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O AL A s aag pyube 13 esdll ilise S V) Jadll aliges Slaall
o Apaddl)l eDlelall i (Gummesson,1987,p16) <3 a# «Aosaall Ale )l dead pdkag (an yal)
(Wong&Sohal,2002) Al @il Cadag LS8 ¢ Dlaall pe 30 GlBle pghii & dege daclaal)
Slaal) 8 (3l g 525a]) Adle GBle Sleall sl 05 Letie 4l Galidl) e cuad
Wgise Gudl) pe AL ylaill Ogp ae Gl AEed) o) e dlle Cldes aged
-(Nguyen et al,2007,p30) S &l (u A8hall 568 aniil Loge Dlize ADLall 52ga yiiady cduayay

Glala o 3 28 58 (uSan lly A Aylady) sl e SUls 4Dl 5o
LIS Al Galaty Lo aand) (sl aladl g Ladl) A8l (S5 Cum clSpally oDlanll iladgig
zlail dage Al Al 535n Adlads alie¥) &5 3 lendl) edis (g (51 e LeShiay
Jeanins lanll pe B8l Gsle by ol 3558 dlige JB (e B Ak ki o5 136 (JlacY]
S PSR JE RS I P WA

Gledl) it n b))l 068 ) a5 eV saall @l A ol (gal 5l
e pilie o Jgeand) Gyl A Koy Gun Ja) dlsh syl c¥all) aaiy ¢eDlaally
3 Aoy Byt lead) Slalial e Ludlul) syad A4y Jh & (Singh,2008,p481)
satey Y] Abghy daal Gle okl saals GlE ad 1Y CalKe l leall oz
S8 e Agenn )% of oSa Y usale e Jual Bollia Gyl 3D yiiads eDlaall po (pdyhall
. (Wong et al,2007,p593) (rudliall

5al) e Aulaal 2l e Liud leall pe da) dlgh Lgall B of Cagyea) o
LlaaYly  dulay) Ahidl Al AaSy  Glesdl salyy Sl sy dasa)l
Stokburger Bihler&Nuffer,2010 ; Palmatier et al,2009 ; Sirdeshmukh et al,2002 ;) ks salls
(—Sauer,2010

Gl Tand havas Slanl) e dladyls 22855 Gyl lilall 6 of (e dlld e 3ke

Morgan&Hunt,1999,p284 ; Voss&Voss,2008,p213 ; Rowe&Barnes, 1998 ) ol Yiine Audli 300
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eDandl pe G5l LEDle (e aaiind CISEN (e 322l o (Ndubisi 2004, p 86) 2255 +(,p290

e Sl el (8 (@l L Sleall Aanad Aayk Jumdl e Gy a8 Y Clesbes o Jguanll
Ly pudill Lasd (quality sources) sasa Sl jalas Je Jpaall Giladaiall aie eSlaall
Aphay (gudll Aadihin) aadads ) Galladll 4l 4 s Al «(marketing intelligence)
O A Basa sl Luld Gl 13 Cadgians cdiaally A e IS Lete My Juadl
ADAA ()l 3l dga e liajes ARl sl RS Agn (e (a2 ptie) il
P Al cluhal) B ABal) Baga M) dase.5-2

G bl saie e Wyen s ) Ak GBle ) Al Al 53l (05
B e Lyl o (Crosby, Evans and Cowles ,1990) . alad Jsa o) VL 1€ ladlaal
sasad ol b Lad s NI 0l 09,87 Jalas A8 3lal) 5aa) e (hd5e Laa 48,
o) e agies LSS bl Sl (Al slad 1Ll s (5 AT L ¢(De W et.al, 2001) <)
238 ) e Lad Bylaiins A Basa 0o e Dra 931 ol S5 AN Sl o2 Sy
A G o Al cluhal) daale DA Ge 43 sl WiCa oSl cJuate J<8 @iludall
ANy ARy Slandl Liay & cfinldl J (e Telaa] SSY15 AL 5asad Lbanal <Y

5asa el s Joa oihals A0 Baga slad (g ddlide 2l Gfinlll (e 2l aye S
Aaabe ) ol 2D sasad Loyl A Jon sl Joaal) 8 Aale Aad a3y AU
Bagasall il Alels
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Lalod) cluhdl b deads

Shin et al, 2017

KIM, Yu Kyoum,2008

palmatier , 2008

woo & Annew , 2004

Lang and Colgate, 2003

De Wulf et al. 2003

FOURNIER ,1998

de Wulf et al. 2001

Hennig-Thurau ,2000

Naude and Buttle, 2000

Dorsch et al. 1998

Bejou et al. 1996

Storbacka et al. 1994

Wray et al. 1994

Dwver and Oh, 1987
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Ul A 5agn alad Jshe 2nge ) 2ng Y 4l lud¥) dealie (o gt
Caeasind A (LN g Lajlly A8) Lo Zawsdyl) AU Sla) 3 g cluhdll G 2l
Jlaall Lo alad¥) o3 Cadlaal Laadliy (1)<h LS dalide el (3 cluhall (e aaell b
53sn Baaal 0o )l dnall Aol Jlae B Gluhall 28 Jaagly Al ale Bl
o pe el Ly o) Lo il 5 ple GlEl @lia of Jaadliy ¢3lad) 1aa & 28D])
o Fendl) Ausall pa AL A5 Randl) an b AE 4ae AR (o Raddl) anie
alaal) pums Jsn diidie glaa) dsag ae (e )l log ABA sasad duulul Gl
Ll 1 s ) ) Gl Jen 5S il dllia calS @ Al 525l
.‘;.Bi)ud\

Bejou et al,1996; Wray et ) ¢f Jaadi odel Jgaall & gl Gluhall (b
Cilal Laty ¢ 28al) 3gad 3a3ae 2laalS Liajlls AL 14€T (crosby et al, 1990 ; al, 1994
Gl D Lead M) axd (Hennig-Thurau,2000 ; de Wulf et al,2001) ¢ JS
0ol 2 N Leally 4EN (Dwyer and Oh, 1987) <alal  Jilaalls
5ysall (5323 (Dorsch et al, 1998) agl Calial Lty «(Minimal opportunism)as;le)
8353 e Imad (Customer orientation) Jueal) 4s s (Ethical profile) 3&aY)
Call aad (a1 Leaslly 4aill) 483 SaSU (Kim,2008) il Jiliallys Al
(Export of continuity self-connection) Sl Juai¥l 4, paiul 5 83l
(Lang&Colgate,2003; De Wulf et al,2003) Wi «(reciprocity norms) Jiall dlalzall
.(Social bonding) elia¥l Ly jill 5 &) pall agl | silial i

el (bonds) il s M 5 &l 315 Laall (he 3331 (Storbacka et al,1994) ix
Ay ¥ Al Ay jal 5 JuaiSU A8l Bl 5V 5 48 (Shin,2017) 3o 5 «AEdlall 52 52l
wilal (palmatier ,2008) Ll «d83all 33 2l Talad (positive relational experience)
exchange ) Jalill 44llxd 5 ¢( reciprocity norms ) Jialb dlalaall gans o) 33V ¢ 465N
Export of ) 513 Juai¥) 4, ) jainl 532 salls 4S8 (Fournier, 1998) Wi «(efficiency
woo& ) (o JS LSl Jiladl s didlall 3258l 2edS (continuity self-connection

. (Atmosphere) 5 «(Adaptation) —Sill 5 ¢(Cooperation)cst=ib (Annew ,2004
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Jua¥l ¢ (conflict) gluall ((bonds) Lalgyll (geriinn cluhall (e g
«(Dorsch, Swanson, and Kelley 1998) (opportunism) a.ills ¢(communication)
«(expectation of continuity) i) «85S al Ml caln clulp el
goal ) alal) gilg Leads (Kumar et al,1995;Jap et al,1999;Hennig-Thurau, 2000)
Gluhyall ey sy (Wilson&Jantrania, 1994) Jaad) (ssis 43)laas (cOmpatibility
in sub- )iwed cld ) Lajlls ghally Nl 8 Je sl s J) b
Ly 28N (saed il (e SN auiag 8 4l kel Jsaall (e Laadls (categories
lede ads Lowld 2l el a1 AN aed Ailal 23 dg ABl 3asad TaladlS
ALl Sluhall 8 ySs & Sl SaY) e daad) QIS epfialdl U e aS g Laa)

S el 8 aElal Gle ae cliball e cplall ) 38D sasa ciliSa Jacid
saga ligKa aal L AN L Al ) 13 Gl (Nyaga et @1,2010,p104) s
1 D) saga e Guad Jen Byaiue luball cllilay ¢ Sola el 43 AL
3y Slo S5 Lelel OIS oy echariall 03] dnge dasi Ao V) i Lo Bl g
Skinner et ) axdiul el iy N1y 3l Ll by 8 Basal jualic 2
sl ADL Ge Lajll say A i (e yueill L faaly haaie (al,1992
(Gundlach et al,1995) Adie) LS (ddlal) 3aga e il 1)) (Doney&Cannon,1997)
DA e cppaie Gfialll Gan a3l D 32 g uenll AL HEN) e
5Ny Laajll o ¢(Kennedy et al,2001) A&y Lajll (saai€ Alall 5aga (e il
abae cadicly ((Morgan&Hunt,1994) ANy Z&ll 5 c(Andaleeb,1996) Adall
lie uilly Al Basa Gl 8 (V) AR (Lajll) A pualiad) e el
Dorsch et al, 1998;De Wulf et al,2001; Gabarino& ) <luhall oda (s (jag (LS5 WS
.( Johnson,1999; Henning-Thurau et al,2000

) BLLYL D 535 Sl yaas DIy Dhe Gfialdl G Jola QI das
Roberts et al.,2003 « Crosby et al., 1990 ) agies ddhide SlEls & Leadlse s lala

Odiald) oo Bl aag Y Sl &=y ¢(Huntley,2006 ¢
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LS caluhall ge 2 jall I dals cllia 1A ¢4l Blad) 3a0aa 8 3)5SAall bl
donaall Aol Jlae of 4Dl 53ga Canpy S AL @luhall daale DA e Laa]
Jala Jaga
O s Y 4l V) A saga b Gl e Al BaeS lin O (e a2l lad
Sl A0S Amlalls A8l Basn Jadin W A3SHal laSill Gl oY) 8 3815 Gl
Ao Jlae 8 30 sasa Alise 5 ol 4l Gl dealie DA e e WS el
G ol JS DA e oS (Hhaal (ubie 3 Y adly ¢ Jial) slaal) (gpu Ll
ped Gl 1 phsand ¢ adtually lanall G ALl Basa (b Al Do)l Jle
b oliline o anall Be (i daaial) daadl) adihs iyl G 3D Aaglal Juail
aally alilany panall pe O L Jalails ccleladl) Bl (e ST B38as dulun Ao
Blleall 038 (pe Cdnll Caags
Vsl ALl Bagal agiuhy fialll Gasy Jay ADall sasad Aale Gl
peils satins agl A 3 056l il ceDlaall ¢V e A 5asa il 1 ekl
bplal) SIS ray G A Nl e Ll (slaning el (63 508 e Oslanaa
sl S el A o (e (mad) agames g Jlail Y Al pilic e Jpasll
Glalaial (53a) (e Aedal) Feddl 535 O6S3 Y 38 yuadll S Jishall (saall e LegalSd
(1Y) Aapall (e Aalaially Juanl) ABDe Basa 058 o (ar Gld mas Aaayh Ll an 8
e uitiall "Calalailly QLA e ST 5ysaa Ayl Awde 228 Y S (Jld) Qe e
038 xe aglBle ) oDleall Hhay 38 Gl pay Aple saelus SN A Y gl aca

-(Bennett&Barkensjo,2005,p89) 3)lian L@_ﬁ e 4_1).\31\ A jal)
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:4BDal) 5aga i yiia.6—2

Sl Ak a3 oS e AD 535 il Kar Adlaiall ludYl daalye da
Ginall 138 b leahy) @ Al LSl A sasad Baulul) i) cp aan Ll ae
23 G IS Jsn donals S5 sy eJUai¥) 82535 335ally canlly o5y Laaly 28D
olial b€ sl

Aass Gl A 3358 of e Ol iy cAalall Glaaill e laill Ciyeay
i S ol ehadia sbad 832 (o e pime Gl Rlle A o Ble @ B L) O
(Crosby et al,1990; Roberts et al,2003; Kumar et al,1995; Brun et al,2014) ila

AU sl Ao Giand) 13A dalny g
:Trust 4z .1-6-2

e S Yl lule Cany eDlaal) 635 sl oY) Abgh lBlall 2yl jas oo
Garbarino&Johnson,1999,p80 ;Dwyer,et ) daalill a8kl ‘?A Lol bm.\.c &l 3:3}
Anderson )é)e M ¢(al,1987,p14;Morgan&Hunt,1994,p35; Palmatier et al,2006 ,p150
DA e M Cige alalon) b gyl aal slsel Wb 28 (&Weitz,1989,p312
Gl gl e Lad 8l Gy (LAY Qplll (J) L 855 ) clelay)
-(Moorman et al,1993,p82) @ e o€ L;hl\ Jatad) di)..:; e alaey)

¢« (Sanchez,2004) &S)a)s duiale s ASslu uilya ey Sall] 2axia o ggde AR
Addsall ulad e claadll ol e Zeadll anis 5yoie dain ) Hle J<80 A& i,
(specialty) _awiilly (integrity) )y «(honesty) alaYls «(reliability)
AT adll ‘._?_ugz)j\ OsSall Jicug .(Duncan&Moriarty,1998,p4; Roberts et al,2003)
g g ehal) oy dsaad) o 82l agan Al adlsally dll anal L G dsasl) Sl
. (Morgan&Hunt,1994,p51) ¢Jkasll e dulay) ADle All8) (pe 4iSaus o201

Chen et ) 4ugalll Luaglly fuagll sale) ) 250w Aeadl) adia olad) ¢Dlaall 48 )
e eSheall Zadkal) laddll Baas Ldlaas DA e A8 3je3 (Sars ¢(a@l,2008,p244
Crosby et al,1990,p78;Morgan & ) A ?d:a}ia Dl e Ll 4;—°‘ ileadll ‘é_AS& Jas
pe ) Algh Ao Al Al (e a BN (ssise g i) Gli ¢(Hunt,1994,p30
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Qin et Jatiall b AN Gdlgs eDleall s O ) osn 35 W V) ceDlaall
.(al,2009,p398

13 Guas ¢(Gronroos, 1990,p6) 2sesll e Lliall s Bl e Laliall Lulads
OB (s (AT e il 5L sl o A ¢Gmipall adieal se g Sl Sy o
O Al 5ad) Leale Jalaally Lajiets AR (318 s AN w3 sSalld ¢ gt 3D
(social exchange) elaa¥l Jalall & auls 3Uai o A8 duhy Cudi G ¢l
Dwyer et al,1987,p17; Anderson & Weitz,1989,p312; Anderson & ) @M\ L:A
&l 4&) (McPhail&Yau,1995,p24) 23a 28 3w Ll A3LayL .(Narus,1990,p 52
CADaL Gl Lad AY) Caylall dulal Ll 8 (credit or conviction) ¢&d i olesl
the dimension of a business " Wlicl 48 (Le et al,2002,p699) Hsa LS
al Gl US4 ety A (sl 2aad (53 Jaall 38l ((sbia) 243 'relationship
DAY Gl Ll Al ase sl Aal e slae) 4Ky

5l ((reliability) 383 sal) zalad dayf ) A& sy (Mishra,1996,p533) o8
s dualsill ol aags ¢ (concern) oY)y (openness) L) «(competence)
Gsse 2y LS 43l (Lee et al,2002,p704) Gyl LS ARl s goes GUBY auls
Ndubisi, 2004 ) <ibaly cadY) dlish Ale agay Jlaal oy WS aildly (gidall (s 42
s ALl 58 aud Joud) b Jline 8 8N G 4iind 5 53 AR (i o (P86
et GlBle & aula Jole 80 o L)) (Parasuraman,1985,p43) Wil sacall <l
ob dllgindl claig Ll 48D (Sirdeshmukh et @l,2002,p27) el & M5 cAaalil)
pdse sy gl Cum e e slae¥) Koy WS duais ade slae¥) (Ko Lardl) i
Ragyhay Cipeain 3D 3 AY) Gl b GbbY) sl ads ) 38D s L
b b Aege Lol LS cpandll liasgalls eDaad) (g Al Ll IS 5555 (Aad i
Tsall lard gosutl BalS aaiind Lo Wle 28l dugale e cleadd) o Gua cileasl)
1305 cclBlall bl Gaaal ASY) S5 W L lu) g ¢(Van et @l,2017,p47) dsesll
T R L e PRS- PR R D PWE JCH KRS PR K- A 5 PU [ ERE

Ls Laliil) Mgy saegg lpiall 2l g « JAY) dniia 3aiail oagn (ool Jl Cigas 2D
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o)) olat) JalS Ny bl ol (ge 2y Aiat ) s aw Gy cale
Tabas 48k Taa 388 canhall (€13 asls (Fritzsche et al, 2020,p 33) Ll Wi (a&dlall
(3aY b e (Y a6 el J e

Lo Jslgad cgll capal elac] (Sohi&Ramsey,1997,p78) duly milis elas
Onds Laind agibll ae WDl o paliay 0o Ghad agdl] slaYls @ 053
o3 i bl agi e 1368 Al Lo ) adien bl o 0550 5l (oAl
Ot A Lysaa Do Gaely el ol oSlaad) @by of e @l e 2l
JSliay dalaialy bl alyal o Ju (piapal) ) las elea) 8 A@dlal) milul)
Sl zliny LS Al e Lajll 3la Il ddals daall JSLaalls dale (s yall
o sl sanll Alle alad a8 PIA (0 ag Sl (confidence) 4& alanay) )
el Ol agilal (L campall (s dpaal) Sy (JBA) ot ol pgilalaal
Ghli) e Jsaall do e duaiill (issues) Lludll aasS)liy, (advisors)
il e <G Adasyd) Lleadll f (issues) edKadll e calxall (guidance)
Pl Aalel) Fazadll o3a & il ) alSlly caslaall Ll e qums 13 cagaiaya
aliage ae Jelil)
:satisfaction L)l .2-6-2

«(Oliver et al , 2009, 292) Jaeell daaall 4add Al aiadll Hseil) ) Ll oy
Gaaal) (38 o ilalally Byaall il Liad ey laall Liay o8 celld ) 3ilaayls
anth g8 La3lld ((Storbacka et al,1994,p26) Aexill 353e ze Anaddl) 41jad DA (e
Jelial Basa ladsi (31 Lea clasdl) ca3ie ) &aerdll 3580 ae ABlud) Coylail) 53
Oo dsanll 4 ey salew 5 g ladl sa Lajll of I (oliver,1999) LLal LS cAdiudl)
e dadd ) el Dl dolac

il Ol laall ypean ail e $Dlaall Ly (Tracey et al,1999,p415) cije LS
Loy o gl Sis of oS cosmds U Laud) e Ll lhas ) dassll
Vs edl oY) A5l Dleadl lperdiny ) dpand) Ll s adlle cSlesd
OsSes bl dsddl O (ladsill) aigin gale el el S5las 13 by Lol
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23] W55 ¢(Oliver,1980,p461) ladsill o3 (o i edll o3V ()6 Lavie olld e
Oe s S agilen dayall Dsd oa sLLY) e Ladll culs el Gl eyl
Ne agala ) eagags cagll gLy Zpall anall aSlen) 3 Cgll latey cagld
ASld) Slacadill b @bl (Johnson,1987,p39) (iaysis) sxall cily g Aalal
on Geadll Qs ol ) galky Jdualsll culld e (behavioral disciplines)
o8 WS Jlat¥) ueaty Ladie cpdplall AL eliay) ST sa Gaaall Gile )l adbay (sl
Ge 2l el iy Y agials (surgical patients) daball aud oajed g
Wriglesworth ) g} daliall d€adll Gladlally (el (gal ASaal) g3 paas & i)
.(&Williams,1975,p123

g e Anaddll agilas o 2l Slaall Jdpeally haladl auil) ) Ladll july
AU dghale s A€Ha0 Alla sa Lajlls (ALl DA (service episodes) deasl) cilils
handl (n duadill Gl oy ((Kim&Trail, 2011,p61) ADlall Jald ani (e 423l
Saall G A 53ga Ol Jialls cedaad) Liayl Goaal SISY) Jalad) o Gendl) a3
«(Amin&Nasharuddin,2013,p241) sSleall Liay (ol Ao € il Lol daadl) a3ag
A Bl el Greatl bl el s gl Q) 3 Ll s Lajl) as) g
Oo S Aulls ¢(Kim&Trail, 2011,p64) dexdll o el djas o gihle Jad o)
o Rssall mlail Gl sy daliies £ ) edleall Ly Gualie el oialil
cshall (sl

G L)l Caplaal (abaind DA e Lhag (Silva et al,2010,p15) of WS
OSad DAl 23AT) e aeall Apadl Auibile dami g Laagl) of ) Aaludl @bl
il ahie g Jase sy 4iblie (Sas ddla Al dlaaa) ) ille dad 3y L))
5adas Ao genas haal) ol (plE AS)) Blee (e Liny 4l algl) (e Aalid) Coplal
Se @by Aasll e Lapllh (Jaall Zuhle Alls Jio Laails @l pas ulad) oo
sy WD) rsed il o e Btdalal) sl o3gd Dbty edygais dpalale s 405 Jalse
axdll e Ll Tulagl Wbyl dasyy Aalud) 280 Gapes of it of stedl 1o

L) OSal Gsi Laill e ilalall Sl o () 5LEY) e a8l 8y cdedial
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:commitment A5y .3-6-2

Moorman et al., ) 48 A8le e Lliall 8 5)au 42 al e AN Cuyas 2
.(Morgan&Hunt,1994,p25) aliius ADle bl Lygyum Tl oM 3205 (1992, p 320
anl B 385 ¢ (Dwyer et al,1987,p18) &Dkall Ll (e dla e el AN i WS
Ghaallse (calculative) Ciguaall aliV) @lly 6 L dibide sl ) A5 asdy
-(Vesel&Zabkar,2010,220) emotional  ikl=ll; «(normative)

aBle 8 e led JAY) Coplall o A Gabhl sl sal slieYl g NG
alall Caylall b @l clgide Laleall saga ol Jiug 4l Gage 3Dl o28 ly cdra
Jal A o) e oSall L] Jseasll (o Jaalls B0n5 dage AR 038 oL )
-(Morgan&Hunt, 1994,p23) cwe &

du (& daead)l 4y Dsaian 35,8 ae ALl Adialse A Al Jaenll 48 4
Morgan& ) cije sl 5lans «(De Wulf et al,2001,p40) lgde Laliall Lad 3seall
Aecdl) a3ih e 3D Alalge b aeall dalall L2 il Q5N (Hunt 1994,p24
aily AN (Fehr,1998,p803) aaa LS 'dule Laleall sgen Jad Jaeall daxinly Cagaias
Gy lling "elyd ae Alad Al o Llal) Jio Ll f Jeadl jluse Alialsal 408
ALrubaiee )Jalal) ¢l$35 (m A8all Ayl o pa o (i g ail oalie alaPU Al
-(& ALnazer,2010,p159

Ay b aelaly haan) b Ay byl Gl 0K O s 3D hain) Glal

seb Aaalil)l Gl milie aal e pEN) o Y (i) b pilia agl Biay g
Gl Algh Gl ki B Tas ages oAl Ga WD AhawY s g
A b dpeasd) Glangalls oDleadl cuila (e dliie) sgd cCaanl ae AR A pains
A A e Bliall Jaf e Jass Galyla) s3a ofs dlan dege Al LY
-(Van et al,2017,p 55) agin

On GBI AN aea o Lasg AL cluball @ligad daabe (e
Biise Whe Alalge & 2l il o ddpa (Ko paldsl) o Gl Sl al

O S Y Bl o maalgll e el o seay Jeally A8l ells 8 oladl 8 3l
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el Al 06 o) oS dilially ALY Bk (e ol 050 Aligha 358 yaid
AV e 8 ol Lile Gaendl 058 8 (JB) i e (UhhaaY1) ofSYL 28
G5iaS ABDa)) 038 o opat Al QL) el ol LAl o3¢) A8 il aalgn Y
dishll ol e ool (g dsan Les ol Al e iy of oS 1305 Slie i)
Naeial s A Aialse & Aails Ly Ll SSY) Caplal) (ol IS 13 YY) AL b
.(Silva et al,2010,p17) e\}d‘)!\ L*g LAY 43 gl
: Love and Intimacy sagally wall .4-6-2

Ofall)l (e by alim s L 1y GlDlal)l dayh sl age sl sl
«(Fournier,1998; Nicholson et al,2001; Pawle&Cooper,2006; Smit et al,2007)
s B3salls IS Ao Liia g Luilalal) cliyal) o A 5353 e ) Aagal) el
.(Fournier,1998,p363) sl g yas A8all Aibiallg 358l sl L 2a

Ll aplie L oLdl 5 Lo 25580 doaad) o o lagee u sy el 8
lede Jaliadls Aalaay) lBlall ookl L Bl conll il 23 iy palas) G sl
el hle e aly all Fournier Caag i .(Thorbjornsen et al,2002,p1)
A8 diaal) n o) ) 1oLl il Gl o cn (8 ¢nselly Aalalally 3agally el
Wi . (oliver,1999,p39) (alas¥l cu call Lo lolie o Y 8 olsl
BDlall e lim Al Bk REAFA [REER (Bengtsson,2003,p155)
il e Leagd Sar Aylall Aodlall 28DLad (Jall 138 25 58 3505 Jaeall (p Aa3lA))
on V) ali of e VoAl Call segts dlaall (mnd (Gl Ble (o Adbida
e call JIKEY Lila dliles 06 o Aoylaill Aokl cn cVs (e 2aallé ¢l
NP EW VO i

Aadliall el 3l e ety Apylal) Akl dlaadll jelialls (3l cuall
B dable call ey JAT Jiars (smit et al,2007,p628-628) Gl il b L
L s o )il Aotall (8 s agadl (pdll laall jadow 131 (Aies doylad Al
Ayra 5agall uSadg .(Smit et @l,2007,p628) Anylaill Adkall aladiu) S ol 13 2ske
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S clalagy) aladfy Lajl a3 o Ao ginag

(0.000) sies ssiases ( 0.753 ) s JSS clalat¥ alaals Liapl any o Laliy¥) Jalea oIS
Aasly Laadll aad c (Syinas Cingas (g baliny) @llin Glé diay ¢ 0.05 ) Liginall (s5ime o B A
LJSS clalany)
cclalady) alafy Al s G Auilaa) AV @)l A aagi Y AN diejdl) dua il

2 e Anal) S ey on Oleyss Bloy) deles s 5 Zrapdl) 038 Aaa (ge (3ol
t oY) Jsanll (385 i) cilSs ccnlalan) sl Lo agilasas o)

lalaay) alaly Al a0 c LY cDlalea (33) Jsaall

Al slaiy) slaiy) slaiy)
. LLEY) Jalea
cllagy) | Ssladl gl YN
Correlation ) | Spearman’s
**0.834 | **0.845 | **0.763 | **0.783 Coefficient i
oefficien abﬂm rho
Sig. (2-
0.000 0.000 0.000 0.000 )
tailed)

Ssbully (Saaglly Bymall olatV) 2l aa alEN) a3 Bl Jalae o Gladl Jsaall (e O
G o a5 (0.000) lghisina (ssimsas (0.845 0.763 <0.783) : sl e culS
Lageg g ABle sagi 1l Aad) Luajdll Julliy Guall pajdll abyi Nl ¢(0.05) &siedl
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Lagay a L ABlall s L Alaaglly Al slad¥) gy AN s u dginag
coSolad) olaTy) aadg AN ad G A ginag

(0.000 ) Lisies (s5isas (0.834) 5o JS€ lalasy) alaady a5V 22h G Bl V) deles oIS
AN 3 Grinas ey Tan (o8 Lala)) @lia (6 4ias ¢(0.05) Fagiaall (s5ie e JE 2
LSS clalasy) aladls
Gl laiy) dlafy Bagally cal) aad (o Liluas) AW <) Lo aagi ¥ day)l) e dl) Aiia jal)

M le Al il Gilay o Olapme bl Jalee Gilua 25 dacajill 538 daa (e (gRal
t V) Jganll 385 bl il cclalan¥) alad e agilasns asally

Glalasy) ey 5agally cuadl day G Bl ¥ cDlalaa (34) Jgaall

alaf slasy) slasy) slaty)
. Bl N Jalaa
lalasyy oS gl gl )
Correlation ) Spearman’s
**0.880 | **0.861 | **0.813 | **0.860 - .
Coefficient el rho
sig. (2- »
0.000 0.000 0.000 0.000 _ 3agally
tailed)

anglly ymall olat¥) aad aa sagally all aed b)) Jalee o @ladl Jsaall e i
oo B a5 (0.000) lgisine (s5iuas (0.861 <0.813 <0.860) : sl e il Sl
g ABle g gl Al Luajdl) Qg Giuall Gasdl) gaby by ¢(0.05) Liginal) (s5ime
ASSAN clalaty) ey Bagally call sl o L ginag Aungag Taa

Aysine Gsina (0.880) s JSS claladVl slals sasally anll aed o Bala V) Jalea oIS
23 O (Ssinas Ciasas laa (o8 Laliy) a8 aiag ¢(0.05) sl e 5o B a5 (0.000)
JSS clalany) sl 33 sally canl)
calalaiy) alfy cNLaTY) Saga 2 o Auilas) AV @) ABle aagi Y dald) Lo jal) dia jat)

s Gle Al il Glayy C Olayses Byl Jalee las 23 Lpajdll 538 daa (e (3Rl
t V) Jsaall 3 i) il cnlalanll sl e agilagas oYL sasa

lalad¥) Mlady cLaY) Bags aad G BLIN) CSlalas (35) Jsaad)

Al slasy) slady) slady)
. . Bl Jalaa
=i ‘-‘-’S”’M‘ ‘-‘-’AL‘%”’” ‘-‘-’-"}d‘ Spearman's
Correlation R g
#%0.514 | #%0.402 | **0.521 | **0.492 - PR ho
Coefficient
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Sig. (2- ey laiy)
tailed)

Hangls Byeall olatV) ad e VL) Basn 2 Llijl delee ol @lad) Jsaall
o B a5 (0.000) lgisins (s5ises (0.402 <0.521 ¢0.492) : Nl e culS Sy
Ble sy gl Al Ladl) Jdiy @heal) gadl) gaby by ¢(0.05 ) Lgieall (s5ine
AN clalasy) sladfy LAYl 3aga da G A ginag duaga B Adauigia

Lgina (Gusa (0.514) s JS€ laladV) slaals VL) s35a am (Bl )V Jalea OIS
Grias Ciagas 32l danigia Laliy) @llia ()l 4ias ¢(0.05) dsinall (s5ine e JE a5 (0.000)
OSS lalan ) slady VLA 3aga 22)
Baga Slad G Auilan) ANy <l ABle aagi ¥ A Asntl) Alaajdl ilis ) Jgaad) Cag
LY slafy Lasdl) asial ABDlal)

Gl lady) slady ABadl Saga dlasl G Bl Jales cilad A1 ducnd )l Lula @) @il (36) Jgaad

0.000 0.000 0.000 0.000

Al slasy) slady) slady)
. Bla ) Jalaa

Gl laay) S L glaad) ‘__.,.'1\49 gl 7 3 xal)

Correlation e | Spearman’s
**0.894 | **0.862 | **0.836 | **(0.860 " :

Coefficient 2 rho

LELES

Sig. (2- .
0.000 0.000 0.000 0.000 ; A8l

tailed)

GSsbadly langly el slaty) s ae 28D 5aga slad Dbl dalae o) Gilad) Jgoal) o
Agsinall (ssine (sa BB 25 (0.000) L sine (s53sas (0.862 <0.836 <0.860) sl e il
Gsisar (0.894) s JS€ claladV) sy 2D sasa sl o Blo¥l Jelea S5 ¢(0.05)
Tginas dinses a Aol WDle Wllia G ey (0.05) Tosiaddl Ggise o Sl a5 (0.000) Lsine
(IS cla ) sy 28 sasa sl oy

daginag lagag 102 Lgh ABle sagi 1ol Al Auajdll By Ghall Gasdl) gabs Jully
AENE clalasy) aledy ABdlal) Basa sladl o
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dlagl Ao daddl) eedal ABMal) Baga slad Lulas) AVa g3 A aags ¥ AUl Aty Al il
Lalalasy)
culS cclalay) & ADW sass slal (e 200 OS5 Auha) saeidl Hlaai) z3ges aadid
o i) B ABlal Baga Ml e b IS 5 Al aaatl Jaleag asaial) BLEY) Jalea (37) Jgaad)

JSS Al (5giua
Std. Error of Adjusted R
R Square R Model
the Estimate Square
6.172 0.928 0.929 0.964 1

Ons (Clalady) alal) ) il Gu sl LlayY) delee dad o Galad) Jsaadl (e cp
b by daa g8y svb Ll s (0.964) cialy 8 (A saea alayl) Akl eyl
0 (92.9%) s Lo Copud 8 (ADa)) 25m dlaad) Jiisall i) o 61 ¢(0.929) sl Jales
() lal) il uaadl & Jalall il
poaeiall i)z 3sadl cplal) ddas lasl @5 (Y Jsall maags
JSS Alinl) (Ggina Ao amaial) Jlass¥) zagadl Gliil) Jalas il (38) Jgand

Mean Sum of
Sig. F df Model
Square Squares
0.000 1031.551 39298.856 5 196494.279 Regression
38.097 394 15010.161 Residual 1
399 211504.440 Total

Sl (0.05) i) (sinall o il IS Asinal) (ggime o Gl Joaall e i
Mol B A Baga sl geima ) dag gl A Auadll Jaily Ayhall Luagdl) (aby
& Aalasind Koy cchaiall A Jia s axiall hdll e zdsan o)y cclalady)
LB il gl gl
Hlgisinas 2aaial) adll jlaai) #3gat Culd V) Jgaall miasy
JSS Al (g5t o Lgiginag snaiall adl) jlaai¥) culgh (39) Jgaad)

Coefficients
Standardized Unstandardized
Sig. T Coefficients Coefficients Model
Beta Std. Error B
0.005 ~2.817- 2.030 ~5.719~ (Constant) | 1
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0.000 4.862 0.130 0.129 0.629 Q8w
0.468 0.726 0.029 0.144 0.105 Lajl)
0.000 8.090 0.332 0.175 1.413 ADEIY) Shy
0.000 12.188 0.462 0.121 1.471 Bagally cuall axd
0.000 5.725 0.089 0.094 0.541 N LaTY) Saga )

dadi ae oSl 13y lalaty) 6 Ll sl (grine i agag pre bl Jsaal) e iy
S llis OIS L QS oS o oSl A A Ll o Waalee ) (Jung ki & Hon,2012) Ay
Mol B (VL) Basa Bagally coall (o) AEN) 8 Al A sagn el (gpiee
Jung ki & ) Auhy Aail pe Gl 1ag Aygiee Lo Allaid) Lgieall Ciligie cul€ ) L cilalany)
SV ol il Legd A5 38N o) ) cleags S (Hon, 2012

Sl snd) 8 b 2D sae clinie e it ST O Gladl Jeaall e cai WS
s sagally conll ol Aaiil) 38 i (S o 1.471) opbl Al Cum 5asalls canll s (Cilalaz¥))
3asa AL:.J ‘:gl,a On (e 488 yudy L Jdag (oliver,1999,p39; Fournier, 1998, p363) gﬁab da)
¢ Osgood et al, 1957, p 62) sl ilalall Culad) leale Gl ) clalasy) e sl 28k
(307 = 2012 ¢ Gora
1SS (al) paaiall) ABMal) Saga g (Soiua Ao Aldasal) oda LA A3 LeS

) il 8 (USS A 525n) Jfid) iaiall A1 Auhal ol lasi) g 3gei aladiu) 3
V) Jslanl) (385 ) culSy o(clalaay)

JSS Al (g Ao by b ABad) Baga AT Auhal paadl Jaleag Bl Jalaa (40) Jgaad)

Std. Error of Adjusted R
R Square R Model
the Estimate Square
6.764 0.914 0.914 0.956 1

sl cuy (lalaaY) alal) B nd) o dalsy¥) deles dad o bl Jsaadl (e cpi
anill Jalas dad by dan g5 skl Lla) 58y ¢(0.956) il 38 (Al 535) S
b dealall il e (91.4%) 4iss Lo yud 8 (3Dl 5350) Jid) sl of f (0.914)
(b lasY) aled) &G )
t V) s Tl sl ol 7 3gad ulE il jlad) i V) Jeaall mass
JSS Alial) (Sgina Ao Jasll jlasiV) g dgadl culidl) Jalad il (41) Jgand

Mean Sum of
Sig. F Df Model
Square Squares
0.000 4225.372 193297.217 1 193297.217 Regression 1
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45.747 398 18207.223 Residual
399 211504.440 Total

S ¢(0.05) =l i) o ial OIS Liginall (s5ina O Gl Jgal) e i
oy clalaiy) b Aolal) Sagal ggina i ang sl Al Rl Ly Leal) Ll (b
b 325 3 Aaloiind (Sary cciimiall o ALY Jia b aa Jadl Jhdl) i) g3ge
)
e yinay Janed) Bl StV ¢ 3pa i G Jpoal) gy
JSS Aijall (i5inn 1o Lgisinag Jasmadl i) Jlasi¥] culsh (42) Jpaad

Coefficients
Standardized Unstandardized
Sig. t Coefficients Coefficients Model
Beta Std. Error B
0.000 -13.188- 1.387 -18.298- (Constant) .
0.000 65.003 0.956 0.014 0.887 A3Nal) Basa

Ay sinal) il sine culS 3 clalat¥) b AD) asad Lgies T3 cllin o olad) Jsandl e cy
Al sagal il Ll 25y N Load (kim, 2011) Ay Zam cliag Gus (Aygine Ly ddlaial)
1Ay Aaladd) (385 (o i) ADal) maca i (Kang oY) e

(Ahadl 3252 x 0.887) + 18.298 — = clalayl

i Slalat¥) s aaly Bany laier Al saga oyt LalS 4l Aalud) Abbead) (e
s olaiY Ly (0.887) laias

Ldat) 5aga At Auluas) Ao 53 1 aagy ¥ cAEN Aeulad) Luajdll (aby Gaw Ly
Baga Mol 5 Ay cdaaina ) ey ad S e iy cclalasy) slad o dasdl) addal
(sl clalad) b Aasdl) adial d8al)

M e Aiml) 2 cilags cllagie gu Auilas) AN cld (G5 8 aagi ¥ s ABEY Liewd)l) Ao il
(uas o ale) adiual) ot jaatial las Lasdl] asial 48l 5aga

Glayy claugie Gyl Aisine LAY (Mann-Whitney U) iy gle HLas) aasid
CulSs (pald Sl plo) afad) ga gt led Leadl) aBial Al Bagn lad lo Asiel) S
t ) Jsaall ady gital)
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piial g5i el Tad Aadill padial ABal) Baga dad o il psanag il daigia (43) Jsaadl

(cals ol ple)

Gl gsara il ugia axdf bl i )

26934.00 134.67 200 ale

53266.00 266.33 200 wald 438 el
400 Total

31950.00 159.75 200 ale

48250.00 241.25 200 uald Ll e
400 Total

30642.00 153.21 200 ale

49558.00 247.79 200 L ALY sl
400 Total

31635.00 158.18 200 ale

48565.00 242.83 200 LS Bagally eal) e
400 Total

34259.00 171.30 200 ale

45941.00 229.71 200 oeld LAY 5aga aad
400 Total

29490.00 147.45 200 ole

50710.00 253.55 200 %IES JSS A83lat) 5aga Al
400 Total

Baga lad o Aiial) ad) clags cllaagie (o Gl Lisina JLIRY g Gle JLEA) gl (44) gl
(0als o ale) adall goi jiaial las Lasdl) a3ial AMal)

ABMal) 5aga dladf | YUY Baga 2 | Bagally cal) aaf | ABEY) e Lyl and JE sl
Mann-
9390.000 141590.000 115350.000 | 105420.000 | 11850.000 | 68340.000
Whitney U
29490.000 342590.000 | 316350.000 | 306420.000 | 31950.000 |269340.000 | Wilcoxon W
-9.182- -5.118- -7.389- -8.287- -7.088- -11.720- z
Asymp. Sig.
0.000 0.000 0.000 0.000 0.000 0.000 .
(2-tailed)

e el CilS e IS de HLEAY) d5al Aigeall Gl of Gl dssall e oy
) Ggh g il Al Ludajdl) iy djdal) Ludajdll Gaby aiay ¢(0.05) Lisieall (S5
Baga oy dardll asfal ABMal) Baga dlad Ao Alall ol cilaye clbugie o duilas) AN
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3 alal) clediuall allal Goll culSy L (pald o ale) Adiuall goi el bad JSC A8l
WD 33 Al e @l bl claiual 8 Dl e ol b Gl clasgie ol
LJSS A Basa es daall
af Ao Aiial) ahd) clas cillavgia G Auilan) A1 @) @gob 2agi Y Al Lewdyl) doajdl)
(wald o alo) Rdtual gsi el lag clalasy)

Clayy clhusio gu Gyl s LAY (Mann-Whitney U) iy ole jlas) asiid
Jsaall 3oy mlll culy ((Lald i ale) aiad) g jund ld claladV) slal e 2uall o)

t )
(0als o ale) ddiual) goi psial Tad cilblasy) sadd Ao i)l goanay iyl Jagia (45) Jsaad)

3l sara il o gia a3l i) g5 )
31770.00 158.85 200 ple
48430.00 242.15 200 wald ‘_,éJuSt olady)

400 Total
28749.00 143.75 200 ale
51451.00 257.26 200 wald gl olasy)

400 Total
30663.00 153.32 200 ple
49537.00 247.69 200 wald Sslad) olasy)

400 Total
29991.00 149.96 200 ale
50209.00 251.05 200 sald JSS clalasy) alad

400 Total

clalaty) alaf Ao Aiad) 28 cilaye cilhgio o @A) 4 gina JLOAY g ole s =l (46) Jead
(0als 4 ale) ddiual) goi el la
LY el | Sobuad) olai¥) 2l | Slangll slad¥) sl | Ball olaT¥) aa

3

98910.000 105630.000 86490.000 11670.000 Mann-Whitney U

299910.000 | 306630.000 287490.000 31770.000 Wilcoxon W
-8.762- -8.375- -9.924- -7.244- 4
0.000 0.000 0.000 0.000 Asymp. Sig. (2-tailed)

Gsie (e ral cail€ e S vie HLadY) yEsel Agieal) Glbsiie o @alad) Jsaall (e i
AYa iy Ggf aag 1ol Al Luajdl) Jubiy Ljdal) duajdl)l Gabyi aiey ¢(0.05) siedll
g5 sidal lag 0SS clalady) log cilalasy) sl Ao Alall a8 claye cllawgie G duilaa)
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led i)l langie cul€ ) daaldll cileiiual alal Godl culS (gald 4l ale) ddiuall
A clalany) e ZE) clalad) sl e @lldy dalall cbisin) 8 eDhlie e el

rdalel) clddiuall 3 clua,dl il .3-2-4
Laadl) adial ABMal) Saga Sl (o Auilaas) A2 @l ABDe aagi Y i 6N L) A il

Apdl) Jaa dalad) clbbdieal) L8 iy cclalady) sy

L) ansill & ally ¢led &l clicayilly oY) Ayl & jill las) w8 Y Jsaall G
IS ) griie o dncadll o3 ladl xie Tl

Aadad) 3aga el oy BN Jalae obuad Lt s a1 cibieajilly o8 At Abea i) geilis (47) Jgaad)
@

Al Jae dalal) cibiddiual) L8 clalady) sladg

ala slady) slady) slady) .
. Bl Jalea Al
<lalasy) ‘._',SM\ eﬁ'\.\;}“ ‘__.,A‘;.d\
Correlation
**(0.811 **(0.739 **0.791 **(0.827 . i Spearman's
Coefficient A& ad
h
0.000 0.000 0.000 0.000 | Sig. (2-tailed) e
Pearson
*%(0.901 **(0.851 **(0.850 **(0.900 . Spearman's
Correlation L)l and h
rho
0.000 0.000 0.000 0.000 Sig. (2-tailed)
Pearson
**(0.915 **(0.907 **(0.870 **(0.900 . Spearman's
Correlation AL aad h
rho
0.000 0.000 0.000 0.000 Sig. (2-tailed)
Pearson
**(0.919 **(0.891 **().884 **0.919 . all ») | Spearman's
Correlation
3agally rho
0.000 0.000 0.000 0.000 Sig. (2-tailed)
Pearson
**(0.455 *%(0.333 **(0.465 *%(0.443 Correlation 3452 #) | Spearman's
aylaiy) rho
0.000 0.000 0.000 0.000 Sig. (2-tailed)
Pearson .
**(0.955 **(0.889 **0.912 *%(0.953 S 3352 o | Spearman's
A33al) rho
0.000 0.000 0.000 0.000 Sig. (2-tailed)
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@bl Joandl e iy
slo Solully anly iyl olatV ) aad o ZEN aad i) Jolas e caly 1AER aad) Luuilly -
Agsieal gsa e B a5 (0.000) \gusies (ssies (0.739 <0.791 <0.827) : sl
Sl sla) sy A M o Grires casey @i Bl dla o) g by «(0.05)
OS5 (small olatV) sy AN 2 Gn (Grines ey a (b bl @l IS Laay ¢ Ssllls
e 8 25 (0.000) Aisine (ssias (0.811) s JSC lalad¥) alaoly A8 aed cp LY Jaloa
ClalatV) slads A8 3 G (sinas Cingas lan (658 Blil @lia Gl 4ias (0.05) sinad) (55

IS

Ssbully Jlanslly Aymall slai¥) 2ad ae Ladll ad Lali)) Jalae dad canly sl aadl daaadlls -
dosinall (ssise (e BB 25 (0.000) lgissins (s5isas <(0.851 <0.850 <0.900) : Jsl e
Clalat¥) alals Lajll s o (Ssinas mses an (g8 blayl s of :dsw Jalbs (0.05)
Lgia giwa (0.901) s JS€ lalasy) alady Ll sl o Llay¥l dalee oIS, DA
N Gsinas Gases i (g8 bliy) dllia G 4iay ¢(0.05) Lisieall (s5ie 0 BT 25 (0.000)
ISS lalany) aleals Layll ae

Ssbully (Sanglly Aynall slai¥) aah aa a1 aad byl Jalee dad cialy talAY) 2l dsilly -
dosinall (ssise e B 25 (0.000) lgissins (s5isas <(0.907 <0.870 0.900) : Jsl e
clalady) dlafy AN 0 Grinay cinsas i o Bl @la o ides Julls «(0.05)
Lgia G (0.915) 8 JSS clalaay) by AN 28 o Blo¥) deles IS5 DA
O (Ssinas ngas i (58 Bl @l ol 4ies ¢(0.05) Losinall (G5ise e S 25 (0.000)
LSS clalaty) slagfy ol e

) slad¥) aed ae sasally caall aad L)) Jalae dad b Bagally cal) sl Ll -
e 81 a5 (0.000) Leisinn (s5inas (0891 <0.884 <0.919) : sl e Ssblly Jlanslls
Bagally caal) 2ad Cr (Ssines nsas lan (o Lol @llia of 1 s MLy ¢(0.05) Lginall (55isa
(0.919) sa JS< clalasV) abaddy 5agalls condl aey (s Jals V1 dalae SIS ADEN lalas) alad,
Cingas i (g Loyl dllia (ld 4iag ¢(0.05) Lisinal) (s5ise o JiT a5 (0.000) Fsine (s5insn
LSS il lasy) alady sagally cand) 2ad (pr (g5inas
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sl olatV) aeh e VLA Bagn ef Jali)) Jales Gad il seLATY) Baga wdd Al -
e B3l 525 (0.000) Leisies (ssises (0.333 0.465 <0.443) : Il e Sobdly il
Basa dad O (Gsieas inses 33l dangia Laly) dlia of 1l Mg ¢(0.05) dsiaad) (g5
Baga 2a) (n (Srieay iagey i Ll IS Ly o dlaaglly Bl olaiV] (sdads VLBV
JSS alan¥) sleds VL) Basa 2ad G Bali)¥) Jalea IS5 ¢ Sslall olan) aads Y Lay)
i) @l gl aias ¢(0.05) Gusied) ssie o B 25 (0.000) Fisine (s5ines (0.455) s
JSS lalasy) alady VLA 535 23 (u (Ssinay cangas 250 Janigia
olad¥l 2ed ae JSC ADMa)) 5aga alagl Lalt)) alew dad curly 1SS ABa)) Saga jiaial Al -
(0.000) \gisine ssisas <(0.889 0.912 <0.953) : Jsll o Sobudly shaaglly iyl
Basa On (Ssinas iasas laa (58 bli)) s of 1 Ml ¢(0.05) Ausied) (s5ise e JE 2y
clalaty) abafy S a8 asa alad (o Bl V) Jalae G5 AN clalany) alasfy JSS a8a)
Ll s o aias ¢(0.05) Lisieall s5in 30 B a5 (0.000) Aisies (s5ias (0.955) JSS
JSK Sl abafy A sasa alad u (Ssinay cangag Jas S
Mol Ao Aasil) el ABMal) Baga slady Ailan) YA 53 5 g ¥ s ASEY Adund)l) diajdl)
ALl Jae dalal) bbbl B dlly clalady)

o SlalaY) 8 A s slal e 2 IS T AW sl i)zl aadid
P V) s il culSs A dae Aalell b

A Clagy) B ABal Baga slad e 3 IS 5 Ll paatl) Jaleag ssaiall BLEY) Jalaa (48) Jgaal

bl Jae dalad) cilidddial)

Std. Error of Adjusted R
R Square R Model
the Estimate Square
5.542 0.955 0.956 0.978 1

Ons (Sl Mel) ) und) Gu saidl LY Jeles dad of Galdl Jsanll (e cp
Ll 525 (0.978) caly 8 )il Jae Aalel) bl 8 (A 535a alal) Aiivadl) ol puiiall
B (Al 5asa slayl) sl il of gl ((0.956) waail) Jeles dad ctlis daa 85 sk
Gl & @l (@blaa¥) alal) bl peadl 4 dealall sl (e (95.6%) s Lo 2y
b)) Jae dalall
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Aulal) it b sl sl zised ol (hlas Slaal a0 Y1 Jysell meas

Lubil\ Jaa Aalal) Glbdddcall ‘,.’r daniall laasy) Glyﬂ Gl Jalas Lul:u (49) Jgaad)
Mean Sum of
Sig. F Df Model
Square Squares
0.000 837.876 25731.917 5 128659.587 Regression
30.711 194 5957.913 Residual
199 134617.500 Total

Slbs «(0.05) alid¥) (ssinall o sl IS Lginall (g5 o Gl Jgaad) e i
Mol b ABal) Bagx Sl Geira S dag gl ALl Ll Jabiy Auhal) duadl) (b
& daladinl (Sapy chariall G A0 Jia 4 aa aaeiall Jaddl jlaad¥) zasas oy clalagy)
Al Jae dalal) il 8 @iy Al il gl sl
Jae dalall lddioall 8 \gigines 2aiall addl JlaaiV) zisei Culd V) Jsaall iasy

4yl
Al Jaa dalad) cibdddoal) ga ghsinay danial) g.hsi\ V) culgl (50) Jsaad)
Coefficients
Standardized Unstandardized
Sig. t Coefficients Coefficients Model
Beta Std. Error B

0.890 -.139- 2.219 -.309- (Constant)
0.353 0.931 0.030 0.158 0.147 LEh ad
0.751 0.318 0.020 0.218 0.069 Loyl aad .
0.000 6.862 0.375 0.233 1.596 AN a2y
0.000 11.944 0.545 0.145 1.734 Sagally all ol
0.000 4.035 0.068 0.099 0.401 iy laiy) Basa ad

Alia OIS iy eyl b (L)) A) (g3 (gyina i ang ¥ il Gl Jsaall e i
Y elalan¥) slad 8 (VL) sasa agally condl (ol ) AoV A saga Al (gpina i
A sina lgy Adlxiall 45 gimal) Dl sl cuilS

OS (V) LB anal 8 el Al sass @i JST o Galud) Jgand) e oy WS
A Jae dalad) bl b @l (1.734) 0b b Cus asally caall
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P Ally (JSS (SRl aiall) ABlall Sisx jsaall Gsiea Ao Al sl LGRS a3 LS
sl Jaa dalad) bt

) 8 (JSS A sasa) Sl and) A Auhal Tl st zlses aladidd @
:A5Y) gl 38 il il AubA) Jae Aalel) il b (lblasyl) LB

dae Aalal) cildiual) b clalasy) b ABla Sasa i Al saatl) Jaleag BLEY) Jalaa (51) Jssad

A,
Std. Error of Adjusted R
R Square R Model
the Estimate Square
7.141 0.925 0.925 0.962 1

sl Gas alaladY) sl LG Jundl Gu blayV) Jelas ded o Galadl Jsaall e cui
s b bl sy (0.962) @il 8 Auh Jae dalall Gl 8 3D 5 JEd
asi Lo b 38 (AD) 5a5a) Jisddl il G gl ¢(0.925) woaill Jalas dad cilig caa
dae Al bl @l (QlaladV) alal) bl uid)l 8 dealall il e (%92.5)
Syl

Gl 3 danadl Jadl) i) sl gl dilas lad) it V) Jand) muags
) (389 Al Jaa dalal)

Al Jae dalal) bl (B Jasnd) jlani¥) g agail Cubal) Julas C».vl.u (52) Jsaad

Mean Sum of
Sig. F Df Model
Square Squares
0.000 2441.986 124521.133 1 124521.133 Regression
50.992 198 10096.367 Residual
199 134617.500 Total

Slbs «(0.05) alid¥) (ssinall o spaal IS Lginall (g5 o) Gl Jgaad) e
Ols eclalasy) b ABlall Bagad (gina U dag 1es) ALl Apaadl) Sy djteal) dndasdl) by
Ashy 5l & aeladind Koy il (2D Qi 8 aem Jawad) ol jlaiV) 2 dga
AuhI Jae Gl bl @lldy (Gl sl

Al Cbadiall A @l Letiginay Jasad) adll Jlaai¥) ziger culd Y sl mass
t Gl 385 A3 Jae
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) Jaa dalal) i) b gisinag b)) Jlasi¥) culsh (53) Jsaadl

Coefficients
Standardized Unstandardized
Sig. t Coefficients Coefficients Model
Beta Std. Error B
0.000 -12.245- 1.641 -20.090- (Constant) .
0.000 49.416 0.962 0.018 0.899 A3al) Baga

Glifine @ilS 3 clalady) 8 Al sasal (giee 1 @lin of Gl Joaall e i
b Jae Aalell bl 8 @lldg Ay sine Ly Aaleial Ay sinal

1Ay Aalaall (335 Cp il (s A paca sy (S

(ALl 5352 X 0.899) + 20.090 — = clalasy)

i laladyl (8 ¢ saaly sany ot A Baga it LS il Adlud) Al e iy
4t slaY L (0.899) lsias

Ldatl) 5aga At Luluas) Vo 53 1 aag ¥ - AEN Aeuld) Lidajdll (aby aw Ly
Baga Madf 5 Aleg cdaaina M) ey ad S e dlllg cclalasy) sl e dasdl) aldal
Al Jas dalad) cibiddiaal) B dlig pdasall Cllad) b Lasdll a3Eal A
Mo o Al il cilags cllagia (o duilan) A1Y8 @Il G908 aagi Y AAIEN Aluail) Al jdl)
(Blulsall 9 1al1) alad) adieal) jatal e Lasdl) asial 48l 5aga

Clayy clhasie gu Gyl Aysine LAY (Mann-Whitney U) iy ole jlasl asdid
i€y o(slulpally 2u) aled) el yiiad les Aesdll cestd D Basa dbed e s ol

: ‘é_”&\ Gy gl
alall pddiual) jiatal Tad Lassll asial ABall 5asa Slad Ao il gsanay il Jamgia (54) Joaad
(3lalsally 2u)
I3 sana <Y gl s skl Ay
13800.00 143.75 96 R
6300.00 60.58 104 slul sl L&)
200 Total
14256.00 148.50 96 R
5844.00 56.19 104 A L3l
200 Total
14616.00 152.25 96 R
Al 2
5484.00 52.73 104 A
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200 Total

14604.00 152.13 96 231

5496.00 52.85 104 3Ll gl 5agally coall aad
200 Total

11496.00 119.75 96 Y

8604.00 82.73 104 3Lal gl LY 3aga ad
200 Total

14520.00 151.25 96 WY

5580.00 53.65 104 3Ll sall JSS A83at) 5aga lad
200 Total

Bags sl (Ao Alal) Al cilas cillagia O A Lgine JLIRY (g Gle LRI gl (55) s
(Slulgally aul) alad) ddall atal Tas dasil) adfal d8dlal)

-

ABlal) 5aga dlaf | VLAY Baga aad | Bagally call aad | ALEY) Laajl) and L& sl
Mann-
120.000 31440.000 360.000 240.000 3840.000 840.000
Whitney U
5580.000 86040.000 54960.000 54840.000 | 58440.000 | 6300.000 | Wilcoxon W
-11.924- -4.555- -12.274- -12.236- -11.325- | -10.193- z
Asymp. Sig.
0.000 0.000 0.000 0.000 0.000 0.000
(2-tailed)

e shal CilS e IS de HLEAY) d5al Augieall Gligiee of Gl dssall e o
@) Bgd g i) Al Al Jabiy dpdeal) Ludajdl) Gabi aiey ¢(0.05) dusiadl (sine
Baga Aoy dasdl) askal ABMall Saga sl Ao Al 98 cilags cllagia ¢ duilas) 1Y
(Blaslgally au) alall ddiall el lad << ABMal)
Go el Al a8 cil claugie @il 3 ) adiee mllal Gl culs
LSS A saga o Aunadl Al 5aga Slad o @llhg sludgal) idtie b eDblie
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slagl Ao diial) sl cilaye cillawgia cm daflan) AN @l (G38 a8 Y el Liawdyl) dida il
(Blualsally 2ull) alal) Rddual goi iaial lag clalasy)
Glayy clangsie (o Gyl Aisiee LAY (Mann-Whitney U) iy gle 5Las) aasid
t V) s bl culS o(slalsally auY) alall atiiad) il Tes clalat¥) sl e dgel) o
(3lalgally 2u)) alad) ddiaal) jatial b clalady) sl o il gsanas il Jawgia (56) Jsaadl

G gsana il oy gia a3l (siial) )
14448.00 150.50 96 )
5652.00 54.35 104 3Ll sl ) olay)
200 Total
14640.00 152.50 96 )
5460.00 52.50 104 3Ll sall gl olasy)
200 Total
14604.00 152.13 96 )
5496.00 52.85 104 3Ll sl Sobed) ooy
200 Total
14640.00 152.50 96 )
5460.00 52.50 104 3Ll gl JSS clalagy) slad
200 Total

Gllaiy) e Ao Al a8 clags cillagia o @l Lgina JLEAY g le LA @il (57) Jgsad)
(5lulgally aulll) alad) ddiaall il lag

Cllagy) sl | Ssluad) olad¥) aa | langll slad¥) aad | Apall slady) a2
0.000 360.000 0.000 1920.000 Mann-Whitney U
5460.000 54960.000 5460.000 56520.000 Wilcoxon W
-12.235- -12.504- -12.252- -11.794- V4
0.000 0.000 0.000 0.000 Asymp. Sig. (2-tailed)

e sl CilS e IS de HLEAY) d5al Aigieall ligise of Gl dssall e oui
@) G sagi il Al duadl) il dbal) Luasdl) (abyi 4 ¢(0.05) Asied) (g5
sadal lad 0SS cllagy) Aoy clalady) alad Ao dlall a8 clajs clawgia Gm duilaa) AYa
(Blalgally 3uY) alad) ddiieal)

Go el Al a8 ci claugie @il 3 ol adiue mllal ol culs
LSS ety e s AN cilalany) alad e @llg sludsall a8 LDl
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rdaaldl) clbiadiual) ua Glua @l i) .4-2-4
Lasdl) adial ABal) Baga Ml w Ailas) AN @il ABle aagi Y A6 Aunil) Al
A Jaa Aalal) cibbdiuall B dllg cclalagy) sl
el asll 23 Sl eled Aaeall clizmyally A6V et l) Bl jlad) il V) Joaal) cpy
LSS AT (e o Tamill o3 lad) vie il
ABall 5aga sl o BLIN) Jalas sl gt Al ciliaailly AgH) Lendyl) Lida)ill gilss (58) Jgand
bl Jaa Laldl) bbbl b clalay) My

alag slady) slady) slady) .
. Bl Jalee sa )
clalasy) (Ssbadl sl YN
Pearson
**(.514 *#(0.388 *%0.420 **(0.500 . i Spearman's
Correlation b
h
0.000 0.000 0.000 0.000 | Sig. (2-tailed) e
Pearson
**(0.409 **0.416 **().341 **().384 . Spearman's
Correlation Lol and h
rho
0.000 0.000 0.000 0.000 Sig. (2-tailed)
Pearson
*#(0.633 **(0.678 **(0.486 **(0.519 . Spearman's
Correlation AL aad h
rho
0.000 0.000 0.000 0.000 Sig. (2-tailed)
Pearson
**(0.722 **0.711 **(0.600 **(0.641 . wall »i | Spearman's
Correlation
3agally rho
0.000 0.000 0.000 0.000 Sig. (2-tailed)
Pearson
**0.629 0.473 **0.514 **(0.684 Correlation 3152 »4 | Spearman's
aylaiy) rho
0.000 0.000 0.000 0.000 Sig. (2-tailed)
Pearson .
**(.766 0.726 **(0.626 **0.705 Correlation 345 M= | Spearman's
AaNal) rho
0.000 0.000 0.000 0.000 Sig. (2-tailed)

@bl danll (e i
slo Sobully anly ajed) olatV ] aad o ZEN aad i) Jolas e caly 1AER aadd Luailly -
«(0-05) Lysinal) (s5isa (30 JiH a5 (0.000) g sine (s5isas <(0.388 <0.420 <0.500) : sl
Gmall oLtV (lais AR aad G (grines ases 32l daugie bla) dllia of :dsw Jullg
Jalae IS5 ¢Sl ola¥) aady B S (Gyinas gy China LY IS e ¢ Flaaslly
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Ssiaa oo i1 225 (0.000) Zisine Gsinar (0-514) sa IS lalaa¥ slads A8 ey ks V)
Glalan) alady 8N 2 Gn Ssiras anses 3250 Jaugie byl llia Gli diag ¢(0.05) 4 siaall
IS

Sobdly anslly el olaiV) aed pe Wil aeh Loyl oles A ity sl aadd Asuailly —
Aosinall (ssise (e BB a5 (0.000) lgissins (s5isas ¢(0.416 0.341 0.384) : Jal e
el oLtV (lady Liajll aad (m (Ssinas Cingay i Ll @l of 1 dsw Julls ¢(0.05)
Lliy¥) dalaa OS5 ¢ Sshadl olat¥) aads Liajll ad G 5230 Jangia bV OIS et ¢ ilanslls
Gima o B a5 (0.000) Zisiee 5w (0.409) s JSS clalady) slady Laajll ad oy
lalany) alaals Ll b (Ssinas anses 58l Jansgic Laliy) @l Gli 4ias ¢(0.05) 2 sinall
IS

Ssbadly Sanslly apmall olaml) axh aa alEN) 2l Lali)) Jalae dad Caaly zalN) daad dawdlly -
Al (ggine (o B (25 (0.000) Leiigine (s5imes ¢(0.678 <0.486 0.519) : sl e
oVl (il AN axd G (Srinas Cingay 8aE) dawgia Loyl dlia of tsi Nl ¢(0.05)
OS5 ¢ Ssball olas¥) aadg a5 a2y (o (Goimay Cansay (g6 LoV IS Lain ¢ laaglly el
S a5 ¢(0.000) Lisins (s5ises (0.633) s JSS lalad¥) slady AN a2 Bl V1 Jales
Mals AlFN) 23 On Sriras insas (o bl lia Gl aiay (0.05) Ligiaall (e e
LJSS Glalasy

Sl ola) 2 e Basally al) aad Lali)) Jalee Aad Cialy Bagally all @i Al -
o Jil a5 (0.000) i sins (ssisas (0.711 0.600 <0.641) : sl e Sslally slasslly
Basally all 3 G (Ssinay Cinsay (58 b)) dla of tdg by (0.05) Fisiaadl (ssi
(0.722) s& JS< clalaaV) ey sagalls candl 2l (s Tl V) Jales oIS DN claladl) alad,
Cinsay (58 b)) @llia (i diey ¢(0.05) Gusinall (s5ine 0 S (25 (0.000) Lisinn (s5innas
LSS il lasy) alady sagalls cand) 2ad (r (g5inas

syl ol aed e VL) 5agn 20 Bliy) Joles dad cunly reLal¥) Sasa 228 Lndlls —
o Jil oa5 (0.000) L sine (ssiasas ¢(0.473 0.514 <0.684) : sl e Sslally hasslly
Blsa 3 Om (Grines Ciasay 338l Jawsie bl dllia of s by ¢(0.05) Asiaal (g
Bags b G Ssieay canges §8 BN OIS Lan ( Sslully Jlasgll olanl) (g3l iy Lany)
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JSS lalas) alady YL sasa ab G BLEY) dalae OS5 ¢ hpnal) olad¥) aady L)
Loyl dllia (8 2305 ¢(0.05) Zosinall e o B a5 (0.000) Zpsine s5ises (0.629) 5
LSS Clalanl] dlals CLaY) Basa 388 O (Ssinas Cinsas (5B
ooyl 2xd ae JSC ADMR)) B3 alagl Lalt)) alew dad carly 1SS ABVal) Saga jiaial duills -
(0.000) \gisine sisas ¢(0.726 0.626 0.705) : Jsll e Ssbdly sy iyl
Bsa Om (Grimes ey (58 Bl @l o s Jalls ¢(0.05) Ausindl e e S a5
clalat¥) sledy JSS A8l asa alaad o ki V1 alre IS5 (DN cilalany) slagfy JSS 28
Loy @llia o 4t ¢(0.05) dusinal s5ine o S8 25 (0-000) Lisine st (0.766) JSS
JSK lalany ) abafy A sasa alad (u (Ssinay agas (S8
Mol o Aasil) el ABMal) Baga slay Ailan) AYS 53 sag ¥ ASEY Adund)l) Al
Al Jae Laldl) cbddiua) b iy cclalasy)

o SlalaY) 8 A sasa slal e 2 IS T Auhal ssadl Jlad¥) gl aadid

b SALaTY) B ABal) Suga slad (he 203 S AT Al pan) Jaleay danial) BLENT Jalaa (59) Jsaad
Lyl Jae daldl) cbidioal)

Std. Error of Adjusted R
R Square R Model
the Estimate Square
5.355 0.685 0.693 0.833 1

Ons (Slaty) sbeal) gl il G aaeiall LlayY) delee dad o Gald) Jsaad) e Gl
585 (0.833) il 8 AW Jae daldll Clbidiv) & (Al saga sla) il @il
sasa dlad) Jieal) el o @l ¢(0.693) wasall Jelae ded iy dan o5 vk bl
G ells (Clalaayl alal) LB Ead) b dualall il e (69.3%) 4is L Cuped S8 (3D
byl Jae dalal) clidnua)

Aalall cladival 8 2aiall last¥) sl el ddas laal 3 AV Jeand) maags
Y G Al Jae

Aubll) Jae Laldl) clibdical) b asial) jlaady) g igail Cuball Jalad @il (é()) Jgaall

Mean Sum of

Sig. F df Model
Square Squares

0.000 87.624 2513.051 5 12565.256 Regression | 1
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28.680 194 5563.924 Residual
199 18129.180 Total

Sllss ¢(0.05) oalid¥) (gginad) o Hral OIS Liginal) (sine o G Jsanll (e cpiy
Mol b ABal) Bagx sl Geira ) dag gl ALl Ll Jabiy Auhal) duadl) (b
& Aaladind (Sag chpatiall o A Jia 8 s daadall Al jlasiV) 2 d el oy cclalady)
Al Jae dalal) cladivall b @llyg Bl ) @lsly gl
el clbasudl 8 lguginey saiall adll jlaai¥) ziges culd V) Jeand) miass

:Au)ydl) Jaa
Al Jae daldl) clbddiual) ga hsinag danial) g.hsi\ )y culgl (61) Jsaad)
Coefficients
Standardized Unstandardized
Sig. t Coefficients Coefficients Model
Beta Std. Error B

0.007 2.719 5.573 15.153 (Constant)
0.584 0.548 0.027 0.287 0.157 L&
0.352 -0.933- -0.056- 0.171 -0.160- Lajll and 1
0.000 3.609 0.233 0.227 0.820 AL a3
0.000 6.405 0.414 0.159 1.019 Sagally all sl
0.000 7.421 0.387 0.187 1.390 Y laiy) Basa dad

s OIS Leiy cclalaV) 3 (Lajl) A8) 2l (gpine 5T ansy ¥ 4 ol Jsaall (e iy
Y lalat¥) slad 8 (VL) sasa Basally ol (el ) :AaY) A saga sl (gpinn i
Aagine Lo Adbaall A simall Gl giie calS

s (laladVl) LB wadl b Al sase chaie ST T Gl dsaall e ol WS
AL Jae alal) cladiia) & @iy ((1.390) bl ol dus L) 5asa i
@b iy JSS (JTwal) iall) ABMal Baga s s (o il odd LA AT LS
taayll) Jase daldd) cilbddioal)

S i) 8 (JSS Al sa5a) Jinadl ianall 1 Auhal dasd) SlaatV) 2 3sa aladial 2
V) Jslaall (385 i) cwilSy AuhA Jae Lalal) cibidival A (clalasy))
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Aialdl) clbdiall b clalaiy) b A Sasa i Aabal el Jaleag aseiall BLGN) Jalaa (62) Jsial

5\“\)33\ Jaa
Std. Error of Adjusted R
R Square R Model
the Estimate Square
5.721 0.641 0.642 0.802 1

sl Gurg ((lalaa) b)) gl sndl G LlayV) dalee dad o Galad) Jsaall (e cp
S5 b b)) 55 (0.802) @il 8 )3 Jae Lalsll il b (A 535a) Jiisd)
ot Lo ud 3 (D) 505a) Jowdll Juiall o @l ((0.642) wosill Jalee dad cialiy caa
Jae alal) bl b @llys (lblay) sll) ol psad) b daalal) el e (%64.2)
A

bl 3 apdl Jadl)l i) z3sal Gl dilas jlas) & V) Jsaall mangg
t V) (3hs AL Jae Aalal

Ll Jae sl i) b dasnd) Jlaai¥) g isall (bl Julad @il (63) Jsead

Mean Sum of
Sig. F df Model
Square Squares
0.000 355.833 11647.847 1 11647.847 Regression
32.734 198 6481.333 Residual 1
199 18129.180 Total

Sy «(0.05) alid¥) (ssinall o sl IS Lginall (g5 o) Gl Jgaad) e o

s eclalady) b ABlal) Sagal gyina AT aags : ol Aol Aacail) Jatig Lyjheal) Laapdll (b

Aol all b aaladnn) Koy cbpid) cn B Jia b Jad) adll sV 3
A Jae aldll cbaiiiall A g bl sl

alal) il 8 @lls lgiginas dasad) Jadll JlaatV) z3sas culd ) Joaal) sy

:au)yall dss
L...\JES\ daa daldl) clddiual) gA Wginag Javual) g.hﬂ\ Jaady) culg (64) Jgaad)
Coefficients
Standardized Unstandardized
Sig. t Coefficients Coefficients Model
Beta Std. Error B

0.058 1.910 3.932 7.512 (Constant) 1
0.000 18.864 0.802 0.035 0.663 ABal) Baga
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Gl @il€ Y lblad¥) b D)) sasal (gine A @llia o) G Joaall (e oy
b Jae Aalall Gladivall 8 @llds Bsine Ly Aaleiall 3 sindl

1Y) Aalaall (335 cp il Cp A pacass (S

(A 3352 X 0.663) + 7.512 = Slalasy)

i Slalat¥) b aaly Basg Hlaier ADkall Bagn iy WIS Al Alld) oleal) (e i
At slaY g (0.663) sia

Ldat) 5aga At Auluas) Ao 53 1 aag ¥ cAEN ulad) L@l (aby Gaw e
Baga Mol 5 Alag cdaaina M) ey ad S e iy cclalasy) slad e dasdl) eddal
Al Jae daldl) libdial) b @llly ¢ uagall Clalad) b daddl) adEal A3a)
sagl Ao dial) sl cilaye cillawgia Cm dutlaan) Ao @} @38 2o Y AUEY Liwwd)l) Al il
(SBY Lagl (@l paldl bdiual) el T Aesdl) adgal Aadlal) 5350

Cilbgie (p Goil Aysiea sy (Kruskal Wallis Test) Gully J\Sus S laal) s
(385) Galsl adieal gaid les dedd) o3 ADl) i dled e Al ol cila
t V) s il calSs (Y duag3l
Galdl it aial T desdl) adfal ABal Saga slaf Ao G gsanag il Jauigia (65) Jgaad)
(G Ay «3:d4ll)

<3 e an) (ohiianal) Ay
104.18 80 Gl
110.67 45 Loy »
b
90.48 75 @
200 Total
110.93 80 Gl
107.73 45 Ayl
Ll aed
85.04 75 B
200 Total
116.68 80 Gl
95.27 45 Lagyl)
5! ) 3
86.38 75 @hl
200 Total
114.79 80 G sl
Bagally ual) an
109.23 45 Ayl
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80.02 75 B
200 Total
94.37 80 G &)
109.07 45 Ja gyl
LAY asa aad
101.90 75 B
200 Total
112.86 80 G Al
106.23 45 Ayl e "
JSS A8Mal) Baga alad
83.88 75 B
200 Total

5aga alaf Lo Aiall A oy cilbaugia o Gl Aigina JLIAY (ully ISy S JLAI il (66) Jsial
(LY g3l ¢ slll) Galdd) Adiual) yitial Tag dasil) altal 8Mal)

AMal) 5aga dladf | YUY Baga 2 | Bagally cal) aaf | ABEY) e Laajl) el L& sl
10.293 2.013 15.720 11.707 8.818 5.050 Chi-Square
2 2 2 2 2 2 df
0.006 0.366 0.000 0.003 0.012 0.080 Asymp. Sig.

JSS A saga chysiall v SLEAY) jb5al dysied) Gligine o Gl dsaal) e cpiy
Gampil) by aias ¢(0.05) Lisinall (Grine (o yraal il ((5a5alls andl alEN) L) Sl
Aial) A cilagy cillaugia (o Ailan) A @ Ggob 2 1ol Abad) il Jali s Ljeeal
lad JSC Bl Baga Aoy o(Bagally call calii) (Lia)ll) Lasdl) asial ABMlall 5aga slad o
(S Adagil «Gdgl) palil) adiuwal) gei il
sasa ARl Cpaadl ve LAY pdgd Lged) Glgee of Gl sl e cpin WS
Bad g Y gl Auhal) duadll Jdi 4 (0.05) dsieal) (ssin (o ST ilS (¥ Laty)
AL Ladid) asBhl ABal) Baga sa o Aad) i Class Cllaugie o dilas) AYa @l
(S Aagil Bhg) paldd) ddiuall goi el lad (LAY Baga
S ausia o Apliall iy ole Jbsa) al Lilean] 001 sl e 3l dgn manil
t oY) Gy gl culSy e sane
il T ABal) Baga sl Ao opiegana IS aigia g AN il Gla LIS gl (67) Jgeal
(S Aagyl (adalll) paldd) ddiual)

Adad) 5aga dlaal | Bagally condl wad | AlEY) aad | L aad
1666.500 16980.000 | 14070.000 |17340.000|  Mann-Whitney U O B
2701.500 27330.000 | 24420.000 |27690.000 Wilcoxon W (i
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~.688- ~.543~ -2.117- | -.344- z Gl
0.491 0.587 0.034 0.731 Asymp. Sig. (2-tailed) duag My
21450.000 19590.000 2098.500 |22320.000 Mann-Whitney U Om Bl
49950.000 48090.000 4948.500 [50820.000 Wilcoxon W (i
-3.065- -3.775- -3.328- | -2.773- z Gl
0.002 0.000 0.001 0.006 | Asymp. Sig. (2-tailed) Sl
12960.000 1192.500 1530.000 |12960.000 Mann-Whitney U O B Rl
41460.000 4042.500 4380.000 [41460.000 Wilcoxon W (i
-2.126- -2.703- -.869- -2.149- Z g
0.034 0.007 0.385 0.032 | Asymp. Sig. (2-tailed) Sl

@bl Jsaall e cpi
e mllal Goll culy EN) ad o dagilly Gl ohiiue n Aass God s~
WD saga bl o ol Ak o ppddieadl i g e il oS Al ey 3l
K
ses (Basally all ol (Lall) sle) e @hlls sl obdias (o Aasn 355k sa
o (@Al Ladine mllal cul€ Gouall of i il cilas gie A3jlhe dic s (IS AL 5aga alad
LSS A 3asa alad e g D sy
Basa alad oy (3asally caally (Lafll) (g3ad o lls Al (biin o Lphsa (Bosd 355 —
onadll e diagil adiue mllal cul€ @yl of cps il o sie Ajlae diey (JSS AL
AENT e il ¥ Gm s Balll 0S5 Al ey (JSS AD saga dlad e
slagl Ao dial) afdl cilage cillawgia o datlaan) AN @l @38 a8 Y el Liawdyl) Al il
(S Adag M (3l paldd) ddiwal) g el lad cilalasy)

Cilbgie Gn Godll Ligiee Loy (Kruskal Wallis Test) (udly JSus S lial aodind
il (@ cAagil ¢l Galall efiuall juid b cilalaay) slad e 25l a)al cila g

el ddiual) jiatal Tad Lasill el clalasy) slad o il goaray il Jausia (68) Jgaad
3l Jagia Jaal) oiinal) a
94.99 80 G il .
shall slasy)
123.97 45 Lag g

128



92.30 75 B
200 Total
99.08 80 G &)
118.07 45 Ja gyl
langl) slasyl
91.48 75 B -
200 Total
107.25 80 G Al
109.93 45 Jagyl
sSsbad) olasy)
87.64 75 B =
200 Total
100.52 80 G &)
121.47 45 Ja gyl .
JSS clalany) alad
87.90 75 B
200 Total

Mol Ao Al 8 cilagy clbgio Gm Bl AKgine JLEAY Gully g S LA ilii (69) Jgaal
(B Auzagsl) ¢ 3dall) Lalddl ddiuall jiiad lad clalasy)

iyl sl | Solad) sy | Slaagl olaty) | aal) slady)
9.519 6.571 6.395 9.801 Chi-Square

2 2 2 2 df
0.009 0.037 0.041 0.007 Asymp. Sig.

Ay € Glalanyl chsid) die LAY el &gl Gligie o @l Jsaal) e cpi

4ias ¢(0.05) Aysieadl (Gsise o yraal il o(Sshud) ooV ¢ angll olai¥) ¢ dyeall olaiVI)
Glbugie ¢ duilas) ANy @) @b g 1l Al Lyl Juily djball duajdll aby
(Solad) o laY) ¢ Slaagh sl c Aprall slaiyl) Laalady JSC clalady) o Adial) 8 cilay
(S Adag3l (sl paldl) Lddiwal) gei siial lag

Gy bl culSy e sana IS avsie c ARl s le i) (al Gl dea vl

siatal b clalasy) slad e (i gana S augia om AlEall g gle JLEA) il (70) Jgaad
(ShY Adagill (3dgill) Qaldl) adiuall

o ) ) sla3y! slasy)
clalaiy) sl | Solead) o la3y) sag] i
1410.000 1780.500 1450.500 | 1288.500 Mann-Whitney U O gl
4650.000 5020.500 4690.500 | 4528.500 Wilcoxon W (i
-2.016~ -0.108~ -1.868~ | —2.668- z Gad gl

129




0.044 0.914 0.062 0.008 | Asymp. Sig. (2-tailed) | 43l
2608.500 2440.500 2764.500 | 2929.500 Mann-Whitney U O B gRl
5458.500 5290.500 5614.500 | 5779.500 Wilcoxon W (gl
-1.405- -2.083- -0.862- | -0.254- z Gad gl

0.160 0.037 0.389 0.799 | Asymp. Sig. (2-tailed) Sl
11340.000 1282.500 1246.500 |11430.000 Mann-Whitney U O B gRl
39840.000 4132.500 4096.500 [39930.000 Wilcoxon W (gl
-3.013- -2.279- -2.485- -2.982- Z duag )

0.003 0.023 0.013 0.003 | Asymp. Sig. (2-tailed) SlAls

tbad) sl e oy
Glalad) e Loy Jpeall slady) 2 Lo Aiagilly GaA il o Ljaea Beb dem
On Bpaea Gl S0 ol Lty dua gl e pellial Gl @l (ajl) cllan e 45l 2ie 5 JSS
L Sbal) oLty lan gl oladyl (33 e i) (i
Gllangie Alee diey « Solull ooVl 2ad e (s 38N obdias G Ajass (b 9ns ~
csmal ol padll e A 6 ol i (3 e mllal cal€ Gl of s i)
LSS ey sl e s (ansl oLyl
die s (JSS ity sl ey EEN ) e s A gil) bdine On Apass B3t 2
Aad ey 2N alaY) e Ayl ads adlal cul€ Goall of o il Glaw sie 405l
LJSS clalany)

130



A8l Baga (Soiwna i (pa Auahyll) Jaa clibdioall i)
: Jol) Jpaall el (65) Usaally (54) Usaad daiis o 5 el cilbgia e 3L

Rdia (o JS iaial Tad Aasdl) il A8al) Baga Slad Ao Gl Jaugia (71) Jgaad
(SWly Ayl dsil) Blulgall <o)

iyl agia sl oiianal) )
151.25 96 2
53.65 104 3Ll gall
112.86 80 da,s\ 56 T 53 ]
106.23 45 Lagyh
83.88 75 G
400 Total

;S 38 Lo Lun i Al 5 (ggine Cam (pe AT Jave liditinal) Caii iy Gows Lae
b Gl e iy ABL)) Basa (Siee Cun e ISV Adpal) aalad) Al i i
Blalpall adine by ¢ Al &dpall (@B bl Jings GBI Adjall dagHl o5 (Al Al
3215 Ausalall &l
P A JSA e agatii (S

el a1
Gl .2
i)l .3
Ll .4
sladsall .5

ual alally daladl lbdiiual (p ABlall 339a (S5isa (o Dppsn B8 2sas (0 al)ll b
) asiee of VI Aagl o3 e a2l e adl cpd (71) Jsaadl of VI ¢ Aalall ciladid)
Karg ABlall Basa (Sgise dua (e daldll Cliddina) b e 3380 8 Gle Jadiue sy o2alall
ple (Rdiue shgBlulgall e i Cunn OIS Go)dll Aalall e Aaldll Cbadinal Gsii )0
cae La e Lo 135 Al Jae cobiddioall (G 558 4 5al

131



: Adiaal) gad Aulad) GlalatY) Geiue Gua o Al Jae bbbl el
ek (68) Jsaalls (56) Usoall Aai s At Lo lilan Ay i) cillaniia o 3L
ol Jgaall

i (s S jiaial lad clalasy) sl Ao il Jaagia (72) Jsaad)
(Auzag My gl ¢ adsil) cBlulgall (o))

S bagia — (sdiall )
152.50 96 Y
52.50 104 Sluslsal
100.52 80 e ‘
121.47 45 iagy | e
87.90 75 S
400 Total

P (35 LS Tag lalad) (5iese im0 bl s ibsbiiond) Cait i Wiy o L
el Al adie dilis (A (geine Cun e (oY) Ayl aalal) Al adine Jia
Blalsal) aftine by Al Adyal) @Y adie Jialy B Abyall G A Afiae & A
52 Ausalall A yally
P A JSA e agatii (5S4

el a1
icag )l .2
Gésll .3
Ll .4
sladsall .5

lal dalalls dalel) bidivall G Glalad¥) e G Lppsa G308 352y e a)ll b

) adie of V) Asgill oda (e sl el opd (72) Jsaad) o V) dalal) i)
Rarg ¢ QY] (s5ise Cua (e Aaldll Cliadinad) AL Je G50 My ale odiue s aalall
ple iiiua sag Blulgall adiie i cun (Gl Alall Je daldll cibediwall @58
cae Lo s Lo 135 Ah3) Jae bl (55,881 4l

132



Gl i .15
Slaadilly cila izl .2-5
Al clul 3-5

133



sl milid 1-5

Ay il ) Gl als

dae dalally Al clatiad) 3 (Lo log Gaiip) Gilse Ay 3D sa5m sled i -1
e AL Basa aseher g padl cbidind)l bl B e Jawgiall G alaial lliay (Al
.paliaya

Al Jae Falalls dalell cibidivadl 3 (Lo Lo Aaitize) (3850 Ayt laladVl sled Jisn -2

() Hangia € AL Jae Cladiv) & 4lle Gava 4l Gana) el day -3

Cladiuall b (plas) Ahusie Juaill dalled)y i) Ahed ol 0 #58 A culS -4
b3 Jaa

(wlae) Ao gia ibitinall 8L (e Juadl Lol Tuh) I Jae Glidivndy ooyl olad dn)2 of -5
b Jae i b

b Jae i) & Zexdll 2325 (il Gn A Basa (ssie e Bl 5V oY) -6
LAl e Basally aally A G5 Ll Ll 5 eV Lat) B3 &b (eg AR ol oo

sl olat¥) Sl AT Jae bl 3 panall vl clalat¥) e il SV ) -7
BV Al B pranall Sl ola) b &5 ey el ol Ay 5 ¢ A1 Al

gl slay) alady ¢(Leall (AEN) Al saga (530 G (Gritas ases @ Llo)) e -8
L Ssbally Sl

LUV O L ¢ JSlanglly Apmall oladV1 (g3aa Al 223 G Ssinas ansay ($8 bali)) 2a -9
e Sinas ansas laa (58 Balil) (Sl ootV axdy AN dad (i (Grinas Cimsas I (558
(-JSE lalaa¥) alady AN e

Hanslly el oslaV) slads Basally anll 2y (sinas ases i (g blo)) dap-10
~Ssbally

DN cilalasy) alady YLV 825 a3 (yinas ingas 25N Jangia Jalii)) aag -11

134



oyt Wl (JSS clalan¥) by 28l san dladl Gu (syias nsas o (g5 bala s -12
A slai iy (0.887) i paaiis Slaladl) (8 asls sasg jlaias ARl 53

OS dadll laslady JSS A8l 53ga Cun (e Aalally dalad) bl G Bpsa (395h 39as -13
il bl Goill il caa e IS AN oy JS€ @lalai¥) dus ges aa e
Gaalal

0l il G Basally aall IS (Clhlaa¥l) LB jsad) 8 1k Al sas e ST -14
oily A sl BEN A8yl B ey (1,413) 80 AL LN e addy ((1.471)
«(0,541) il LW sasa aab cilaladyl e bl 5,491 5, sy ¢(0,629)
coana) claladl e il Loyl 0 ol dilaalls

thalad) Cilbiddiund) (Sgiun Ao milii @

Lyl @llin S Ly ¢ Sshadly Sl ooVl aeds R8N aed Cpy (Syines cnses (558 bl llia —1
) Jae Galall Cladid) & Apmall slaV) aeds A 2d (i (Srinns Cimsay i (558
(USS lalaay) alaly B dey C (Sinns cmsas T (g8 k) lia

(325ally sl ol (L) AN Aal) asa e (Ssinas Camsas laa (58 Jali)) <llia —2
A Jae Bl il 8 ADE) clalady) alay

) olaV) (kb CLA) i b On (Gsites Ginses BA) Jawgie Llg)) dllia -3
Ssbadl sla¥) aans VLA Basa 223 (g (Grinay iansay Clama LUV IS Laiy ¢ Jlaasll
Basx (O (Syieay gy 525 Jangie b)) olls ) AuhAl dae Al clidied) A
(JSE lala¥) aledy L)

Gl & ADE) clalaay) sleds JSS WD 535 C (Grines angas laa (g8 Loyl Gl —4
Dhkar i GlaladY) ol ¢ saaly Baag laie ADall Bags Capad LlSE ALhI) Jae Aalall

4w ola3V 15 ¢(0.899)

135



Dl saga bl s (e sludsally 1Y) adieeS Laladl cilbbdiuall L G908 255
daa Ao JS AN laalads JS cilala¥l alad Cus (e aa Ao IS deadll aladfs (IS
) e mllal (395l S

Basas Al 4nbis Bagalls aall IS (lalaVl) Bl i) & 1l 38l s ciiie <1 -6
Jae Aalall cbadivnall 8 @lly (Lajlly 48) (gedl il @llin oK aly ¢ sl e L)
sy 3

1laldl) clbdiual (S o milli o

OS Wi e anslly Bymall olat¥) (3055 AR 23 G (Srinns gy 323 Jausie Lals)) @llia 1
Jae alall cbadivall 8 Sl ootV aads A aed (n (Ssinas Cingas i bla Y|
(JSE lalasy alaals 3R 2 G (Ssinas Cansay 5l Jaugie Jalii)) @llia ) Al

OIS Lain ¢ Shaslly Bymall olatV) (3 Lajll 2ai ( (Gsimay mngey Cama Lali)l ellia -2
AahY Jae daldl) cladiuall (3 (Sl olat¥) aads Lajll aed G 52380 Jawsie LalsyY)
(+JSS lalaa¥) ey Liayll das (g (Ssinas Camgag BN Jas i Jalis) llin)

Loy ¢ anglly Apmall olai¥) (35 ala) 33 (m (Syinas agay 3A] Jaugia Jala) s -3
dae Aalal) Cliiuall (& Soludl oladV) axig 2l a2y (o (Ssinas Cangay (58 L)Y OIS
(USS lalas¥) Slals Al da G (Srinas iasas (558 Jaliny) @llia ) Al

il 8 DA GlaladY) slaly sasally call 22 Gn (Spieas Gamses (58 bl dlla —4
Gashydll Jae dalald)

Shaagdl oladyl iy LAY Ban M Gn Grres ages 38 dangie Lo s -5
& hrall olad¥l aedy CVLAY) Baga 223 (g (Gsimas Cages (68 b)Y IS Laiy ¢ Solally
Aaddy VLAY Baga dan ( (Srimay mses (658 Lal) @llia ) ALl Jae dualdll bl

(- JSS clalazy)

136



Clifiuall & IS Glalady) alals 20D 52 el Gn (Griray insay (o Ll dlln -6
e atie clalat¥l b asls sasny laier A Basa Coyat LlSE (AUl e dalal)
b Jae Lalall cladiuall 84 ola3V L (0.663)

sasa alul Gun e (Y cAagil) () Aalall clidiud) o ilaa) Al (355 s -7
o Lilas) 2l g a8 A1 Law o(sapally conll ol cLaajll) Waabeds JSS 28N
(YLaY) 5aga AA) 2D a5a dled e () Aazagdl 3 l) Aalal) cladi)

Gl aidis ceNLatV) asa OIS (laladVl) LB xnd) 8 1l 2l sa5m cyste 8T8
Ganall il ey e il (38l Lajll) e IS S oy e sl e a g 33salls
b3 Jae daalal) Gl @llig

-l gil) g Cla 84l 2-5

dale Gluag @

Lo s s Lginaal uians clalinge e LeiBle 325a Auadydy Aualally daball cilibidiiosall alaia) 5y puin -1
o LS (pald (<8 I badll 8 Aesdll 35 Lases il (3 cilagal) lad 3
DS A Jlee g JLialls zhSl alise (ge 2l cclld o gl s muen S i
SS 05 8 sl ld o il ol e e by o e 0l ey bl
ABDlall Baga (S5iua iy daa agilBle elgih (S35 B L cabanay odiall Ao Jreal) badi
- il e AH)IS Gl 292 Laa

el Slals) e sla) 5l e L W Asndl clidioa) b A Basa asede ol -2
Comend By g clalle miall Alejlly Aaall ¢ Uad 8 Al shae Lo Laay ¢ i) g
g Adle Baga ulds ) Al Gle A DA e Glldy el g (agall 5yl

Aalall iltinall b Aused) 4Dl 53 pualing dogaad) bl oLl 335 (g5 pall (e -3

hdiall a3)ly e ailile e 4l (andl el piady agally call Lo Yy Lalall

137



ool ae 3l b ¢ il Cuilally SST alaa¥) agile Cingy G ¢l daadl) o3ih pa alelis
2ol B Sedy aaY) g gl

o b dlSnls Gula ooaa e dalas (puhsall dali k0 Clidiua) 3la) e g
.

83929 cAuhll Auluy) Aalaally ALl 5258 o aradia ciled Lok cibediual il da)
e Aalds b cplalally adiadl Bl o il ) pe dealsill chleas Jelinl
oyl e il palad e as cpdll deadl)

Oe S Lo za% ) aleally IS Gaaledl) maliall 8 \giaals A8l Basa asgie J3)
palie daas 58 of s el adias celibaly (Cpasaas comh) (e bl ilise
cSosra sl bea g Calalally bl ))3) (ra JSU lgnsingis AU 535m

Aiaad plall ol =yt ST ALV g asally Al aigs o Juail sasa o S5 5Ly
cJpaily Aallaally cuplal

Oladl A3 323 B3V Aglaay ¢ @il gad (anyall o) Apeall oslai¥) 50l (Ao 5:S 53
& e dandl D e Ausdlid) GAY) Gliiioal Gn e Bt o aaledise ol ol
cpgre LAl 5o (e

Pl e @iy (il sai el (68 alag) olad) (0sS (Jo bl 5yl 385 50l
DaVL alenily ¢ lansll sVl Lgsay o hpnal) sVl alu DA Lalad o S
Aaaaf Jlaa) 0 (Ssladl

ity 4l ) el s panall bl e il (o Al Gad Ll e o (e a2l Gle -10

o enll DA e V) layas o€a Y Al 5aga ) G ¢ ompall Ly Jagd Y o )Y e
eyl @l b Lo dadiag dadd) Waalad

e bl Ay pmpall bty ailalial e capaill lalia e e gl adiued) GlBle Pl -11

ceoayall 3elidl ilasddl 32V cdeadl) funats asal) e (Kae 3 Sk

138



Lle)ll dad adihs Gl G Lhasa (S5iues ARl Ajal jatasal) paill e Jaall Cngly <12
WBle sty gy Wiy pe adiuadl Qe Je LB desil (550 IS daaall
Gl Aardl) oSy sl (o i) Raslaes leadlal o deally LDlee ae a0
Nghnann (ulbually Adil)

rdalall clbddiuall Cluag

Ciangall Lyl clas sagally caally (AL QN1 AL Ge Lajlly A& e ST 5850 -1
el bl a3 el sla¥) e Tan (gsally

o) e Tan (s cmse il e aed W Gasally canlly el Ll e S50 -2
s el sV o oy case il e ! W ARD e S S gy o)
Aald) cbednidl

(Ssbdl slaty) e Tan (sfy cmsa il (he el W Bagally canlly ol (Ll e 35l -3
s pandl QS s e g5 camse 5B Ge W W AR e SR S o
Al Sl

AN (a3 Aoy ¢ IV Atyalls Basally anll aad Ao ST S5 dalall bl e iy —4
Magas capall s olad) BIAT (ABaIU Jabyddl VL) 335550

il cliddiwdl Cluagl o

GSsball ola) o oy cange b e Legd W Bagally caally el (530 e SN -1
Aaldll il gai (aall

V) o oy Cinse G (e Legd Ll Basally caally VLAY 5o (g3 e SN -2
el Gldiuall g e jall el

s ol el s e gy cinge Ll 0o 4 W Basally caal) e S50 -3
Gualdll ciladiial)

S oy e A Ayl VLWl san e ealaial 35 Aalall clasiuedl e gy —4

g AladY) gl lalat) 8 50 (e ped Ll ABIL AT Wb e 5 3asally caal

139



Lilal) il ,al 345

Aystdl Cladiuall 8 Aeadl) cedhe Sl dgas (ye Al adhey Gyl G 3D Baga Ay -1

o Al e & ae Wiliey sl ) bidiee Gl e b sale) -2
lhadiaall D s3sa adly Ay el §) Al clsu el Bhed e Glddiue
S5 clalinge po oafiud) 4Dl Basn Gpundl AU Sl il aail] el Bl 8 A5l
g aladY) olad) ke

Glalat) 8 Lydl i lewldy daazall Gledll g Ul 3 3D 535m dlad (e (9aT alad 330 -3
- e e

& gy ae cpiaiall cpi dayy 5yl () clelad b cilalady) b ADl sasa ik Al -4

140



raa sl Aaild

o |

i ad) dally

S el i -3 all S e gad cludll il lalas¥) (1965). 48 ¢ sl JalS ¢ adla caal ) -1
oAl g deLdall Aa gl lall 18l o o g pall D3 A e laia¥) i) ale

Acbball g o ysill g 5l syl rgles, (1h) 5ol putill ale (1998).70ba ¢ sola sl -2

sl Al AMEN s A olee oo ldia¥) il dle (2004) 325> ol o4 -3

Al 2da ¢ elaiall Gl ale 8 daulid aalic (2006).sodlell (LSl ¢ all pai ¢ ula -4
A seall Anhaall Laalall e sulaall o) 50

Ol «osSe i all plaall ale COUal dngiall & &l jalse (2008) .01 il -5
A0S el Aalldl ¢ adal) Gl galadll

Ll o A aSuYl Al 5 Algal eldia¥l Gl ble (2006). U ae ¢ Slus -6
REPEN]

¢ O3ALs gm dene Aaa i ¢ aslall G (B sl g Gl cilnld ((1985).0050 ¢S -7
AN RIS

s sl @6 o ¥ haa elaial) il dle (2003) .delS (gl -8

el all Al 8 palae 43y ) - e laia¥) adill ple (1999) ((ea )l die carw ¢ 3158 el -9
) SSal el | Lo el QLS i) ale g Ay i)

3oalall (1da) SN ¢ jall Andat ) glate rcbadiual 5 Hla) (2013) Lpariall e deas el 210
Clealadl il Hla

A praall SlaiV) A4S 3 jualaall COSLA 5 duelaial) La 801 (2001) L) ol -11

ol ple 8 daxa (1997).0ea)l e lalu tdud U et )l e 2id 12
Gl el a5 ASa 3 alEl | e laiaY]

o ol maliall s rplee 1 llgiuall Wl (2007) Al cchugy ¢ 3 genac e danall 13
g ril

141



Acbbll ab) alaey 3bally Glalasyl | (1989).cpmbs Adla -14

SN idhasall (25) (bl sl ale (2000). 0 sl cads JalS ¢ ) 3¢ llall <15

Aadaiall Bl 1l 4l analic tley Cpiblill ual 4 pall amlad (2014) L2d) danda -16
S a slall g QY 5 4 jill daaBluY)

il ple Ao gusa (1993 ) heae Ul det Cpus cdenec SLE (ol ¢ gk 217
Zlaall alas la 1y &I Y dadall | i) Jlail

Soall La yad 308 5 Apudill cilalasy) (1990) . ol shall -18

o) el Hlanda | Gaadatl g Ay plaill g sl Wl (1992) L ¢l 2e 19

ol S Hla ke o Gaadaill 5 A phail) (s edil) (Wbl (1992) L2xs cea ) 2 220

Aralad) 8 el s 1A 08 (35), Apad Sl ) 2lagY)(2001) L2esl c@ladine 221

O oY) glee AN Alall o iud Jae cellgiudl dgle (2000) Ldess (lape 222
all (3l

sl ol o) ) o ¥ 1 elaial) gl ale (2009) i sy Gl casiall 223

Ol 2l N e el il 3l Jal se rellginadl Wl (2003) Lome O e 224
Aalall Cle gl

Aoalal) (Sl Sl 3 el ‘;cu,.as\ ol (Jx; .(1996) .2exx JelS day e =25

AcLhll 55,8l Jhaiglee 2h Aall G )3l z3i(2003) Lol el ¢ sy ¢ oallad 226

ol A iy I b ) b pealrall slally elaia¥l il ale (1995) Laeal xSl 27
o5l ol

alle 5alal Al dedall @y gyl clalliadl asxs (1999) .Jaall e s 2aal (Sl 228
sl

Aaalall clalall (553 JUL Y1 3LE Y (2003).m0 s Ol ¢ 55 ol (ke -29
sl b Judl deal dgley (UGS pall oMo daa i oAl callad 5 ciladl) 1 SE ¢ 3l
sl )l

AadUall claadll by 3 58 e 1SN (a1 e laia¥) il le (2003) . SLE canladl 230

142



ale )l Jaad)l (2001).4%5 (s Se tlga cadls ¢ ali auld ¢ daal (s ¢ au il shll 231

S5 patil)
AUST 4y juaall Al 3kl daclaial) o slell anza (1995) el il ¢ )5S3e -32

O oY) Al Akl eVl olatl sl dudall Jpal) ((1996) Lab Slas -33

EEEEN
1A ) ARl o

Bougardous. (1931). Fundmental of Fsychoiogy ,2nd Edition and Grofts.

Buhler, A. & Nuffer, G. (2010). Relationship marketing in sports. Burlington,

MA: Elsevier Ltd.

Eagly, A. H., & Chaiken, S. (1993). The psychology of attitudes. Orlando, FL, US:

Harcourt Brace Jovanovich College Publishers, p 1.

Egan, John .(2011). Relationship marketing Exploring relational strategies in

marketing, Fourth Edition, London South Bank University.

Fishbein, M. & Ajzen, I. (1980). Understanding attitudes and predicting social

Behavior, Prentice-Hall, Englewood Cliffs, NJ.

Fritzsche, Kurt ; McDaniel, Susan H., Wirsching, Michael .(2020).

Psychosomatic Medicine:An International Guide for the Primary Care
Setting,Second Edition.

Gronroos, C. (1990). Service Management and Marketing, Lexington Books,
Toronto, ONT.

Gronroos, C. (2000). Service Management and Marketing. A Customer
Relationship Management Approach, 2nd ed., John Wiley & Sons Ltd.,
Chichester.

Guiltinan, J.P., Gordon, W.P. and Madden, T.J. (1997). Marketing Management

Strategies and Programs, 6th ed., McGraw-Hill, New York, NY.

143



10- Gummesson, E. (2008).Total Relationship Marketing, 3rd edition,
Butterworth-Heinemann, MA, USA.

11- Hawkins, D.I., Best, R.J. and Koch, E.C. (2007). Consumer Behavior: Building
Marketing Strategy, 10th ed., McGraw-Hill, New York, NY.

12-  Howard, J. A. (1994). Buyer behavior in marketing strategy, (2nd ed.). NJ:
Prentice Hall.

13- Kinicki, Angelo & Robert Kreitner. (2006). Organizational Behavior: Key
concepts, skills & Best practices, Mc Graw — Hill companies, Inc., Boston.

14- Kotler, P., & Keller, K.L. (2008). Marketing Management (13th ed.), Prentice-
Hall, Upper Saddle River, NJ.

15- Kotler, P., Keller, K. L. (2006). Marketing Management. New Delhi: Prentice-
Hall of India.

16- Saunders, Mark; Lewis, Philip; Thornhill, Adrian.(2009). Research methods for
business students, fifth edition.

17- Simpson, John; Wiener, Edmund; Murray, James .(2003). Oxford
Dictionary,Oxforde.

18- Levitt, T., & Levitt, I. M. (1986). Marketing Imagination: New. Simon and
Schuster.

19- Luthans, Fred. (1995). Organizational Behavior, (7th ed.), Mc Graw-Hill, Inc.,
New York.

20- Myers, David,G. (1999). Social psychology.6th Edition. Holland: The MC
GrawHill.

21- O'Keefe, D. (2002). Persuasion: Theory and Research, 2nd Edition. Thousand

Oaks, CA: Sage Publications Inc.

144



22- Schiffman, L.G. and Kanuk, L.L. (2006). Consumer Behavior, 9th ed., Prentice-

Hall, New York, NY.
23- Wilkie, W. (1986). Consumer behavior,Wiley, New York, NY.

24- Wilkie, W.L. (1994). Consumer Behavior, 3rd ed., John Wiley & Sons, New

York, NY.
sl Al 9 & ganl)
rd ad) dallly

drala dlae 1o seans Lo Y Duall (A8l S5 dadd (ulE (2016) L2 nall
.333- 303 ¢ (1 2aall) ¢( 32)alsall ¢3iian

Gl sai jaa b Jsbl e galdl) daalay day 30 A4S Al sl 5 ol slu L (1989).dal ¢ s 3l
Lokl (31 )aasdl ¢yl zlal) Al Alae Ayl

raadl Ly e b il 5 4 yeadd) cileadl) 330a (310 <2016). Ul ¢le ¢ sl celldll
.1858-6740 ¢«(1 & « 17 z= )¢ Abaidy) » 5lall dlas

slany) sale gad daulul) A il B Alls cilaladl e 3adad ol (2014). v ¢ Suial)
. 615- 567 ¢(160) 232ll ¢ &3 5 5l 5 dyusiil] 5 glal) Asa (5 50 5l

Ol sl sin ikl sl Al ClalaiY) (2010) . bl cars ¢ () de caaal ¢ A8 ¢y
oeth ol e g Aol i) Alase Jladll e Jladiy) gas

. 322- 299 ¢(2012-4+3 2221l)

Gladlate 38 8 caaladl) o gudad) Jlaaiul gad 4yl 4y gl b clalasl (2012).0%> ¢ alh

622 -601 ¢(73 22all)¢( 18 )alaall canluY) Ay il BIS Uaa dulaall (yu g )l

Fans sl Aodle sai (gl dal) gl Clalat) Al 53 (2015). et il ¢ ild (saalas
.86-113 ¢(2015/01) 2=l ¢Jlac ¥ cipabaidy 33 )l) Ao A 5 ySIY) e livall 4k )
Ll ClalatY) (V) 059802018) LS el ) Al e s Al ale (O
Aul 0 - ApAiiuY) dawsall 8 LAl 5 oLLY1 dllre a3 52V ) has lgadld dpelaia)
A47- 4471 (227 232)) Al dlaa 13 S Lipdas 33V 1 Jhas Sleal) (e die o Ao

145

2
]
-1

-2



1A sy Al o
Aaker, J., Fournier, S. and Brasel, S.A. (2004). “When good brands do bad”,

Journal of Consumer.

Ajzen, I. (1991). The theory of planned behavior. Organizational behavior and
human decision processes, 50(2), 179-211.
Alejandro, T. B., Souza, D. V., Boles, J. S., Ribeiro, A. H. P., & Monteiro, P. R. R.
(2011). The outcome of company and account manager relationship quality on
loyalty, relationship value and performance. Industrial Marketing
Management, 40(1), 36-43.
Alrubaiee, L., & Al-Nazer, N. (2010). Investigate the impact of relationship
marketing orientation on customer loyalty: The customer's perspective.

International Journal of Marketing Studies, 2(1), 155- 174.

Alrubaiee, L., (2012). Exploring the Relationship Quality between Ethical Sales
Behaviour, Relationship Quality and Customer Loyalty. International Journal of
Marketing Studies, 4(1), 7-25.

Amin, M. & Nasharuddin, S. Z. (2011). ‘Hospital service quality and its effects
on patient satisfaction and behavioural intention’.

Amin, M., & Nasharuddin, S. Z. (2013). Hospital service quality and its effects
on patient satisfaction and behavioural intention. Clinical Governance: An

International Journal.

Andaleeb, S. S. (1996). An experimental investigation of satisfaction and
commitment in marketing channels: the role of trust and dependence. Journal
of retailing, 72(1), 77-93.

Anderson, E., & Weitz, B. (1989). Determinants of continuity in conventional

industrial channel dyads. Marketing science, 8(4), 310-323.

146



10-Anderson, J. C., & Narus, J. A. (1990). A model of distributor firm and

manufacturer firm working partnerships. Journal of marketing, 54(1), 42-58.

11-Assael, Henry. (2004), Consumer Behavior: A Strategic Approach, Hunghton
Mifflin Company, Boston, MA.

12-Auruskeviciene, Vilte, Salciuviene & Skudiene (2010) .The relationship Quality
effect on customer loyalty. Pecvnia, 10 (2010), 23-36.

13- Bagozzi, R. P., & Burnkrant, R. E. (1979). Attitude Organization and the

Attitude Behavior Relationship. Journal of Personality and Social Psychology,

37,913-929.

14-Banyte, J., Joksaite, E., & Virvilaite, R. (2007). Relationship of Consumer
attitude and brand: emotional aspect. Engineering Economics, 52(2).

15-Barnes, J. G. (1997). Closeness, strength, and satisfaction: examining the
nature of relationships between providers of financial services and their retail
customers. Psychology & Marketing, 14(8), 765-790.

16-Begley, T.M., Lee, C., Fang, Y. and Li, J. (2002)."Power distance as a moderator
of the relationship between justice and employee outcomes in a sample of

Chinese employees", Journal of Managerial Psychology, Vol. 17 No. 8, 692-711.

17-Bejou, D., Wray, B., & Ingram, T. N. (1996). Determinants of relationship

quality: an artificial neural network analysis. Journal of Business Research,

36(2), 137-143.
18-Beloucif, A., Donaldson, B., & Kazani, U. (2004). Insurance broker-client

relationships: An assessment of quality and duration. Journal of Financial

Services Marketing, 8(4), 327-342.

19-Bendapudi, N., & Berry, L. L. (1997). Customers' motivations for maintaining

relationships with service providers. Journal of retailing, 73(1), 15-37.

147



20-Bennett, R., & Barkensjo, A. (2005). Relationship quality, relationship
marketing, and client perceptions of the levels of service quality of charitable

organisations. International journal of service industry management, 16(1), 81-

106.
21-Berry, L. L. (1995). Relationship marketing of services—growing interest,

emerging perspectives. Journal of the Academy of marketing science, 23(4),

236-245.
22-Berry, L. L., & Bendapudi, N. (2007). Health care: a fertile field for service

research. Journal of Service Research, 10(2), 111-122.

23- Best, R. J., Hawkins, D. I., & Mothersbaugh, D. L. (2007). Consumer behavior:
Building marketing strategy. McGraw-Hill.
24-Bitner, M. J., Booms, B. H., & Tetreault, M. S. (1990). The service encounter:

diagnosing favorable and unfavorable incidents. Journal of marketing, 54(1),

71-84.
25-Bojei, Jamil & Alwie (2010). The influence of relationship quality on loyalty in

service sector. International journal of economics & management, 4(1): p.81-

100.
26-Brun, I., Rajaobelina, L., & Ricard, L. (2014). Online relationship quality: scale

development and initial testing. International Journal of Bank Marketing.

27-CALLAGHAN, M.; J. MCPHAIL and O.H.M. YAU. (1995). "Dimensions of a
Relationship Marketing Orientation: an Empirical Exposition", Proceedings of
the Seventh Biannual Word Marketing Congress, 7, 2, 10-65.

28-Cassidy, Judy, et. al., Critical Relationships in Integrated Delivery, Health
Progress , (December, 1993), 38-55.

148



29-Chatterjee, R. (2015). Exploring the relationship between attitude towards
collaborative learning and sense of community among college students in
online learning environments: a correlational study.

30-Chen, H., Shao, M., & Li, Y. (2008). The characteristics of soil water cycle and
water balance on steep grassland under natural and simulated rainfall
conditions in the Loess Plateau of China. Journal of hydrology, 360(1-4), 242-
251.

31-Chen, Joseph S. (2008): Advances in Hospitality and leisure, Vol.4, Emerald
Group publishing LTD., U.K.

32-Chiew, C. H., Lau, S. L., Lee, C. Y., Wong, C. H.,, & Wong, N. T. (2011).
Relationship quality and customer loyalty towards private hospitals in
Malaysia (Doctoral dissertation, UTAR).

33-Chumpitaz Caceres, R., & Paparoidamis, N. G. (2007). Service quality,
relationship satisfaction, trust, commitment and business-to-business loyalty.

European journal of marketing, 41(7/8), 836-867.

34-Conditions when consumers expect a relationship with their service provider”,

Journal of Service Research, Vol. 11 No. 1, pp. 43-62.

35-Cooper, M. L., Russell, M., Skinner, J. B., & Windle, M. (1992). Development
and validation of a three -dimensional measure of drinking motives.
Psychological assessment, 4(2), 123.

36-Crosby, L., Evans, K., & Cowles, D. (1990). Relationship quality in services

selling: An interpersonal influence perspective. Journal of Marketing, 54(3),

68-81.
37-Danaher, P.J., Conroy, D.M. and McColl-Kennedy, J.R. (2008), “Who wants a

relationship anyway?

149



38-De Wulf, K., Odekerken-Schroder, G. and lacobucci, D. (2001), “Investments in
consumer relationships: a cross-country and cross-industry exploration”,

Journal of Marketing, Vol. 65 No. 4, 33-50.

39-DiMatteo, M. R., & Taranta, A. (1979). Nonverbal communication and
physician—patient rapport: An empirical study. Professional Psychology, 10(4),
540.

40-Doney, P. M., & Cannon, J. P. (1997). An examination of the nature of trust in
buyer—seller relationships. Journal of marketing, 61(2), 35-51.

41-Dorsch, M. J., Swanson, S. R., & Kelley, S. W. (1998). The role of relationship
quality in the stratification of vendors as perceived by customers. Journal of
the Academy of marketing Science, 26(2), 128-142.

42-Duncan, T., & Moriarty, S. E. (1998). A communication-based marketing model
for managing relationships. Journal of marketing, 62(2), 1-13.

43-Dunn, Dan T. Jr., and Thomas, Claude A., Partnering with Customers, Journal of

Business and Industrial Marketing, 9 (1) 1994: 34-40.

44-Dwyer, F.R., Schurr, P.H. and Oh, S. (1997). “Developing buyer-seller

relationships”, Journal of Marketing, Vol. 51, April, 11-27.

45- Eagly, A. H., & Chaiken, S. (1993). The psychology of attitudes. Harcourt Brace
Jovanovich Collhrt ludkmege Publishers.

46-Engel, S. G., Robinson, M. D., Wonderlich, S. J., Meier, B. P., Wonderlich, S. A.,
Crosby, R. D., ... & Mitchell, J. E. (2006). Does the avoidance of body and shape
concerns reinforce eating disordered attitudes? Evidence from a manipulation
study. Eating behaviors, 7(4), 368-374.

47- Erwin, P. (2001). Attitudes and Persuasion stress management: Getting

stronger, handling the load. Hove: Psychology Press.

150



48-Evans, J. R., & Laskin, R. L. (1994). The relationship marketing process: A
conceptualization and application. Industrial Marketing Management, 23(5),
439-452.

49-Fazio, R. H., Jackson, J. R., Dunton, B. C., & Williams, C. J. (1995). Variability in
automatic activation as an unobtrusive measure of racial attitudes: A bona fide

pipeline? Journal of personality and social psychology, 69(6), 1013.

50-Fernandes, T., & Pinto, T. (2019). Relationship quality determinants and
outcomes in retail banking services: The role of customer experience. Journal

of Retailing and Consumer Services, 50, 30-41.

51-Fisk, R., Gountas, S., Hume, M., Gountas, J., Grove, S. and John, J. (2007),
Services Marketing, John Wiley & Sons, Milton.

52-Fletcher, G. J. O., Simpson, J. A., & Thomas, G. (2000). The measurement of
perceived relationship quality components: A confirmatory factor analytic
approach. Personality and Social Psychology Bulletin, 26, 340-354.

53-Ford, D., Gadde, L. E., Hakansson, H., Lundgren, A., Shenota, I., Turnbull, P., &
Wilson, D. (1998). Managing business relationships (Doctoral dissertation,
Univerza v Mariboru, Ekonomsko-poslovna fakulteta).

54-Fournier, S. (1998). “Consumers and Their Brands: Developing Relationship

Theory in Marketing.” Journal of Consumer Research, 24 (4), 343-373.

55-Fynes, B., Voss, C., & Burca, S. D. (2005). The impact of supply chain

relationship quality on quality performance. International Journal of

Production Economics, 96(3), 339-354.

56-Garbarino, Ellen and Mark S. Johnson. (1999). “The Different Roles of
Satisfaction, Trust, and Commitment in Customer Relationships,” Journal of

Marketing, 63 (April), 70-87.

151



57-Gronroos, C. (1990). Relationship approach to marketing in service contexts:

The marketing and organizational behavior interface. Journal of business

research, 20(1), 3-11.

58-Gronroos, C. (1993). “Toward a Third Phase in Service Quality Research:
Challenges and Future Directions”, in Swartz A.T., Bowen, D. E. and Brown,
S.W. (Eds), Advances in Services Marketing Management, Vol.11, JAIl Press,
Greenwich, CT, 49-64.

59-Gronroos, C. (1994). “From Marketing Mix to Relationship Marketing. Towards
a Paradigm Shift in Marketing”, Management Decision, Vol. 32 No. 2, pp. 4-32.

60-Gummesson, E. (1987), “The new marketing-developing long-term interactive
relationships”, Long Range Planning, Vol. 20 No. 4, 10-20.

61-Gundlach, G. T., Achrol, R. S., & Mentzer, J. T. (1995). The structure of

commitment in exchange. Journal of marketing, 59(1), 78-92.

62-Gurviez, P., & Korchia, M. (2003, June). Test of a consumer-brand relationship
model including trust and three consequences. In Thirtieth International
Research Seminar in Marketing (pp. 1-20).

63-Hennig-Thurau, T., & Klee, A. (1997). The impact of customer satisfaction and
relationship quality on customer retention: A critical reassessment and model
development. Psychology & marketing, 14(8), 737-764.

64-Hennig-Thurau, T., Gwinner, K. and Gremler, D. (2000), “Why customers build
relationships with companies — and why not”, in Henning-Thurau, T. and
Hansen, U. (Eds), Relationship Marketing — Gaining Competitive Advantage
through Customer Satisfaction and Customer Retention, Springer Verlag,

Berlin, 369-392.

152



65-Hennig-Thurau, T., Gwinner, K.P. and Gremler, D.D. (2002) “A integration of

relational benefits and relationship quality”. Journal of Service Research, Vol. 4

No. 3, pp. 230-47.
66-Hennig-Thurau, T., Langer, M. F., & Hansen, U. (2001). Modeling and managing
student loyalty: An approach based on the concept of relationship quality.

Journal of service research, 3(4), 331-344.

67-Henning-Thurau, T. and Klee, A. (1997), “The impact of customer satisfaction
and relationship quality on customer retention: a critical reassessment and
model development”, Psychologyand Marketing, Vol. 14 No. 8, 737-764

68-Holmlund, M. (2008). A definition, model, and empirical analysis of business-

to-business relationship quality. International journal of service industry

management.

69-Huntley, J. K. (2006). Conceptualization and measurement of relationship
quality: Linking relationship quality to actual sales and recommendation
intention. Industrial marketing management, 35(6), 703- 714 .

70-Huntley, J. K. (2006). Conceptualization and measurement of relationship
quality: Linking relationship quality to actual sales and recommendation
intention. Industrial marketing management, 35(6), 703-714.

71-Jap, S. D., Manolis, C., & Weitz, B. A. (1999). Relationship quality and buyer—

seller interactions in channels of distribution. Journal of business research,

46(3), 303-313.

72-Jarvelin, A. and Lehtinen, U. (1996). “Relationship quality in business-to-
business service context”, in Edvardsson, B.B., Johnston, S.W. and Scheuing,
E.E. (Eds), QUIS 5 Advancing Service Quality: A Global Perspective, Warwick
Printing Company Ltd, Lethbridge, 243-254.

153



73-Jiang, S. (2020). The Relationship between Face-to-Face and Online Patient-
Provider Communication: Examining the Moderating Roles of Patient Trust
and Patient Satisfaction. Health communication, 35(3), 341-349.

74- Johnson, B.C. (1987) .“Understanding the relational impact of the health care
marketing exchange: a review of the social implications of therapeutic

communicator style”, Journal of Health Care Marketing, Vol.7,September, 37-

49.

75-Keating, B., Rugimba, R., & Quazi, A. (2003). Differentiating between service
quality and relationship quality in cyberspace. Managing Service Quality, 13(3),
217-232.

76-Kennedy, M.S., Ferrell, L.K. and Leclair, D.T. (2001). "Consumers' Trust of

Salesperson and Manufacturer: An Empirical Study". Journal of Business

Research, 51, pp.73-86
77-Ki, E. J., & Hon, L. C. (2012). Causal linkages among relationship quality
perception, attitude, and behavior intention in a membership organization.

Corporate Communications: An International Journal.

78-Kim, J., & Chan-Olmsted, S. M. (2005). Comparative effects of organization—
public relationships and product-related attributes on brand attitude. Journal

of Marketing Communications, 11(3), 145-170.

79-Kim, Y. K. (2008). Relationship framework in sport management: How
relationship quality affects sport consumption behaviors. University of Florida.
80-Kim, Y. K. and Trail, G. (2011). ‘A Conceptual Framework for Understanding
Relationships Between Sport Consumers and Sport Organizations: A

Relationship Quality Approach’, Journal of Sport Management, 25, 57-69.

154



81-Kim, Y. K., Trail, G. T., Woo, B., & Zhang, J. (2011). Sports consumer-team
relationship quality: development and psychometric evaluation of a scale.

International Journal of Sports Marketing and Sponsorship, 12(3), 57-74.

82-Krech, D., Crutchfield, R. S., & Ballachey, E. L. (1962). Individual in society: A
textbook of social psychology.

83-Kressmann, F., Sirgy, M. J., Herrmann, A., Huber, F., Huber, S., & Lee, D.-J.
(2006). Direct and indirect effects of self-image congruence on brand loyalty.

Journal of Business Research, 59, 955-964.

84-Kros, J. F., Kirchoff, J. F., & Falasca, M. (2019). The impact of buyer-supplier
relationship quality and information management on industrial vending

machine benefits in the healthcare industry. Journal of Purchasing and Supply

Management, 25(3), 100506.

85-Kumar, N., Scheer, L. K., & Steenkamp, J. B. E. (1995). The effects of perceived

interdependence on dealer attitudes. Journal of marketing research, 348-356.

86-Kumar, Nirmalya, Lisa K. Scheer, and Jan-Benedict E. M. Steenkamp (1995),
“The Effects of Supplier Fairness on Vulnerable Resellers,” Journal of

Marketing Research, 32 (February), 54-65.

87-Lagace, R. R., Dahlstrom, R., & Gassenheimer, J. B. (1991). The relevance of
ethical salesperson behavior on relationship quality: the pharmaceutical

industry. Journal of Personal Selling & Sales Management, 11(4), 39-47.

88-Lages, C., Lages, C. R., & Lages, L. F. (2005). The RELQUAL scale: a measure of

relationship quality in export market ventures. Journal of business research,

58(8), 1040-1048.
89-Lang, B., & Colgate, M. (2003). Relationship quality, on-line banking and the

information technology gap. International journal of bank marketing.

155



90-Liu, C. T., Guo, Y. M., & Lee, C. H. (2011). The effects of relationship quality and

switching barriers on customer loyalty. International Journal of Information

Management, 31(1), 71-79.

91-MacKenzie, S. B., & Spreng, R. A. (1992). How does motivation moderate the
impact of central and peripheral processing on brand attitudes and intentions?

Journal of consumer research, 18(4), 519-529.

92-Mackenzie, Scott B.; Lutz, Richard J. and George, E. Blech. (1986). The role of
attitude toward the ad as a mediator of advertising effectiveness: a test of

competing explanations, Journal of Marketing Research.23(2), 130-143.

93-MacMiillan, K., Money, K., Money, A., & Downing, S. (2005). Relationship
marketing in the not-for-profit sector: An extension and application of the

commitment-trust theory. Journal of Business Research, 58, 806-818.

94-MacStravic, R. S., and Denning, E., Relationship Marketing in Maternity Care,
Journal of Hospital Marketing, 7 (Fall/Winter 1986): 115-123.

95- McGuire, W. J. (1985). Attitude and Attitude Change. In Lindzey, G. and
Aronson, E. (eds.) Handbook of Social Psychology, New York, NY: Random
House, 233-346.

96-Masri, N. W.,, You, J. J., Ruangkanjanases, A., Chen, S. C., & Pan, C. I. (2020).
Assessing the Effects of Information System Quality and Relationship Quality

on Continuance Intention in E-Tourism. International Journal of Environmental

Research and Public Health, 17(1), 174.

97-Meléndez, J. C., Tomas, J. M., Oliver, A., & Navarro, E. (2009). Psychological
and physical dimensions explaining life satisfaction among the elderly: A
structural model examination. Archives of gerontology and geriatrics, 48(3),

291-295.

156



98-Mishra, S., Kim, D., & Lee, D. H. (1996). Factors affecting new product success:
Cross-country comparisons. Journal of Product Innovation Management: AN
INTERNATIONAL PUBLICATION OF THE PRODUCT DEVELOPMENT &
MANAGEMENT ASSOCIATION, 13(6), 530-550.

99-Moliner, M. A. (2009). Loyalty, perceived value and relationship quality in

healthcare services. Journal of service management.

100- Monga, A. B. (2002). Brand as a relationship partner: Gender differences in
perspectives. Advances in Consumer Research, 29, 36-41.
101- Monirul, I. M., & Han, J. H. (2012). Perceived quality and attitude toward

tea & coffee by consumers. International Journal of Business Research and

Management (IJBRM), 3(3), 100-112.

102- Moorman, C., Deshpandé, R.., & Zaltman, G. (1993). Factors affecting trust

in marketing relationships. Journal of Marketing, 57, 81-101.

103- Moorman, C., Zaltman, G., & Deshpande, R. (1992). Relationships between
providers and users of market research: The dynamics of trust. Journal of

marketing research, 29(3), 314-328.

104- Morgan, R. M., & Hunt, S. (1999). Relationship-based competitive
advantage: the role of relationship marketing in marketing strategy. Journal of

Business Research, 46(3), 281-290.

105- Morgan, R., & Hunt, S. (1994). The commitment-trust theory of relationship

marketing. Journal of Marketing, 58, 20-38.

106- Murray, K., & Vogel, C.M. (1997). Using a hierarchy of effects approach to

gauge the effectiveness of corporate social responsibility. Journal of Business

Research, 38, 141-159.

157



107- Nagaraj, S., & Singh, S. (2018). Investigating the role of customer brand
engagement and relationship quality on brand loyalty: An empirical analysis.

International Journal of E-Business Research (IJEBR), 14(3), 34-53.

108- Naidu, G. M., Parvatiyar, A., Sheth, J. N., & Westgate, L. (1999). Does
relationship marketing pay? An empirical investigation of relationship

marketing practices in hospitals. Journal of Business Research, 46(3), 207-218.

109- Naidu, G. M., Relationship Marketing in Health Care Industry, in
Relationship Marketing: Theory, Methods and Applications, Jagdish N. Sheth
and Atul Parvatiyar, eds., Center for Relationship Marketing, Emory University,
Atlanta, GA. 1994.

110- Naude, P., & Buttle, F. (2000). Assessing relationship quality. Industrial
marketing management, 29(4), 351-361.

111- Ndubisi, N. O. (2012). Relationship quality: upshot of mindfulness-based

marketing strategy in small organisations._International Journal of Quality &

Reliability Management.

112- Negi, R., & Ketema, E. (2013). Customer-perceived relationship quality and

satisfaction. African Journal of Economic and Management Studies.

113- Nelson, E. C., Rust, R. T., Zahorik, A., Rose, R. L., Batalden, P., & Siemanski,
B. A. (1992). Do patient perceptions of quality relate to hospital financial

performance? Journal of health care marketing, 12(4).

114- Nguyen, T. T., Barrett, N. J., & Nguyen, D. T. (2007). The role of market and
learning orientations in relationship quality: evidence from Vietnamese
exporters and their foreign importers. International Marketing Research:

Opportunities and Challenges in the 21st Century.

158



115- Nicholson, Y., Compeaur, L. D., & Sethi, R. (2001). The role of interpersonal

liking in building trust in long-term channel relationships. Journal of Academy

of Marketing Science, 29, 3- 15.

116- Nyaga, G. N., Whipple, J. M., & Lynch, D. F. (2010). Examining supply chain
relationships: do buyer and supplier perspectives on collaborative

relationships differ? Journal of operations management, 28(2), 101-114.

117- Oliver, R. L. (1980). A cognitive model of the antecedents and
consequences of satisfaction decisions. Journal of marketing research, 17(4),
460-469.

118- Oliver, R. L.(1999). Whence consumer loyalty? Journal of Marketing,63,33-

44,
119- Oly Ndubisi, N. (2004). Understanding the salience of cultural dimensions
on relationship marketing, it’s underpinnings and aftermaths. Cross Cultural

Management: An International Journal, 11(3), 70-89.

120- Oly Ndubisi, N., & Kok Wah, C. (2005). Factorial and discriminant analyses
of the underpinnings of relationship marketing and customer satisfaction.

International journal of bank marketing, 23(7), 542-557.

121- Osgood, C. E., Suci, G. J., & Tannenbaum, P. H. (1957). The measurement of
meaning (No. 47). University of lllinois press.
122- Palmatier, R. W. (2008). Interfirm Relational Drivers of Customer Value.

Journal of Marketing, 72(4), 76-89.

123- Palmatier, R. W., Dant, R. P., Grewal, D. & Evans, K. (2006). Factors
influencing the effectiveness of relationship marketing: A meta-analysis.

Journal of Marketing, 70, 136- 153.

159



124- Palmatier, R. W,, Jarvis, C. B., Bechkoff, J. R. & Kardes, F. R.(2009) The role

of customer gratitude in relationship marketing. Journal of Marketing,

73(5),11-18.
125- Palmer, Adrian and David Bejou. (1994). “Buyer-Seller Relationships: A

Conceptual Model and Empirical Investigation”. Journal of Marketing

Management, 10 (6), 495-512.

126- Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model

of service quality and its implications for future research. the Journal of

Marketing, 41-50.
127- Paul, T. (1988). Relationship marketing for healthcare providers. Journal of

Health Care Marketing, 8, 20-25.

128- Pawle, J., & Cooper, P. (2006). Measuring emotion: Lovemarks, the future

beyond brands. Journal of Advertising Research, 46, 38-48.

129- Payne, A., Christopher, M., Clark, M., & Peck, H. (1995). excerpts from
Relationship Marketing for Competitive Advantage introduction pp. vii-x and
Relationship Marketing—Key Concepts pp 3-17.

130- Peter, J.P.Understanding Consumer Behaviour / J.P. Peter, J.C. Olson, D.
Richard. Irwin, 1994.

131- Petzer, D. J., & van Tonder, E. (2019). Loyalty intentions and selected

relationship quality constructs. International Journal of Quality & Reliability

Management.

132- Phelps, J. E., & Hoy, M. G. (1996). The Aad-Ab-PI relationship inchildren: the
impact of brand familiarity and measurement timing. Psychology & Marketing,

13(1), 77-101.

160



133- Podsakoff, P. M., MacKenzie, S. B., & Bommer, W. H. (1996). Meta-analysis
of the relationships between Kerr and Jermier's substitutes for leadership and

employee job attitudes, role perceptions, and performance. Journal of Applied

psychology, 81(4), 380.

134- proactive interaction for service failure prevention to improve customer

service experiences ", Journal of Service Theory and Practice, Vol. 27. 164 -186.

135- Rajecki, D. W. (1990). Attitudes. Sunderland, MA: Sinauer.
136- Ramsey, R. P., & Sohi, R. S. (1997). Listening to your customers: The impact
of perceived salesperson listening behavior on relationship outcomes. Journal

of the Academy of marketing Science, 25(2), 127.

137- Ratten, V., Ratten, H., Kim, Y. K., Ko, Y. J., & James, J. (2011). The impact of

relationship quality on attitude toward a sponsor. Journal of Business &

Industrial Marketing.

138- Reid, N. (2006). Thoughts on Attitude Measurement. Research in Science &
Technological Education, 24(1), 3-27.
139- Reinartz, W. J., & Kumar, V. (2003). The impact of customer relationship

characteristics on profitable lifetime duration.Journal of marketing,67(1),77-99

140- Reynolds, K.E. and Beatty, S.E. (1999). “Customer benefits and company
consequences of customer-salesperson relationships in retailing”. Journal of
Retailing, Vol. 75 No. 1, 11-32.

141- Riley, F. D. O., Rink, L., & Harris, P. (1999). Patterns of attitudes and

behaviour in fragmented markets. Journal of Empirical Generalisations in

Marketing Science, 4(3).

161



142- Roberts, K., Varki, S. and Brodie, R. (2003). "Measuring the quality of

relationships in consumer services: an empirical study". European Journal of

Marketing, Vol. 37 No. 1/2, pp. 169-196.
143- Rowe, W. G., & Barnes, J. G. (1998). Relationship marketing and sustained

competitive advantage.Journal of Market-Focused Management, 2(3),281-297.

144- Shani, D., & Chalasani, S. (1992). Exploiting niches using relationship

marketing. Journal of consumer marketing, 9(3), 33-42.

145- Sheth and Atul Parvatiyar, eds., Center for Relationship Marketing, Emory
University, Atlanta, GA. 1994.

146- Shin, H., Ellinger, A. E., Mothersbaugh, D. L., & Reynolds, K. E. (2017).
Employing proactive interaction for service failure prevention to improve

customer service experiences. Journal of Service Theory and Practice.

147- Silva, J. J.,, Day, M., & Palmer, R. (2010, September). Relationship
hierarchies and behavioural effects: understanding key relationship variables
in interaction. In The 26th IMP Conference.

148- Singh Gaur, S., Xu, Y., Quazi, A., & Nandi, S. (2011). Relational impact of
service providers' interaction behavior in healthcare. Managing Service

Quality: An International Journal, 21(1), 67-87.

149- Singh, R. (2008). Relational embeddedness, tertius iungens orientation and

relationship quality in emerging markets. Asia Pacific Journal of Marketing and

Logistics.
150- Sirdeshmukh, D., Singh, J. & Sabol, B. (2002) Consumer trust, value and

loyalty in relational exchanges. Journal of Marketing, 66(1), 15-37.

151- Smit, E., Bronner, F., & Tolboom, M. (2007). Brand relationship quality and

its value for personal contact. Journal of Business Research, 60, 627-633.

162



152-Smith W, Higgins M. Reconsidering the relationship analogy. J Mark
Manage2000; 16:81 —94.
153- Smith, J.B. (1998), “Buyer-seller relationships: bonds, relationship

management, and sex-type”, Canadian Journal of Administrative Sciences,

Vol.15 No. 1, 76-92.
154- Smith, P. M., Ross, E. S., & Smith, T. (1997). A case study of distributor—
supplier business relationships. Journal of Business Research, 39(1), 39—-44.
155- Sornsri, S. (2015). Antecedents and consequences of relationship quality: a

study on private hospitals in Thailand. AU Journal of Management, 13(1), 41-

65

156- Spence, M. (2000) ‘Quality assurance in education’, Measuring Business
Excellence, 4(3).

157- Sprecher, S., Felmlee, D., Metts, S., Fehr, B., & Vanni, D. (1998). Factors
associated with distress following the breakup of a close relationship. Journal

of Social and Personal Relationships, 15(6), 791-809.

158- Stokburger-Sauer, N. (2010). Brand community: Drivers and outcomes.
Psychology & Marketing, 27(4), 347-368.
159- Storbacka, K., Strandvik, T., & Gronroos, C. (1994). Managing customer

relationships for profit: the dynamics of relationship quality. International

journal of service industry management, 5(5), 21-38.

160- Stotland, E., Katz, D., & Patcshen, M. (1959). The reduction of prejudice
through the arousal of self-insight 1. Journal of Personality, 27(4), 507-531.
161-Su Qin Li Zhao Xu Yi, (2009),"Impacts of customer service on relationship

quality: an empirical study in China", Managing Service Quality: An

International Journal, Vol. 19 1ss 4, 391 - 409.

163



162-Su, L., & Huang, Y. (2019). How does perceived destination social
responsibility impact revisit intentions: The mediating roles of destination
preference and relationship quality. Sustainability, 11(1), 133.

163- Thorbjornsen, H., Supphellen, M., Nysveen, H., & Pedersen, P. E. (2002).
Building brand relationships online: A comparison of two interactive

applications. Journal of Interactive Marketing, 16, 17-34.

164- Tracey, M., Vonderembse, M. A., & Lim, J. S. (1999). Manufacturing
technology and strategy formulation: keys to enhancing competitiveness and

improving performance. Journal of operations management, 17(4), 411-428.

165- TRAN, V. D. (2020). Assessing the effects of service quality, experience

value, relationship quality on behavioral intentions. The Journal of Asian

Finance, Economics, and Business, 7(3), 167-175.

166- Vahdati, H., Mousavi, N., & Tajik, Z. M. (2015). The study of consumer
perception on corporate social responsibility towards consumers attitude and
purchase behavior. Asian Economic and Financial Review, 5(5), 831-845.

167- Vakili, M., Rafatullah, M., Salamatinia, B., Abdullah, A. Z., Ibrahim, M. H.,
Tan, K. B., ... & Amouzgar, P. (2014). Application of chitosan and its derivatives
as adsorbents for dye removal from water and wastewater: A review.
Carbohydrate polymers, 113, 115-130.

168- Van Overwalle, F., & Siebler, F. (2005). A connectionist model of attitude
formation and change. Personality and Social Psychology Review,9(3),231-274.

169- Van Tonder, E., Petzer, D. J., & Van Zyl, K. (2017). A mediated model of
relationship quality factors affecting behavioural intention at a luxury motor

vehicle dealership. European Business Review, 29(1), 43-60.

164



170- Verplanken, B. A. S. (1998). Accessibility of affective versus cognitive
components of attitudes, 28(August 1995).
171- Vesel, P., & Zabkar, V. (2010). Comprehension of relationship quality in the

retail environment. Managing Service Quality: An International Journal, 20(3),

213-235.
172- Vesel, P., & Zabkar, V. (2010). Relationship quality evaluation in retailers'

relationships with consumers. European Journal of Marketing.

173-Voss, Kevin E.; Spangenberg, Eric R. and Grohmann, Bianca. (2003),
Measuring the hedonic and utilitarian dimensions of consumer attitude,

Journal of Marketing Research.40(3), 310-320.

174-Voss, U., & Tuin, I. (2008). Relationship of sleep quality with coping and life
styles in female Moroccan immigrants in Germany. Women's Health Issues,
18(3), 210-216.
175- Weiner, |. & Freedheim, D. & Velicer, W. & Schinka, J. & Lerner, R. (2003).
Handbook of Psychology, Volume 5. New York: John Wiley and Sons.
176- Wilson, D. T., & lJantrania, S. (1994). Understanding the value of a

relationship. Asia-Australia marketing journal, 2(1), 55-66.

177- Wong, A., and Sohal, A. (2002), “An examination of the relationship

between trust, commitment and relationship quality”, International Journal of

Retail & Distribution Management, Vol. 30 No. 1, 34-50.

178- Woo, K. S., & Ennew, C. T. (2004). Business-to-business relationship quality:
An IMP interaction-based conceptualization and measurement. European

journal of marketing, 38(9/10), 1252-1271.

165



179- Wray, B.,Palmer,A.& Bejou,D.(1994). Using neural network analysis to

evaluate buyer-seller relationships. European Journal of Marketing,

28(10),3248.
180- Wriglesworth, J. M., & Williams, J. T. (1975). The construction of an

objective test to measure patient satisfaction. International journal of nursing

studies, 12(3), 123.

181- Wu, H. C,, Cheng, C. C., Ai, C. H., & Chen, G. (2019). Relationships between
restaurant attachment, experiential relationship quality and experiential
relationship intentions: The case of single friendly restaurants in Taiwan.

Journal of Hospitality and Tourism Management, 40, 50-66.

182- Y.H. Wong Humphry Hung Wing-ki Chow, (2007),"Mediating effects of
relationship quality on customer relationships: an empirical study in Hong
Kong", Marketing Intelligence & Planning, Vol. 25 Iss 6, 581 -596

183- Zeithaml, V.A., Berry, L. and Parasuraman, A. (1996), “The behavioral
consequences of service quality”, Journal of Marketing, Vol. 60 No. 2, 31-46.

rala g kYl 3
gl dally

60 gmaall L) (e Aie gl oy pall Aige s clAlaSY) yuad (2006). es Gaen (a8 -]

pstall Ay all Al daala gl ) sdie e pfeale Al | @) by JUA e

e lia o shall ol ey

Ll LK OOl claladl (2010 ) AlelAl (s deal tCiug & ve ol ¢ Gishik -2

Oflad) ad apal dxals (b LeLaia¥] il yall 5 &y 5ol
b el ol Sl S 8 Apnd i) LY ool S (1998 ) i i yaladl -3
Oaladl S Mo Hadln (55000 e ytinele Al ) JalSll 5 Junliil 53

166



(emiil) (38 il Lo 5 byl (o) Baldal) A jles i Sl (2009) .z sy ¢ 2 -4
ra = P jal) daals cGlisandt 44V 5 Gl gl 45 GBI Als pal) 2D Adilane Al 3 ¢ eldbaY)

Al aall ) - A e (s Azl )l 5 Al Ay )

azy ¢ g b oal g3l s ) ALY e crilesd) clalasl (2013).sails ¢l A G -5
(SR Aaala (il yzial)

(S sianal 4 2 gapall y AE ) Leldial) Gl (an (1999) Laeas (p wua  all -6
02k lb 3 g cllall daals Aol e diidae dullas Al 5o - Al ClalasY)

Al 0 LS oY s e Bl g guill  dardll 33 5a i1 (2001) Lplie B Jids ¢ g phaall -7
o oisale Allu ) oy SN Al 88 piall ) b AS 3 o (p el (e die e Ablas
Jlae Y1 aulSe Ll culad jall Jas o915 53l daala /e Y15 )

Al 3 sgpailad) Gl (e s il 8 pealeall & pudl) clalai¥) (2011) w30 ¢ ua zla -8
L b piie e ol 5o A gkl ¢ Ay g (b Dalid) Cilaadl) esial ) ) LaLiall 412

(el dzala ¢ ALataYy)

Aplal) A pally dplae Aul 0 Aeadll 33 i oSleall cilaladl (2009) L Sue sl (s -9

Alie -l b dads XS EP.S

e o dnlae Al )" ¢ aladll A e Gpalaall dllall Glalasl (2012) i s =11
Ayl aslell 4 5 Sy —  jaid dese deala Mnlaind) 33LO0 Ll duaal) Al e

Apelaia¥) alell aud Lelaia¥)
A ) dally o
1- Fowler, J. D. (2008). Cultural and structural barriers that affect the doctor-

patient relationship: a Bolivian perspective, A thesis submitted to Oregon State
University.

2- Kim, Y. K. (2008). Relationship framework in sport management: How

relationship quality affects sport consumption behaviors. University of Florida.

3- Obeidat, O. S. (2011). Investigating the Impact of Customer Orientation,

Relationship Quality, and Strategic Flexibility on Customer Loyalty:“An applied

167



Study on SME’s in Commercial Banks in Jordan “ (Doctoral dissertation, Middle

East University).

sl gadll g &l paligall 4

s (@) pall (B daaly ) Ay ) LIS L) bl pall GO clalssl (2007) . wle (Sl -]
131 a0) Aaaly W A i Ll s IS de Guabdl alal) aipal) Y a8 aall) 3,8 6 )
Ji

tp 8l 5

2018 ¢ yic c_;bl\ Dlaay! c&jﬂ\ Ol g Jadadill 4y e ¢ dasaall Avlaa ) 3yl

:Web site 41 9 ASIY) a8 5al) .6

(https://www.moh.gov.sy) dsal) daual) 313 a8 ga

168


https://www.moh.gov.sy/

Ailgdl) el Liliiad :(1) Galal
ASY) aSaa dailh 1(2) galal

169



(1) gt

el Al oy ggan
—latl oy il 5 05
By AlS - Gdian drala
Je—ae ¥ 3 413) o d

O1ga siaall At

1y g Aids A

S Cua Aganlaill el ol il gally 4 plail) (il gall day ) A (e V) 4RSS (S Y alall i) ()
(o Aadd) X84l ABMall Baga Magd S ")) siey Gasedil) 3 riealal) Ao dail Al 0 o) jaly &
AR Al — (Bl Ayaa & Lalid) g dalad) clddial) B el clalal

Laiaie LAY o8 5 (il LS (A (g el 6l ) Jon Al Gaca®i Dilgul oSile (2 2 13
ALY e Jaladll sa i LS (ALY 038 e Cumall aud BUSD e lo Vg cdaid _alall Cand yal 2 Y
Adlaad) s 4y géall (e 58 Sl

Lale aSH8 50 (a0 e b AU DAY 8 (V) Adle qum 5 s Agling <l jlal) 3618 a3y of Liiia

A8l o SLE

Ol ae sl Gl ) Ol se slea s &l

170



rdad i) cila gleall 1Y gl

(V) ddle g s dpiall Ala) il

SN |

() () =

D eaalatill (5 sl -2

) osbo EETNIN () % () dilsdust
() elss () bl

sl -3

( )55-50 ( )49-40 ( )39-30 ( )29-20 ( )20 e
( ) _stss

Dol JA3 L sie -4

()<l 200-100 () <1100-50 () <all50 e i

() <li 200 oo S

;(@)Sﬂ/%w\ﬁu)w\ghﬁ}ﬂﬁuﬁ

( )e231-90 ( )en16-30 ( )exn815 ( )47 ( )auiz-1
() Les90 00 s

A8l dxpls -6

()30 ()i ()85

171



:z..ubﬁ\ U9 i,'uu

il cylaal) e oSl ge day HLaS) oy

Jaa 381l Y
&gl Y
KN EWY
b gl
aa 38 g

 Joall atally Aalaial) el lal)
43%al) 3452

:

Lo,

T

Vesel & Zabkar,
2010

il J8 e dasidl) amsj\‘;@siui

Ay deS] e claadll J aaiy g Jisiay algy adall alS))

O il ik

Al Al i agd Lafidl kg

Chiew et al, 2011

2A9C 5 L;AS' hiiaall 128
Ll AL )

VbW N|-

Chiew et al, 2011

Laily bl g Al adiial) cileas

Ndubisi, 2012

Baa Al HM&“«:—“F

N o

1aa ualid Ay sall e )l claad e Jgaall ) &y el 13)
(saal)

(siinall 138 ae 8Dy Suas Ul

(sl 138 a8 (e (gl Ul

110

Al i) ledd el

111

aUﬂY‘ 'U'-m:\-“ -\!.,m

Chiew et al, 2011

Az S8y L aiaind Y ¢ Al 138 ae dalxil il L

112

Al araa AEn) die il 138 e @’\ﬂ

113

114

(sbiinnall gy el

115

dagallyg adl 1 Al ) anal)

sl 138 sl U

.16

(siall 138 aa Jlalaiy Guania U

17

Kim, 2008

el 13 Lalale Jasi o Ul

.18

Aaladl AL o) et Sidiual 18 e Jaladll Juzail

.19

120

aNLaiy) Baga 1 Gwaldd) 2yl

nliall gl 8 Labial ) il gleall ddiial)  aad)

121

172




RETEENE DXEQRPENPItC P It NG DA FON| - NON | PR

122

Chiew et al, 2011

b Al Bl e S ladd e A58y e b Ll i painaal)

.23

A Al Lisall Ale ) Cladd e 48 55 9o e slae Ladla pa8) sl

124

Jeadilly (Aallaall) Cudadll dlee (dal) HASI )eilin yaall 5 capdall ~ i

.25

Jaa 58150 Y
Gdl gl Y
{E0%
Gl )
Jas (38l

s 2 nially ddlatial) el
cilalady)

o) slady) s )

2014+ Sl

(oo daladll v yee Skl )

126

el Claa Laly dall alsl)

127

336 b e g i ol L g ol of e Y

128

Chatterj,2015

Fpes S0 b Al 1 g T 3

129

JaS e aall dle jll 4ald sa  Sliall a0 e (o bl 138 Jae L
b

.30

2014¢ Sl

(othe dallae B Bala il 12a

131

Chatterj,2015

(el g b Y el 12a

132

2011l £ls

bl (G e Jundl g i) 138 0b el

.33

gl slal) 1 JEN )

134

Chatterj,2015

otiiall 138 3 L die dsudil) Aa) L jed

135

ladd (e bl HalS 4ediy Lee Lia by il Y

136

2014 Sl

stiiuall Jus cagall el iy

.37

L Aot Cleadl) (5 sive (e sl 3l

138

SOV sl g Al 13a

.39

Sslall olady GG aay

2014¢ Sl

s obaly @l IS a1 3Ly salely e i Y

140

el b alS s il Glead Jsa 0o AY) ae ool Laigs daiall 22l

141

2011dba s

il IS 4ie A aaoal plew die adiud) (e adl

142

Leiats odinall 8 L5 AV el Y

143

Talia 43 5 L ABL) )







Abstract

The effect of relationship quality dimensions of service

providers on patient’s attitudes
A comparative study between public and private hospitals in Damascus

Public and private hospitals are suffering from weakness and fragility of their
relationships with their patients, so in this study we highlighted the health care sector
in general and the hospital sector in particular.

The research aims to identify, through a field study, the reality of relationship quality
in public and private hospitals in Damascus and compare between them, in addition
to identifying the most important dimensions of relationship quality between patients
and service providers in the hospital and the extent of their impact on the dimensions
of attitude and knowing which are the most influential.

This information was collected through a questionnaire that included relationship
characteristics such as the length of stay in the hospital and the nature of the
relationships; The questionnaire included 59 questions. A sample of 400 patients and
their companions was distributed to three private hospitals and two public sector
hospitals in Damascus.

The most important findings of the research were that the level of relationship quality
and its dimensions and positive attitudes of patients are above average, in addition
to that, the most influential dimensions of relationship quality on the attitudes were
love and intimacy followed by commitment to the relationship and then came trust
and the quality of communication, respectively. On the other hand, satisfaction did
not affect the patient’s attitudes, in addition to the existence of fundamental
differences between public and private hospitals in terms of relationship quality,
attitudes and their dimensions. the differences were in favor of private hospitals.
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