | 99 | | |
435kl 4K g, Variable indépendante
agb 5l Jale b : Variable personnelle

SPSS zalip cila e e slae Yl Zilall dlae) (ha 1 jdeaal)

@il Gun o(F) aojsill las) aladial z3sall) Ligine Lid) il mag 3 kel Joaall o
) duhall 8 adieall SLEAY) Ligine (ggicne (3o S oy 0.289 disien gsinn 1,136 =F iad
1) e et ) Aahl) due jdl) A jdl) by Ka 1Y ((00.05
Sy by Shla) Claladl gie 5 Aabgll addl) junal G dflas) ANS @b Hi6 e g
Glexall ALl gl wast 3 Ashidl LS Al Jss (46) dud g ihall oalall el
S(0=0.05) Lsina (grinn vie dud padl)
tle (el tAaaldl) dusdl) duapdl) jlas) -5
Sy Sllal Slalad) (sie 5 Aaligll 58l ad sl paiall (o Aflas) AN @l b ADle g
Cilarall ALY gy aant & d8shiall 4K Al Jon (46) s g8 (@il oalal) dlill AS,
S(0=0.05) Lsina (grinn vie dud padl)
asall aall Jlasiy) gl aladia) o5 (Ll At Laca @l (pe Aesaldl) Lo jdll A jdll sy

(z2sald) duging) Wil SLi quilii quasy 1(60) ady Jgan

ANOVAa
Model Sum of Squares Df Mean Square F Sig.
Regression 2,022 1 2,022 31,355 ,000P
1 Residual 6,320 98 0,064
Total 8,342 99
43 hid) 49 @, Variable indépendante
4l gl s pall Jule b : Variable personnelle

SPSS zaliy cilajie o slae Y AdWall slac] (e 2yl
Cily cun o(F) asll SLad) il w3gail) disina 5Lad) milis meag g3l Slel Joaal) (e
) Aahall b sadiedll SLEAY) digine (s5ina (o yieal 25 0.000 disina (s5ina 31,355 =F ias
tad) e et Al dweldll Lo jdll A jdll Jsd (S 1A ¢(a<0.05
L) Slbla) Slalal (ggises Aol Ball addll il G Aslas) AN @ld 86 4Dl aa g
Gloadll L5LAN agi) yant b A ghial) LalS dasa) Jsn (46) Less g (giiliad) oa)lall el AUS,
S(0=0.05) Lsina e ie 4d ypadl)
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& Juadll Aada
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OIS elsae Jlsa¥) egs) st Ol (b Unseny bemy JIsa¥) Gugd) @it Baled o Ll adalis adiad
5 dlsa¥) agy e pailh GsSlay L) 4 (bl aplall @lidlh ¢ Joall o) bl (gl e el
Sl ) JUEY dais Gl 5 ol Ga SS) e 5ed 03sms e 135 lse¥) gy (B el agadl ()3
e @Al oalall clill claxd axiy ADELYL Sacie zsite bl ) halada 5 dase (o (il
e i el o Bhadia Clerd 433 g Cua (Y1 &Y 3 Liagead Jsai 3¢ Al lessl
bl aes il agilalia¥) aies b ¢ oaslaiSall gl

alell elaad) dpgaall b et 2lals Jalse il oda ol o el ) Qelgall c e
Glaludl Capla o gaill galyy BUIS danjla dalses diiaal) lilad¥ly Cpaailly aasll jlailly elill
el Gl Gyl e Aedl Ldyad) Gledll Sl 53 gl dighidl Sl degesl)
-l

Loty ) A yemall cilasall dllgid Shall ) et 3 Aighial LS iy dua) ddjedly
IS plends Al o sl DA e cas A5 00 e oAbl Gula 5 gilal) oa)lall el
ran (Ashid) AalSl ddliae) Al ducydll il G Jieally cdBghiall ) bl e aa
LSl A3US (ABghaiall Aall (sgine cAplul) ddghiall Al cAulady) dghaid) Aol (ddghidl Aol
Algisall SleSU Ayl Bl (i Auals et LA cllgiaal o (d8shid) Al dpules 5 335kl
Al ey dBghaiall dalSl) (ggina 2ay (gl o Sgatia) cdabal) das dssall Shall AN e
L)) AHES 2y gl e wllly il sl (8 sl ¢ Sy oY) il e dulldl d8ghil
Ll rae 2 Jall e Gualadly paelad) il 8y dighiall ddSll dpwlis 2any dghaial)
o edlanY) Akl ASH aed mag 5saVly aldl il Ay cdishidl LS Adlias 5 d3shil)
Al WS il agihil o cos
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ddghial) dalsll 5 aags o tdss 4l joaan (SMly Caall poage B amse & Lo PIA (e
Ay @il A i) B Y 13 ag Jag Ldpaall Glerdl) digiaal LAl LAl Laad b
:AEl pealiall (e S 2ass $(46 ) L
oadle1

&b Badia 5 S AilSe Jady manal (lly laadl) Ul 8 lTiey S sad 5aY) Cliad) 4 ek
CuiiV) seds 5 alled) 3 Al Laglgiall clyolailly Laaaeds Blsu) S aas sl clsloal
LMl (alai®y) alatl) e Baty ¥ gja st (g prrald cdibine ilond Bac sl alal LI
lgadty Al o) dads Casens lldg (i) (S yemal) g Uaidl Saia Ladse a3 3 cule Uil Cp pas
claadlly aleall datiall (Y] Ealay) cleladl) (e oyt e g Uadll 13a

Bany o) Aand bl gl ehyall )8 AT o a5 yihe paey ety Slead) o3 ala) G pead) cllgiialls
G dalgall el e alias (Al dalse sacy ey dadalagll 5yadly adlanll dagally aiadly (S Jalse
olB dabae (e dlaje IS b cdare gl ehpdll b bl aady e Jaxd IS clugaldl) cilatiall b g
p2es 5 ehydll HLE N Ygems dabtiadl o) G Alaledlls Cilegladll pan S (S0 sedas Blay Syl
plaal Heae gl mual 1N LAdigud dalsey daylag ddals Jalse Baen il chdl) 2oy Lo sy
Ol dolus an @il L dstigedll agibailio) ol (sl o L) muald (Jlee ) ciladaie
o Bilally agdal ell) agilala 5 Cilatiag ledd (e pgilie) (it
Calide (e dgdyeadl Glaadd) @l Joa clastedll (o (Kaa 5 580 paad laals llgia) o WS
e AF B g cllgudl ey JSE A dege (58 8 Ally daaag il ALd) DA e slgw jaliadl
ol Al Lge gy d8shial) A 2y sladll @l 5y 5 pal e ) cclaadlly cilaiall ol aslalaial
Ayl o) Jaall ey colBaal) (3yull) daamyal) Clelan) pa alelis A (ga Walaly illy (g 7S
o L Ay cdagl leay Lisid e Gk oo (AT milaiy o)l dbjeal (pdadll S (shl) sald
Al aale WS ayey gl mly dudilly daladl Hllaall Qi gy dpalal) ddghia) ALK
LA pilge fia (oaled) 8 GSlgiandl ala) Basage (S5 ol Baae Jleal sl mi 6 il
s Jig (... Facebook, Twitter) adlgall sda e cWlaiWly cilisladd) Caval Euay Lelany)
BaL) 5 Ay #SIY) dfghaiall AWKl canny Lo Hliml ) Lo 13 ¢ SDall a8 st didee (A agSsla
gl olu e laydl
GO L lle Al g clasled] 31 jrmn () (e Adlaas JLal) Slgal AS) A glaiall A e
368 dnle dalas o daany Wy e gl dadd o) Adlad g ¥ dualiall Y dags gl daan US4
L 13a Sl cleallS 5 BsuallS (g)lad e (3n () e Vs Boudl o JHise 9 e gunsa
Slo Aulad) gsa A dishiall alSl Plan s culluly Gob sae pladin) cilabiiall e 2a
JKal a8l san) dighidl LI () Gdswall o ESI ey Gia leddy Gilatie e ded L
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wgie Ay e FSI L age ehall A e laydls Ashid) AWSIL alaaV L sedll Jlai]
Wlaskes 3055 )y Adeling Aalugl) (e A Lgdl (3 lasledd) jolias 3l oo A8ghaid) LS Caliasy
(ladly Cangall) (oladly VT aalan)
ol bl 8 gt S0 dngaldl paey aat ) leadl) gl b B glaiall Aal<l) dasal gl

o8l (gad deluiially Bshaiall Lingli€ill A€)0al aaailly gotilly acty (3 Apad) g ladll & Lagad
& Lbyeaall BalaBY ) lawall pal e ey sMs (glad) oIl @il 8 jad) g Uadl Cilisge
Aghiall Sl Jiriaa atysd (g (pdll el Bhaially Baaatiall Cleadll (o ddall addy ¢ Al
ray Al b yaal)l loadll Al uiyally caldlall Dleall Loeal JS) G685 Allg cdnlaadly nlaa)
Lnsgale pre AlSdae oo A8kl dalSll Lelpnall jlall (e adije (e W3hHE alay Ay lgands
oyl Laaal) sagal A55ad) Jlaw (alias) JSlie e laall e aeluag caleasl)

Aolus Lbymdll Cladll (hill i & clols Al daball sda AIKE) cuny @y e ol
A bl (gpiie G Al Aalll e Aishidl AaSl) padage calsln LS ¢ Shall o)y gl
46 duwd AS, (ihall )il @il Slae st clia) Ao Lalal adail dslaall duhal) cela
B3 e siall aall 3gaa (B G peaal) 4lard] ABHAN agi)E want 8 Aglaiall AalS das) Ay
Aad)d Jae dsssall 038 b Lilane Ahl) (gpaiia Jassi dnaal 35m (i W yglaad Cpusaiinall agdy Al
Pt Ay (Ggiuse o blaa dyuadll g Uaally dlla)
leat] ags dagadailly ki) w3l (e degane ) Qeagil) & Auhall a2 (Pla e i) guilis -2
:‘?Jg Land
Al Ll 8 Lgeal Slal Sars A dail) dua) @it —2-1
b ASsllly LalaiB) Golaal) Craalu By igedll Jual JICE) ol (e jiies d8shaial) LN -
¢ailllaiag dc g d JS Sligicad) dlglus ale gk
& pobtially 5l osat e Joall Lle ) (oabeai®¥) st o S eha Slead) (Bge Jandy —
Byshiall 5 Baall Laglgsall
o ) Agsall laglaall jalean (e Eflias JLat¥) gl ST (e pied d8shaiall AalS) -
(0 yemall loadd) @lld 3 Lay SHa) o)) 30aT Lgaand dllgid
3 (ALY dag gl o dladlaall b aaludy dugall mlla 8 dalag) (5<5 28 A8 ghaial) Al ¢ -
flod dacally Jangs lgim iiaty dssgall (o Hladls gl Al (585 Mg clgd Lajh ity
lebaioss dulan) d8shial) AN aadids Compal ool olaill aa  Ma) gl 3 lansall o) -
¢t guatl Lgilim sl fiaal el
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tdandll ol pinall ellginall ehyd Jalye IS 4 b ) oKa d8shial)

sy Ay IV A8 ghaial) AalS Ll 8aL) (b Craalis (FueLan) Y LaatV) adlge) i) A5 o)) —
tellgioall 43hall LA s b Lyl

el Cpfsuall Ao L) maald Jlae¥) cilalaie alaia) jsae diaal) Jlae¥) &y b dllgiond) sl -
ads dal g ailiyy dlals Al Glavgall s lSole o ala Lo Ligud bl
tanle dladlaallg

Glaadll ehd JUE sy le sa clsally Cag hlly lpgally dalgall s Allgiaall loles paay -
fdade (pe Calaiiallg

Glalall cadlsall) Ldaly Jalses (-0 A5 5ygeall cclalanly adedll) duadd Jalgns cllgid) by -
LS (e donngal) e leall e Lo daudall cdaiisall Jalsall (A8EN) Ly duala Jalseg (-0n oYl
{(nrgma ) caisl) cmal) eiall ) dskiged Jalgas il

O ALRU (lasbaall pan (JSaA) Jabe Bams i e gt sl dendd dllgial ehd )8 dles -
a8 shial) 4 dpaal Plata) (e Lesadall Lap ans L 130y (shal) ae Lo cohdll )i cdaliall Jilad)
tdls o JS e
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100,0

x18

Frequency

Percent

4

4,0

14

14,0

82

82,0

100

100,0

x19

Freqguency

Percent

Alaa

d

23

23,0

Glga

61

61,0

Lol (380 ga

16

16,0

Total

100,0

x20

Frequency

Percent

Lalad (3 9

3 3,0

Bl

4 4,0

Ja_.lan

15 15,0

Gl

56 56,0

LAJﬁL?[}A

22 22,0

Total

100

100,0

x21

Frequency

Percent

12

12,0

63

63,0

25

25,0




100 |

100,0 |

x22

Frequency

Percent

Valid

3

3,0

8

8,0

83

83,0

6

6,0

100,0

x23

Frequency

Percent

3

3,0

17

17,0

70

70,0

10

10,0

100,0

x24

Frequency

Percent

3

3,0

16

16,0

59

59,0

22

22,0

100

100,0

X25

Frequency

Percent

3

3,0

3

3,0

75

75,0

19

19,0

100,0

X26

Frequency

Percent

3

3,0

3

3,0

63

63,0

31

31,0

100

100,0

x27

Freqguency

Percent

3

3,0

91

91,0

6

6,0

100,0

X28

Frequency

Percent

17

17,0

80

80,0

3

3,0

100

100,0

X29

Freguency

Percent

13

13,0

272




x30

Frequency

Percent

14

14,0

76

76,0

10

10,0

100

100,0

x31

Frequency

Percent

12

12,0

63

63,0

Labad (381 0

25

25,0

Total

100,0

Y 32

Frequency

Percent

Alaa

-

15

15,0

Ghlga

78

78,0

Labad (381 0

7

7,0

Total

100

100,0

Y33

Frequency

Percent

Lt 3150

3 3,0

A:IlA.A

1

4 14,0

g

7

1 71,0

Lalai (38 ga

1

2 12,0

Total

100,0

Y34

Frequency

Percent

9

9,0

76

76,0

15

15,0

100,0

Y35

Freqguency

Percent

6

6,0

55

55,0

39

39,0

100

100,0

y36

Frequency

Percent

3

3,0

6

6,0

88

88,0

3

3,0

100

100,0

y37

Freqguency

Percent

3

3,0

11

11,0

86

86,0




100,0 |

y38

Frequency

Percent

3

3,0

11

11,0

67

67,0

19

19,0

100

100,0

y39

Freguency

Percent

3

3,0

75

75,0

22

22,0

100

100,0

Y40

Frequency

Percent

24

24,0

70

70,0

6

6,0

100,0

Y41

Frequency

Percent

9

9,0

75

75,0

16

16,0

100,0

Y42

Freqguency

Percent

3

3,0

8

8,0

7

0

70,0

1

9

19,0

10

0

100,0

Y43

Freqguency

Percent

21

21,0

63

63,0

16

16,0

100,0

Y44

Freqguency

Percent

14

14,0

63

63,0

23

23,0

100,0

Y45

Frequency

Percent

13

13,0

75

75,0

12

12,0




100,0 |

Y46
Frequency Percent
9 9,0
74 74,0
17 17,0
100,0

ya47
Freqguency Percent
12 12,0
66 66,0
22 22,0
100,0

y48

Freqguency Percent
Lalai 38l g 3 3,0
Hlaa 6 6,0
) 86 86,0
Ll (38l 94 5 5,0
Total 100,0

y49
Frequency Percent
Valid — @ilsa 5 3 3,0
Ll 12 12,0
Gl 74 74,0
Lalai (38 3o 11 11,0
Total 100,0

Y50
Freqguency Percent
9 9,0
82 82,0
9 9,0
100 100,0

Y51
Freqguency Percent

17 17,0

70 70,0

13 13,0

100 100,0

Y52
Freqguency Percent
3 3,0
64 64,0
33 33,0
100 100,0
43 ghailal AalSl) d8)aan
Frequency Percent Valid Percent Cumulative
Percent
3,0 3,0 3,0
3,0 3,0 6,0
7,0 7,0 13,0
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10

10,0

47

47,0

17

17,0

13

13,0

100

100,0

-

48

haial) 4al!)

Jaa

Frequency

Percent

Valid Percent

Cumulative
Percent

3,0

3,0

3,0

3,0

3,0

6,0

4,0

4,0

10,0

3,0

3,0

13,0

6,0

6,0

19,0

7,0

7,0

26,0

9,0

9,0

35,0

12,0

12,0

47,0

20,0

20,0

67,0

15,0

15,0

82,0

14,0

14,0

96,0

4,0

4,0

100,0

100,0

100,0

Llay) 48 ghial) 4l

Frequency

Percent

Valid Percent

Cumulative
Percent

3

3,0

3,0

3,0

3

3,0

3,0

6,0

12

12,0

12,0

18,0

37

37,0

37,0

55,0

45

45,0

45,0

100,0

100

100,0

100,0

Loalad) 48 ghaial) Lalgl)

Frequency

Percent

Valid Percent

Cumulative
Percent

4,0

4,0

4,0

6,0

6,0

10,0

50

50

15,0

3,0

3,0

18,0

17,0

17,0

35,0

21,0

21,0

56,0

28,0

28,0

84,0

16,0

16,0

100,0

100,0

100,0




48 ghaial) LS 5 gina

Frequency

Percent

Valid Percent

Cumulative
Percent

3,0

3,0

3,0

3,0

3,0

6,0

4,0

4,0

10,0

16

16,0

16,0

26,0

23

23,0

23,0

49,0

32

32,0

32,0

81,0

9

9,0

9,0

90,0

10

10,0

10,0

100,0

100

100,0

100,0

43 ghial) dalst) 48U

Frequency

Percent

Valid Percent

Cumulative
Percent

3

3,0

3,0

3,0

21

21,0

21,0

24,0

61

61,0

61,0

85,0

12

12,0

12,0

97,0

3

3,0

3,0

100,0

100

100,0

100,0

43 ghial) AalSl) 4

SV DUEN

Frequency

Percent

Valid Percent

Cumulative
Percent

6

6,0

6,0

6,0

14

14,0

14,0

20,0

45

45,0

45,0

65,0

35

35,0

35,0

100,0

100

100,0

100,0

-

49

 shatall dalSh)

I

Frequency

Percent

Valid Percent

Cumulative
Percent

3,0

3,0

3,0

3,0

3,0

6,0

3,0

3,0

9,0

4,0

4,0

13,0

3,0

3,0

16,0

4,0

4,0

20,0

5,0

50

25,0

3,0

3,0

28,0

3,0

3,0

31,0

3,0

3,0

34,0

3,0

3,0

37,0

3,0

3,0

40,0

3,0

3,0

43,0

3,0

3,0

46,0

3,0

3,0

49,0

3,0

3,0

52,0

3,0

3,0

55,0

3,0

3,0

58,0

3,0

3,0

61,0

Wwlwlw|wlwlw|lwlwlwjlw|lwlw|jo|bhlwlAh|lW]lw]|w

3,0

3,0

64,0
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8,0

3,0

3,0

3,0

3,0

3,0

3,0

3,0

4,0

Wlh|wWwlWlWW]|W]|W]|w |

3,0

100,0

S8l &)

Frequency

Percent

Valid Percent

Cumulative
Percent

6

6,0

6,0

6,0

4

4,0

4,0

10,0

16

16,0

16,0

26,0

26

26,0

26,0

52,0

35

35,0

35,0

87,0

6

6,0

6,0

93,0

7

7,0

7,0

100,0

100

100,0

100,0

e siral) 2as

Frequency

Percent

Valid Percent

Cumulative
Percent

3

3,0

3,0

3,0

3

3,0

3,0

6,0

19

19,0

19,0

25,0

56

56,0

81,0

16

16,0

97,0

3

3,0

100,0

100

100,0

Frequency

Percent

Valid Percent

Cumulative
Percent

6

6,0

6,0

6,0

5

5,0

5,0

11,0

23

23,0

23,0

34,0

25

25,0

25,0

59,0

15

15,0

15,0

74,0

20

20,0

20,0

94,0

6

6,0

6,0

100,0

100,0

100,0

o1 i) Ay

Frequency

Percent

Valid Percent

Cumulative
Percent

3,0

3,0

3,0

3,0

3,0

6,0

3,0

3,0

9,0

10,0

10,0

19,0

39,0

39,0

58,0

23,0

23,0

81,0

12,0

12,0

93,0

7,0

7,0

100,0




Total | 100 | 100,0 |

o) i) ang e Al ja

Frequency Percent Valid Percent

Cumulative
Percent

3 3,0 3,0

3,0

6 6,0 6,0

9,0

15 15,0 15,0

24,0

27 27,0 27,0

51,0

40 40,0 40,0

91,0

9 9,0 9,0

100,0

100 100,0 100,0

Al ) Al ) gaa

Frequency Percent Valid Percent

Cumulative
Percent

3,0 3,0

3,0

3,0 3,0

6,0

3,0 3,0

9,0

4,0 4,0

13,0

4,0 4,0

17,0

3,0 3,0

20,0

5,0 50

25,0

3,0 3,0

28,0

6,0 6,0

34,0

3,0 3,0

37,0

6,0 6,0

43,0

3,0 3,0

46,0

3,0 3,0

49,0

3,0 3,0

52,0

3,0 3,0

55,0

Wlwlwlwwo|w|o|wjon|w|h|A|lWlwW]|W

3,0 3,0

58,0

=
N

12,0 12,0

70,0

w

3,0 3,0

73,0

w

3,0 3,0

76,0

[y
[N

11,0 11,0

87,0

SN

4,0 4,0

91,0

w

3,0 3,0

94,0

w

3,0 3,0

97,0

w

3,0 3,0

100,0

100,0 100,0

A3 Fldy) Gaa :(06) ad) Galal)

Correlations

43 ghatal) dalSl) | gaa

Pearson Correlation

1

N

100

Pearson Correlation

,322

Sig. (2-tailed)

,001

N

100

Pearson Correlation

,501

Sig. (2-tailed)

,000

N

100

Pearson Correlation

-,268

Sig. (2-tailed)

,007
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N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Correlations

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

280




Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

Correlations

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Correlations

@\ﬂd\)\)ﬂ\J}M

Pearson Correlation

N

Y32

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation
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Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Correlations

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

& Laa g slal) Ll Jalaa :(07) ¢§J adlal)
Reliability Statistics

Cronbach's N of Items
Alpha

,946 71

Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- Cronbach's
Item Deleted Item Deleted Total Alpha if Item
Correlation Deleted
43 ghatal) dal<l) 4 810aa 268,5115 330,046 ,657 ,945
43 ghatal) dalSl) juaa 268,3162 327,710 775 ,945
Alay) 48 ghaial) dal<h) 268,2495 328,980 ,605 ,945
Al 48 ghialf dalSY) 268,3545 324,314 ,738 ,944
43 ghatal) 4al<l) g gina 268,2675 326,187 ,667 ,945
43 ghatal) dalgl) 4815 268,3295 331,107 ,657 ,945
43 ghtal) dalsl) Lubia 268,2445 326,197 748 ,945
43 ghtal) dalSl) [ gaa 268,3247 327,714 ,962 ,945
JSall &) ) 268,2395 324,829 ,910 ,944




il glaal) gea 268,3695 324,199
Jilaal) anls 268,2795 326,439
oyl Ay 268,2575 326,723
£ i) day La A ja 268,2420 331,477
AEN AN e 268,2776 326,697

dadiail) 41l :(08) a8y (3alall
Reliability Statistics
Cronbach's Alpha Part 1 Value 877
N of Items 268
Part 2 Value ,925
N of Items 26°
Total N of Items 52
Correlation Between Forms ,666
Spearman-Brown Coefficient Equal Length ,799
Unequal Length ,799
Guttman Split-Half Coefficient , 799
a. The items are: x1, x2, x3, x4, x5, x6, X7, x8, x9, x10, x11, x12, x13,
x14, x15, x16, x17, x18, x19, x20, x21, x22, X23, x24, x25, x26.
b. The items are: x27, x28, x29, x30, x31, y32, y33, y34, y35, y36, y37,
y38, y39, y40, y41, y42, y43, y44, y45, y46, y47, y48, y49, y50, y51, y52.
Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- Cronbach's
Item Deleted Item Deleted Total Alpha if Item
Correlation Deleted
48 ghaial) daldl) 4 8l0ae 268,5115 330,046 657 945
4 ghaial) dalsl) jauaa 268,3162 327,710 775 945
Alay) 48 ghial) dall) 268,2495 328,980 ,605 ,945
Ll 43 ghaial) 4alsl) 268,3545 324,314 738 944
48 ghaiall dalsl) 5 gine 268,2675 326,187 667 945
48 ghaial) dalsl) Al 268,3295 331,107 657 945
43 ghaial) daldl) dulisn 268,2445 326,197 748 945
A8 ghial) dalSl) )gaa 268,3247 327,714 ,962 945
Jadiall ) ) 268,2395 324,829 ,910 ,944
Cila glaal) e 268,3695 324,199 ,875 ,944
Jilagd) anids 268,2795 326,439 ,814 ,944
£ ) Audy 268,2575 326,723 784 ,945
o) i) aay La Ads ja 268,2420 331,477 ,549 ,945
A ) Al saa 268,2776 326,697 ,918 ,944

Glrall GVl sbad) auusiall 1(09) ad) Galal
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Statistics

Jasall

FERN

=

(i) o gl

1,9300

2,8700

éJw‘ ) ey

,49757

,54411

Statistics

X5

(i) o gl

3,7100

éJw‘ ) Ny

,75605

Statisti

x12

cobal) Jay gial)

4,1900

éJw‘ ) ey

,67712

Statisti

x17

x19

X22

x23

cobal) o gial)

4,2500

3,9300

3,9200

3,8700

s Jaall Gl

,82112

,62369

,50612

,61390

Statisti

x24

X25

X26

x27

X28

Xx29

x30

cobal) o gial)

4,0000

4,1000

4,2200

4,0300

3,8600

3,9900

3,9600

s Jurall Gl alY)

,71067

,57735

,64479

,30000

,42687

,50242

,49072

Statisti

Y33

y36

y37

(iund) Jaus gial)

3,8900

3,9100

3,8300

5 Jurall Gl alY)

,72328

,45160

,45070

Statisti

Y40

() Jou il

3,8200

s Jurall Gl adY)

,51991

Statisti

y45

y46

yaAT7

y48

y49

Y50

Y51

() Jou il

3,9900

4,0800

4,1000

3,9000

3,9300

4,0000

3,9600

s ) il ady)

,50242

,50612

,57735

,61134

,59041

,42640

,54901

Statisti

CS

Y52

43 ghaialf dalS)) A 8laaa

43 ghaial) 4alSl) aaa

48 ghial) Aal<l)
Ly

Al 48 ghialf dalgl)

cobal) Jay gial)

4,3000

3,7780

3,9733

4,0400

3,9350

g kel Q) )

,52223

,32523

,35913

,40000

,50204

Statisti

CS

43 ghatal) dalsl) (5 gina

78 ghaiall AalS)) A0S

43 ghaial) dalSl Adpulaa

43 ghatal) dalSl) | gaa

Jial) &)

cobal) Jay gial)

4,0220

3,9600

4,0450

3,9648

4,0500

g okaal) Q) ad)

47728

,28141

,42696

,29028

,39409

Statisti

CS

Sl glzal) gan

Jilaal) al

o)yl Ay

&) 5l dxg La Ada ja

) ) Al ) gaa

cobal) Jay gial)

3,9200

4,0100

4,0320

4,0475

4,0119

g okaal) Q) ad)

,42934

,38494

,38948

,31721

,33450




@aﬂﬂb el Jaleay Jlsially ‘é_ﬁ.ual\ Jasu gl :(10) ?EJ @l
Statistics

il

)

Jasall

FERE]]

N Valid

100

100

100

Missing

0

0

0

bad) S gl)

1,0000

2,0000

3,0000

Jlsidl

1,00

2,00

3,00

£ g3y

727

-,152

-2,390

Std. Error of Skewness

,241

,241

,241

¥]

-,848

1,069

6,773

Std. Error of Kurtosis

478

478

478

Statistics

X2

X3

x4

x5

X7

N Valid

100

100

100

100

100

100

Missing

0

0

0

0

0

0

gbeand) T o)

3,0000

4,0000

4,0000

4,0000

4,0000

4,0000

Jisiad

3,00

4,00

4,00

4,00

4,002

4,00

s i)

-1,229

-,168

-, 759

-1,606

-,568

-1,523

Std. Error of Skewness

241

,241

,241

,241

,241

,241

¥

2,258

,575

2,117

3,793

6,362

,325

Std. Error of Kurtosis

478

478

478

478

478

478

Statistics

X9

x10

N Valid

100

100

Missing

0

0

rbeand) T g1}

4,0000

4,0000

Jsial

4,00

4,00

£) 5y

,182

-1,344

Std. Error of Skewness

,241

,241

¥

-,826

2,908

Std. Error of Kurtosis

478

478

Statistics

x15

x16

N Valid

100 100

Missing

0 0

bl Jasuu o)

4,0000

4,0000

Jsial

4,00 4,00

s gy

-,688 -2,062

Std. Error of Skewness

,241 ,241

¥

9,954 7,592

Std. Error of Kurtosis

478 478

Statistics

x20

x21

X22

x23

X24

X25

N Valid

100

100 100

100

100

100

Missing

0

0 0

0

0

0

rbad) Jasuu gl

4,0000

4,0000

4,0000

4,0000

4,0000

4,0000

Jsial

4,00

4,00 4,00

4,00

4,002

4,00

s gy

-1,189

-,048 -1,579

-, 723

-,517

-,964
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Std. Error of Skewness 241
b Al -,233
Std. Error of Kurtosis AT78

Statistics

x27 x28

N Valid 100 100
Missing 0 0

ad) Jase gl 4,0000 4,0000

J) giall 4,00 4,00

&) ily) ,838 -,815

Std. Error of Skewness 241 241

il 8,419 1,560

Std. Error of Kurtosis 478 A78

Statistics

Y33 Y34

N Valid 100 100
Missing 0 0

(ead) hase ol 4,0000 4,0000

JIsiall 4,00 4,00

o1 i) -1,792 152

Std. Error of Skewness 241 241

il 6,173 1,250

Std. Error of Kurtosis 478 478

Statistics

y39 Y40

N Valid 100 100
Missing 0 0

bual) gl 4,0000 4,0000

Jlgiall 4,00 4,00

&) i) 628 -,218

Std. Error of Skewness 241 241

il 490 ,220

Std. Error of Kurtosis 478 478

Statistics
y45 y46 yaT7 y48 y49
N Valid 100 100 100 100 100
Missing 0 0 0 0 0
(bead) B gl) 4,0000 4,0000 4,0000 4,0000 4,0000
Jlgiall 4,00 4,00 4,00 4,002 4,00
o) giy) -,020 ,148 ,000 -3,194 -,887
Std. Error of Skewness ,241 ,241 241 241 241
i) 1,114 ,902 -,001 14,076 2,650
Std. Error of Kurtosis 478 478 478 478 478

Statistics
Y51 43 ghatal) dal<l) A Blaaa | A8 ghaial) Aokl jaaa
N Valid 100 100 100
Missing 0 0 0
bl Jasuu o) 4,0000 3,8000 41111
Jlgiall 4,00 3,80 4,112
&) i) -,026 -1,674 -1,219
Std. Error of Skewness ,241 ,241 ,241
il ,409 4,085 ,956
Std. Error of Kurtosis 478 478 478

Statistics
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Aoy 48 ghaial) dalg))

Al 48 ghaial) dalsl)

43 glatal) dalsl) AdliS

N Valid

100

100

100

Missing

0

0

0

gbeand) g o)

4,0000

4,0000

4,0000

Jsidl

4,33

4,25

4,00

&) i

-2,490

-1,215

-,692

Std. Error of Skewness

,241

,241

,241

%]

8,128

1,077

3,213

Std. Error of Kurtosis

478

478

478

Statistics

FRTTIF TN
43 ghia)

43 ghial) dalSl) [ gaa

Jia) &)

N Valid

100

100 100

Missing

0

0 0

Lﬁl.ual\ -E;uu 8l

4,0000

4,0389

4,0000

Sl

4,00

4,10

4,25

£) 5y

-, 771

-, 726

-,812

Std. Error of Skewness

,241

,241 241

¥

,101

,851 1,255

Std. Error of Kurtosis

478

478 478

Statistics

o1 i) Ay

9\‘,&1\».3&3\13‘)4

) ) al ) gaa

N Valid

100

100

100

Missing

0

0

0

Lﬁl.ual\ -E;uu 8l

4,0000

4,0000

4,0800

Jsial

4,00

4,25

4,18

£) 5y

-1,829

-1,183

-,942

Std. Error of Skewness

241

241

,241

i

4,891

1,903

2,071

Std. Error of Kurtosis

478

478

478

a. Multiple modes exist. The smallest value is shown

BRI I CPY-IE :(11) a2y GEalal
Correlations

A 4 8laaa

48 kil

43 ghaial) dalS)) jaaa

43 ghatal) dalSl) 4 8)0aa

Pearson Correlation

,802™

Sig. (2-tailed)

,000

N

100

78 gaial) AalS) s

Pearson Correlation

1

Sig. (2-tailed)

N

Alay) 48 ghaial) dalS))

Pearson Correlation

Sig. (2-tailed)




N

Al 48 ghial) dalsl)

Pearson Correlation

Sig. (2-tailed)

N

43 ghial) 4alSY g gina

Pearson Correlation

Sig. (2-tailed)

N

78 ghaial) Aals) ABES

Pearson Correlation

Sig. (2-tailed)

N

43 ghial) 4alSH dsclina

Pearson Correlation

Sig. (2-tailed)

N

Correlations

Al 48 ghaialf dalsl)

FERERFRRIFER

43 ghatal) dalgl) 48)0aa

Pearson Correlation

443

,358

Sig. (2-tailed)

,000

,000

N

100

100

43 ghial) 4alSl) jraa

Pearson Correlation

,650™

,308™

Sig. (2-tailed)

,000

,002

N

100

100

Tl y) 48 ghaial) LSl

Pearson Correlation

,537

,284

Sig. (2-tailed)

,000

,004

N

100

100

Loabodd) 48 ghaial) Aalsl)

Pearson Correlation

T

,488™

Sig. (2-tailed)

,000

N

100

100

EM\M\&J’.\M

Pearson Correlation

,413™

267"

Sig. (2-tailed)

,000

,007

N

100

100

43 glatal) 4al<t) A8l

Pearson Correlation

,488"™

T

Sig. (2-tailed)

,000

N

100

100

43 ghatal) dalS)) Lpiliaa

Pearson Correlation

,514™

632"

Sig. (2-tailed)

,000

,000

N

100

100

Correlations

43 ghatal) dalSl) 481 0aa

Pearson Correlation

Sig. (2-tailed)

N

43 ghatal) dalSl) juca

Pearson Correlation

Sig. (2-tailed)

N

Alay) 48 ghaial) dalSY)

Pearson Correlation

288




Sig. (2-tailed)
N

Agabial) 43 ghaial) dalsl) Pearson Correlation
Sig. (2-tailed)
N

43 gaialf dalSl) g gina Pearson Correlation
Sig. (2-tailed)
N

43 ghtal) 4al<l) 435S Pearson Correlation
Sig. (2-tailed)
N

43 ghtal) dal<l) Ll Pearson Correlation

Sig. (2-tailed)
N

. Correlation is significant at the 0.01 level (2-tailed).

M\ Jalaa :(12) {-\3\) gadal)
Coefficients?

Unstandardized Coefficients Standardized
Coefficients

B Std. Error Beta
(Constant) -,131 ,318
48 ghaial) Aalsl) d8l0an ,136 ,115
43 ghatal) 4alSl) jaa ,137 ,120
Alay) 48 ghaial) 4l ,105 ,070
Al 48 ghialf dalst) ,060 ,054
43 ghtal) 4alsl) 5 gina -,030 ,050
438 ghial) dalgl) 480 ,304 ,084
43 ghtal) dal<l) Luila ,332 ,065

Coefficients?

Collinearity Statistics
Tolerance VIF

(Constant)

43 ghial) dalSl) A 8)0aa
43 ghatal) dalSl) jiaa
Alay) 48 ghaial) AalSY)
Al 48 ghial) dalsl)
43 ghaialf dalSl) g gina
43 gatal) 4alsl) 4dlig

43 ghatalf AalSl) dpulisa

a. Dependent Variable: &1,all HAI ) ;e

O g BN Jalaa (12) ¢§J Galal)
Correlations
| A8 ghaial) Audsl) jgaa | AL ) AN jsaa ]
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43 ghatal) dal<l) 48l0aa

Pearson Correlation

Sig. (2-tailed)

N

43 ghtal) dalSl) juaa

Pearson Correlation

Sig. (2-tailed)

N

Aglay) 48 ghaial) dalgl)

Pearson Correlation

Sig. (2-tailed)

N

A} 43 ghial) dalS)

Pearson Correlation

Sig. (2-tailed)

N

43 ghial) 4alSl) 5 gina

Pearson Correlation

Sig. (2-tailed)

N

43 ghial) 44181 48U

Pearson Correlation

Sig. (2-tailed)

N

43 ghatal) dalSl) dpbica

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Jeaa) A

Pearson Correlation

Sig. (2-tailed)

N

Sl plaal) pan

Pearson Correlation

Sig. (2-tailed)

N

Jilagd) anids

Pearson Correlation

Sig. (2-tailed)

N

G\ﬂ\a,'ﬁg

Pearson Correlation

Sig. (2-tailed)

N

o)yl day La Al ya

Pearson Correlation

Sig. (2-tailed)

N

Al Al g

Pearson Correlation

Sig. (2-tailed)

Correlations

QM‘W‘JJM

g.‘l\)fﬂ\ AN Hsaa

) AN ) saa

100

100

A Aoyl dpcadl) 1(13) o8 Galal

Model Summary®

R

R Square

Adjusted R
Square

Std. Error of the
Estimate

1

,870% 157

,738

,17121

a. Predictors: (Constant), 4lSll (s sisa 48 shiall 1alK) A8lnna | 48 shiall LalK pulus
Al aae dplag) 48 gaiall AaISH | 48 glaiall 4K 280K Apalud) 48 ghaiall dWISH | 4 ghaial)

b. Dependent Variable: 2 _<ll ) _all s




ANOVA?

Model Sum of Squares df Mean Square
1 Regression 8,380 1,197
Residual 2,697 ,029

Total 11,077

a. Dependent Variable: <) JIa ) s
b. Predictors: (Constant), Al 48 shaiall 2l | 48 glaial) 2alS)) (5 gina |38 shaiall 4alSl 4 laae | 48 shaial) Lal) dpulin
8 glaidl) SN jaae Aulagy) 48 glaiall 4Kl 48 haidl AN 28U

Coefficients?

Model Unstandardized Coefficients Standardized
Coefficients

B Std. Error Beta
(Constant) 1,105 ,256
43 ghalal) dalsl) 4 810aa 136 ,015
43 ghial) 4alS)) jraa ,137 ,020
Alay) 48 ghatal) 4l ,290 ,039
by 48 ghial) 4a1S)) 272 ,036
48 ghial) dalSl) (5 gina 346 ,040
48 glaial) dalgl) bl 238 ,027
48 ghatal) 4alS) Ay 244 ,029

a. Dependent Variable: <l J1_al ) gaa

Residuals Statistics?
Minimum Maximum Mean Std. Deviation
Predicted Value 3,0200 4,5165 4,0119 ,29094
Residual -,56400 ,29476 ,00000 ,16505
Std. Predicted Value -3,409 1,734 ,000 1,000
Std. Residual -3,294 1,722 ,000 ,964

a. Dependent Variable: &<l JIA) ) s




Scatterplot

Dependent Variable: Al2d0 58l ;s

o

o o
o

o . 0 4
0.4167 * x + 41667 o

T T T
-2 -1 0

Regression Standardized Residual

oY) dantyl) duaa il e AN dus il duda i) :(14) ¢§J adlal)
Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate

1 ,5122 ,262 ,255 ,28875

a. Predictors: (Constant), 43 shiall alSll 48l0a0
ANOVA?

Model Sum of Squares df Mean Square F

1 Regression 2,906 2,906 34,850

Residual 8,171 ,083

Total 11,077

a. Dependent Variable: &<l a5 yaa
b. Predictors: (Constant), 44 shiall 2al<ll 48laas

Coefficients?

Model Unstandardized Coefficients Standardized
Coefficients

B Std. Error Beta

(Constant) 1338

43 ghaialf dalS)) A 8laaa ,089

a. Dependent Variable: &<l DA 5 yaa




Scatterplot

Dependent Variable: .4l adl 1Al ;s

g
f
i

ol gadl IR paa

0
Y= 2,022+0,527x

T T T
-2 -1 0

Regression Standardized Residual

A Lot ) Loyl ¢y Ll Lo l) Aua il 1(15) o8, Ggalall

Model Summary

R Square Adjusted R
Square

,310

Std. Error of the
Estimate

,27791

Model R

1 ,5632 ,317

a. Predictors: (Constant), 48 shaill 28Il jaas

ANOVA?

Model

df Mean Square

Sum of Squares

3,508

1 Regression

3,508

Residual

7,569

,077

Total

11,077

a. Dependent Variable: &<l a5 yaa

b. Predictors: (Constant), 48 shiall 4Kl jyae

Coefficients?

Unstandardized Coefficients

Standardized
Coefficients

B

Std. Error

Beta

(Constant)

1,929

,310

6,218

,524

,078

,563

6,739

a. Dependent Variable: S1,all HAl ) ;e

A9V iyl Al jdll e LAY dus 3l Azl :(16) a8y (3alall
Model Summary
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R

R Square

Adjusted R
Square

Std. Error of the
Estimate

1

,5242

274

,267

,28645

a. Predictors: (Constant), aulasy! 48 ghiall Al
ANOVA?

Sum of Squares df
3,036
8,041

11,077

Model
1 Regression
Residual

Total

Mean Square
3,036
,082

a. Dependent Variable: 4l DAl ) e
b. Predictors: (Constant), dulay¥! a3 shiall 2.1

Coefficients?
Unstandardized Coefficients

Model Standardized
Coefficients

Beta

B Std. Error
2,243 ,292
,438 072

(Constant)
Alay) 48 ghaial) daiSY)

a. Dependent Variable: 4l Ol Al ) e
Scatterplot
Dependent Variable: 212l 51l s

aP
o (o 2]
a M o

Y= 2 243+0,438x

L
[=]
1

Al AN s

T T
-2 0

Regression Standardized Residual

A Doty Faa il cpa dalyl) Fae il La i) 1(17) o) Galal

Model Summary

Model R R Square Adjusted R

Square
,399

Std. Error of the
Estimate

,25925

1 ,6372 ,405

a. Predictors: (Constant), 4ulull 43 shiall 4.




ANOVA?

Model

Sum of Squares

Mean Square

1

Regression

4,490

4,490

Residual

6,587

,067

Total

11,077

a. Dependent Variable: 4l Ol Al ) e
b. Predictors: (Constant), Zulull 48 ghaiall 2411

Coefficients?
Unstandardized Coefficients

Model Standardized
Coefficients

B Std. Error Beta
2,343 ,206

(Constant) 11,380

8,173

lodd) 48 ghaial) al<t) 424 052 637

a. Dependent Variable: 3 &) Hl sl ) saa
A Tatyl) Aucajdl (e Aesalil) o il) Aucasdll 1(18) ad; Galal
Model Summary

R Square Adjusted R
Square

1 4672 ,218 ,210

Model R Std. Error of the
Estimate

,29737

a. Predictors: (Constant), 48 shiall 4alSl) (5 sine
ANOVA?
Sum of Squares df Mean Square
2,411 2,411

8,666 ,088
11,077

Model
1 Regression
Residual

Total

a. Dependent Variable: &) JIa) ) s
b. Predictors: (Constant), 48 shaiall 4alll (5 gina

Coefficients?
Unstandardized Coefficients

Model Standardized

Coefficients
B Std. Error Beta
(Constant) 254

48 ghaial) dalsl) (5 gina ,063

a. Dependent Variable: &2l 51 al 5 yaa




Scatterplot
Dependent Variable: .4l,2dl 4l all s

Y= 2,690,327

il gl LRI gaa

T T T
-2 -1 0

Regression Standardized Residual

Scatterplot

Dependent Variable: 220 ,lall s

a D  n
Y= 2 34340, 424

el il AL 5 gaa

T T
- 0
Regression Standardized Residual




A Feiyl) A il ¢y Leasbead) de il Aua il 1(19) ady alal

Model Summary

R Square Adjusted R Std. Error of the

Square Estimate
1 ,468 ,462 ,24525

Model R

a. Predictors: (Constant), 48 skl 411} 24U<

ANOVA?

Model Sum of Squares df Mean Square
1 Regression 5,183

5,183
Residual 5,894 ,060
Total 11,077

a. Dependent Variable: <) JIa s
b. Predictors: (Constant), 44 shiall 4Kl 43

Coefficients?
Unstandardized Coefficients

Standardized
Coefficients

Beta

B Std. Error
792 ,348
,813 ,088

(Constant)
43 ghatial) 4algl) 4l

a. Dependent Variable: 34l Ol Al ) e

Scatterplot
Dependent Variable: Al 4l all s

o
o]

00
Y= 0 79240,813x

Al Al s

T

Regression Standardized Residual




Scatterplot
Dependent Variable: .4l 4l Ll Al e

o
o
n_no

¥=1,925+0,524x

=
[=]
i

Q5

el il 1R paa

T
R

Regression Standardized Residual

A Lot Loyl oy Laslaal) Loyl Loca i) :(20) o3y (3alal

Model Summary

Model R R Square Adjusted R

Square
,596

Std. Error of the
Estimate

,21265

1 7752 ,600

a. Predictors: (Constant), 48 ghaiall AalSl 4l
ANOVA?

Sum of Squares df

Model Mean Square F

1 Regression

6,645

6,645

146,961

Residual

4,431

,045

Total

11,077

a. Dependent Variable: &1,all HAl ) ;s
b. Predictors: (Constant), 43 shiall 410 dpulua

Coefficients?

Model

Unstandardized Coefficients

Standardized
Coefficients

B

Std. Error

Beta

(Constant)

,204

43 ghial) dalSl) duibius

,050

a. Dependent Variable: &<l a5 yaa




Scatterplot

Dependent Variable: A4l 4l all s

o

Y= 1,550,607

1

Regression Standardized Residual

A8l At )l A a1 (21)33) caadal)
Model Summary

R R Square Adjusted R Std. Error of the
Square Estimate

1 ,5822 ,339 ,303 ,24226

a. Predictors: (Constant), ¢yl ,da all | (eiall daida ol 3 5al)
ANOVA?

Model Sum of Squares df Mean Square
1 Regression 2,825 ,565
Residual 5,517 ,059

Total 8,342

a. Dependent Variable: 43 shiall 4a<H ) s
b. Predictors: (Constant), csd) jJa sall |uinll Zaida gl 3 pall
Coefficients?

Model Unstandardized Coefficients Standardized
Coefficients

B | Std. Error Beta

299




(Constant)

a. Dependent Variable: 43 shiall 20 ) e

Al daenfyl) dsa @l cha AgY) dus il duda &) :(22) eBJ Galall
Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate

1 ,001 -,009 ,29159

a. Predictors: (Constant), (sl
ANOVA?

Model Sum of Squares df Mean Square
1 Regression ,009 ,009

Residual 8,332 ,085
Total 8,342

a. Dependent Variable: 43 shiall 2K ) e
b. Predictors: (Constant), sl

Coefficients?

Model Unstandardized Coefficients Standardized
Coefficients

B Std. Error Beta
1 (Constant) 3,993 ,089 44,822
oaial) -,022 ,067 -,034 -,334
a. Dependent Variable: 48 shiall 2Kl ) jas
A Al ) (pn Al Ayl dpcasdl 1(23) o

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate

1 ,243 ,235 ,25389

a. Predictors: (Constant), ¢!

ANOVA?

Model Sum of Squares df Mean Square
Regression 2,025 2,025

Residual 6,317 ,064

Total 8,342

a. Dependent Variable: 48 shiall 46K ) sn0
b. Predictors: (Constant), ¢!

Coefficients?

Model Unstandardized Coefficients Standardized
Coefficients

300




Std. Error
,061
,034

(Constant)
Cad)

4,277
-,191

69,920
-5,604

,000
,000

-,493

a. Dependent Variable: 48 ghicll 4N ) sae
Al) Apauntyl) Apdajl) (pa ASNEY Aue i) Auiail) 1(24) o) Galal
Model Summary

R Square Adjusted R
Square

-,010

Std. Error of the
Estimate

,29173

Model R

1 ,0122 ,000

a. Predictors: (Constant), Ja sl
ANOVA?

Sum of Squares df
,001

8,341
8,342

Model
1 Regression
Residual

Total

Mean Square
,001

,085

a. Dependent Variable: 43 shill 20 ) gaa
b. Predictors: (Constant), Ja sl

Coefficients?
Unstandardized Coefficients

Standardized
Coefficients

Beta

B Std. Error
3,979 117
-,007 ,059

(Constant)

Ja sall

a. Dependent Variable: 48 shaiall ZeKl) ) jas

B Aty Daasd) cpa dml) Lol Loca ) 2(25) oy alal
Model Summary

R Square Adjusted R
Square

,001

33,888
-, 124

-,012

Model R Std. Error of the
Estimate

,29008

1 ,1072 ,011

a. Predictors: (Constant), 4l )
ANOVA?

Model

Sum of Squares

df

Mean Square

1

Regression

,096

,096

Residual

8,246

,084

Total

8,342

a. Dependent Variable: 43 shicll 20 ) gaa
b. Predictors: (Constant), 4a

Coefficients?

Model

Unstandardized Coefficients

Standardized
Coefficients

B

Std. Error

Beta

(Constant)

,156

PERE]

,054

a. Dependent Variable: 48 ghiall 46K a0




AU daewil) dadajdl) (e dsaldd) duc ) duia @) :(26) a3y Galal)
Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate

1 242 ,235 ,25395

a. Predictors: (Constant), s_»l

ANOVA?
Model Sum of Squares df Mean Square
1 Regression 2,022 2,022
Residual 6,320 ,064

Total 8,342

a. Dependent Variable: 43 shiall 20 ) gaa
b. Predictors: (Constant), 3_s)

Coefficients?

Unstandardized Coefficients Standardized
Coefficients

B Std. Error Beta
(Constant) ,059

b yaad) ,029

a. Dependent Variable: 48 shaiall 411 ) sas
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Abstract

The consumer's decision to purchase services that are characterized by their intangibility and
difficulty in experiencing them is affected by several factors that differ from those factors that affect
tangible products. The consumer in front of these services is characterized by his inability to
determine his purchasing decision, especially when it comes to banking services that are difficult to
evaluate and whose purchase is accompanied by a high level of risk.The perceiver.It strives to
collect as much information as possible about it from promotional activities, which may form the
awareness of the consumer or his reference group, or electronic comments, which is called spoken
word, which is the exchange of information and opinions about a product or service from one
person to another through oral or written expressions. Therefore, the consumer has become the focus
of attention of business organizations, and it is necessary for marketers to build their marketing
strategies in accordance with his behavior and achieve his desires and needs.This study aimed to
shed light on the importance of the spoken word in determining the purchasing decision of the
consumer of banking services and its impact on him. The study used the descriptive and analytical
approaches to describe and analyze the variables of the study. Statistical methods were also adopted
on a sample of 100 customers of the Algerian foreign bank services, where questionnaires were
distributed.Randomly on 120 customers, in the period from02/ 06/2023 to30/ 08/2023, 114
questionnaires were retrieved from them, and 14 questionnaires that were not suitable for analysis
were excluded, making the number 100 questionnaires valid for analysis.The study relied on the
dimensions of the spoken word represented by the positive and negative spoken word, credibility,
source, content, intensity and sensitivity of the spoken word as dimensions of the independent
variable, and on the stages of the purchasing process as dimensions of the dependent variable. The
personal characteristics of the respondents also represented the modified variable. The questionnaire
was adopted as a tool for collecting data.The opinions of the study sample were statistically
processed and analyzed using the Social Package Statistical Program (SPSS.V26), and the study
concluded with a set of results that are essentially summarized in the fact that the spoken word has
an impact on the various stages of the process of the consumer purchasing banking services of the
Algerian Foreign Bank, and that the spoken wordThe most reliable communication tools are among
the reliable sources of information that the consumer seeks to collect to determine his purchasing
decision for banking services, and negative word of mouth is considered to have the greatest
impact. The study presented a number of recommendations to the Foreign Bank of Algeria,
including taking into consideration word of mouth and developing strategies that allow for
increasing the spread of positive word of mouth.Reducing negative word of mouth, and the need to
focus on providing new and distinctive banking services, following them up, and monitoring all the
reactions of their buyers. Keywords: spoken word, consumer purchase decision, banking service,
Foreign Bank of Algeria, Tebessa.




