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3.1 'U1~'tilfl'HU;l~V110[JH

1 ""'" J ~ 31" d1 313.1.1 1J'J~Glnm (Population) Ih~'lflm 'W~1'W1'ilfJ'W'Y'immNfj ~~fJ'ffl'J'Vl 'If

'U~O1'J'lJ€I~'fflfJf1WU 'UfllfJ 1'U1J'J~ l'Vlft

3.1.2 'lJ'Ul~~1€J~1~ (Sample Size) 'lJ'Ul~'lJ€J~~1€J~1~~dj'U1911H'Vl'U'lJ€J~

_I d1 311 ~ III 31 I '" , '" _I "''' '" IlJ'J~'lflf1'J'Vl 'If 'UO1'JI'Tf1£ll'il~!~'illf1f11'J 'fflJ\9l1€JfJl~H'U'Ul'ill~'il~\9l1lJ1\9lt1lJ'J~'ff~f'I ~~fJ'lJ'U1~\9l1€JfJl~••. . .
o QJ I 0 ,d, QJ 4!t QJ

'ill'U1'U 400 \9l1€JfJl~t1f1f11'Y'i'W~'Vl'J~~'UmllJl'lf€JlJ'W95%...
"y ""3.2 'U0m'UVI~l'\.mU)'t'l1

fff1£lll~€J~l'Y'i\9l'il~1 'il1'UO1'Jl~'W'Vll~'Vl1~€l101ft'lJ€J~~l~fJ'ffl'Jflltl 1'W1J'J~l'VlftH'f1~.......
O1'J1lX'U~O1'Jiif'l11lJ'i'hfltlJ~€ll~'U O1'J'Vl1~l~fJtI1f11ftfJl'U 'Y'i1€Jlli l~m'Y'i \9l'il~1'il1'Uf11'Jl~'U'Vl1~1~fJ

u ••.•

€l101ftf.J1'W1J'J~f1€J'U$l1fJ 'Jlm'l1m l~t1'ffl'J mllJ ~ll~'Wl~ ~~1'W f'l11lJ'ff~~1f1'ff1J1fJ1'W01'Jl~'U

'Vl1~H'f1~f'l11lJ1J'f1€J~i)fJ1'WO1'Jl~'U'Vll~

"1'UO1'Jfff1£llU V1101'Jfff1£ll'fflfJ01'JtI'WfllfJ '1'U1J'J~l'Vlft 3 'U~1J'V11J'J~f1€J'U$l1fJ

'U~1J'VlO1'JtI'Wl'VlfJ~ltl~(lJ'Y'il'1f'U) 'U~1J'Vl'VHjH€J{~ltl~ H'f1~'U~1J'Vlm~\9lH€l{~ltl~ l~t1'J~fJ~nCll...

~1~1'Wf11'Jfff1£l1 fi€l i1~'Y'ilf'1lJ2546 - \9lCllf'llJ2546•
3.3 'U0'U!'UVI~1'U~1!!tJ1

1911mh~'ff'J~I$lHfi

3.3.1 f'lW~f1£lW~ri1'W'Uf'lf'I'f1'lJ€l~H'1~fJ'ffl'J· ....
3.3.2 t1'il,rfJ~iiH'f1~€J01'Jl~'W'Vl1~l~fJtI101ftf.J1'W

3.3.3 f'lWfll'l"101'J'1lX'U~01'J'lJ€J~'fflfJ01'JtI'U•
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"" "" •....4. f)'HIUUU1flVl'Uel-.3fll'J1'l1£.l (Conceptual Framework)

1'Wfll1fff1'l:ni.uviJ 'iJ.uV~iJD'Y&VHI~tlfll11~'W 'Yll\l l~vmfllfwl'W'Utl.:J~l ~VTll1 mv 1'W
'U

~ . ~
lb~1'Yli'l'U ~i.u VU lf11 tllJ II 'W1ft~11tl.:J'VH1~m 11.1fl119ftl'U tl.:J~lJ 11fl fI (Consumer Buying

Behaviors) 'Utl.:JPhilip Kotler 1J1I'lTllJI'lTll'U f11JlI'W1ft~fl11~Hn~'U tl.:JI'l~\9lfiw ~~1'W lJ1fll1

(The Marketing of Services) 'Utl.:JChristian Gronroos, Donald Cowell vh1Mlfi~iJ'iJ.uUl1rrf1. ~
YiijD'Yl1j'Wfl~tlfll11~'W 'Yll.:J1~Vmflli'l'Vl'W~.:JU

tViff

.. ""
':i:::~l1Jf11':ifffl'lJl

':ilvM

'I1i'l''lJfl~

1flQ1.h:::ff .:!fil'lJflm~'lJ'Yll.:!

1]11~v~iJ~'VInVitl~tlf11':i t~'lJ'VI1.:!

1]11~v~ 1'lJff1'lJ 1.h::: ff1J'VI1.:!f11':ifl tll~

4I::t. QJ "<JJ .c:t.
'Utl.:!r-ltlflflruCJ'l~l'lJ1.J':i f11':i

.... "- r-ltlflflruCJ'l (Product)

- ':ilf11 (Price)
.;- fft11'lJ'VI (Place)

- f11':iff .:!tff~1Jf11':ifl tl1~

(Promotion)

- Vi'Wml'lJ (People)

- ilf1'lJru:::'VIl.:!f111JillVi

(Physical Evident)

- m:::1.J1'lJf11':i l,r1.J~fm

(Process)

1]11~1Jt'lJ '1

- f1111Jff:::~nf1ff1.Jl1J

- f1111J'tlm)¥I.f)1J

- f1111J~lt1J'lJt~ .:!1'i1'lJ
---------

,;
- filflVi'lJ

- filfltllf11ff

..
~

Vtl1Jr1.Ji~

fl1':i'tlr1.J'tlH .
'hj~

~1'lJ1'lJ flr -:J'Utl-:Jf11':it~'lJ 'VIl.:!

fir-:Jmfl . .::
'lJlflf111 I m-:J

~
1Jlf1fl115 fir.:!

~
1Jlf1f111 IO fir.:!
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JI 'JJ, 'JI

f111ftfll111~fJfl1 'liHJlh~ lfJ'lful1fll~l'hil~ '${1'lJ~'l~t:l' tJiHit:l

5.1 fflfJf1111J'W.fl1fJi 'WtJ1~ll1fHnm1t1'111,j'mH1'illflf1111~fJ' tJi ~tJ1~flt:l'lJf111
'"

I dt 'JI 'JI~
t:lfJ1'lll1 m ~'fflJ l'Wt:l~t:l'lJ'ff'Wt:l'lml3J~t:l'lf111 'ff'l 'ff1l'lJt:l'lN t11fJ'ff11"'. '"

5.2 N~'lJt:l'lf1111~fJ'il~1~'Wlt'Wdl1l'li,r fl'lJ'll'W 1~fJ~l~fJd,j't:l'lll~~t~t:ll1j'WtJ1~ lfJ'lfU

ffll11'lJ f111ftmn~ t:lli1t:l'l~t:l , tJ 11lfJm'Wl~t:lVl'l ~'l f111~ltU'Wfll11J'Wi'W1tJIt'lJ'lJ'fflfJf1111J'W
'"



Behaviors) (Philip
"

'U~f)~1f)i1m1'1iJ~ii

,
<=l

in'll') 2
, ,

t:::\ t:::\ 'V
1'a'aWf)'a'a~'YHf)f.J16ijel~

"" "" <V1. HU1f1~'ll0~m":i1<UfJ(Conceptual framework)

, 'Uf)1~~~ff'U' ~I~~ f)I~'U'Vll-3'Vll-3~lf11~'\J~-3~1~t1ffl1 mtl''Ulh~I'Vl~ ~1~t11~\h..• '". "
m~lJlI'U1fl111Jii~11~-3'Viq~mnJf11~~~'\J~-3~1Jnnfl(Consumer Buying

Kotler, Marketing Management second edition) 1J1'~li:I'Ult~f)''Uf11~1~t1
. "A ~ .do.do ~ Q.I.do

II'U1fl~~'U'Vl1f1t11'\J~-3~-3'U

1.1 i1;)~fJ'vti1~nfivHwi~vtqVif)'a'a3Jf11'a~~'\l~,uJu~l.f1f'l(Factors Influencing. " .
Consumer Buying Behaviors) t1~~t1;iiifl'Vli'Vift''Ufl1~fi1lt'U~'Viq~m~1Jf11~~~;iIl~f)~h~n'U'\J~~

" ..
~lJn nflll ~ft~fl'U '\1-3tI ~~t1;i1fi~~1f)~1~1Jnnflm~ IIft~iJ~~t1;i1J1~1f)fl111Jff'1J~'U11~~lt11-3lJflflft'" '" .
5'Ul~lIri

1.1.1 iJfJ.ufJ~n,f~m:lfJl~tfJ'Wl~lIeJ.J'lJflfliJ 1Jflflft~iifl111J1I~f)~1-3''UI~~-31'Vi~

~1~~1t11~ffm'U~fl1'Vi'\J~-3fl~~lJfli'1I1ft~~1~'Vi~-3iifl111J~~-3f11~fl111Jii~lli'U~W1~1I~f)~1~

n'U1hJ

IIft::;fl111J~~-3f11~'\J~~II~ft~1Jflflft~~Ihimiim-l n'U ii'Hft1t1C'J~mlru~ltft1t1~~~lJfl111J~~~f11~

o '" , .J. ,I ",91' &ff11Jl'H)'U1'Hftf)'\J~~A.H. Maslow 'UI'HHHierarchy of Needs 1J11J~~~fWI'If 'Uf)1'J~f)Il1fl111J

~~-3f)Wtltl~~lJn flfl'"j1 I1J'Ufl111J~~~f)11'Vl1-3~1'Ui1~f)1£.119l'~-.:Jf)1'Jfl111JUfttl~ ilt1l9l'tl~f)1~''l1'ff'~fllJ..• . . "
t1tllJi'u I9l'tl-.:Jfl1~ii~l'U~I~'U~tl~fl1~U~~[1'1Jfl11lJrl11~~''U~1~ ii~hHiltl~ liitl'Vl~lU11 ~c}ftliillH~ ..•

Q,I j/ Q.I 9J , do Q.I c:; 9J

2) m11lJI (Perception) f)1nU!'\Jtl-.:JlI~ft~1Jflflft1J~~~1Jfl11lJ!'J1-'lf1

II~f)\9h~n'U1J1-.:Jfl'UI<U1'~l~tl-.:J~11~Nl'UI<U11J1''Uf)11i'Url~'J1\9l!~1 II~Ul-.:Jfl'U~~-.:Jf)1'Jf)11Utlf)!ft1..•
'jJ 'J1 $I 9J ~ Q.I .•• I c;J ~ 9J I 0

CJflC')'Hft1t1C'Jfli'-.:J~-.:J\J~i'Uf!<Ulhl~ 'Utlf)\Jlf)i!'U ~1t11J\J\Jtl1J'J~f)tlUm'Uff~!!1~(ltllJrll-.:JC'J\J~'Vll
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'191 ~I .,,91 '"' li]~1 91 '" 91 91'191=
l 'I1f111UlJ't'lfll1'lJ'I1'lJ1U'iJ1flf111'HJ'm\91fl\911~fl'Utltlfl W f11'Hff'U tl'Utl'lJ't'l 1'Wtlff11~lt1 ~m::::\91'Um lfl\9l

<u <u q

~&~ & QJ ClJ9,J I QJ 1f] 9J di 9J 9J9~
f1119ftl 'iJ~\91tl~ft'flf:J 1't'lflf:J W::::f1111U 1U\91fl\911~fl 'Utl tlfl ltJ f1111ff'Ut)'U tl'lJ 't'l1'WtJff11 ~111~m::::\91'U l'l1<u •• q

~ '~ ..:!i&'j)& QJ wjJ I _~ e.i <;J , dt

lf1\9lf111 GlftJ'iJ~\91tl ~ft'flf:J 1't'lflf:J W::::f1lnU ~'Utl~fl '.}'lJ\91't'l1\911lJI'll 'lJ1U U't'l::::1't'ltl fl'UtJ1q\'t'l'U11 ff11 'YIfl '.}'lJ
~ ~

\91't'l1\911i11 '11'lJ1U'iJ::::f U 1.' ~ ~1tJ'Wq ~ fl1 'j 'lJfl1 'j f U 1.1\91tJ, ~ ~ ~i 'iJ fl1'j 1ff 'UtJ,j 11 ff 1'j ~ tl1q\'t'lcif1 1 \91tJ

ff~11ff'lJtl'iJ::::fitJuG') U'YI'jflCJf'lJ1~1' tJ~f11'ji'Uf'~l'lf'Utl'U

3) nf('tJfI~ (Altitude) m1'lJf.~fl'UtJ~1Jflfl't'll91tJ~~ i\9l~ ~'I1-ct~i'U'YI1~Ulfl

.-:!l & d..c:.. t:::l. I QJ 9J 3J 'j) ~.o:=lt, -: 0 9J e:::.

'11'j tJ't'lU 9f~ 'il::::'lJtJ'YI1i'W't'l\91tlf11'j'j u~ f11'j i 'I1'UtJ~'t'l'lJ1flG') '11'j tJf1l'j ff11i \91'YI\9l't'ltJ~Glf1G')'YIl i 'I1lf1\9lfl11'lJ

tJtJ'lJi' U 'il~ 'lb m tJ~ tJ'UUtJ 't'l~11ft''Ufl ~~l~
.c:f j/ Q,I t:::l. .c:t, l..:i ~

4) nl'il'i{Jul (Learning) 'Ufl'il\911'Y1tJ1fl't'l11m'Wq91f1'j'j1l'UtJ~f1'U1'j1

'" 1/1'1 •• " '" '91 0: "" ""1 " '" ,1tJ't'ltJ'UUtJ't'l~ 1\9l'il1flm'j1'jtl'U~i'U1'jtJ~911~G') \9l1t1f1l'jf1'j~'Vl1Glf1G'"11~tJ 'I11\9l~'t'l91tJ'Uff'UtJ~'Vl~fl 'il

'" .,." "'''0''' 91 "1"?i"',11lm'j 1lf1\9lfl 1111\91fl~f1l'j 'il~VW1tl11l'YI\91't'lfl~11i'Ul'U\9lfl111l\91fl~ f1l'j 'I11fl L\9l~mlJ'U 'Vl~fl 'il 'il~'Vl\9l't'lfl~
"t1 t I "

yhcif1'l1 't'lltlfli' ~'il'UUtil 'il ':111iJ'U11l Vi~iii~\9l U't'l~ 'il::tJ ~,j91flf ~191fl i tJl 'Uf1l'j\91tJ'IJff'U fl~f1111l~ fl~f1l'j

, 'U~tJu'U'Uf1l'jf1'j::Yh1~1IG') UI91t:l'li~f'U~'t'l'il1flf1l'jf1'j::yh l\9l i~liJ'U~~fll 'il ~'il~lilflf1'j::yhu"'TI1 'U

i-I $I .,. •• "j I i~I , •••• $I ,.<!/ ••• I '" ?i ?i "I
lJfI 'U'I11'Vl\9l't'lfl~11i fl'U \91fl lJ 'U'Vlqf:Jtlfll'j 1'jt1'U~'il::fl't'l11tl~ fl~f1lJ'j ::flfl'IJ'Vl1lJ 'U1'I1~llJ'U ~'t'l fl fl f1l'j

\)flf1'j::~'U (Stimulus) U't'l::f1l'j\91fl'Uff'U fl~ (Response) ~~irflf1l'j91m\9l i~U1'Vlqf:J~rl'i tJii'vh
~

fll'jri~lff~1If1l'j91't'l1\9l m'jfl'j~~'Ucif1~1t1f1l'j 1caJf:Jw1 f1l'jU'ilfl~1mh~ m'j'ff1~\91 <II't'l<lllll'Uf1l'j
q

'JJ G'I 9J ~ _ I.c:t,.o:=..c:t, 9J ~.c:t, QI ." d d.t
m::~'U 1'I1lf1\9llJfJf1'j t1191fl'IJ'ff'Ufl~\9l1 tJf1l'j Glffl~'t'l\91f)WCV1'Vl~'IJI'll 'U'U'U

.Q.c:I Q.I 'd .c:t,

5) flJmfl~lf){J'Jn'JJ~WfN (Selfconcept) U91't'l::1Jflfl't'l'il::1Ifll11lfl\91. ~
1ntntl'U \91'Utfl~ 1'U~ flf:J W:: 1911~ G')U't'l::::ii'Wq ~ m 'j 11, tJ 9'1111fI 1111fl \9lir 'U 1'li'U fl \9l1191'U1tJ~ ~'U fil'W

ll~~ll H 'il:: i,jff'U i 'ilfll'l11'j 1'ff~1I 'il::::i,j'ff'U i 'il' tJ'W'Ull'W'VlV 'il::::1I1I1'Udh~1'U 11191t.i'lfl\911191'U1tJ~11l'U
q

1.1.3 if1Hrm>rnar~f1u

1) f/'if}'JJflf1 (Family) 1~'Ufl~1J1:r~fl1l~im\';\9l~11Jflfl't'llllfl~~\9l
~ ~

1;\flf:JW::::'Utl~~tilt1~\9l -WtJU,j 11lfll'jt1tJ~\9l 'jtJll'UUf11'j¢i 1'j ~;1\91 fl1'111'j fl111l1~'U mj 11ltJ fl,j~l91tJtl'Ucu cu cu cu cu 'kJ. ~ .
i 'Um tl'Ufif 1ViUI91't'l::::'UflfI't'l'~fUf11'j'l1 cifl'l1't'l fl'lJ~~1l~1tf)\9l'il~fifltJCJf1l1~1 i tJlll'Ull'U'Um],~Vi 'il::::tJD,j~

q ~

\9111111191't'l::::f1'j fl'U fI i' l'iJ::::iJ 'j::::1Uo'UiJ 51J~11\91fll911~tl'U 111'UlWl 'U1i'j 'j 1I'UtJ~f1 'j fl'U fl f 1 11't'l::::'V~q ~ fl11 'lJ
~ , ,

I d doC!, ~ 'Q.I .c:t, Q.J 'j) ~ ~ d 'j}' Q.I'

I'll m'U 'il~'lJ tl'YI1i'W't'l91fl'Vlft''U fl\91f111'jU'j fll11't'lflflff ~'Vl'iJ::::\91flU'ff'Ufl~f\'"J11191tJ~fll'm\91fl\911~fl'W
<u
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. ~
2) mimJNv-J (Reference Groups) dj-e:J1Jflfln!~'U 1\9l~'U 'ildJ-ff'lfllJ

.. "".o::::t. .:::::. c:v e::l~ I & ~, ~ fjJ ~ I d

!'WlJ!\9llJ'UeJfl 'il1flfl'HI'UmllJ!'WeJ'U ';illJ 1:1'f.l1'Ufl'fl£ll !'WeJ'U';illJ'll'U !'WeJ'U'Ul'U !'WeJ'U';illJm'lf'W "1n"1

fll';i~~eJ'l! 'I1'lfl~lJ-ff 'lfllJ~N"l 'l.J'~ 'il~111'l.Ju~ n~1Jflfln'W(J1tJ1lJtI i'mil un~t1~1J~\9l1lJmh'lfl~ lJ

~\9l'U teJ'l'WtJ1£J1lJ! '11'1't1-ff'In\9l flfl~'l 'il~ijfll';i!1 £J'U~!i4lJ~'U \9l1lJl£J Un~'I1'eJlJ n~ '~i''U !'I1'1lJ1111 'l.Jij~ ~.. ~
fll';i~\9JJ'U 1 '1W;lfl£l Ul~\9l1lJmh'l'Uflfl nfl'UV1\9l'UU£JlJ£JflVeJ'l ~'l,r'U fll';i 'l.ff'U flfl n'Ul'l flcilJ!1J'U ~!1:1''UeJ

q q q '"

<C.\Q.I tI &d 91 tI ,f)J<C.\~

'lJ1£JNn\9lflUlCVI'1'U1 CJ.l£lUl1'il'l!ll'Ufl1';i 'l'lftl';i~ 1£J'lf'U'il1flflnlJm'leJ'l'U'U!eJ'l•

.
o QI .::::t. ~ 'jJ ..:Q & Q.I

m eJ'Ufllfl'U'W q\9lm ';nJf11';i U1:1'1~'H11:1'~\9lfl'U1:1''Ufl~fl111J\9l fl~ f11';i'IJfl~1Jflfl n fl1';ifffl£lltl ~n fl£IUl::'IJ fl.:J
~ ~

1\9JJ'Uli';j';j1J1.h~!'V'liU ~1~"l 'il~'lf1£J 'l.J,r flf11';i \9ln1~! ~1 '1'ilVlq~m ':i1Jf11':i9ffl'IJfl~\9lm~!{ll'H1Jl£J 1~~~'U

Un~ijfl111J ~ 1!1J 'U1Jlfl~ fl f11':i\9lnl~ ':i::'H 'i1~t1 ':i~!'YIffU~n::'lf'U 'Jfl~ U~n ~t1 ';i~ l'l'l ff U~ n::fliJ fllfl~
d ••.1 .::I Q.I d.. Q.I ' ••.•1 JJ ,Jt d f)J d 0 'I 51 Q 'jJ

'il::1Ju';i::!VlUl1WJ'U li':i':i1J'I'IU\9lfl\9lHfl'U u U1JUm':ifl.:J!'flfl'U fl£Jf1fl1'il'l'lll 'Htfl~f1111Jn1Jt'H n1'1'11'l

f11':i\9lm\9l'~

'" fl£l f.U::m Vl1::'IJtN 'lJfIfICl

- tun 'U::

':i1U'~

'IJ'VI'lJ1'VI'lJfl'l\9l'Ultl ,Hm::

f1nJ'lJfl11

..• "f)1';i!';iU'U':i~
1'\9JJ'U1i':i':i11

l' \lJJ 'U 1i ':i ':i 11VrJU

D
>I

'"'!frJ'"l11'lIClrJf1

':i::'IJ'VI1'l.
>I. '"f1rJ'Uf)1 ':i'!frJ

, j/, 31

fll'W'Vi 2.1 m~'U1'U fll':ic}ltllm~il 'il:ij£J'Viij~'VIij'Wn~eJm~'U1'U fll':i~\9liY'U '1'i)c}leJ
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"_I A ~ ~ A~
1. 2 ~ 1J 1&1111 'IJel~ 'VH;I VIt1':i'nl f)l 'aC)f el'IJel~ fj11'a !fI ft

v ,v
GI ~,::::::., 'jJ 9.J ~1 0 ~l 'j) t::! Q.I 'jJ 'jJ d 'j) QJ 'jJ Q.J

!'Wf)1'jC)fe:J'ff'Wfl1 v.l1J'j flfl 'U1tlJ'W'U~\9Ie:J~]J\9I1m~\9I'Wt'IJ1:iJltmJl'IJ e:J~\9Ilm~\9I'W'W'W
" q q

l¢luti ril'Wlh~'ff]Jf)1'j\9lm\9l (Marketing Mix)

v.lil\9lr1wcv1~~~t1'J'Wl'ilm~I9i''Wl¢luti nJi.1f1'tHu ffff'W lh~ 1tJ'lrw'1~~HW'IJe:J-:J1.2.1 ."

1.2.2 'lfe:J-:J'VlNf)1'j~1i1iJ1tJ I'ilm~I9i''W l¢luti 'ffm,j'Wfl'WfHl1~ '1'W'lffl~'Vl1-:Jf)1'j•
~1i1 iJ ltJ~t~'Wtm ri -:J'IJ1tJ .

o '"1.2.3 f)1'j f)1i1 'W\91'j 1fl1'Vlm :iJl~'ff]J

1.2.4 f)1'jri ~t'ff~ 1Jf)1'j\9lm\9l~t,r lt1-:Jflri]Jt 111i11J1tJ•
v

'j 11U1J1I'IJfl-:J'Vln~m 'j]J f)1 'j ~fl'IJ e:J.:!~ 1J11fl fl \l~ I9i'fl ~fll fftJ'j 11U1J1I'IJfl-:J'Vln~m 'j1J~ ~I ~ ~ ~I

~dct. 'jJ • ~ IIJ'J/Q.le!
f)1'jC)ffl'Vlt'jtJfll1 fl1'jm~IPJ'Wu~~f)1'j\9lfl1J'ff'Wfl-:J (Stimulus-Response) C)f-:Jff~l1!\9I\9I-:J'W

•.. "\9I1m~IPJ'W

(Stimulus)

r
1

'ffl'W v.l'ff1J'Vl1~

f)1'j\9lm\9l ~•..
•..

" "j\9Ilm~IPJ'We:J'j.JG"l

I 0

fl~fl-:J\9Il f)1 'j \91fl1J 'ffU fl-:J

(Black Box) (Res )onse)

, ."

f)1'j 1'i\91iY'W'1\l'IJfl-:J "A1 .: A "~ 1J'j fl fl C)ffl'ff'Wfl1
oJ

v~ "" •..
1Jflfl~ ~ i1'j fl1J'jf)1'j'W'W

q •..
v

(i1~e:Jfll\llli9fe:J)

, v

fll'Vll1 2.2 ~l1u1J1J'Vlq~m'j]Jf)1'j9fe:J'lJe:J-:J~1Jnflfl

v

1'Wtd 'IJfl-:J~11tt 1J1J'Vlq Am 'j1J fl1'j 9fe:J'lJe:J-:J~1J~1flfl Ufl f)1'j \91~ 1\91\l~19i'e:J-:J'Vl'j 11J11 ~1J 11tl fl

l!~ft~fl'W]j " Black Box " mjflltl'1'W'1'U~Uflf)1'j\9lm~]jfll1]J~lt~'W'il~I9i'e:J-:J'Y'IEJ1t11]J'Vl1tJ'lMl¢l11
" v , v

~1J11ml]jfll1]Jr~flmh~ L'j ]j'Y'lq~m'j]J '1'Wf)1'j9fe:JiY'Wfi'lfl~l~ 1'j u~:::l1~f1~tJ1\91e:J1J'ff'Wfl~l1tf1\91~l~
Y SI Y JJ 'JJ f iI

u'Wfifl ~1J~1flflm 'il9fe:JiY'Wfi'lU 'Wi1~ flfll'il Lli9fe:JiY'Wfi'lU'W tije:Ju flf)1'j \91rl1\91ftmnt1 ~m ~ 1Jl'W f)1'j U
"

51 ~, ~d, d ~

1l~\9Ifl~'Y'ItJ1tJ1]Jfl'fl'l:l111mtJl'W "Black Box" 'W'Wt1J'WfltJ1-:Jh ]JflftLfl Uft~l!H'il~'1'il'l'Wf)1'j'1fe:J
"I ,3J , ,..

.:=:::. 'jJ , lI] $I ~ d 9 'jJQ.I 'jJ Q.I 'jJ QJ I d oQ, dl d~ 'jJ 9 9J
'ff'Wme:JE.J1~ !'j1J1~ t'VW'Vl'U~!'If\9l1m~\9I'W'W'Wl!ft1 i11~11v.lft\9lfl1J'ff'Wfl~'Vl!fl\9l'IJ'Wflfle:J\9Ifl~f)1'j!i1•

v v

N1J11ilfl9fe:JiY'Wfi'l Uft~1J~f)1'jU'W
"
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1.3 fl'j~'U1Ufll'j~~ilu1~~ij'lJij~~'U~lflfl (Consumer Buying Process)
" " .

m~lJ1h1f11'j'UCl'lf11'jelfCliYhI Al'UCl'l~lJnflflu,j'leHlfllJ{!ihJ 5 r!h~mJhI l~m~]J•.
111fl!11~f11'j WnClhl~ ij f1l'jcjfCliYhI A111~'1<")11hi~ '1!l1~fl1'j W flltJl1 rr'l f11'jcjfCl ~'1 {1'~11iW91Clhl~ rl1fl qj

"lJ{~'1iJ

"'" "l
'Vit)~ m 'j ]Jf11'j C)fCl

~
9JQ.I I d. "
'j~ dd1]JfI d1]J~ fl\l f11'j•.

~Ir'

I "l ~ !! {1'1\1111'1i'tl]Jel!! {1'd\ll1l'Vll \I!Cltl fl •.

~

11 '" "l r+ rm tJmVi tJlJ ~ el~ ~ellff tJf11'j 'j~1]JhI~el'VI1\1!Cltlfl

"l
.•. 'od•.. !Clfl fl!! ~ 'VI'lffllJ

1

"l
. .

" ~
od

f1l'j~~iYhI 1'ilelffl
!Clfl fl 'VI'lffllJ]J1 f1f1d1

rll_'V'lfll~'il

'--------- ••~ 1,j"oh--------

.,
"f11'j 11'j ~1iJw:..m11"'\I f11'j elffl

I-I " I•• od

C)ft)t)f)

1- "II ,~ do
lJ'b't)Clfl

'"~ , ~ • ~ I

1.3.1 nqflf)'J'Juf)1'Jf)f}'Uf)1'JCJff} (Pre-purchase Behavwrs) 'V'lq~m'j]JflClhl

~ d ~ 9J d ~ 9J 3J~ 9J 9J ~
fll'jC)ft)!uhlm~lJdhl f11'j! 'j ]J\91h1l~tJ]Ju'j \Il1\111111'jflf:lflm~\9IhI 1l1!fl~fld1]J \91fl\lf11'j fld1]J\9Ifl\l fll'jhl hi

•••• q

"'" '" '" 9J "'1 "l '" '" 9J 9J 111.I 9J '1 9J '" 9Jt:J111!flI01'UhI111fl\9ld~lJ'j Lflfllfl\l 11'jfl!fl~1l1fl\9ldm~\9IhlflltJhI flfl!'U1 !lJm ~~hI m lfl~fld1]J~ fl'lf11'j
•• q q

1 ;; dd d3J ~ Q.I ~ 9J 'Q.I ~ 9J I

m~ lJdhl f11'j hi 'UhlhI!U him~lJdhl f1l'j'VI~lJ'j lml\9l'j~l1 hi flf:l\lfl d1]J~Cl\lf11'j\9lfl\9ld{1'hlfI1 1~tJ]J fl'l11•.
Q 9J ~ ~ o:::! 0 do 0 Q.I .e:I Q 9J.,:::.i .-::t 9J I Q ~ ~

'ff hi f11 'lJ '.i ~ l fl 'V1hi hi i'j ]J ]J1111]J ")1! 'lJ hi il' .,'l1)' lJ 1'11.-:11) Cli'r hi fill'! ]J1'Jj' CltJ!~ lJ '\..i 0\-J i{1'f) ]J fI tu fl1 'V'l
'U q
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"~'lJ~1.f1f11n~ fI11lJ~ ~ \Ifl1 'j ~'U fll'W'U
'"

1.3.2 U~J~711't1Ht~Bf) (Search/or Alternatives) lrl~~'lJ~1.f1f11n~f111lJ
!iJ ~ 91 'j/ d 9J ~ I ef jJ ~ d d dd~ c Q..f

\9l~ \Ifll'j i'U 1:1''UfIlll" lfl 'il~\9l~\llJ~\I 'Ml'Vl1\II" ~fl i'U 'll'1\1'Ulfl\l fll'j 'I11'U~lJ" 'il\1111'U1:1'\I'Vl'VllJfI11lJ 1:1'1f1ill
'" u. "

mi1\lv\I fll'j'l11~~lJ",r'U 'il~-W'il1'jw1~mJ"'Vl1\1¢J1'U 'll'i1~'U~\I~'Ufl1 'j1l~flllW'U~\I~'Ufl1 illfln......... . .
iY,. t <Q, oC:!t. 0 ~ ~ .cS..cS. 1 9J

'll'lJ'j~ 1:1''Vlli.f11'Wfll'j'Vl1\11'UfI11lJfI\I'Vl'Utnl'j 'j 1f111m~m1lJl'll'~f.l ~'VllJ\9l~~'U1t1

1.3.3 f)1'ilh::tiJUHO't11~t~Bf) (Evaluation 0/ Alternatives) lrl~ij'Vll\11ii~fl

"
1l~1 .u'U~~, ll'il~~U\lijfll'jll 'j~liJ'U ~m'Vl1\11iiufl111~11n'Uijfll'j~~~'U 1 'ilmh\l~'lJ~1'U'Vl1\11iiuflnij

" ..
51 51 "'" 51 "" ?t "'" 51 "" "'" 51 ""'1 1 51 'I "" "'" 'I """'1 """" ""'UUtI tn1:1''UfIl'U'Ul1J'U 1:1''UfIl'VllJfIl~'lJ'j .f1f1Ul'il 'll'1J"11'Ufll'j\9l\9l1:1''Ul'ilmfl ~'lJ'j .f1f1'VllJfll'jfffl1l1......

1:1'\I 'I1~Uij'jlt1' ¢J1:1'\I ~fl'il~'I11 .flUlJ"1Jl1~U 1;rll'j~flU'lJm'i~\9l~'U 1'il1Jlf1fl'h~~ijfl11lJ~~11flWen~
qJ cu cu cu cu

~'lJ~1.f1mhml ;rih::fl U'lJfl1'i1l 'j:aiJ'U ~"'Vl1\l1iiufl , ¢Jllti 11'i:: 1:1''lJfl1'iWl~ tlln'lJ ~'U fl11 'UU~\9l.•.
• I JI I I

Q,I .c:::t. ".c:::t.1 do do , d. SI .c:::t." Q.I''' d' Y QI' 9J <Q, o1l!t

'Vlff'UfI\9l'UU\I~'lJ'j .f1f1'VllJ\9lU\9l'i1t1'11U1:1''Ufil'j1lJ'Vl\l 'UU1J"'Vl \9l'il1flfl'iU'lJfln fl"lJm\l~\ll1J~'I11
•••••• q

~~lJ"ll~ 1~'lJ 11.f1f1'il~ij fl1'jtl1'11'U ~1flWen l~ ul1J~ tl1Jl-ntl'lJ 1~mYl'U i'l1 W 'il~ln'U fln 11l~tl1Jl-ntI'lJ
•••••• u

1.3.4 f)1'J~vliru7;Jc#B (Purchase Decision) 'I1~\I'il1ftU1:1'1\1'111'Vll\11ii~flll"~

" "ll'j~liJ'U ~"'Vl1\11~Uflll~ 1 ~'lJ11.f1f1'il~~U\ll11fll'jl'i~ ~'U i 'ili11111'U19fUff'Ufl1,r 'U 'il~1:1'lm'j f.l'I.hu~.•.
"51 i i"Q,I Q,I ll]V .c!:l i'" oC:!t. t .c!:l <Q, 'JJ 0 Q,I

f111lJ\9l~\lfl1'jll"~f111lJ 'W~ 'il 'I1fl'lJ\9l11'U1lfl\ll~'I1'j~ lJ tnl'U1f1\9l11fl1'i91'~1:1''Ufl1'il~'lJ1'lJ\9lfllllJ

~~\I fll'j'U~\ll'U1 i¢J m~'lJ1'U fll'j4~'il~ 1t1\1i llri~'U'U~\lfl1'j~\9l~'U i 'ill~~fl~1~il\9l.nw en \9l'j1t..r ~.•.
, JI I 'J/

3J Y do .c!:l •.. ,oQ, <Q, 9J d .:!!
'j1f1l 'j1f1l'Vl'il~91'~lJ'imW1:1''UfIl'Vl'il~91'Uc1J"cIJ

1.3.5 f)1'J'lh::tiJuHOmJ.3f)11c#B (Post Purchase Behaviors) fl'j~'lJ1'Ufl1'j
J/ ,iI )J ,

~~~'U 1'ill 'Wfl1'j9f~'il~~~\I'j11Jl'I1\9lfl1'JWvitn~~'U ti~'U'I1~~'I1~\l9f~¢J1t11'W'i1~'I1~\I 'il1fl-n~\9lffU i 'il
q

51 'J/ )I JI

clI~~ufl1t1u i 1l11~1 ~'lJ11.f1f1'il~ijfll'j1l'j~liJUf"mmr\lm'j9f~~Ufl11 Ufl'jlJ~~ i1l11"~1J1\1f1f\ltJ 1.•.

.u'm,j mml1ii'11l'lJ ~fl~'lJn.f1fl'j1t1tU"lI~U ~tI~lJf'lJtl'U i1 In ~~4~~~ ~U i 'il4~~u fl111l11~ 1 'il~ln~
" ,

m1lJ~\lr(1 '1'ili1 fll'jl9l~ff'U '1'j),r'U f.lfl~~\I'I1~~ Lhj 1~'U11l\9l1lJ-nfll~W1\1 H'I1~~ hi 111'111fll~Ui11
'". " "

\9l1lJ'f1f1ll'l'l11\1n'il~lnl'lfl11lJVW'1'illlCl~'il~U1 Llllrifl1'jcll~~uIl1t1uBfl
'"



"'" '"'VHllPlm11Jfl119l'~

r+I 31 '"fI dl1JIPl~~fl11 fl11 tlPl'W'VI1~

~I 31 '"

11ff1~11l'Vll~Ii1t)f) hJfiU 1~1.l'VI1.:j Uffd~'PI 1'IJ~1J~ fl111\Pl'W'VI1~••
0'

- 'VIN'J f1fJ1.l1'1

- "'ll~'JfI 'rl
- 'VIl.:j'Jm.h::~1'VI1.:j

- 'VIl.:jtl1f1lfl' -+ tmv1Jtfiv1J~~?i~~tihJ

., .

IftI'Bntnioq't.fmnn'lm
" .'1UfltlUWft11iHU 111\

11

."' .. ,
t~~fl'VI'lf~1Jmflfldl

l'l ~ '111 I-I '" .. I, 1\Pl1.l'VI1.:jt)f)

flWlh ~ di'W f-m 'PI~ ~flU 1~'W'VIl~

'1-il'l~ 111 ~ '~I~1.l'Vll~i)f)
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.
A. Q. QJ A.

3. U'W1flV1!fm1flum'Ju'mn

:;7l "". I 0' IiJ 31 '" "" IiJ 31 I

~~lJ f1fl'Ylmfl'j (Philip Kotler) I19Wli'Ultlfl11lJ'IUntl'llfl\l f1Wmfll'j 1111

.?I "" d '" 31 1iJ'1iJ 'J/ .,. JI .ok i 'J/ '" "" JI .ok,. ""1iJ 31""
"tlJ'Wf1~m'j1J'Yl~'U~fl\lllJ 1\91(Intangible) ~f1'W1t'ff'Wfll\91t1H1t111'W\I 11f1'Uflf1H1t111'W\I 1\91t1lJl\91lJfll'j.

.::'1 9J ~ CV, 1 "1 •• 1 Q,J ~ ".cl cv Y lrJ v
tlJ'Wt~l'llfl\l u~:;f1~m'jlJ\91\1f1m1m~f1m'ff'Wfl'Vi1\1 IlJf1'U'ff'Wfl1'Yl~'U~fl\lI\91".. . •.

0' IiJ 31i )/A A I ~ A d ~

tflJ~ .'U~fltl'ff (K.J. Blois) 1\9111'Wtl1lJ'llfl\l "fll'j'U'jfll'j" 11 f1fl f1~m'jlJ'Ylt'ff'Wfl'll'W....
rrJflfll'j'lllt1'Vl1 i M'tn\91~~n11 mriH''lllt1 U~~fI11lJ'Vifl i ~uriH''Unflfl 1\91t1l~vh i M'19i1ff'WflTW'Wru~tI'W....

f11 'ff!~ tI'W f1~'W~'ff (Christian Gronroos) '~i1t11lJ i1'11 f)1'j'U1f1nflfl n~f1'j'jlJ

"l "" .ok 'i d"" '" "l i ,,:~....K d 31i 31'" ""
l1'jfl'lf\91'llfl\lf1~f1'j'jlJ C}f\lfl1~fltl 'W'fffl1'Vi'YllJ~1~'W11'jfl lJf1~llJ !f1\91'll'W'llW~'Yl~ l1'U'jf11'jlJ.....
•• lAG-' QI tlcv " ~ Yi'J/..c::lto .c::t •.•. f4l:\Q,I Q.I tlGI ..c::lto .dl Q.I .:s. i31..,j
lJ ~ 'fflJ 'Vi'Wli f1'U'J f1f11 11'j fl ~ 11'U'j fll 'jlJ lJ ~ 'fflJ 'Vi'Wli f1'U'j ~ 'U'U'll fl \If11'j 'U'j fll 'j C}f\I~ \91!~'j tllJ 1!'Vifl

31~ "l 31 31
Uf1lJ rum 11'j fl f111lJ ~ fl \Ifll 'j 'llfl\l ~ f1f11" ..•. .

'Wflf1'il1flU m'W'j'ff if\l i$\f1rl11~fl i 1111 f1Wfll'Vi'llfl\lfll'j'U1fll'jViH'lM''U1fll'jlJfl'U iM'uri
q lU q "U

~i''U'U1fll'j m~u,j\l i~!1:J'W 2 ff1'W (Two Basic Quality Dimensions) '~uri

1. 'U1fll'jfl:;l'j (What - Functional Quality of the Process)

2. 'U1fll'jmh\ll'j (How- Technical Quality ofthe Outcome) u~:;1J~~tI'Y11\1

9J tI A Q.I d.d.' I .e:t. i 'J/ 'J/ A YiI!:!i 131"" 31
\911'Wfll'Vi'Vi~'W (Image) 'llfl\l'UHI'Ylf1lJ'ff1'W 'ff\I!'ff'jlJ 11'Jf1f11m\91f111lJ~'fff1 \91\91\911t1

fll'Vi~ 2.5 Two Service Quality Dimension
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• y y

f1l'j YiIlf)1l1~~bYllJ1'jtli''lJn~11 flWfll'V'l'tftl~f1l'j'lJ1f1l'jl!'W~'I1~ tl1~l!'W t~mHUJ1~lfl
~ ~ q

fJWfll'V'l~~fllllflllPl'l11~ 11 (Expected Quality) \Pl'j~n'lJ1h~bY'lJf1l'jci'~ 1~i' 'lJ~1f)f1l'j'lJ1f1l'j

(Experienced Quality)

Total Perceived

• Market Communication
• Image
• Word-of-Mouth
• Customer Needs

Source: Gronroos, C. (1988): Service Quality: The Six Criteria of Good Service

Quality. Review of Business 3 (New York: SLJOhn'S University Press): p.12

.d
fll'V'l'VI2.6 The Total Perceived Quality

I " " "

c}$~bYllJ1'jtlbY~l~ '[ MtfilPl~'W1~i\PlVtl1ftV'I1r:rflf1l'jl1~ 6 lh~f1l'j~~i1 (The Six Criteria
of Good Perceived Service Quality)

1. f1l'j t'LJ'WiJ~H)1;'V'l UIl~f1l'j~'ilflfj~'tftl~'V'll! fl~l'W ~'[ M'lJ1f1l'j (Professionalism

and Skill) ~fllllbYllJ1'jtli''lJr1~'illflf1l'j~~'lM'lJ1f1l'j~ml11r UIl~l1f)fj~ 'l'W~1'W'lJ1f1l'j bYllJ1'jtl

3-I~ • Ii] 3-1 • ""
HfllJ t1j'l11\911~'1 lIPl{)V1~m ~'lJ 'lJttIl~ tt 'lJ'lJ ttNl~

2. l1fl''Wfl~ tm~'V'lq~m'jll'tftl~~'[M'lJ1f1l'j (Attitude and Behavior) ~flllltfilPlml11
, I I "

Ii] 3-1 "" 3-1'[ 3-1 "" '[ "" 3-I~ ' "" "" d/ 3-1 '''''?l "" '3-I1i] ~
lIPl'illfl f1l 'j 'VI~ '11'lJ 'j f1l 'j bY'W'il'VI~~ ttfllJt1j'l11\011~'1 'VItfllPl'tf'WIPl1 V 'VI1'VIt1J'W1l\9l'j UIl ~ 'lf1VU fl l'tf lJ t1j'l11

'[ 3-1'[ OJ ""

11 'W'Yl'W'VI
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3. fll·H.uTWU1J)~ltl H(j~iJml]J~~'l1~hllh1fll')1,ru1fll,) (Accessibility and
. " ,

Flexibility) ~f1fi'l'il~I9l~iYmllmlmhi l1191.:l'tltl.:nhW'f).:llhl H(j~tJml11,r U1fll') 19l':l'Vn!mlhll!(l~

~ dQ.l ~ 11Ij) ~ 0 _I <r cI I 'j/ , d d
')~uu fll') U')fll ')'VI'il~1m tI]J llll'ltltll hi1t1u1~ ttl'lfhlHf)(j f)fll tltlNI\9l]J'VI

'U

3. fl1l]Jli'11.:l1'ilu(j~ml]Jl~tl1'illJ) (Reliability and Trustworthiness) ~f1fi'1
t 'J/, I

Lll]Jl')t11U{IJ)'illf1ll1\9J fll1Wl1ln~;jhlm'.:l'illf1l1~1 ,ru1m11Jii1J~\9l1]Jl11J)\9lfl(j.:ltlhlIi'

31liJ ••" 31 "" • 1 '" .,{ 1 d d '" ••
4. fll111fl t'tlLlm'Wfll1U! t'l1f1(jULJ;fll1~Ufl\9l(Recovery) l]Jtl ~f1\9l1]J'VI1fI~m\9Jfll1U!

dliJ'liJ3I "'liJ3I' 31 <!I ••d"'liJ.1 .1'" 31131'" 31liJ
'VIt]J t~m~fl~ ll"1.:ll1'Wl 'l11tlm\9lm1U!'VIrl~ tu'illf1uf)\9lI!(l~rl 'l1U1fll1Lll1J11tlllfl t'tlLlm'W

• 'U

cI~ lI]Y1 Q,I I d.dt" c1'GJ"Q,I t 4Q.fJ} ~d d.
fll') U!hihi"l t~ hi'VI'W'VI1.:l'VIll'l tlfltlUfJLlmhi fll1 U!t'l1f1(jULJ;Llflll'l1JfI\9l~1t11lifl11'V1m1J1~Ll]J

ttfd .~a . fjJ ~a1
5. 'lftlILltl.:lU(j~fl11]J'U1t'lftlt1tl (Reputation and CredIbility) ~f1m~~I'lftlt1tl hi

~ d fJJ1" 4Q, d "'1" ~ o.Q..c::.. "do,-
'lfmLltl.:l'Utl.:lrl l1U1fll':i mflfll':i'VIrl 'l11J':im':i~11'W'WfI~m':im~1t1~t~tI\9l"tl~

'U 'U

,
5. UUltl~1J8.:iParasuraman, A. Zeithaml, V.A. u-a~Berry, L.L AflfJ1fllJt;}W.fll'W

..•.
1J8.:i1J"HlTi (A Conceptual Model of Service Quality)

Zeithaml u,,~ Berry lJ)111fll':iffm:J1l~tl.:lt:!U!fI1l'l'tltl.:lfll':i1J1fll11 'Wi1f'1''W~'tItl.:l~f1fi'1

(The Total Service Quality Perceived by Customers) U(j~IJ)I~tI'WU'W1~~liJ'W1911U1J1J'tItl.:l

f)1':i1~t:!U!flll'lm':i1J1f1U (Conceptual Model of Service Quality) 1J':i~f1tl1JJ)1t1"f1flU!~

ml'll~ (Determinants) 10 "f1flU!~ 1J1~f1tl1JJ)1t1

1) fl111J'lhl~tli1tl (Reliability)

2) fll1\9ltl1JLl'Wtl.:l~tl~f1fi'1(Responsiveness)

3) fl11]JLll1J1':it1't1tl.:ll'lirf).:l1h1~1,r1J1f1n(Competence)

4) fl11]JLl~~1f11'Wm1~~~tl (Access)

5) 5lit11fftll]J\9l~'tItl.:ll'lUmlh1 (Courtesy)

6) fll1~tlLl11 (Communication)

7) fl1l]JiJ~miYtI.:l (Credibility)

8) fl1l'lJir'Wm 1J"tl~Jltl (Security)

9) fl11]JI.ul'l'il~tl~f)fi'1 (Understanding / knowing the customer)

10) 1J1fll':i~I'H'WliJhI~1Jli':i':i]J(Tangible)
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,
~ .t::1 Q..I , _I

6. U'l-t1flVl"llel..:iBooms. RH. Utl~ Bitner, M.J. U)tl1flUil1'l-tlJ)~illJ'YIHfll)V1tllVl"llel..:i

1pn1)vll'l-tu'jfll) (Marketing Mix for Services)

• Y

tihJ\l1J lf1 riTU lh~fflJ 'Yll\lf11'j\'1ell~UlJlJ~ \ll~lJ (Original Marketing Mix) i¢{

-w WJ'U1~ 'UlJ l1J 1f1f11 'i 1 ,) V 'IJ'tJ\l Borden ~ \lVi 1f1'i W flY f1fll n lJ ~ 'i n 1Jfll fI N~ I'l (The Original
Marketing Mix was developed by Borden, and was derived from case and studies of
manufacturing organizations) ~\l1~'UN~l'lfiwcnffllJ1'ifl')lJ~'tJ\li¢{m'tJlJu'U1f]~'IJ'tJ\l Borden,

• y

N.H. 1~'tJ\l " The concept of the marketing mix", i1 McCarthy, E.J., iJi'U1t'l')l'll~VlJl~V\l

'1 ''1 ~ ~ '1 ,J ~.d ~QJ '1~..,j , II) d '" .: '" II) ,
t'HlJ t'Hl'IJl t1J\lltJ'IJ'Umt~llJ'U'Yl'i1Jf1fl1tJ tl'l'lf'tJ"4Ps" 'tJV1\lt'if1l'll1J U'U1f11'l"4Ps" 'l.W\l t1Jffl1J1'ifl•.

y

'tJnlJltJn'in1Jfllf1lJ~f11'iiJi'~\l'H1J~•
Boom, B.H. U{l~ Bitner iJi'm'Uml'U1f]~ri1'U'l.h~ff1J'Yl1\lf11'il'lm~'IJ'tJ\ln'in1Jfl1f1•Y •

lJ ~ f1n hWf1nu 111'U1f] ~ "4Ps" 1~1J1~ 1J'l~'U! l'U In ~ Iii 'U "7Ps" liffl1J l'i fI 'tJn'lJ ltJ~ 'i n 1J

fll f1lJ ~ f1n i Ji' ri 1 'U,h~ff 1J'Yl1\lf11'j I'lell ~ 'IJ'tJ\lfll fI 'lJ~ f11'i (Marketing Mix for Service)

,.h~f1'tJlJ¢{1tJ

Product

Price

Place

Promotion

People

Physical evidence -

Process

'ilf11 .
d Q.I 0 I

fffl1'U'YlUel~fll'i~~~1'H'U1V

fll'i ri \llff~1Jfll'jl'lm~

'VfUf1\l1'U

Y

'I1'UI'l'tJ'Ufll'j 1911!tJ'U\l1'U
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"" ••.• d
~H'I~ilW"YI (Product) .,

v.li'l\91.tlWcn'i 'Umfl131tll~ilr 'U i l1fl';mH"lflqj~ eJtll'J i 11131tll'J eJ~l-:Jfl'JeJ13fl~lJ (Range.,
of Service Provided) fl'J131-:J1l'J1I'1v*t'!'U ;1-:Jflwm'W'lJeJ-:Jtll'Ji11'131f)n (Quality of

Services) u~~'J~I9113'IJeJ-:Jtll'Jil1131tll'J (Level of Services)

'alfll (Price)

'J1fl1~iiv.l~~eJ-ff1'Ulh~'tllJ'YI1-:Jtll'J\91ml'1 '~Ufi 'J~I9113'J1fl1(Level of Price) -ff1'U~1'1

(discount) t~eJ'U''IJf11'J'I11'J~t~'U(Payment terms) flWfh~~f)f{l'~f13 (Customer's

perceived value) U~~flwill'W~mlfl1 (Quality per price)

,
cl Q.I 0 ,

tftllU't1!la~fll'a\l~ml1Ulf.l (place)
II • I ,SI,,, ,

, 'U1i'Jn Ullfl131f11'JU'U fl11lJ 'tl~1'11f)U131i~J'UiY-:JViiifl11lJtht>itlJt)~1,:j tJ-:J~ ~U'U 'tlm'U ViI9i~Vi. "
~f)f{l'tlllJ1'Jm,rlfl,:j 11~t)~1'1~t)'~lI'1V~lV '~111l~t1J'U thu f),:jl'U~'tlllJl'Jm~'U 'YI1,:j~1'1~t) 1$\t)~1,:j
'II

'tl~1'11f)11~t)f11'J~I'1~t)11'1£Jf11'J~t)'tll'J'~mh,:j'tl~mm1I'1th ~,:jiifl11lJ~lt1Jlmdl,:j~-:J

'VfUfl,nu (People)

1mpnllillflu1tll'J 'WUf),:jl'U~111U1tll'JiiWJ1lJthflqjeJ~1-:J~-:J Davidson, D,S, f)ri1111 "
., ..

1'U1i'JnllillflU1 f)nu 'U fl11lJtht11leJ~ii'W Uf)-:J1'U~Vi111u1f11'J fiU~f)f{ 1 U~~'Wuf),:j1'Um 11'U1 f)n
q cu ClJ cu 'U

~ "d~ 0 G.I .d "
flt) v.l'YIlJfl11lJ'tl1fltlJ'YI'tlI'1'IJt),:jeJ-:Jflm"

'II " •

ii'flllW~'t1l.:jfllf.lil1'W (Physical Evidence)

i:1f)£JW~'YI1-:Jf11Vm'W(Physical Evidence) 'IJt).:jf)n111u1f11'J l~wi 1I1l~vu11'1~t)lJ~ii

~'YI~'W~~eJf11'Jl9il'1iY'U1ll'IJeJ-:J~f)f{WJf'U'tlfl11~U 11'1~t)lJ'lJeJ-:J'tlm'U ~ 111u1 f11'J~lJtJ-:JtM 'U11~(f11'J
'II

\91f)U~-:J'tlm'U.yj iY 'Jl.luumhUf)-:J1'U tiYv-:J'Jum'U t1J'U~'U)
'II

•.
.u'\..!~el'l-!fll'a~lt.w'l-!.:jl'l-!(Process).,

'll'U\91tJ'Uf11'J~ltiJ'U-:J1'U'lJtl-:JmflU1tll'J~eJ-:Jm~i'u 'J11'1t11 iil.l 'J~iY'YI~ill'W iitll'J-ff -:JN1'U



••••'UfIfI 3

SI 'JI, ,

f)1'jffmll1~£Jfli' ~iJ H'1~mj~.yj~~fftl'fll1J ~~£J.yj]jfl'Yl~VH'l\9itlf)1'jl~U 'Y11~'Y11~tl1f)1f('lJtl~...
"!~~ffl'jJ~ (Survey Research) l~£J]jl1i~llihJf)1'jl~£J,}~l'itl hJiJ

" ,
1.1 tl1zVlfl1 (population) U'j~'Iflf)'j lunul~£JiJ'I1lJl£JG~~l~£J'ffl'j.yjl i''lJ~f)1'j

'lJtl~'ffl£Jf)1'j1JUfl1£J1U U'j~!'Ylf(

1.2 'lI'Uul91·Jtnh~ (Sample Size) 'lJU1~'lJtl~I91Jmh~~l~UI91JU'YlU'lJtl~lh~'Iflf)'j~
'I ~'l d/ lIJ ~ "'I ••.• , ••.• _ 1 <I di::lt "'I ••.• I
~'If~U f)1'jf(tl'fll~~ ~~~ltltll'j l"tlfH9ntl£Jl~U'lJ'lJl~l~ ~Wl1lJ1\9ltlu 'j~'ff~fI "1f~l'1JUtll'j !"tltl\9l1tl£Jl~•

fh'l1U~~'j~I91'lJflJllJ!~m:ru 95% U,,~]j~lf1JllJflm~lfl~m.Jl1i!nu 5% 'ffllJ1'jmllu1ru'l11'lJU1~

I91TtJ£h~lJl ~ltl'ff~'j.•
n

n

N

e

N
1 + Ne 2

o '" I~lUJU\9lJtl£Jl~

~lU1UU'j~'Iflf)'j
,

, "'I
fI1f1JllJflm~lfl" tlU

.,j 0 ~1 d"" 'I _I d I

!ut)~~lmlUJUYl ~£J'ffl'j'Yl!~U'Y11~fl1£J~Uu'j~l'Ylf(lJlJ1tlf1111,000,000 flU.•
" , .

~,:nru ~lUJUU'j~'Iflf)'j.yjr11UJrulJl~~]j~lm.yjnlhn'lJ 400 flU

n 1,000,000

1 + 1,000,000(0.05/

399.84

••••••••• IV •

1.3 1fifll11ntlflVl1tltlH (Sample Method)

'lJU1~I91Jmh~~l'1tl~'l'ilf)1'j-fflJ!~tllt1'lJl'j~~'lJfl11lJ!~tlmtu 95% ]j~lUltJ 400.
"I'l'HHh~ ~~l!u ~~li1tJtll i'11l f)1'j ffl'j J~jh ~'Iflf)'j 1~v 1Jl~1f1tll'j!i1 tlf1I91-;l'mh~u'lJ'1J!'ill~ 'il~mlJ
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~1~tlffl'jhn.h~!'V1fl' (Domestic Terminal)

,
.o!I.o!Itti o"-u

2. lfl18~1J8IUnl1Y1l1f)£1

!fl ~B'lii B~ 1~1 'Uf1n r11f1n 1~ tlJ 'U'il~1~!! 1J1JffB1Jt1111(Questionnaire) ~ '1~1~ tI
~ ~

fffH~'U !B'l1~tl1 ~f)'j B1J!!'U1~~'V1 q£l a y.jq~ f)'j nJ f1l'j~B'lJ B'l ~1J~1f1fl (Consumer Buying

Behaviors) 'lJB '1 Philip Kotler !1(1~ !! 'U 1 ~ ~ f11 'j ~ 'tll ~ 'lJB Hi ~ ~ nru en ~ 1 'U 1J~ f11 'j
~

(The Marketing of Services) 'lJB'1Christian Gromoos !! 'tl~ Donald Cowell 1~ tI iJ.u'U~ B'U. ~
1'Uf11'jfffl'l!fl~B'liiB mhdJ'U 3 ft1'U vl'lU

ft1'U~ 1 !il'Uf11mll!~£ntl1J~f1£lru~'V1l'llh~'I11mft1ff~1!!'tl~.u'm.m~11 U'lJB'l
"

~~B1J!!1J1JffB1Jm:JJiJ~f1£lru~f11mll~1~!!1J1J!~Bf1\9lB1J(Check lists)

ri1'U~ 2 !il'Uf11mll!~tl1tl1Jtl'il~tI~D'V1TIy.j'tl~Bf11'jI~'U'V11'l1~tlB1f11fl'tJ1'Ulil'U

!!1J1JffB1Jmll.u'mJml1J1Jm\9l'jlft1'UU'j~mrufil (Rating Scale) m1l1TI'lJB'l~lfl1'V1(Likert)

ft1'U~ 3 !il'Ufllmm~tl1tl1Jml:JJ~~I,:f'U~1'Uflruflly.jf11'j 1l1'1J~f11'jlil'U
q

3. II "nl11 n'lJ11'lJ111J eu8'JO

1'Uf11'jIn1J'j 11J'j111.u'Bll'tl~1~tI l~~hu'U flln11J'j111.u'Bll'tl 'illf1l11J1JffB1Jmll 1~tlf11'j
" " "~ ~

~hU'Uf11'jlil'U.u'U\9lB'Uvl'lU

3.1 ':h!! 1J1JffB1Jmll~r11~'U 1~tlf11!!'U~111'illf1B1'ill'j 6~U1f1£lll U'V1~ffB1J~1~tlffl'j
"

QJ I 0 'J} 0 QJ"~ rI , ~ d" •••
\9l1Btll'l (Pretest) 'ill'U1'U 30 fl'U IW1'Ul~'tl'tly.j1i1Iml~11!!'tl~111mfl1111!'I1Bll'U (RelIabIlIty)

" • I j/

1~ tl1~ 111-ffllU 'j~ ff'V1TI!!B'tlvh (Alpha Coefficient) 'lJB'l Cronbach 1~tI1~ fi lfl11m91m:J\J,;r '1

111J1J0.98 ~~ 1l1'filfl1111!~mj''Uff~ !!'tl~fflm'jt11 ~!il'U!!1J1JffB1Jmll 1'Uf11'j1~tlflf'lrl'1~
"

3.2 ~1~tl111!!1J1JffB1Jm:JJ1U!!'ilf1~1~tlffl'j fIltl1 'UU'j~!'V1fl'~lln'U!!1J1JffB1JmlJ~
" "

d 'J} QJ ':}JQ.I Q.J ~ ~ Q d 91
!f11J'j11J'j1:JJ'lJBll'tl400 111J1J1~'j1Jf1'tl1Jfl'Um1J'V1'll111~fl~!tJ'U'jBtJ'tl:;: 100

"
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4.

!dtl,)1'U,)1lJ.,j'tllJ~1l1flU'U1HH)'UmlJU~1.,j'tllJ~~ 1~mu1Inl1{1' (Coding) U~TW1l 11

1I,)~lJ1~N~~1t1fltllJYi1!l'ltl{1I'lf.Jl,*111')umlJ1:Y1!h~1I SPSSIPC+ for window (Statistical

Package for the Social Science I Personal Computer Plus) U~ ~1:Y1'\-'li''U{I'(i ~ ~ 1,*hw n

"" 0' <j) " I <j}

1!fl') 1~tl 'UtllJ ~lJ')~fltl'U fI1t1
'" " .
4.1 (I'(i ~!~ '1'Yl') ')ru1 (Descriptive Statistics) !1:l'Ufll') tl1ri 1Yll'l {I'(i ~Vl'U~ 1'U !Vltl

"
tlTI'U1tlr:rmJru~'Utl'l flcilJ~1mJN1~ufll'Ylfl' tlltl ,)~~'Ufll')HmJ1 tll:jf'Yl ~1'U1'Uflf'l1'Ufll')!~m11'l••
1 l!] <j} d ''''! "" o'<j} 1 :ll d, <j}

f1t1tllfllrW1'U ,)ltllflm~t1l'lmfltl'U 1lfl')1~tl'UtllJ~ f1m{l''UmlJ'Ul'lln~m1lJtI u~~m')tltl~~
'"

4.2 {I'(i~!~'l tl'4m'U (Inferential Statistics) l~ tl 1'*1 'Ufln 1!fl') 1~r1N~m ~'Yl'U'Utl'l

'" "I' l!] <j} '~'" 9 <j} "I <j} '" ""

1'l1UlJ')I'l1'l"'j IflUfllJlllltlflltll'U'Utl'l~l'ltl'Uu'U'U{I'tl'UmlJ u,)~fltl'Ufl1t1l'Ylf1' tll~ ')~f1'Ufll')f1'flEJ1
" ,

tl1;'Yl ~1'U1'Ufl r~1'Ufll'H~'U 'Yl1'11fI t1tllfllfl't11'U ')1tll ~m ~ t1~tll~ tl'U l'1fl''Ufl ~1 'Ufll'H~ 'U'Yl1'1

1fI t1tl1fl1 fl't11'U fl n U'U~U 1'Ufl fl ~ l'U m tl 'Ufl f 1tl ~tll~ tl 'Ui 1lJ 'l1'U l~'U 'Yl1'11fI t1tl1fl1fl't11 'U•
I 'j/ 'j/ I

1I'ltl1l')~{I' 'lfl'Utl'lfll,) l~'UYll'lltll'l N~1'Ufll') liltlm~'U Yll'l1 f1mfl~tl'lu'U flf 'lU 1h<iltlll iJ~'YlTI'Yl~~tl..
fll,)!~ 'UYll '11fI t1tll fllfl'EJ1'UU~~fl rufll'Yl 'Uj fll ')~ 1~ f'U 1fI tI1'*fll ')'YlfI (l'tl 'Ufl 11lJiYlJ~ 'U£~1t111l•

I I 'JI 'j/

Chi-square 'Utl'l lVlt1{iY'U (Pearson) lVltltl1fl": 1lJiYlJ~ 'U£')~W:i1'l ~ 1U11')II(I''U111HflEJ1 l'1'1U
, I I j/

1~fl1tl'U f1')~~'Ufl11lJ 1:Y1fltyll0.05 lVltl'Ylfl{l'tl'U{I'lJlJ~~l'U 1f1t1fl1tl'Uf1ri11'l1lJ~1U11')llHflEJ1 ~'li1
,

_Gf U ••••••.••.•• , .•• T .' T
1J~~tI'f1'IJ0'f11i'rtQ9IOnl11"'U'f1H,••tlOl nlfltll'U nl't'l'U"fll, ••tI

5 tlmtl(i'l Ull <ilf.J~iJ~'YlTI'Yl~mfl~{I'f1~tlfll,)l~'U'Yll'l1f1t1tllfllfl't11'U•
4 tlmtl(i'l 1I1l<iltl~iJ~'YlTI'Yl~lJ1fl~tlfll,)l~'U'Yll'l1f1t1tllfllfl't11'U

3 tlmtl(i'l 1111<iltl~iJ~'YlTI'Yl~1I1'Uflm'l~tlfll,) l~'U'Yll'l1f1f.Jtllfllfl't11'U

2 tlmtl(i'l 1111<ilt1~iJ~'YlTI'Ylmrtltl~tlfll,) l~ 'U'YlN1f1f.Jtllfllfl'tIl'U

1 tlmtl(i'l 1111<iltl~ll.iiJ~'YlTI'Yl~~tlfll,) l~'U'Yl1'l1fI t1tllfllf1'tIl'U

fJWIl1'rt'U8~'lJ;nl1;hA1'lJ nl't'l'U••,h~•.tI
5 tlmf.J(i'l flrufll'Yl'Utl'l'Ujfll,)~l~f'U~mfl•



.
t::l

UYI 'YI4

"
mfnfl'rll'U 'tItl~~hW'ffl'j 'fflrlfn'jll'Ufllrl i 'Ulh:;mfl' ~~i1...

1. tft tl 'j:;1JiJ11~rl~ij~'Yln'VH'1~tlfl1'jt~'U 'Vl1~1~HJtl1fl1fl'rll'U 'tItl~ ~hW'ffl'j....
. "

2. t~ml1rr:mJff1J~'U;'j :;'w:h~~1'U1'Ufli' ~i'U fn'j t~'U'Vl1~hwmfnfl'tJ1'Un1JfI WfllW•
'tItl~1J1fl1'j~ 1~i'1J

•••. .tv
fll 'i!iJUa~t1fll 'il! fl'il~'I1"Ua1q!t1

" " "
fn'jl~rlfli'~U 'f{t'ff'Utlr-Hlfn'jltml:;M.u'tl1J"t~'U 5 ~tl'U ~l1Jtll~1J ~~~tl hJu...

~tl'U~ 1 .u'tl1J"~1 1U'tItl~~~tl1JU1J1J'fftl1Jm1J ~~~1'jl~~ 4.1......
~ tl 'U~ 2 U'fffl ~f1111Jff1Jl~'U;iJ 11~rlfllrl i 'U'tItl~ ~~ tl1JU1J1J'fftl1J fI11JU'j:; mJ1J~ 1 rl...

11fl''Uf1~ ~ tl f11'j t~ 'U'YlN f11'j U'U:; Ul1J fI f1" i 'UfI 'j tl1JfI i' 1111tl tft tl 'Uoj 11J~l'U i ~ t~ 'U'YlN 1fI rl•
" "mfl1fl'rll'U l~tlU'j:; 'ff~~'tItl~fl1'j t~'U'Yll~ m~ r-.l"fl1'j ttitlm~'U 'Y11~1~HJtl1fl1fl'rll'U Ai' ~Un1JiJ1) ~ rl••

flltJi 'U'tItl~~~tl1JU1JmHJ1Jm1J (iJlI~tJ~1 1U'tItl~~~tl1JU1J1J'fftl1JfI11J) ~lU'Ufl~l1JtWfl' mrl 'j:;~1J.......
" ..

fl1'j ftmn B1~W ~l'U 1'UAi' ~i 'UflU t~'U 'Vl1~lf1 tJB1fl1fl'tJl'U 'j ltJ 1~m ~ tJ~tlt~tl'U ~ ~~ 1'j l~iIi

4.2-4.7

~ tl'U~ 3 U'ff1Pl~A111Jff1J~ hi; 'j:; w:h ~iJ 1) ~ tJfll tJi 'U'tItl~ ~~ tl1JU1J1J'fftl1JfI11J (iJ 11~tJ.... "111 \1U'tItl\l ~~ eJ1JU1J1J'ffeJ1JfI11J) 1 f{ Ufl ~lhl 1h1Aj~ihiflU t~ 'U'Yll 'II IPltJB1fllfl'tJ l'U i)1J'j ~~ 1Jfll 'j...

ftflfjl m~w 'jltJ1f{m~tJ~tlt~tlhl ~\l~l'jl~~ 4.8-4.10

Vltlhl~ 4 U'ff1Pl~ml1Jff1J~'U;'j~r·dl~iJ lI~tJ~iJ~'YlnW"~tlfn'jt~hI'Yll~ 1IPltJmfnl'Wlhl

n'lJ1] 'i1~tJf11tJi hi'tItl~ ~VleJ'IJU1J1J'ffeJ1Jt111J (1] 'i1~t1~1U'tIeJ\l~Vltl'IJU1J1J'ffeJ'IJm1J) ~lU hiflVll1JeJ1~"'l......
" ..

~lhl 1h1Ai'~i'Ufn'jt~hI'Vl1~ llPltJtllfnfl'tIlhl 'jltJL1~m~tJ~m~tlhl ~~m'jl~iIi 4.11-4.13

Vltl'U~ 5 U'ffIPl'Im1'l1:;ml1J ff]JVl'hI; 'j~ 11il~fn'j1J1fll'j 'tItl~'fflt1fn'jll'U ~ ~t~ 'UU \1:0 tI
. "

iliiJD'l'ITIW~~ eJfn'j t~'U 'Yll\l llPltJtllfl1fl'£Jlh1 ~lll him~hI fll'j1J1fll'j fllAVl'U fl1'j1J1fl1'j fllAtl1fnfl'

" .
~i 'W1h1A~~i'Wfn'i l~hI 'Vn:J1IPl£JfI1flll':'tllhl r.1Jf.'fIU11"'l1J~fJl1~ i$ls'lJ 1l,,:j\9l1'Jl.:J,y;4.14-4.1:S

q
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. ,
~el 'UrI 1 .umHrifJ1111m -:J~~elUU U1HTelUtlUI......

~l~l'J'l.hu' mJ €1~ J 111 'U B.:J~I'lBU UU'lHHl1H1111111UllflU 1l.:Jfl1111~ u€1~'I11fil~mJ€1 ~
'" '" '"

1~'W'jll'J~B N€1fl1'.illml~M~mJ€1~.:J~B 111if
'"

( n= 400)

Bltl•
20 tJ 'I11B~lfl':h

21 - 30 tJ
31 - 40 1]
41 - 501]

"51 iJ9i'W '111

258

142

39

71

91

100

99

64.50

35.50

9.80

17.80

22.80

25.00

24.80

'"Bl'lH'l

'V'll! fl.:Jl'WU~'!J'Vl

1i'j fi11ri1'W1911•

66
199

135

100

114

162

24

16.50

49.80

33.80

25.00

28.50

40.50

6.00
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( n = 400)

"vi1'WI~tJ'Y11~l\pHJeJlmffV1'W (~1'W1'Wfli'~)

vil'WiJ':iltJ1~m ~ tJl9im~fl'W

IPllf1'h 15,000 1J1'1'1

15,000 - 30,000 1J1'l'l

30,001 - 45,000 1J1'l'l

"
45,0001Jl'l'l;j'WhJ

64

80

74

182

35
116

95

154

16.00

20.00

18.50

45.50

8.80

29.00

23.80

38.50

" "2. flltJ H'llP'ltJffn"h'WhltuiJflltJl'1~lll9i 20 iHi'WhJ llP'ltJfl~lJflltJ 41-50 iJ
q q" u q q q

"
~1'W1'W 100 fl'W ~ IP'lllJ'WfmJJ:1~ 25 B'W1'11J';jfl~J:1~:IJl~eJ fl ~lJmtJ 51 iJ;j'W hJ ~1'W1'W 99 fl'W

q •

fllP'll1'l'WfeJtJJ:1~24.80 fl~lJflltJ 31-40 iJ ~l'Wl'W 91 fl'W fllP'lllJ'WfeJtJJ:1~ 22.80 fl~ml1tJ
q q q q

21 - 30 iJ ~1'W1'W 71 fl'W fllP'lliJ'WfeJtJJ:1~17.80 ffl'WflcilJH'llP'ltJffl';j~.wfltJ~fflP'l~fl fl~lJeJltJ 20 iJ
q cu q q q

'\1~eJlPllfl';h ~1'W1'W 39 fl'W fllP'lliJ'WfeJtJJ:1~9.80

3. ';j~I'11Jm';jf1md 1 H'1IP'ltJffl';jff1'Wl11T;UiJdr:nfll';jf1mJl';j~l'1mHtutul\P'l~ ~1'W1'W 199
<u u q U u

fl'W fllP'lliJ'WfeJtJJ:1~49.80 B'WI'1U';jeJ~J:1~:IJl~eJ'Jr:nm';jf1flfJlff,:jfl'hU~tutul\P'l~ ~l'\..!TW 135 fl'W
q <u u u

fllP'lliJ'WfeJtJJ:1~ 33.80 IW~B'WI'11JfflP'li1'ltJ~eJ1r:nfll';jf1flEll~lflll1J1tutul\P'l~ ~1'W1'\..! 66 fl'W
q q u u

fllP'lltl'W~eJtJJ:1~16.50 \P'lllJ~lI'1U
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28.50 VrWfl·nW1J~£l'Yl ~l'WTW 100 fI'W fiflt~'WfmJ(l~ 25.00 U(l~-eJ'Wf11J"'fl'VllVfleH:n~'W~'W "l•
(fll,yh'lf'W "ff1. "ff"ff.U(l~'W'i~ <1(l<1) ~1'W1'W 24 fI'W fiflt~'WftlV(l~ 6.00 flllJ~lf11J

"5. ~1'W1'Wflr~i'Wfll'it~'W'Yll.:J lflVtllfllft'Vl'Wii~t~'W'Yll.:J lflVtllfllft'Vl'Wlllflfl'l1 10••
" "fli'.:J ~1'W1'W 182 fI'W fiflt1J'WftlV(l~ 45.50 -eJ'Wf11J'itl.:J(l.:Jlllfltl t~'W'Yll.:Jlllflfl11 1 fli'.:J ~1'W1'W

~~jJ I ~o -=::t.d9J
80 fI'W flfltlJ'W'itlV"~ 20 lllflfl11 5 flH ~1'W1'W 74 fI'W flflt1J'W'itlV(l~ 18.50 U(l~t~'W'YlN

"
lflVfllfllft'Vl'Wfli'.:JU'ifl ~1'W1'W 64 fI'W fiflt1J'WftlV(l~ 16 9l1lJ~hf11J

6. 'ilV'~m ~ vlPim~tl'W H't~'W'Yll.:JlflVtllfllft'Vl'W ri1'W i'\1Wii'ilV'~m ~vlPim~tl'W.. ".r i_I 0 '" ~ ~ QI QI 11) ~ I ~'" 11) ~45,000 1Jl'Yl 'IJ'W lJ ~1'W1'W 154 fI'W flflllJ'W'itlV(l~ 38.50 mHl1J'itl.:J(l.:JllllflUfl fjlJ'ilV lfl

m~vlPim~tl'W 15,000 - 30,000 1Jl'Yl ~1'W1'W 116 fI'W fiflt1J'Wf~V(l~ 29 'ilV'~m~vlPi~l~~'W

o ~ ~ 91 Q.I Q,I 'JJ 4 Y.cl 11)91 .d
30,001 - 45,000 1Jl'Yl ~1'W1'W 95 fI'W flfltlJ'W'itlV(l~ 23.80 U(l~m.Jfl1Jtlfl'YllVfltlfjlJ'ilV lflm(lV

IPim~tl'W 15,000 1J1'Yl ~1'W1'W 35 fI'W fiflt1J'WftlV(l~ 8.80 9l1lJihf11J
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,
~Hn.!'n2 U~~-:)fl11~tY~frh!th~'t'rh,:nlrn-!fl~~eJfll'H~'l-!l1H fll1U'l-!~,h'Uflfltl1'l-!

"

.,
"eJ-:)rn~tl~11-U1U'l-!fWn~!'Wf1eJltl 1~~'Ufll1~hlln eJl~'W-Ul'l-!1'l-!fl'¥-:)

~ "

\PIl'Jl.:j~ 4.2 UfflPl.:jflJl1Ja1J-W'\..j'fh~,.dl.:j~ft''WfI~~~fl1'Jt~h.J'Vl1.:j fl1'J u'W~'\.hlJflfI" 1'Wm~'IJflfJ
q

'\1~~t~~'Wh1J.:jl'W 1,rt~'W'VI1.:jllPltlfllfl1ft'Vl'W 1\P1(llh~ff .:jfi'U~'1fl1'Jt~'W'Vl1'1•
" "

U,,~t'\1 \PIr-I" lilmll~'W 'Vl1.:j1lPIt1fllfl1ft'Vl'Wfif '1U n'IJt••••ft'
q

( n = 400)
..• X2~ltl 't1ty~

\l1'W1'\.l
51

\l1'\.l1'\.l
51

'H'1tli:1::: 'H)tJi:1:::

6.163

135 52.30 75 52.80

u Q,' Q,

'YIi'f'\.lflVlVltl fl1"H~'\.l'YI1~

I .. f11'H~;'.J'YI1.:J1~{JB1f11ff{Jl'\.l~1~t~1

11i:H)~i1{Jf,..:im;W'\.l~

2. f11~t~'\.J'Y11.:J1~{J~!.1{J'U~ff~~1f1

ttfl~lh~'I1iJ~

3. f1m~'U'YIl.:J l~{Je)lf11ff{Jl'UhrJ'\.l

ffl'11~1Jf11~~~~e)lpnll

4 ..f11~t~'U'I'I1.:Jl~{J~!.1{J'U~llfle)~i1{Jf1·h

f11'H~'U'I'm l~{Je)lf11ff{Jl'U

f)1~l!'\.l:::U11.Ji'li'Ii:11'\.l i'I~ e1Ji'lhl1~ e

"" 'I 51 '" 1t'V'le'\.l~1lJ.Jl'\.l mt~'\.l'tl1.J ~rmlfl1ftUl'\.l

I. tfteJm~'U'YI1.:J1~t1e)1f11ff{J1'UtrJ'\..I'YI1.:J..
tm)f1U~f1

2. tfteJm~'\..I'YIl.:J1~IJB1f11fftll'\..1trJ'\..I'YI1.:JtfteJf1

26

70

27

188

56

14

10..10

27.10

10.50

72.90

21.70

5.40

25

28

14

101

28

13

17..60

19.70

9.90

71.10

19.70

9.20

2.097
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,
~l'jl~Vi 4.2 (I'ltJ)

'j lfJ fll'j 'lIlfJ

( n = 400)

"t

CV _I t! A

l\l1QU'j~i;Y-3f1'IJtl-3fll'j!\lI'l,!YI1-3

1. ~'Jn11

2. vi tl·:avhrJ , ~ m-l-tJ'u
3. m'Jflmn (m'J!~tI'l,! , mnHJ'U)

..;
4. tl'U"l ...

lltllJ Nt\!atlf)!~'l,!Y11-31\lIfJtllfllff m'l,!' 'l,!f1~-3~

1. 'Jlfl1-U~'Jl~tlerl'J~1i-n.J1~erlJ

2. 1J~fmYi~'IJ~Nerltlm'Jij'U

3. mllJ~1!rJ'Ud-3\'i1'U

4. mllJer~~1f1er1J1t11'Um'J!~'U'Vm

5. fl11lJtlf1tl~.titll'Uf1m~'U'Vm

.
od Q.I 0 Q,I ~.a..d. QJ* 1J'UV"i:Ylf1ty'V11~"i:Ytl\9l'V1'j~\9l'lJ.05

123

78

18

39

22
24
90
95

27

47.70

30.20

7.00

15.10

8.50

9.30

34.90

36.80

10.50

51

60
11

20

17

8

55

41

21

35.90

42.30

7.70

14.10

12.00

5.60

38.70

28.90

14.80

6.889

6.158

'illfl\9ll'jl~~ 4.2 ~'lJl1 1~fl't,j~f1111JfflJ-W'U1in'lJl1ff'UfI~l'ltJfll'H~'U'V11~ fll'j

II 'U~'l111JfI f1" '1'UfI 'j tJ1JfI i'111~tJl~ tJ'U~11.1~1'U'1,y 1~'U'V11~1\9lVtJ1fllffVl'U 1\9lmh ~"i:Y~~ 'tItJ~fll'j
q q

>I >I

1~'U'V11~Im~ll1\9l ~-mltitJfll~'U'V1l~l\9lVtJ1fl1fl'Vl'Uflf ~U
q
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did Q.I Q.I ,f I d Q,I 0 Q.I ~.<:::::t...d Q.I Q,.I

'illfWl1'il.:J'Vl 4.3 'W'lJ11 tllVlJfI11lJ'fflJ'W'W1ieH.Jl.:JlJ'WV'fflflill'VlN'fffl\9l'Vl'i~\9I'lJ .05 f1'lJ
q u

t1fl''Wf1\91\91tJf111!~ 'W'Vll.:J ! \9IVN!\9IV'ffl'i'Vlf1'l51.:JtllVl1t1 fl''Wf1A~ tJf11'i !~'W'Vll.:J! \91V tllf1 lfl'Vl'W 'i1\91!~1
'" q q

1.JCltJ\9ItlVf111'iflv'Wl91'mf1~'ff\91 UCl~''W'Vlf1'l51.:JtllV Vm~'W'l51.:JtllV 20 11'\1~tJ~1f111 l1t1fl''WflA~tJ
q q q q

f111!~ 'W'Vll.:J! \91Vtllf11fl'Vl'W ~ l! il'W-ffl'\1 i' 'lJfll'i A\91~ tJ1i'i f1'il-eJ'W~'lJ 'i tJ.:JCl.:JlJ1
q

'lJfIfi Cl, 'WfI1 tJ'lJfli'1'\1 ~tJl~tJ'W ~1lJ.:J 1'W' ,r!~'W 'Vll':)!\9IVtllf11fl'tll'W !\9ItlN! \9ItlUl'j''Vlf1'lf1.:)Bltl 11f11'i
q cu q q

U'W~U l'lJfIfi Cl, 'WfI H)'lJfli'1'\1~tJl~tl'W ~1lJ':)1'W' ,r!~'W 'Vll':)!\9ItlBlf11fl'tll'W!il'W'Vll.:)!~tJf1U 'if1lJlf1~ 'ff\91
q q
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q q q q

~ 1m 1'W' ,rl~tlm~'W'Vll':) ! \9ItlBlf11fl'tll'Wl1J'W 'Vll':)l~tlf1'fffl~lt1-eJ'W ~ 'U'j'tl'ltNlJl
q
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q u

1\91fl1.J'j'~ff.:)fi'\Jfl':)f11'j'!~'W'Vll':) 1~WNlfltlffl'j''lf1':)Bltl 31 -4011 'lf1.:)Bltl 41 - 50 11 UCl~'lf1'1tllti
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q q q q

vifl.:)!~tl1 oWf1~fl'W-eJ'W~'lJ'j'fl'lCl'lm ''W'\JW~~'lf1':)tllti 20 l1'\1~fl~lf)'h UCl~'lf1'1Bltl 21- 3011
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q q q

1i'j f1'il-eJ'W~'lJ 'jfl'lCl':)lJ 1
q

• v v
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1l1f)\9l111.:!~4.13 Vn.J11 'jltli~m ~tI~tH~m,JiJwn1J~1J~'U £mh.:!iJl1m:hl'lt1jVll.:!

'i;'\'i)~~'j~~1J .05 n1JiJll,)tI~iJBVln'W~~tlm'jL~'UVll.:! 1\9ltlmmrWl'U ~lLL'Umtl'U~lf)';h 15,000
~ .

lJlVl 15,000-30,000 lJlVl 30,001-45,000 lJlVl U~~ 45,000 lJlVl~'UhI1\9ltl~1\9ltl'i;'\'1'j.yjiJ'jltll~

m~tI 15,000-30,000 1J1Vl U~~ 30,001-45,000 1J1VliJfl111JL~'U\9l'j.:!n'U11'jlfl11J\9l'jl\9ltl'i;'\'l'jLtI'U

iJll~tI~iJBVln'W~1J1f)~tlm'jL~'UVl1.:! l\9ltltllmfWl'U ~1'U1'U 30 fl'U LL~~~1'U1'U20 fl'U ~.:!LtI'U

~1'U1'U1J1f)~'i;'\'\9l\9l11Jiil~1J i'U'\Jw~~H'1\9ltl'i;'\'1'j~iJ'j1t1i~m~tI~tH~tl'U~1f)11 15,000 1J1VlH~~. ~

45,000 lJlVl~'U hJ iJfl111JL~'U\9l'j.:!n'U11'j1fl11J\9l1l\9ltl'i;'\'l'jLtJ'UiJll~tI~iJBVln'WmJ l'U f)m.:!~tlm'j

L~'UVl1.:!1\9ltltllmrW1'U ~1'U1'U 44 fl'U LL~~~1'U1'U12 fl'U ~.:!LtJ'U~1'U1'U1J1f)~'i;'\'\9l\9l11Jiil~1J•~
'Utlf)i!'U i1Jiim11J~1J~'U£n'U
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..
OJ OJ t! 't::t. Q. ~ £"1 _~ Q.I c.I.::tA A ,

HtlYl,:jfll1 tl tltl'YfU ti1 ~~ 1H fl11 'U1fl11'\JM tlU.Ifl11'U'U ~,:j! 1..I'U1..1'\1'\ItI'YIlJ~ 'YIti'Vtl;1Vl~

fll1!~'U 'YIHlY1t1~lfllffm'U ~1H'Umil'U fll1'U~ fll1.fllflfi'U Hl;1~fll1'U~ fll1.fllmn fllff

fl'U flWfl1'Vt'\J~,:j'U~ fl11~' ~~'U
q

"fll'H~'W'V11.:JhHJtJ1fllft't11'W ~lU'WmiJ'Wfll'j'U~fll'j fllflyj''W U~~fll'j'U~fll'j fllfltJ1fllft'

n'UfltlU11'V'l'\Ifl.:J'U~fll'j~ L~~'lJ
q

.......
1. fI111J'U1L'IHlml

1.1 fll'j~'j~~~11~1

1.2 fI111J\1f1~~~'II~~fll'jril'j~~~,r~ fll'j~~f1,j91'j lflflffl'j

(0 = 400)

"" fll'j'U~fll'jfll'j'IJ'j fll'j
~...

fl1tHllfllfl'fl1f1YfU

X2 (P) X2 (P)

27.637* (.035) 28.714* (.026)

530189 * (.000) 84.572 * (.000)

., 9 """" d 9 ""I ••'"2.1 'Vi'Uf1~1'ULl1mfll'jfl1flfl111JL911JL~,1JL1J91'j~91

"m ~9111Jfl111J~~~fll'j

2.2 fll'ji'l1''IJ~fll'j~dl~'j1fll~1 ihh::u'Vlnfl1'Vi

156.905 * (.000)

62.404 * (.000)

81.666* (.000)

52.412 * (.000)

3. fI11m~'IJ!'IJ~~'Vi'Uml'U~i'l1''U~fll'j.... ~., ...
3.1 'Vi'UfH l'Ufl1f1'Vi'U

., •.. .,
3.2 'Vi'Uml'U91~'U'j'U'U'\.Hl1fllfl'fll'U

4. fll'j~fl~~n'Ufflufll'jij'U

4.1 fll'j~fl~tl'Vll~ lW:iff'Vn1n'Ufflflfll'jij'U~vh'Ui~'U~fm

4.2 fll'jril'jtl~~J~ LW~fll'jtltlfl'JJ\91'jlflflffl'j

51.433 * (.000) 43.147 * (.000)

43.738 * (.000) 34.377 * (.000)

32.199 * (.009) 45.070 * (.000)

143.731 * (.000) 36.666 * (.002)

v., ...
5.1 'Vi'Uml'Ufl1f1'Vi'U., ".,
5.2 'Vi'Ufl~l'U \91tl'U'j'U'U'U~lfllfl'fll'U

97.102* (.000)

107.980 * (.000)

65.759* (.000)

42.262 * (.000)
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\9l11"1,rVi4.14 (~tl)

"6.1 'Vi-Un.:n1.lfilfl¥i1.l

~ 9J ~
6.2 'Vi1.ln'll1.l~B1.l'j'lJ'lJ1.ltl1fllftUl1.l

" _I QI ,

8. lJl~'jfllHI11.lfl111l1J"B~iHJ (lW fll'j~'j1'il X- ray

nl'j~'j1'il~~'j,j'j~~1~1)

(n = 400)

fll'j'lJ5fll'j fll'j'lJ5fll'j

"..•
filflB1fllftfilfl'Vi1.l

X 2 (P) X2 (P)

50.460 * (.000) 53.540 * (.000)

87.424 * (.000) 68.210 * (.000)

37.279 * (.002) 46.443 * (.000)

34.644 * (.004) 54.145 * (.000)

9. fl111l1~lL'ilriB"nfll (1'lfu fll'j,ji''IJL1''lM~Hn'lJfl111l~B'Ifll'j...

'IIB'IMfll)...

.i
10. B1.l'1

10.1 fl111l1,'\'~Bl~'IIB'IBlfllftUl1.l

10.2 fl111lL'Hti ~1.l1,'\'~tJ'IIB'IB1fllfttJ 11.l

32.309 * (.009)

64.849 * (.000)

23.835 (.093)

34.940 * (.004)

50.060 * (.000)

65.774 * (.000)

~1f)\9ll)1'l~ 4.14 'Vi1Ji1 fl11"1J5fl11"'Utl'l~lVfl11"ih.J~'l1r1'Uil~~v~ijt1'V1~'Vi~~tlfl11"

"
l~tlm~'U 'V11'l1\9lVtllf11rW1'U~111'Um~'U f111"1J5f11HllflVl'U W;'l~f111"1J1f11Hllfl tllf11fl' ij W.l1lJ

bYlJ~'U£mh'lijl!vrl1rlUJ'V11'l~~~~1"~~1J .05 tl1JflWfll'Vi'Utl'l1J5 fl11"~1~i'1J vm 1'UflWfll'Vi'Utl'l
" q q

1J5 f)11"~1~i' 1J l'U ril'U ~ l~Vltl1J fll1lJ 111lJ t1'U~iJV'Utl'ltl1fl1fl'V1'U 1lJijfll1lJ bYlJ)~'U£ tl1Jf) 11"
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"1~£JlYJU~C'ltllJ1~£J elfiUJ1£J~C'I!lC'l~,rel!lY'Uel!l'U~~lmh~u~~ii•

OJ ••..I J ACV
1.1 1V1q1J'a~~~fl'lrfl~flln'ilti

1.1.1 !~elJ~uiJ\l~ £J~ij~'YI~'VlC'l~elfllJ!~'U'YI1~1~£Jmtllfl'£J1'U'Uel~m ~£JlY1J.....
. "

1.1.2 !.wel'H1fl111Jff1J~'U.fiJ~'H1H~1'U1'Uflf ~1'UtllJ!~'U'YI1~ i~£Jmtllfl'£J1'U flU

flUHl1'Vl'Uel~U1 tllJ~ 1~f U.

• 1 ,.., '';'1~ 4 1iJ"""'i "" 11.2.1 u1::'1I1f)1U€1::n6JUVl1fJ~Nn &'11AUfl11fftn11 I~l!tl ~ ~fJlY11lY1£JtllJU'Un1£J 'U

" "UJ~!'YIfl' ~1'U1'U'l1~~'U 400 fl'U !lC'I~1~fU~elU!lUUlY~UfI11JtlftU~'U1J1400 fl'U ~~!~'U1el£JC'I~ 100

'" ""1 OJ "" ""'Uel~~UJ flfl (Consumer Buying Behaviors) 'U~~ Philip Kotler 1J1~lY1JlY1'UtlUI!'U1fl~tll'.:i~C'I1~'Uel~~C'I\9l...
"OJ 0'", '" 1 "'OJ 1 '"flruCjl1~1'UUJtl1J (The marketing of Services) 'Uel~ Christian Gronroos, Donald Cowell ~£J1J'U'U\9lel'U'Utl1JlYJ1~

, "
!flrel~iJel !!U~!~'U 3 ri1'U ~~ii

, ~ ~ 0 d Q..I Q.I rf 91 ~ \1
r.f1'W'YI1 11J'Ufllfl11J! tl £11tlUC'ItlEJru~'Vl1~UJ~'lf1tlJfl'llY\9lJ II ft~'Uel1JC'I'Vl1"U'U~~....

'j) ~ Q.I 0 d~ 'jJ o::!:I

rl\9lelUII UU lYelUfI11J1JC'ItlEJru ~fllf111J'Vl1'IHiUUlC'Ieltl \9lelU (Check lists)...

~l1'W~ 2 !~'U fl1f111J!~ £11OUU \J~ £J~~'Vl~'Vlft~eltllJ 1~'U'Vl1~1~£Jel1fl1fl'£J1'U!~'U

9J I '" I ~.cI ~ d
!! UUlYelum1J'Uel1Jft!! UU1J1\9lJllY1'U UJ~1J1ru (Rating Scale) \9l11J11i'Uel~ft'flJ'Il (Likert)...
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9J ' ..• 1' ~.c! .<:::l. d
l! 1J1HHnJtl1lJ'U tllqjClll1J1JlJ1\9111tr1'U 1J1~mU! I'll (Rating Scale) \9I1lJ11i'Utl~ ClII'I1'Vl (Likelt)

G ~

1.2.3 m"iWln:J1J"iJ:JJ'IlfJ3j(;}

I 'Uf) 11 1~1J11 1J11 mYtllJ Cl~1 ~£J1~ ~ 11tl'U f111111J11lJ'li' tlll Cl1l1f)1l1J1Jtrtl1J tl1lJ.........., .,
1 \9I£Jm1~1Itl'Uf1111~'U.,j'U\9Itl'U ~·ru . ., .

1) 111111J1Jtrtl1Jtl1lJ'vhi1;i'U 1 \9I£Jfi1I1'U~1l11l1f)tl11l11 6<}1t1~mil 1 t1'Vl\9ltrtl1J

~I\91£Jtr11~1tl£h~ (Pretest) ~1'U1'U 30 I'I'U llti1111NCl~'W~mlI1'111~,{llfl~l11fi11'111lJl~mt'U..•
tI . I • 'JI

(Reliability) 1 \9I£Jllll11fflltl1~a'VlilltlCll'h (Alpha Coefficient) 'Uf)~ Cronbach 1 \9I£JlMfi11'1111J1'iff)iJ'U11\l~nJ1J
, I 1 " "

0.98 qf\l "rfi11'111lJl'iff)iJ'Utr\lllfl~tr1m'itl li'&ulI1J1Jtrtl1JtI1l1 h~m11~£Jl'lf\lU1~..•
~"" '" • 11)1.1 ~ I 1.1 .dI ~"" '"2) ~11l£J'U1111J1Jtrf)1JtI1lJ I 1I1lf1~ 1\9I£Jtr11fll£J 'U 1~I'Vlfl' 'If\l~11l£J1I1lf)

1I1J1Jtrtl1Jtl1lJII Cl~I~1JII1J1Jtrf)1J tl1lJ~1 £J\9I'UIf)\l

3) ~1'U1'U1I1J1Jtrf)1JtI1lJ~I~1J'i11J1111'li'mJfI 400 mJ1J 1~f1Jf1~1Jti'U1'I11J
.,

11\ll1lJ\9Ifi\9lI~'U!f)£JCl~ 100

"" .!~1.2.4 mnlfl"il::'H'IlfJ3j(;}

.it ~ ~ ~ ""II) ~ 1.1 '" ~ • 11)1.1IlJtl111J11lJ'Uf)lqjCl1l1f1l!1J1Jtrf)1JtI1lJllfI1'Uf)1JfI'VlI\9llJ1l1 nl1tr (Coding) IIf11'U11

t11~lJ1f1NfI~1£Jl'ltllJVi1I\91tl{1 \9I£Jli'1 t1'i 1If)1mhl~1l1t1 SPSSIPC+ for window (Statistical Package for the Social..•
• '" """"""1~1 "" o'~ 1.1 ~Science / Personal Computer Plus) 1If1~tr1l1'i1Jtrfl\9l'Vl 'If 'Um11lfl11~l1'Uf)1JfI 1~f1f)1J\9I1£J

., .
1) tro~I~\l'WnU!'U1 (Descriptive Statistics) 1~'Um'il11fi1'Vl1~trO~.w'U!1'Ul.wf)tlilJl£J

.,
~f1llru~'Uf)\lf)rilJ~1'fJV1\l 1~lIri l'Wrl f)1£J1~~1Jmiii1f11l1 tl1~'W ~1'U1'Ul'lf~1'Um'iI~'U'Vl1~ 1\91£J..

\1~ "" . <!I "" o'~ 1 ~ "". ~
tl1mrl£J1'U 11£J \9ImCl£J\9If)I\9If)'U111'111~l1'Uf)lJfI IPWItr'Uf)I1J'U\9l11HI'I11lJtI !lCl~m1f)£JCl~..•

2) trO~I~~tl'Um'U (Inferential Statistics) 1.wf)1i"'Um1111'111~,{Nflm~'Vl1J'Utl~~111t11,

~l\lC'J 1~llfi i11l~£Jf)1£Jl'U'Utl\l~\9ltl1Jll1J1Jtrtl1JtI1lJ t11~f)tl1J~1£J l'WfI' tl1~ 1~~1Jm1ii1f)1l1 tl1~'W
., .

~1'U1'Ul'lf ~''Umil~'U'Vl1\l1 \91£Jtl1mrl£J1'U 11£J1~mft£J~tlI$itl'U 11rl'UI'I~''Uf)111~'U'Vl1\l1 \9I£Jtl1mrl

£J1'Umi ll'U~lll1JI'II'ICl 1'U1'11tl1Jl'lf1l11tl1~tl'U11lJ\ll'U1~'U'Vll\l1 \91£Jtl1mrl£J1'U 1\9ltltl1~tr \lfl'Utl\lm1, ,., ., .
I~'U'Vl1\l m \9lJ:-'lCl1'Um1 1iltl f1I~ 'U'Vl1~1\91£Jtl1mrl£J1'U 1'1f\lU i11l ~ £J<}1}jfl'Vl i'W Cl~ tl m1 1~'U 'Y11'II \91£J,

mmfl'fJ1'U I'IU! fll'W1J1 m1~ 1~i'1J llCl~1'I11lJfi\9l!lf'U~tl111'11I1Cl~1J1 m1 1\91£JIi'mnl\91 trtl UI'I11lJ,
Q.I Q.I d9J .<::).£::5 d Q.I Q.I rI , Q.I d. .& ~ ~ \.' <jI Q Q.I

trlJ'W'U 1i\9l1£J11i Chi-square I'Wtll11m1lJtrlJ'W'U 1i1~'n1\l\9l111t11'Y1tr'U' 1lrlf)1l1 ~N'U 1\91ml1'Um~\9IU.. .,
1'111lJtY1fltyVi 0,05 l.wtl'll\91trtlUtrlJlI~!l'U 1 \9I£Jfl1l1'U\9Ifi1\9l111~111t1iVi~fl1l1 ~~i1
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\J\l~tJ~iJ~'V1i'VHl~tlf11'jI~h..l'V1Hi~Wtl1f11rWl'U nll1'U~r1l i~tJ

5 l11JltJ~-:j \J\l~tJ~iJ~'V1iYHnJltl~tY~~tlf11'jI~'U'V1l-:ji~tJmf11rWl'U•
4 mJltJ~-:j \J\l~tJ~iJ~'V1i'VHn.Jltl~tlf11'jI~'U'V1l-:ji~tJtlltllrWl'U

3 l11JltJ~-:j \J\l~tJ~iJ~'V1i'VHn.Jl'UtlftH~tl f11'jI~'U'V1l-:ji ~tJtl1f11rWl'U

2 mJltJt1-:j \J\l~tJ~iJ~'V1i'VIm.rtltJ~tlf11'jI~'U'vn-:ji~tJtl1tll\'Wl'U

1 l11JltJt1-:j \J\l~tJ~l~iJ~'V1i'VIft~tltlnl~'U'Vn-:j i~tJmf11rWl'U

fltU fll'VI'\Jtl-:jlJ~f11'j~1~i'lJ tJtl1Ji'lJ'~•
fltU fll'VI'\J6-:jlJ~f11'j~1~i'lJfl1'nJi'mh.:l· .
fltU fll'VI'\J~NlJ~f11'j~I~i'lJ 11i~·

. ., .
~ 11 ~ V V cv d <oi::lo.,'91

V1e:l'W'YI1 '\Je:l\l~llJe:l~V1'W'\Jtl~f:;IVltllJHlJlJtle:llJtlUJ~-:jCfll'jl-:j'V14.1 Hfttll'j1Iml~11'\JtllJft

. "
rI1IU'\Jtl-:jtlri1J~1tl~1-:jN'i ~tJtYl'jtl1f11rWl'U ~.:Ii1. '"

1. 1'VIfl' tl ri1J~1tl ~l-:j~ I ~U'j~ tltllJ~ '.wN'i~tJtYl'jI'VIfl''MltJ1Jltl'hN'i ~ tJtYl'j!'VIfl'm:U-:j~tll~ 'U
q ~ ~ u

N'i~tJtYl'j'MltJ~1'U1'U 258 fl'U ~~I~'UftltJft~ 64.50 N'i~tJtYl'jllill.:l 142 fl'U ~~I~'UftltJft~ 35.50
'" '" U

\911mh~lJ

2. tlltJ N'i~tJtYlnh'U'mtiiJtlltJ~-:jIl~ 20 11 ~'Uiu i ~tJtlri1JtlltJ 41-50 11 iJ~1'U1'U 100
q cu u q q q

"" ?t 91 OJ OJ "l' ~l ;f lij" f '" 0 "" ?t 91
'fl'U fl~!U'U'jtltJft~ 25.00 tl'U~lJ'jtl-:jft-:j1Jl'fltl tlft1JtlltJ 51 U '\J'UIU 1J\l1'U1'U99 fl'U 'fl~!1J'U'jtltJft~..
24.80 tlri1JtlltJ 31-40 11 iJ~1'U1'U91 'fl'U ~~I~'UftltJft~ 22.80 tlri1Jtl1tJ 21-30 11 iJ~1'U1'U 71 'fl'U

q q q q

~~liJ'UftltJft~ 17.80 ,,'h'UtlrilJN'i~tJrrl'j~.utltJ~rr~~tl tlri1Jtl1tJ 20 11 111tl~1tl'h ~1'U1'U 39 fl'U
q <u q q q

~~liJ'UftltJft~ 9.80

3. 'j~I9lUf)l'j~m:Jl N1~tJrrl'jri1'U'muiJ1WJtll'j~mll'j~~1JU5U1U1l\9l~ ~1'U1'U 199 'fl'U
<u u q u u

~~liJ'U ftltJft~ 49.80 '5'U~1J'jtl-:jft-:j1Jlj5\'tl1WJf11'j~mllrr-:jtlilU~U1U1WI~~1'U1'U 135 'fl'U fi~liJ'U
q <U U U
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4. m~)h~ NhHJbY1lriTUh'lwijm~h~.o'lll'lff11l/1'il~hn'Ylfl'l hUTU 162 fl'U fi~t1l'U~tltl~~
•• U •••

40.50 fl'Ul9l1Jltl~~~m;itlm:)h~'lilfl'lri1'U19l1 ~1'U1'U 114 fl'U fi~t1l'U~tltl~~ 28.50 TI'11fl'll'U1J~,;r'VI
q

~1'U1'U 100 fl'U fi~t1l'U~tltl~~ 25.00 tt~~fl'UI9l1J~~l1'lt1;itlm91TIt'U"1 ~1'U1'U 24 fl'U fi~t1l'U~tltl~~

6.00 1'l111ihl9l1J
~ ~

5. ~1'U1'Ufl1'~'1'Uflllt~'U'VI1~ 1~tlmf11fltl1'U ijNt~'U'VI1~1~tltl1fllfltl1'U1I1f)f)'h 10 fl1'~•.
~

~1'U1'U 182 fl'U fi~111'U~tltl~~ 45.50 fl'U~1Jltl~~~1.J1fltl t~'U'VI1~1.J1f)f)'.h 1 fli'~ ~1'U1'U 80 fl'U

a.='t9J I ~~d9J Q.~9J ~ 1
fl~tl.l'Ultltl~~ 20.00 1.J1f)f)115 m~ fl~t1J'Ultltl~~ 74 fl'U fl~tl.l'Ultltl~~ 18.50 tt~~t~'U'VI1~ ~tI

~
mf11fltl1'Ufl1'~mf) ~1'U1'U 64 fl'U fi~111'U~tltl~~ 16.00 1'l111ih~1J

6. lltl '~1Q ~tll9ltJt~tl'U Hl~'U 'V1l~1~tlmf11fltl1'U ri1'U '1'YlWijl1tl'~1Q ~tll9ltJt~tl'U 45,000
•• u

~ .
1J1'V1;i'U hI ~1'U1'U 154 fl'U fi~t1l'U ~Vtl~~ 38.50 fl'U~1J'iV~M1.J1 '~ufi Hijlltl'~1Q iitll9ltJt~v'U••

o "" ~ ,., ,,., ..,; , .<!I

15,000-30,000 lIl'V1 'l1'U1'U 116 fl'U fl~ll.1'U'iVtl~:: 29.00 'iltl ~1Q~tl\9lVl~V'U 30,001-45,000 1I1V1

o A ~ " GI QI 51 ~"d. , ~ .d , a
'l1'U1'U 95 fl'U fl~ll.I'U'iVtl~~ 23.80 U~::V'U~lI"l~V1ltlflV~ll'iltl ~HU~tl\9lVl~V'U 15,000 1I1V1

~1'U1'U35 fl'U fi~ltJ'U~Vtl~~ 8.80 \9llllih~lI

~VU ~ 2 Utf~Hfll11Jtf1J-WU ~if\li'UIl 1u1u'UM~~81.JU1.J1.JfI81.Jf:l11J1~'t'i-j1.:nlftU flA~ 8

fl1'i l~U 'YI1~ fl11 UU~'l11'l,! fl fl tl1u fl 'i81.Jfl~l't'i 18!vi 8U -il1J ~lU'..y !~U 'YI1~lY1U81 fl1ft U1U
~ ~

1I'lm.h~ bY~rl'Utl~fll'i l~ 'U'Vll~ t'Yl1'lYl~fll'i l~Vf1l~'U 'VIl~l~tlVlfllrrtll'U fl i' ~i1filli:l '1~tl111tl'l 'U'UV.:Jq q

N\9ltlllUlI1JbYtlll tI1ll (i:l'l~tl~1' 'lJ'Utl~Hl'ltlllUlIlIbYtllltl1ll) ~lU'Uf)\9lllllTIrr Vltl 'i~~lIflllffml1
•••• q

~ ..
m:J1TI~1'U1'Ufli'.:J'1'Ufllll~'U'VI1.:Jl~tlVlf11fltll'U ntl'~l'i},iitll9lm~v'U ~~l'lllHVi 4.2-4.7

!nft hi ijfl111l ~1I-W'U; nll Vi'fl'U fl~ 191V f11ll~'U 'VIl.:Jf11l U'U~'I1ll1 fl fl ~ '1'Ufll tlll fl l' 1'Yl1tl
q

~ ~
1~tlmf11fltll'U fli'.:JU

do Q,J d' 1 d Q,J 0 Q,I ~L::l..d. QI Q,J QI ~ I ~

81U 11fl1ll1 TI 'U'Ii tltlHll 'UtlbYlfl tu 'VIHbYfI I'l 'VIl ~ ~ 1J0.5 f) 1I 'VIfl'U fl \9l\9ltl f11ll~ 'U'VIH
q U

1~ tl HI ~ tl bYII 'VImh.:J tl 1tlij Vi'fl'U fl ~ 191tl fllll~ 'U'VIl.:J1~ tImf11 fltll'U l1~ l11'lJ ~ tl ~ Jl tl f) ill fI tl'U191
•• q q

111f)~ bY\9lU~ ~'1'U'VImh.:J tlltl tI f1l~ 'U'li1.:Jtlltl20 1J 'Yl1tl ~ If) i 1 ij Vi' fl'U fl ~ 191tl f11ll~ 'U'VIH 1~ tI
q q q q

mf11fltll'U ~lt1ll.! ~1'Yl1'1Jf11l ~\9ll9ltl'lilfl 'ilfll.! ~1Jltl.:j~.:jll 1 tt~~TI1JilVltlijfl1ll1 ~1I-Wl.!ntl~l.:Jij'11tl
q q

~lf1tu l11.:jbY()~ ~ l ~19l1J.05 nu fllm l.!~'I1l1Jflfl n '1'Ufll tl1Jfl1'1'Yl1tJt~ tl'U ~111.:J1l.!'1,r t~l.! 'VIN1~ tl
U q

tJ 1fllfltl ll.! 1~tIHI ~ t1bYll 'VIfl'li1~ tl 1t1ij fllltt 'U~1411Jflfl n'1l.!m tl U fl i' 1'Yl1 tJ t~ tl 'U~111,nl.! '1,r
C\J q q q

t~ l.!'Vll.:J1~tltl lfllfltJ1l.!t 11'U'VIl.:jt~tlf1lt l f)1IIf)~ bY~tt~~ '1l.!'VIf)'li1~ tll tI t1f1l~l.! 'li1.:Jtllti 201J 'Yl1tl
q q q q
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v ,
~ Q.I d. I d. Q,.I ClJ rI , od Q,I 0 Q.J «=::to.::). d Q,.I Q,.I

'l..le)f1'il1fl'lHJ '1'V'l'lH) f111 'tll tJlJ fl11lJ 1:nJ'V'l'U1ieHJ1'llJ 'lHJ""1fl UIYll\! ""f11'1Yl':i~ 1'11J.05 f11J• u

1I'1m.h~""'lfi'UeJ'lf11':il~'UYl1'l1I'ltJ~1I'1tJ1:11':i'lf1'leJ1tJ 31-40iJ 'lf1'leJ1tJ 41-50iJ 11!;l~'lf1'leJ1tJ51 iJ
q llJ q q q

,.. " 'I

~'UhI ii1I'1mh~"" '1fif11':i1~'UYl1'lloWeJ1i':ifl'ilmf1l11:11'1ii11'1f1'lh ~"" 'lfif11':i1~'UYl1'lloWeJf11':ivieJ'l111tJ1
q q q q

l1f1~eJ'Ufl'Ufl1J':ieJ'l!;l'llJ1 i 'U'Utu~~'I.h'leJ1tJ 20 iJ M~eJ~lf1'h U!;l~'I.h'leJ1tJ 21- 30 iJij1I'1mh~1:1 'lfi...
f11':i1~'UYl1'llvl eJf1U vieJ'll~ tJ1 l1mJ eJ'Umf1~ 1:11'1ii 11'1mh ~ ""'1fi f11':il~ 'UYl1'llvl eJ1i':ifl'il fl'Ufl1J...

• v v

':ieJ'l!;l'llJ1 i 'U'Utu~11'V'l1J11eJ1tJltiiifl11lJfflJl1'U1rn1JmI'lH!;l1i1eJm~'UYl1'l1I'ltJeJ1f11fftJ1lJ i 'Ufli' 'lU••
'l~~1Jfll'lftmn ltiiifl11lJfflJl1'U nnm1ff'U fl9l91eJm'H~'U Yl1'l f1l'Hl 'U~iJ l'lJflfl!;l i 'Ufl',jeJ1J.

fli'1M~m~eJ'U ~T1N1'U i,r l~ 'UYl1'l1I'ltJeJ1f11fftJ1'U11'1f1'lh~"" 'lfi'UeJ'lf11':il~ 'UYl1'l U!;l~l'l11'1H!;lli1eJf1••
v v

1~'UYl1'l1~tJeJ1f11fftl1'Ufli''lU

tnv'W iifl111.1ff1.l~'U11'mh'lijumhtlUlYll'l""il9l~',j~fl1J .05 n1Jliff'Ufl~91Vf1l',jl~'UYl1'l1~W
u

~l~(I""l'.i~iieJ1~'V'l ~1U'UfUrhn~u f1'l1'U'lJ~1lYl lpfl 'ilff1'U ~1 ,r1',j1'lff1l',j Ii'i 1""l'H fl'il ~'lh~f1V1J

m~'V'l g'U 1 iiliff'U fl~91eJf11',j1~'UYl1'l1~ fJmf1lfffJ1'U ~11rJ'Uff1'Hl''lJf1l',j~~91v1!',jfl'ilfl'Ufl'lJ ',jeJ'l" 'l1.l1

U!;l~m~'V'lijfl 11lJff1.l~ 'U11'VV1'lij,rtlff1tlUlYl H""il~~',j ~fl'lJ .05 n1J 11'1fI 'lh ~"" 'lfl'UV'l f1l',j1~'UYl1'l
u •

l~ fJ~ll'ltl1:1l'.i ~ij V1~'V'l 'V'lUf1'l1'U1J~1l Ylu,,~ 1i',jfl'ilff1'U ~ 1 ii11'1fI'l.h~"H fi f1l',j l~lJ Yl1'l1~ eJti',jfl 'ilcu q q q

1.I1f1~1:!1'1ii1I'1Q'lh~"" 'lfif1l',jl~'U Yl1'lI~Vf1l',jviV'l1~tl1 l1f1~eJlJ fl'Ufl'lJ',jeJ'l!;l'llJ1 'Utu~~~l ~wm',j

~iieJ1~'V'l,j1':i1'lff1l',j1 i'i1""1l1fl'il u,,~~1l',j~f1eJ'lJm~'V'lg'U1 ii1I'1Q1l',j~""'lfif1l':iI~'UYl1'lI~m1V'l .

l~tl1 l1f1HeJ'Umf1~ ""1'1ii11'1f11l':i~""'lfi f1l':i1~'UYl1'l1~eJ1i':ifl'ilfl'Ufl'J.j':ieJ'l" 'llJ1•••
i 'U'Utu~~'V'l1J11m~'V'lltiiifl 11lJfflJl1'U 11'n1Jf11':iU'U~iJ 11Jflfl" i 'Ufl ',jeJ1Jfli' 1M~m~eJ'U ~11.1• v v

'l1'Ui ,rl~'UYl1'l1~fJeJ1f1lfffJ1'U U"~mI'lH"1i1eJm~'UYl1'l1~fJmf11fftl1'U i 'Ufli' 'lU•
-U1U1U fl~..:J1'\.!fll'll~'\.!'nH 1~UJ81fllfiU.ll'\.!iifl11lJ fflJl1'U 11'mh'lij,r fJff1flUlYl1'l1:1il~~',j ~fl1J

u

• v
.05 n'lJliff'Ufl~91eJf1l',jl~'U Yl1'l1I'ltJ~1~tJ1:11',jl1ij~1'U1'Ufli' 'l i 'Uf11',jI~'UYl1'111'1fJmf11fffJ1'U ~lU'U f1

OJ
,.. ,.. )J SI

11l'Ufli''lU':if1 lJ1f1f1':h 1 fli''llJ1f1f111 5 flf'l U!;l~lJ1f1f111 10 fli''l ijliff'Ufl~91eJf11':il~'UYl1'l11'll'J
v

eJ1f11fftJ1'U~1111'U-ff1Mi'1J f11',j~ 1'191'C)1i',jfl'ileJ'Ufl1J ',jeJ'l!;l'llJ 1 tJm1'U ~1'U1'U fl i' 'l1 'Uf11',jl~ 'UYll'lll'1 tJ•
v ,

eJ1f11fftJl'Ufli' 'lU',jf1l1ii l1fflJfl~91eJf11',j1~'UYlN 11'1tJ':if1tJ'U~1l" eJl'li1tJf111f1l':i1~'UYl1'l1I'1tJeJ1f11fftJl'U
v

eJ'Ufl1J':ieJ'lMm U!;l~~1'U1'Ufli' 'li'Uf11',j1~'UYll'l1I'ltJeJ1f11fWl'Uijfl11lJff1.ll1lJ11'eJ~1'liiu tJfflAtyYll'l
I ,.. )I , 5J

1:1il~l1',j~fl1J .05 n1Jm I'IH!;l1i1eJm~'UYl1'l1I'ltJeJ1f11fftJ1'Ul'Ufli' 'lU 1I'ltJml'ltJ1:11',jl1ij~1'U 1'Ufli' 'li 'U
• OJ

V v

f1l':iI~'UYlVlll'1tJ'tllf1lfftJllJfli''lII',jf111''~mf1f1il 10 fli''l iimI'lH"Ii1eJm~'UYll'l1I'ltJeJ1f11fftJllJ•
1'V'l':il~fl 1llJ 1:1~1'I1f1""1Jltl i 'Uf11',jI~'UYll'lmf1~ 1:11'1m 1'1H!;lli1eJm~'UYll'lll'1 tJeJ1f11fftJl'Ul'V'l':il~fl 1llJ••• v v
~ll1:J'Ud 'l~1'U eJ'Ufl1J',jeJ'lMm i 'U'Utu~11~1'U1'Ufli''l i'Uf1l':il~'Ulll'lll'1tJeJlf11ff{Jl'UlJlf1f1'h 1 fli' '1
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>I •

m'l~mf)f)i1 5 f11'l 1Jtl1\91r:-Hlf)1'H~tlf)t~:h'!'YIl'll~tltllf)1fH.I1'U t'V'l'j1~f111'lJ~lt~'l.Jl1'l~1'U 'lJ1f)l1'ff~••
t'l1\91~HH~tlf)t~'U 'Yl1'111ltltl1f)1i'1'tl1'Ut'V'l'j1~f111'lJ'ff~~If) 'ff~1J1t1i Uf)1'j t~'U'Yl1'lt~UflU ~1J'j tl 'l~'l'lJl• • >I

i U'UW~l1'V'l1Ji1~lU lUfl1 'Ii Uf)nt~'U'Yl 1'111ltltllf)1i'1'tl1'Ui1.i1Jfll1'lJff'lJ~U nn1Jf)1'jUU~tJ1

1JflfI~1'Uf1'jtl1Jfl11'111tlt~tlU 11'lJ'llU i ,rt~u'Yl1'l11ltltllf)1i'1'tl1U u~~1\91f111'j~'ff'lfl'Utl'lf)nt~'U'Yl 1'1••
>I >I

11ltltllf)1i'1'tl1'Ui Ufl1 'lU

'.iu.n~!i1~t1~8!~8U 1Jfll1'lJff'lJ~'Unmh'l1Jt1mh~t1J'Yll'l'ff~~~'j~~1J .05 n1Jl\91f111'j~'ff'lfl
u •

'Utl'lf)1'jt~'U'Yl1'l11ltl~11ltl'ffn~1J'jltli~m~tIl'im~tlU~lUUf)t~U 15,000-30,000 1J1'YlU~~ 45,000••
~ "I dQ,l ".e:..a ~ .cl dQ.l _I 0' ~ .a

1J1'Yl'UU t11'lJ1\91f111'j ~ 'ff'lfl f)l'j tll U 'YlHt'V'ltlti 'j f)~'lJlf)'Yl'ff1l U~ ~'lJl\91fIu'.i~'ff'lfl f)n tll'U 'Yl1'lt'V'ltl
q q q q

vitl~t~t11ifl~tlU VU~1J'.itl~~~l.Jl11." 'UW~~~llltl'ffl'.i~ii·ntl i~m ~ m~ tl1 if)~tlU VU '.itl~~~'lJl••
i .,;'JIl dd "I 91 d • a ~ I d

U'UW~'Ylj}.l ~W'ffl'.i'Yl'lJ'.iltl tfUi1~tI\91mfltl'U\911f)1115,0001Jl'Yl U~~ 30,001-45,0001Jl'Yl 'lJ••
1\91f111'j~ ff ~flf)l'.i t~'U'Yl1~t~tlf)l'.i vitl~t~ t11 ~f)~tl'U 1llf)~ 'fffl iil\91f111'.i~ff ~flfll'.i t~'U'Yll~t~tlti '.in~

q q q q

VU~1J'.itl'l~~'lJl

iu 'UW~~'V'l1J11'.i1t1i~ti1 ~tll'im~tl'U i1.i1Jfll1'lJff'lJi'U tn1Jl1i'1''UfI~l'itlf)1'.i t~U 'Yl1'lvi1U~~

U'U~tJ11JfIfI~, UfI'.itl1Jfl11'111m~tlU 11'lJ'llU i ,rt~U 'Yll~1f1t1tllf)li'l'tl1U u~~n1\91j}.1m~tlm~U'Yl1'l•• >I >I

lf1t1tllflli'l'tIlU U~~tl1\91j}.1~t~tlf)t~u'Yl1'l11ltltllf)1i'1'tIl'Ui Ufl1 'lU•
Vl8U~ 3 HtJA~flll'IJtf'IJffU 1h~'.dHif~~t1f1ltl 'WU8~NVl81J!!1J'lJi,T8'IJt1UI (if~~t1,r l ~11

OJ

'IJ8'lNVl81J!!1J'lJtJ8'IJt11'IJ)~~Hrl ;}lUlU fI~~1Ufl1'.i!~U't1l~ lAtl81flUW1U ft'IJ '.i~~'IJfll'.iftm:ll
OJ

oCl )4 v ..t , ~
81'tiVi '.iltl &A!i1tltlVl8!A8U

>I

'.i~~'IJfl1'.iftmn i1Jiifl11'lJff'lJ~U nn1J~lU1Ufl1 'l i Ufll'.it~'U'YlN lf1t1tllflli'l'tllU
>I

81;Vi i1.iiifl11'lJff'lJl~Unn1J~lU1Ufl1'l i Ufll'.i t~U'Yl1'l11ltltllflli'l'tl1U
, • >I

'.iltl~~!i1iltl~8!~8U 1Jfl11'lJff'lJ~Unmh'lijt1mi1~t1J'Yl1'l'ff~~l1'.i~~1J .05 n1J~lU 1Ufl1 'l
u

'I )J I

iUfll'.it~U'Yl1'l1~t1tllflli'l'tIlU 11ltl~1~tI'ffl'jl11J'j1t1i~m~tll'itJt~tlU 45,000 lJlV1;i'Ui1l ~l~tI'ffnl1....
1J'j1t1i~m~tll9itJt~l:)U30,001 - 45,000 lJlV1U~~~11ltl'ffl'j~1J'j1t1i~m~tI 15,000- 45,000 lJlV1 ~~

>I >I.,k
ij~lU1Ufl1'liufll'jt~UV11'lmf)fdllO fl1'l ~lUJU 75 flU 9f'l'ff'l'ff~ 54 flU Url~ 44 flU \911'lJih~1J...

Vl8U~ 4 HtJA~flll'IJtf'IJffU 1h~.•.dnif ~.utl~ijij't11iVi t'I~8fl1 '.i!~urn ~1AfHll fllvU.llU ft'U

if~11fJ.flltiiu 'IJ8~~Vl81JH1J'UtJ8'Ut11'IJ(if~.ufJ,* 1'tJ'lJM~Vl81J!!1J'U tJ8'Utll'IJ) <IilHU flVlllJ 81;Vi

;}lU1UfI~'l1ufll'.i!~Urn~ lAtl81fllrtmu '.ilfJ'vi'!l! ~fJ~8!~8U

81;Vi 1Jfll1'lJ ff'lJ~U nmh'l1Jt1 tI~1~t1JV11'l'ffil~~ 'j~~1J .05 n1J1J\l ~tI~m)'VlTI'V'lrll'i tlf)1'j

t~()f)t~U'Vll-:.ihWtllflli'l'tl1U ~luum~u 'j1mD\91'j 1~tI'ff1'j Url~1J~~tlg'U"l ~luum~u fll1'lJ

'ff~~nm"1Jlt1i'Uf)1'JI~'U'YIl'l!m~f111lJ1J t'lDI':.r. tl1'Ufll') !~\..!'\'11'11\91u~llltl 'ff1'::"~ ~tll:]}'V'l.u"'n'lifll'.i /..
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r~iJ;Y1'\1fl1l1,1hi 'hn m1J \9111\91tlJ;Yl11~ hi1111~tI~ iJ~'V&wI;UJ1f119i0f1111ti Of1l~ hi 'VIvl1 \91tI'tJ1fllfl'tll hi iJ

~1h11h1 37 fI hi ~'Il~hI ~ lh1 1h11J1fl~J;Y\9ItYl11i'11~l\91t1J;Yl1~iJ'tJ19f'\"lli1flllri1h1 1'i11,1h11111m1J\9I1
q •• q

l\91t1J;Yl11~hl1I1l~tI~iJ~'VIn'\"lm.hhlmn'lI9i0f1111tiOf1l~hI'Vl1'11\91t1'tJ1f11fl'tllh1 iJ~1h11h1 32 flhI ll"~

~1 \9ItlJ;Yl1~iJ 019f'\"l'\"lir fl'llh1 11111'VI1,1hi 1111f111J\9I11 \91tlJ;Yl11~hI 11~ ~tI~iJ ~'VIn'\"l" lJ lfl~ J;Y\9I19iOfll1
•• q

ltiOf1l~hI'Vl1'11\91t1'tJ1f11fl'tllh1 iJ~1h11h1 28 flhI ~'Il~hI~1h11h1lJlfl~J;Y\9I \9IllJr;ll~11
q

II" ~ '\"l1111 'tJ1;f'\"l iJ fl11lJ fflJi hi 1i0 U1'1iJ ir tI tYlfl ill '1'11'1J;Y~ 91~ 1 ~ ~ 11 ,05 n 1111~ ~ tI~hI"
u

~111hi f1l~hI fl11lJJ;Y~\9I1f1J;Y1J1t1i hi f1111~hI '1'11'11\91tI~l \91tlJ;Yl1~iJ 'tJ19f'\"l~111'lff111 Ii'i iJ;Y111fl~ 1,1hi 11•. ~

fl11lJ J;Y~\9I1flJ;Y111t1i hi f111 t~ hi 'Vl1'1t~ hi 11~ ~ tI~iJ ~'Vln'\"l" 1J1f119i0 fl11 tti 0 f1l~hI '1'11'11\91tltI 1fl 1fl'tl1 hi

ii ~1h11h1 64 flhI ~'It~hI ~1h11h1lJ1fl~ff\91 tY111i' 11~l\91t1ff1'j~ii t11;f'\"lli1fl'ilri1h1 1'i1t,1 hi 11f111lJ
q •• q

ff~\9I1fl J;Y'Jj1tI i hi f111 t~hI 'Vl1'1trl hi 11'il~tI~iiv'Vln'Vi" 111f1~ ff,,19i tI f111 tti tI m~hI '1'11'11" tI'tJ1f11fl'tl1h1
. q

~1h11h1 53 flhI tm~ m" tlff1'.i~ii'tJ1;f'\"l'\"lir f1'I1h111111'Vltlt hi11f111lJJ;Y~" 1f1ff1J1tJ i hi f11'.it~hI 'Vll'1trl hi••
1I'il~tJ~iJV'Vln'\"l"lJlf1l9itlt11'.ittitlf1l~hI'Vl1'11"tI'tJ1f11fWlh1 ii~1h11h1 44 flhI ~'Ilrlhl~1h11h1111f1~ff\91

q

\9l1lJr;l1~11
" .

hi tI fl 'illf1U Nl" tJffl'.i fi ii t11;f'\"l ~ 111'lffl 1'.iIi'if iff1'\1 fi 'ililt 'U11f111lJ 11mJ" n tJ i hi f11'.il~ 'U'I'll 'I
•• Q

l~hl1I~~tI~iiv'Vln'\"l'''1J1f1l9itlf11'.iltitlf1l~hI'Vl1'11"tI'tJ1f11fl'tI1'U ii~1h11h1 59 flhI ihl'\JW~~Nl"tlffl'.i~••
ii t119f'\"lli '.ifi ~ri1'U I9i 11,1 hi 11f111lJ 11" t1"n tli hi f1111~hI '1'11'111:1hi 11'il~ tI~ iJ V '1'1n'\"l "lJ lf1 ~ J;Y\9Il9itlf11'.i

q q

ltitlf1l~hI'Vll'11~w'tJ1f11fl'tllh111,,~ii~1h11h1 59 flhI l'lfhll~tl1nhl tY1'\1i'11Nl\91t1ffl'.i~ii'tJ1;f'\"l'\"lirf1'llh1••
11111'1'11,1hi 11f111lJtlmJ\9Intl i hlf11'.i l~hI 'Vll'111:lhl1l1l~tI~iJ~'Vln'\"lmJ1fl~J;Y\9ll9itlf1111ti of1l~hI'Vl1'11\91tI

q

, QJ do 0 QJ

'tJ1f11fl'tllh1l'lfhlf1h1 lJ~1h11h1 38 flhI \9l1lJm"11

1l1'U1'U flf~ l'Ufll'.it~'U't1H l~fHll flUUJ1'U iifl11lJ fflJihl 1itI Ul 'Iiiir tltYlflty'Vll 'I ff~91~ '.i~ ~ 11

. ""
.05 n1111~ ~tI'¥iiJV'Vln'Vi"l9itlf11'.i ltitlf1l~hI'Vl1'1 hw'tJ1 f11fl'tll hi ~lll 'Um1:lhl fli' 'Ill'.if1 1J1f1fl11 1 fli' 'I

" SI , JI

1I1flfl11 5 fli''Ill''~1I1f1f111 10 fli''Il"tI~l\91t1J;Y1'j'¥iiJ~lhl1h1f1i''Iihlf11'jI~hI'Vl1'11\91t1'tJ1f11fl'tllh1•.
SI SI JJ "

1J1flfl11 10 fli''I1J1f1f111 5 fli''Ill''~1J1f1fl11 1 fli''Il,1h111f11'.i111f11·Hllf1-Whl'\JtI'I't'1'1t1f11'j'Uhll~hI

1I~~tI~iJ~'Vln'\"l"mflI9i0f11'.iltitlf1l~hI'Vl1'11\91t1'tJ1f11fl'tllh1 ii~1h11h1 60 flhI ~1h11h1 26 fI'W ll"~

~1h11h1 22 flhI ~ 'Itrl hi ~lhl 1h1mf1~J;Y 'I \9l1lJ~l~11 ll"~ ~1 \9ItlJ;Y1'j~ l~hI 'Vll'1f1 f'lll '.im,1 hi 11f111....
y •

1J1f111fllf1-Whl '\JO'lJ;Ylt1f11111h11~hl1I1l~tI'¥iii~'Vln'\"lm! t1t1l9itlf11'.iltitlf1l~hI '1'11'11\91tI'tJ1f11fl'tI1h1 ~1h11h1

20 flhI
, , I SI

i hi 'UW~'¥il~hI'¥i'l11ff 'Ilfl\9l11m\9ltlJ;YwViiJ~ lh11h1f1i' '11hlf1111~hI 'Vll'll\91t1'tJ1f11fl'tllh11J1flfl11•.
SI 'J/ " "

QJ I QJ QJ I QJ d d Q,I' £:::to

10 fl1'l mflfldl 1 fl1'l fl1'l1l1flll"~1J1flfl11 5 flH lJfl11lJl'I1h1\91Hflhl11f111111f11'jmfl'tJ1f11fl'

'\JtI 'I J;YltJf11'j 11hi dJ hi 11~.otI~ ml'Vl n'\"l mJ1fll9i 0 fl1'Hti tI m~hI 'I'll'll \91tI'tJ1f11fl'tllh1 ~ llJ1h1 56 f1~4
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~l'Wl'W 20 fl'W ~l'Wl'W 21 fl'W tl(\~~l'Wl'W 19 fl'W ~.:Jl~'W~l'Wl'Wmfl~~~ \9ll:JJilWl'IJ rll'Y1f'IJ•
, " "

N'l~ V~l'JYiiJ ~l'Wl'Wflf.:J1'Wfll':il~ 'Wi1l.:J1~Vtl1fllrWl'W :JJ1flflil 10 fl f .:J1M'Wil 'lfi'l~'UtI.:Jtl1fllrH.I1'W
OJ

~1,r'IJ~fll'J (l'lf'Wlfl~tI.:JlJ'W1m<i'Wlfl~ tI.:JlJ'W1'lJ'W~) l~ 'WthH)V~ iJOi1lj'V'l(\:JJlfl~ -q'~~tlfll'J liltlfll~'W

i11.:Jl~VtIlfllrWl'W iJ~l'Wl'W 64 fl'W~.:Jl~'W~l'Wl'W:JJ1fl~~~ l'W'Uw~~N'l~t1m'J~iJ~l'Wl'Wfl#.:Jl'W
• OJ

"" "fll'Jl~'Wi11.:J l~t1t1lfllrWl'W:JJlflflil 5 flf.:J :JJ1flflil1 flf.:J 1l(\:;N'I~'Wi1l.:Jl~t1t1lfllrWl'Wflf.:Jtl'Jfl
OJ

lM'W\9l'J.:Jn'Wil'lfi'l ~'UtI.:JtIlfllrWl'W ~ 111''IJ~ fll'J 11J'WiJ ~~t1~iJOi1lj'V'l(\:JJlfl~tlfll 'Jlil tlfll~'W i1l.:J1~tI

tl1fllrWl'W~l'Wl'W 29 fl'W ~l'Wl'W 21 fl'Wtl"~~1'W1'W 18 fl'W m:JJill~'IJ
, " "

11(\:; rll'Y1f'IJ N'l ~ t1~n YiiJ ~1'W1'Wflf.:J 1 'Wfl n 1~'W'Y11~1~t1t11fl1rYtl1'W:JJ1flfl i1 10 fl f ~
OJ

• ~,t 1~..::t d G.ll~ O~

:JJ1flfl11 5 flH flHll'Jflll,,:;mflfl11 1 flH :JJfl11:JJl'YI'W\9lHfl'W11'IJ'Wflt)'Wfl1'.ifl11'W'Wfl1'.i'Ut).:J

~lt1fll'.i lJ'W1'W"Yd'Wfll'J ff1'.i t)~~,j ~11J'WiJ~~t1~iiOi1lj'V'l"1J1fl~t)fl1'.i 1ilt)fll~'W i11~ ifltltllfllrYtl1'W
" . "

~1'W1'W56 fl'W ~1'W1'W25 fl'Wlm:;~1'W1'W 18 fl'W\9l1:JJil1~'IJ 'Wt)fl~lflU N'ifltl~1'.i.yjiJ~1'W1'Wflf~
OJ

" "
l'Wfll'.il~'Wi11.:JlfltltJ1fllrYtl1'W1J1flfl'h 10 fli'~ U":;:JJ1flfl'j, 1 fli'~ iifl11:JJ1M'W11fl11:JJ,j"t)~fitll'W

fll'.il~'Wi11~11J'WiJ~~tI~iJ0i1lj'V'l(\:JJ1fl~~fl~t)fll'.ililt)fll~'Wi11.:J ifltltJ1fl1rYtl1'W ~1'W1'W85 fl'W1m:;•
37 fl'W ~~I1J'W~1'W1'W:JJ1fl~ ~fl\9l1:JJill~'IJ 1 'W'UW:;~N'l~t1~l'.i~iJ~l'W 1'Wfl#~ 1 'Wfl1'.i 1~'Wi11.:Ji~ v

• OJ

" " .
tJ1fllrY:JJ1flfl11 5 fl f ~ 11(\:; fli'.:JllmiJfl11:JJlM'W 1lfld1:JJ,j (\tI~fitil 'Wfl1'.i1~'Wi11~11J'WiJ ~~t1.yjiJOi1lj

'V'l(\:JJ1fl~tlfll'.ililtlfll~'Wi11.:Jl~t1t1lfllrYV1'W ~1'W1'W25 fl'W1m:; 21 fl'W \9l1:JJil1~'IJ

'a1f.J'~A~~f.J~t)A~t)'W iJfl11:JJ1:YlJ'W'Wit)dNiiUtlff1rif.lJi1N~i)~~ '.i:;~'IJ .05 n'IJiJ ~~v~iJ
"

0i1lj'V'l(\~tlfl1'.ililt)fll~'Wi11~ lfltltJ1fllrYtl1'W ~ltl'Wfll~'W ~lfl1115,000 'IJ1i1 15,000-30,000 'IJ1'Yl
" ..

30,001-45,000 'IJl'Ylll":; 45,000 'IJ1'Yl~'W'1,j lflmn~V~1'.i.yjih1t1'1~m~t115,000-30,000 'IJ1'Yl
OJ

tl(\:; 30,001-45,000 'IJ1'YliJfl11lJlM'W\9lHn'W 11'J1fl1U\9l'.iI1J'WiJ~~t1~iJO'Yllj'V'l(\mfl~tlfl1'.ililtlfll~'W

i11.:Jl~t1t1lfllrYtl1'W ~l'Wl'W 30 fl'W tl(\~~1'W1'W 20 fl'W~.:Jl~'W~1'W1'Wmfl~~~m:JJill~'IJ1'W'Uw~~•
, " "

~l~V~1'.iYiiJ'.ilt1'1~m~V~tll$ltl'W ~chfli115,000 'IJ1'Yltl(\:; 45,000 'IJ1'Yl~'W1,j iJfl11:JJlM'W\9l'.i.:Jn'W

i1'.i1fl1U\9l'J l~V~l'J 1~'WiJ ~~t1~ iJO'Yllj'V'lmJl'Wflm.:J~tlfll'J lil tlfl1~ 'Wi11.:J1flVtIlfllrYV1'W ~1'W1'W 44

fl'Wtl(\:;~l'Wl'W 12 fl'W ~.:Jl~'W~1'W1'W:JJ1fl~~fl \9ll:JJill~'IJ iJ~~t1~iiO'Yllj'V'l"~tlfll'Jliltlfll~'W'YlN•
"i ~ vm fllrYV1'W'WtIflU1-l'1l.iiJfl1l:JJ1:Y:JJ'W'Win'W

74
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~l'Wl'W 20 fI'W ~l'Wl'W 21 fI'W ml~~l'Wl'W 19 fI'W ~'l!~'W~l'Wl'WlJlf1~'ff19l \9l1:IJ~1~'lJ rll'l1~'lJ•. " "
t111911'J'ff1~YiiJ~1'W1'WfI~'l1'Wf1l'H~'Wl11'l1191I'Jtllf1lffI'J1'Wmf1f11110 fI~'l !~'Wl1 'lfUI9I'UtJ'ltllf1lffl'Jl'W
OJ

~1 11''lJ~f1II (!'If'W !fI~tJ'lU'W Ie)'Vi'W!fI~tJ'lU'W 1UWI9I) !~'WiJ\1 ~1'J~iJ~'YllJ'V'Hl:lJlf1~'ffl9ll9itJf1l~ !i'ltJm~'W.
'Yll'l1191I'Jtllf1lffI'J1'W iJ~l'Wl'W 64 fI'W ~'l!~'W~l'Wl'Wmf1~'ff19l l'W'Uru~~H'll91l'J'ff1~~iJ~l'Wl'Wflf'll'W• OJ

"" "f1l~!~'W'YlN 1191I'Jtllf1lffI'J1'W1Jlf1f111 5 fI~'l :IJlf1f1111 fI~'l Ut'l~H't~'W'Yl1'l1191I'Jtllf1lffI'J1'WfI~'lU~f1
OJ

!~ 'W\9l~ 'l fl'W11'lfU 191'UtJ'l tJ 1f1lff1'J1'W~ 111''lJ~ f11';;!~ 'WiJ \1~I'J~ ii~'YllJ'Vi t'l1Jlf119itJf1l~!i'l tJm~ 'W'VI1'l1191I'J

tllf1lffI'J1'W~1'W1'W 29 fI'W ~l'Wl'W 21 fI'W Ut'l~~1'W1'W 18 fI'W \9l1:IJ~1~'lJ

. " "
Ut'l ~ rl1 'l1~ 'lJ H'1191tI'ffn Viii ~ 1'W1'W fI ~ 'l1 'Wf1l~ t~'W 'VIN 1191tltJ lf1lfftllU:IJ 1f1f)';h 10 fI ~ 'l

OJ

I ~ ~ 1~.c:S d Q.I,t O~

1l1f1f111 5 fI~'l flHU~f1 Ut'l~1l1f1f1111 flH llfl111l!'l1'W\9lHf1U11'UU\9ltlUf11';j19l1tUUf11'j'UtJ~

'ff11'Jf1l'jU 'W1 'W~huf1nrln tl'l~J 'l!~'WiJ \1~ l'J~ii~'YllJ'Vi t'l1l1f1l9itlf1n ti'ltlm~u 'YlH1191t1V1f1lff1'J1U

" . "
~lU1U 56 fI'W ~lU1U 25 flU Ut'l~~1'W1'W 18 flU \9l11l~1~'lJ Utlmllf1ij H'11911'J'ff1'jViii~1'W1'WfI~~

OJ

" "i'Wf1l'jt~U'Y1l~ 1191t1V1f1lfftllU1l1f1W;h 10 fli'~ tm~mf1f1111 fli'~ ijfl111lt~Ul1fl111l1lt'ltll9lfltli'W

f1l'jt~U'VI1~t~'WiJ\1~I'J~ij~'VIlJ'Vit'lmf1~'ffl9ll9itJf1l'jti'ltlm~'W'VI1~ 11911'JV1f1lfftl1U ~lU1U 85 fI'W Ut'l~•
37 fI'W ~'lt~U ~lU 1U :IJlf1~ 'ff19l\9111l~1~'lJ i 'W'Uru~~H'1191t1'ff1'j~ij~lU 1'Wflf~ i U f1l';j t~'W'Yl1~ 1191tI

• OJ

" " .
tllf1lff1l1f1f1';h 5 fI~~ Ut'l~ fI~ ~U'jf1ijfl111lt~'Wl1mlllllt'ltll9lfll'Ji U f11'jt~U'VI1'lt~uiJll~I'JViii~'YllJ

'Vit'lmf1l9itJf1l~ti'ltJm~U'Y1l'lll91l'Jtllf1lffl'Jl'W ~1'W1'W 25 fI'W Ut'l~ 21 flU \9l1:IJ~1~'lJ

~lfJ'~!i1~fJ~~H~0U iifl11mYll~U1rtJfj1~iiu tlff1fiiill'YlN 'ff(l~~ 'j~~'lJ .05 n'lJiJ \1~ tI~ij
u

fl'YllJ'Vit'll9itJf1l'jti'ltlm~U'Yl1'l1191t1tJ1f1lfftl1'W ~lU'Wm~'W ~1f111 15,000 'lJ1'VI 15,000-30,000 'lJl'Yl
" ..

30,001-45,000 'lJ1'Yl ttt'l~ 45,000 'lJ1'Yl ~'W11l11911'J~1I91t1'ffnViij'j1tll~m~tlI5,000-30,000 'lJ1'Yl

Ut'l~ 30,001-45,000 'lJ1'Yl ij fl111lt~'W \9l'j~n'W 11'j1fllU\9l'j t~uiJ \1~tI~ij fl'VIlJ'Vit'l:lJlf1l9itlf1l'j ti'ltlm~'W

'Yll'l1191I'Jtllf1lffI'J1'W ~l'Wl'W 30 fI'W Ut'l~~1'W1'W 20 fI'W ~'lt~'W~lU1'W:IJlf1~'ff19l\911:IJ~1~'lJi'W'Uru~~•
I " SI911 dd l1JY d I 4':!l 0 , ~ \11 ..• 1 -=:s d Cl,J

fj I9II'J'ffn'Yl:lJ'j11'J tl9lt\H1I'J\91tltl9ltJ'W\9l1fl1115,000 'lJl'Yl Ut'l~ 45,000 'lJ1'Yl 'U'Wtu llfll1:IJl'l1'W\9l~'lf1'W

11~lmU\9l~ 11911'J'ff1';jt~'WiJ\1~I'J~ij~'YllJ'Vit'ltl1'Wf1(1Nl9itJf1l~ti'ltJm~'W 'Yl1'l11911'JV1f1lffI'J1'W~l'Wl'W 44

fI'W tL(1~~l'Wl'W 12 flU ~'l!~'W~1'W1'W:IJlf1~'ff19l \9l11l~1~'lJ iJ\1~I'J~ijfl'YllJ'Vit'll9itJf1l'j!i'ltJm~'W'Y1l'l•
"

11911'Jtllf1lff1'J1'W'WtJ f1Ul.! l:U ij m1:IJ~:IJ~'W 15n'W
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VIf)'Wn 5 tt~~.;j ~11'VIl~fl 1 1~iT~~ 'W~'a~lrh~f)l 'a'IJ~f)1'a'IJf).;j~Wf)l 'ail 'W~.;jd1'Wi1'U~fJ~ij

ill'YIii'VIt'Ivi f) fln t~ 'W'YI1.;j1~ fJf)1flH'IfJ1'W 'ill tt 'Wfit11'W f)l 'a'IJ~fl n illfl ~ 'W f)l 'a'IJ~f)l 'aillflf)1f)l flfl 'IJ

fl t),Lfll'VI'IJ~f)l 'a~'~j'IJ

fll 'a'IJ~fll 'a'IJf).;j~lfJfl nihA ~'l!~'U 1]~,} u~iJ~'VIiiYH1~ eJfll'i lileJ fl!~h.j'Yll~TIPWf>lflly;Wl'U

"~111'UflI~ 'U fllHJ 5 f11'Jf111'1.w'UIIft~fl1'J1J5 fll'Hlll'lfllf11~ iirI111J~1J'l~'tnrfl fh~ii,:r fHllft ty'VIH rro &i

~ 'J~~ 1J .05 ft 'lJl'lfilfl1'l'i'Uf),m5 fl1'J~ i ~i''IJ uflI1'Uflfil fl1'l'i'UeJ-:J'lJ5fll'J~i~1'IJ1 'Uri1'U~I~U1ft'IJ.. . "
1'1111J1'\1ti 'l1'UrriJ U'Ufl~fll fl1~Ul'U'¥i itiiil'l111J~1J':I'tnr ft'IJfll'J1J5 fln fllfl ~'U

'lll 'W';I 'WA~~ 'Ufll ":iA~ 'W'YIH 1~fJfllfl WIfJlU ii 1'1111J~mi 'Ui'fl fh~iJ,:r mhftty'VI1-:J rro~~

'J~~'IJ .05 ft'IJAfilfll'l'ifl1'J1J5fll'J~i~i''IJ ~lll'UfU~'U fl1HIH~eJl1ft1 'l'i,:rfl-:Jl'U1,r'IJ1fll'i~1£.11'1111J•
l~lJ 1~ ii imi1~~ ~'H ~11Jl'l111J~~Hfl1'J A1l1J'ifl1Jf'IJ~-:J'Vn:rfl-31'U~~'U1mJll mfll~£.I1'Ufll'J~~~fl

'VIN1'V1'Jfl'l'i't1ft 'IJrrl £.Ifll'i u'U ~ 'l'i1'Uhi'lJ1 fll'i 1'11llJiii1i£.I1fl£.l'IJ~-3'l'i,rfl-:Jl11~fl1l1'IJ'IJ'\.Hl1fll~£.I1'U
. " .

1'1111JrrllJ1'iu1 'Ufll'i-NeJrrn'IJeJ-:J'nil nnwllfl.w'U 1'1111JrrllJ1'if1111fll'i-N~rrl'i 'IJ~-3'Vfilfl-:Jl11~~'U1'IJ

2.1 fll ":if)1hhuJNa i1'U~fJ~ijill'Vl1i'VIa~ijf)l":iA~U'YIN l~fJfllfllf1fJl'W'lJf).;j~~fJm ":i

.fll [J1mJ ":i ~ t'Vl f1

OJ 11 ~ , •.• ""I "" i~
2.1.1 anlJfJI:ttfJ'W1:t'l1M1jflfW !flllfll'Vi~ m~ 'i~fl'IJfll'i~fl1:n 81'lf'ViIIft~'il£.l fl

~'VIf1 lltiii 1'111lJtYm~'U; ftml~'Ul'l~ ~fl fll'i 1?i'U'VI1-:J11tiiifl111J ~lJ~'U; ft'IJ

I'l1~Nc)1'Ufl1'i tileJfl!?i'U'Yll~!I~HTflurrlHh'U hfUiI~'UI'Vm'lflU~\PII~'Ut'eJrJft~ 64.5 IIft~Ii:l'Ul'l'i~'\1tU-:J
~ "U U u

t'€)fJC)~ 35.5

." .
'lJl'lflc)' 'Ufl 'ieJ'lJflfJ' l1tilfl fl!~'U'Yll'lT\PIrJeJlfll~Ul'U 1\PIfJ.vifllU1Jlflii'Utl~iii~'Ufl~.vi~~eJfn'i 1?i'U'V11'l..
i\PIfJeJlfll~rJl'U l!c)~!~fli lf1l'i !~U'l11'l1 flrJeJ1f1lfWl'U'i1\P1!11 IIft~llc)eJ~ fitlfy:hfll'i 1~'U'V1ViiflfJ'JU

tl'U~ ch'\1 i'mJ! \PIurrlj~ii f>lfJueJrJ\l~ii'll~'Ufl&ii lf11'i !~'U'Vll-:Ji\PIfHJlfllfl'Ul'U ~lli:lU rll'\1i''lJfll'J&i~" .
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oJ

16.5 I'vhl1'U

Dl;/'V'l iii'l111Hhn;r'U£fim1rt''U\WI\9leJf)l11~'U'VIN 1\9ltl'l.h~(1'~fi''lJeJ~f1111~'U'VI1~.
1\9lfJ~'e)1;'V'l'lJeJ~Nl\9lfJ(1'ncY1'U1'\1uilfJ'U'lY111'1ff)l1 / 'V'll1f1~1'U1'~1(1'1'\1n\l ~\9llfJ'U~eJrm~ 40.5

•• u ••

'l.h~f1eJ'Un\lf)llcY1'U~1~eJfJ"~ 28.5 'V'll1f1~1'U'U1£7'V1~'e)fJ"~25 llCl~eJl;'V'lt'UCOj ~\9llfJ'U~eJfJ"~ 6

1\9lfJ~'V'll1f1~1'U'U1£7'V1IICl~Nlh~ f1eJ'Un\lf1ncY1'U~1 \l~1~'U'VI1~1\9lfJii1\9lm.h~(1'~fi'1'Uf)ll~\9ll9ieJ'" .
111n \llfJ 'Um1f1!lCl~ii1 \9lm.h~ (1'~fi'll~eJf1l'J'vieJ~I~ fJ1li f1NeJ'U1'Ufl'U~ 'U1'e)~"~l!l 1'U'lJru~~ 'lY111'1ff)l1..
IICl~ 'V'll1M 1'Ul'~1 (1'1'\1n \lcY1'U1mUii1\9lm.h~(1' ~fi'1'Uf)l11~'U 'VI1~ I~D'VieJ~l~ fJ1li f1ND'Um f1~(1'\9l

d9 u q q

IlCl~ii1\9ltltl1~(1' ~fi'1'Uf1W¥h~1'U~\9lI9iD1I1n \l1'Ufl'U~'U1eJ~Cl~m••
\IJ v • ~ • 1 .d iii 'j/ .cO • "" . .1 iii. I

'iUJ l~ 'V'l'U11~l\9lfJ(1'11(1'1'U'\1ty1J'I1fJl\9lmClfJ\9lDI\9leJ'U30,000.- 'Ul'VI'lJ'U11J

••• ~ 'j/ ~.cOd iii 'j/ ~ , ,"" ••• ~ 'j/

i'l\9lllJtl'IDfJCl~ 62.3 ~ l\9lfJ(1'11'V11J11fJl\9l\9l1f11130,000.-'Ul'VI\9lDl\9lD'Ui'l\9lllJ'U1DfJCl~37.8

(1'lt1'~'h m\9lfJ(1'11cY1'Uh,ui~I~'U'VI1~ 1flfJeJ1f)lrt'fJ1'UfllfJ1'UtI'I~I'VIrt' ii~ f1}lru~
• '" u

'e)UJ•
~lf)'h 3011

30 11~'U't1

~1f)'htl1tyty1\9l1

(1'~f)'htl1WW1\9l1
'" u u

64.5%

35.5%

27.6%

72.6%

16.5 %

83.6%

.;.
eJ'UCOj 6.0%

'V'll1f1~1'U'U11J'VI 25.0%

1I1n\lcY1'U~1 28.5%.
~ ~ A ~
'lJ111'1ff)l1/1~1(1'1'\1f1" 40.5%

1911f11130,OOO.-'Ul'VI 37.8%

-cr~f)11 30,OOO.-'Ul'Yl 62.3%
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<v ""2.1.2 rlrrUfWI

~hHJfYl'j~1'U1'U~fHm~ 52.5 ih:rfl''UfI~~~l91eJf11'jI~hj'Yl1~l~£JeJlf11fl'£Jl'U i~£JiJ

f11'j1uf (Perception) 11f11'jI~'U'l11~i~£J'Yll~eJlf11rrlh'leJ~i1ml11f11'jI~'U'VI1~ l~£J'Jtw'U~ 1!~~lrleJ

'Yl~~eJ~I~'U'Yll~i ~ £J'Yll~eJlf11rrl!~1Ifl~fl11lJ~~'WeJ 1\I 'l111'I1lfl~f11'j11£J'Uf (Learning) 11f11'j I~'U

"'YlH i ~ £JeJ1fl1rr£J1'UiJfl11lJU ml ~ i1£J rieJ1'111fl~ fl1'j 1~'U'Yll~i ~ £JeJlfl1rr£Jl'\..JClflm.l!fl~ll1'U,:rrr'U fI~

(Attitude) 191eJfl1'jI~'U'YlHi~£JeJlf11rr£J1'U 'J1f1l11 1!~~U~eJ~i1£Jfl1l'HW'U~ \I'Ulfl~ll1'UtnllJ

~eJ~fl1'j 1!~~1I'j~\I~1\1 (Need and Motives) 1'Ufll'jI~'U'Yl1~i~£JeJ1fl1rr£Jl'U ~i~£JfY1'j~1'U1'U 1eJ£J........
~~ 24.5 iJ,:rrr'UfI~l91eJfll'jI~'U'YlHi ~£JeJlfllrr£Jl'U11 iJfl11lJ~1111'Ul91eJfll'jfi11i'jfl\l fY1lJ1'jUeJtU1£J.
H{11111'Ufl11lJ~~lll'U d1'U ~1 (Self-concept) ~lfl~\l1flfll'j~eJUfY'UeJ~fl11lJ~~l1fl 1\I~ i~i'U\llfl

fl11lJ fY~~1fl fYU1£J fl11lJ'j 1~111l 'Ufll'j 1~'U'Yll~ l..tfll 'I1U'j'j~1~U U'j~fY~fi'1'Ufll'jfi l1i'jfl \I 1!~~111'U...
fl1'j 1fY1lJfY11~fYU1'U~'Yll~ff~fllJ i ~~ fl'YlH'Hif ~~1 £J ~~ fl1'j1 i VI! fYfl~1'I1lll'U O~fl111Jffm:r'U1i

V t.,
'j~'H11~'ti'rr'Ufl~~fl fll'jI~'U'YlHtiU~1'U1'Ufli'~ l'U fll'jI~'U'YlH (~1'j1~ii 4.6) hwiim ~VfY1'jiil~'U...•

"'Yl1~1~VeJ1fl1rrV1'UlJ1flfl';h 10 fli'~ ii'ti'rr'UfI~l91flfll'jI~'U'Yll~1~£JeJ1fllrrtJ1'U11 'j1~111 U~fl~i1V
. "

I!~~iJfl111J ~1111'U~ flfl1'j~ ~191eJ1i'j fl \lO~~eJ£J~~ 87.9 d1 'U~i ~ £JfY1'jiil~'U'YlH 1~ Vfll fl1rr£J1'U~~1I191.....
" "1 fli'~;j'Uiu ii,:rrr'UfI~l9ieJfll'jI~'U'Yll~ i~£JeJlfllrr£J1'U11 'j1~111 u~flmlv 1!~~iJfl111J~1111'Ul9iflfl1'j

QJ _I J ~
2.1.3 'JV1fJu1:::ff.Jflfl11lVlUrlN•
~~ fll'J1 i £J1'U~l'Jl~~ 4.5 I!fY~~1'I1lll'UO~fl111Jffm:r'U1i'j~'H11~'ti'rr'UfI~ II~~

1~~U'j~fY~fi''lIeJ~fl1'jI~'U'Yll~i1UeJ1~'W fYllJ1'jUeJtU1£Ji~11 fl~mj'l~~~ (Reference Groups) 111'U

n\li £J~iJ~'Yl~'W~l9iflfl1'jI~'U'YlH i ~£JeJ1fllrr£Jl'U 11i11\1~U'j~flflUeJ1~'W'W'Ufl~1'UU11:1'Yl1i'j fl \ld1'U.
" ..

~1 .,j'1'j1'lffll'j '\11eJ'WUflHU1!1fYl'\1fl\l 'j1lJ'l1~ eJl~l~~'UC"jiJ'ti'rr'UfI~ii~l91eJfll'j 1~'U'Yll~i~VeJ1fllrr

£Jl'U ft~ll1'U~eJ£J~~ 77 1I~~iJ1~llU'j~fY ~rl1'Ufll'j 1~'U'Yll~l~eJ~~l9ifl1i'j fl \I 1!~~I~eJ fll'jvifl~l~ £J1li fl..
~eJ'Uft~ll1'U ~eJ£J~~ 78.05 ,iieJ~ \llfl fll'j 1~'U'Yll~i ~ £JeJ1fllrr£Jl'U11~i'Ufll'j £JeJlJi'U\l1flff ;;jfllJ \I'UrieJ

1'111fl~111'U1WJ'U1i'j'jlJ (Culture) 1'Ufll'j 1~'l.fYl1~ l~eJ~~l9ieJ1i'j fl\I II~~I~eJ fll'jvieJ~I~£J1li fl~eJ'U•
rll'l111J~U'j~fYUfl11mhI1 \I1'U~1~l!~~'l11! 1~ fll'j ~1'U...•

,.5{ QJ j/ , ...1 ~ QJ '9/ c::"2.1.4 uililflVl1Uff'J Uu1:::ffUrlNfl11V1if lVI'IJeJ.JPJilV1flWC)']V11U'J.nn71

f-.lill'l.tlWcrl (Product) 'UeJ~fYl£Jfll'jU'U~eJfll'jU1fll'j U'j~fleJU~1£J fll'JU1f1l'J

. "
flU!f11'l'l'UeJ~fll'jU1 fl1'j;j 11~1U flU f1l'JU1 fll'jf11f1'¥1'U II~~ fll'jU1fll'j f11f1eJ1fl1rr fY1U II~11 f11'j..
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l!'\.rJr;~'lH)'l Parasuraman, A, Zeithaml, V.A. ll(;l~ Berry, L.L. "-lI~O'l191111'U'U'IHl\lfl1'.i1~

f.]Wm'V'Hll'.i'U1fll'.i (Conceptual Model of Service Quality)
v ,

'WOfHl1flU J:ol(;lfll'.i1~t1'1'W911'.il'l'¥i4.15 llff~'lO'lfl11:IJ"hJ-w'Wn'.i~l,dl'lflwm'V'/'IJO'l•v , v
fll'.i'U1fll'.in'U~1'W1'W f11'l '1'Wfll'.i1~'Wl'I1'l'V'/'U':h~1~t1ffl'.i'¥iI~'W'YI1'l1~t101fllfl't11'W11'll1:IJ~'1Mfl11:IJ•.. "
"htltyIPiOf.]wm'V'/'IJO'lf11'.i'U1f11'.i'¥i'~1'U911:IJtl'W1r;~'IJO'lZeithamlll1:l~ Berry ~'lU

., "'I "'I
1. f111:IJ'W11'lfOtlO

(Reliability)
, "2. f11'.i910 'Uff'Wf)\l910 rt fl fI1•.

(Responsiveness)

3. f111:IJffl:IJ1'.itl'UV'l'V'/lJfl'll'W m M'U1f11'.i••
(Competence)

4. f1111Jff~~1fll 'Wf11'.i~~lPiv

(Access)

5. tili tIlffti l1J911'UV'l'V'/irfl'l1'W

(Courtesy)

.;.
6. fll'.iffOffl'.i

(Communication)

7. f111:IJij~01fftl'llrJ'W ~ t101J1'U'IJO'lffltlfll'.i1J'W

(Credi bility)

8. 1J191'.ifll'.i~1'Wfl11:IJll(;lO~ntl

(Security)

(Understanding the customer)

1'lf'Wfll'.i1l1'Ul1m'1lr91Hn'Uml:IJ~O'lfll'.i

"'IJO'l(;lflfl1•.
10. 'U1fll'.i~lli'WlfJ'W'ltlli'.i'.i:IJ (Tangible)

'U'W01f11fl'tIl 'W

ff1Jrl'Wnn11f11'.i~~IPiVl'I1'll 'YI'.iff'V'/..1n'U

ffltlfll'.i1J'W
Q,I Q,I tlG./ d. Q.I Q,I Q.I Y

ff1J'V'/'Wlifl11 f1111J1JOli tIlfl'tI'IJ O'l'V'/'Wfl'll'W 91O'W

111'U'W01fll fl'tIl 'W

ffm~'W-fin'U f1111Jffl:lJl'.itll 'Wf11'.i~Vff1'.i'IJV'l

O1f11fl'tIl'W

l1.iijfl11:IJff:IJ-W'W-fiIPiO~1'W1'Wflf'li 'Wf11'.i1~'W'YIN

1~t101fllfl't11'W

'"
'1.iijml:IJff:IJ-w'WnlPitl~1'W1'Wfl1'l i'Wf11'.iI~'W'YIN

1~tItllfllfl't11'W
'"

'1.i1iml:IJff:IJ-w'WnlPio~1'W1'Wfl1'l '1'Wf11'.iI~'W'YIN

1~tItllfllfl't11'W
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1'l1~1\l~ 4.15 'Vl1J11m1lJn~,tJliYV\lt~'U~V~lJ~1J'IHl\ltY1VflWihJ 1Jl1'l~fll~${l'U

"m1lJU (l~\9li1v U(l~f1111Jt~11 'il~mjfl?111~-ffm~'UTItl1J ~1'U1'Ufl ~\l1 'Ufll~t~'U'Vl1\l tY11Jl~f1~1l1Jl(J
'"

I $I11 Hi\9lVtYl1 trl~t~'U 'Vl1\ltl1J tY1Vfll~U'UU~ 1 'il~V~lJ ~1Jti~'U I ~~ tY1Vfll~U'Ufll'\1 'U\9lUt'l~111
'"

m1lJff1fiqj~~1J'1fll~~tY11JlHltY~1\lm1lJ.w\l'Vl~ 1'Il~~1Jil${ (Tangible Service) 1Jlflfl11fJWf1l'Vl

~ ~\lfll~1J ~ fll~ ~ -fflJHtYI${ t'lf'U f111lJn ~miYv\l~~\l tY1Vfll1 u'U Ut'l~f111lJ t~ 1i 'il~ ~t'l flf'i'1 ff1'U
'"

1J11'l~fll~ $I1'Uf111lJU t'l~\9li1VIfJ'U1J'1fl1~~ l~ ri~111tn\9lfl11lJ tY~\9l1fltY1JlV~~Hi \9lvtYl1 U~ ~i \9lVtY1~..... "
~lt~'U~~\lV~lJ~1Jt~~'U I ~ ~\ltY'U ~(lfll~1~V~\ltY~\9lfla~\ltl1J.,j'~t'Yi'il'il'1 \l'VlflU~~fll~•

'lUll (Price) ~t'lfll~1~vi'U1'l111\l~ 4.11 UtY\9l\lfl11mYlJ~'U1h~,.d1\lil'll~v~n

"{)'Vl~'Vlt'l~ ~ fll~ t~ 'U'Vll\ltl1Jm~'Vl l"l1J':h iJ 'il~V~ 1'U'j 1f1l1JI'l~1\9lVtY1'jii f111lJ fflJ~ 'Ui' n1Jm ~l"l~ \li1

'llflliJ~'ll~Ulal'l

"" "" .,j "" \hum;n~ SI ,'''''tll'lf'W 1JffiUJ1fl't1qVl 1JNil1J1fl Utlt! 1J1JNil

•... ... •...
2.8% 19% 18% 16% 19%'WUfl\llU'U'llJ't1

.•. , '"1i~fl'iltY1'U1'l1 14% 25.4% 28.1% 25.4% 7%•
" Q.I ~ e::..

~ n l'lffll~ l'j ~1tYl'l1 fl 'il 20.4% 22.8% 20.4% 20.4% 16%
"j

~'U"l 12.5% 8.3% 37.5% 25% 16.7%

':i1lJ 20% 21.75% 23% 21% 14.25%

i 'Ufll'j1.h~f)~1Jfll'jtii~m~'U'Vl1\l i\9lV'VlNmfllff

" "'U~f)'il1f)i1 ~t'lfll'j1~V'Vl1Jl1 'j1f1l1JI'l'j i \9lVtY1~l~iifl11lJ-fflJ~'Ui'tl1J ~1'U1'UfI~ \l

i'Uf)nt~'U'V1l\l i\9lVfllfllffV1'U ~~1JlVl${11 Hi\9lVtY1~~t~'U'V1l\li\9lVmfllffV1'UtfJ'U'lh~~1 iJl${i~•.
1J'il~V~lf1liJl'l~ 1\9lVtY1~t~'UiJ'il~Vff1fiqj i 'Ufll~ tii~m~'U 'VlNi\9lV'Vl1\lmfllffV1'U u~iJ 'il~V~1'U'j1m

iJl'l~ i\9lVtY1H~nfl11lJ-fflJ~'U TIn1J~lVl~m ~V~~t~m-ll'lllJI'l1~1\l~t'lfll~1~V 4.13 ~\ltY~\9lfla~\l

U(l~t~'U I ui 'UU'U1'V1l\lt~v1n'Un1J~t'lfll~1~Vl'lllJI'l1~1\l~ 4.11 ~~'l111\liJ'il~V~lf1liJl'l~ i\9lvtYntl1J
d

t!l'lf'Vl

tftllU~ (Place) 'il1f)Nt'lfl111~(J1'l1~1\l~ 4.11. 4.12 ttt'l~ 4.13 'Vl1J11iJ'il~V~l'U
. "

tYfIl'UYi~l'11ll1V1JI'l~ 1\9lVtY1~Ut'l~f111lJtY~\9l1f)i'Ufll~9f~1JI'l~ 1\9lVtYl1 l~iifl11lJ-ffm~'U TImh\ln
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1J\9ljl\9lv~lj ~\lriTuhlUj~1\9lV~lj~l~UVl1\1l1j~~liim1lJ~UlflV'f)Vl!~1 ~\lJ'U U~.ov~lu~mU~
u'U q cu

~\Ii~iifl11lJfflJ.wU£~'f)tl1j l~uVl1\11\9lVellfllrYV1U'f)v1\1iiirmhfityVl1\l~~~~j~~1J .05

, ~ • ~QI q

fl1'Hr~&tf"allfl1"aVlin~ (PromotIOn) \llfl~rlfllj1\lV\9l1j1\1V1 4.11 4.12 l!rl~ 4.13

• ~ OJ 'JJ ''''' .1 'JJ 1.1 ""'W1Jl1u~~V\9l1Ufllj ~ \ll~jlJfllj\9lm\9luj~fl'f)1J\9l1V ujl!m1J~~ff1Jflljl\9lU Vl1\1flnrl\9lj1f11 fllj

lGJ,J'I:lW1l!rl~flljl1j~·lnfflJ.wu£ i~iim11Jff1J.wu£mh\liiirmhfity'Yl1\1~~~~j~~1J .05 l,1'f)\I\llfl
, , "

fln &~U 'Yl1\11\9ltI'f)lfllfl'tl1Ulll U 1ij fi ~.yhntll,r'f)\lti1Jfln'\lU ri \l1Jlrl'b'U ~\lir U fllj m ~~U Vl1\1fln••
11) '11) 'JJ OJ 'JJ1 .d "" q OJ _ f" '1..t, 'JJ

\9lm\9l\l~!1J!\9l~rlmflUfl Url~~ \9ltl~ljVlt\9lUVl1\11J1\9ltlu1~~\lfll!rl~tl1\9l\l\l \l'f)\WtlUrl1cu q q cu cu.
QJ ~ QQ,I Q I QI

'VtUfl~lU'Ut'l~tfUlfll"atJU (people) \llfl~rlfll11\ltl\9l111\1V1 4.12 'W1J11'WUfl\I1U

" "'\It'l\l~1 tlfllj 1JUl1\1'Wirfl\I1U ~'f)U 11Jfl1flVlu Url~'Wirfl\llU~t)tJ11J1JU mfllrYtl1U i,jiifl111Jff1Jiu £. "
flv1\IiiirmhfityVl1\1ff~~Vi1:;~1J .05 ti1J~lU1Ufl1\1'1Ufll1t~UVl1\11~tlmfllfl'tJ1U

afl1:'f.l.!~nHflU.lil1'Vt (physical Evidence) \llfl~rlfll11~tJ\9l111\1~ 4.12 'Vm'h

'b'11~'\Ifl\lmfl1fW1U ~'1,r 1Ji fll1 (lfl ~fl\l1JU im.ju 11~fltfl~fl\l1JU '11Ji~) iifl111Jff1Jiu ,jflVH
, " .,

iiirml1fif.lJVlHff~~Vi1:;~1J .051i1J~lU1Ufl1\1 '1Ufl11&~UVlH 1~tJYi~i~tJff11Vil~UVlH i~tJ
u ~

mfl1f1'tJ1UtoWtJ\I~fl tJrl~ 9.5 i,j-u 1'b'11~ '\I'f)\Imfl1rYtJ1U~ '1,r1Ji fl111J1t1lUU\l~tJ~iiu VI~'Wrl ~ 'f)fl1 j

t~UVl1\11mJellfllfl'mU
y •
IV 0 ~ Q -Clt,QI oC:l

'UUVlt'lUfll1mlUUfl1"a'Ut'l\ltflf.1fll"atJU (Process) \llfl~rlfll11\ltJ\9l1j l\1V14.12

I ~ 0 4l::l. Q do QI QI tI I .c:i QI 0 QI «::t.Qd QI

'W1J11 '\IU\9lflU fl11 ~ II U U fl1j '\Ifl\l ~1 tJfll ':i1JU 1Jfl11lJ~1J'WU 1ifltJ1\1lJU tJ~lfltyVll\1 fftl \9lVIj ~~ 1J.05
SI I I 'JI •• J/

ti1J~lU 1Ufl1 \lVil~UVl1\11~vellfllfl'mU 1~m'Q'W1:;'f)V1\1tJ\I.uU\9lflU '1Ufl1nh1fl\lViir \I ri1U .uU\9l'f)U

. "
flU"l11':i:;fl'f)1J~1V fl1':ic);'f)1J\9lji~V~l':i fl1':i\9l':i1\l1J\9l':i1~tJ~11l!rl~fl111,r1Jifl11flj~tihUrl~

"
ff1Jfll':i ~ i~iiml1JfflJ~U,j'f) Vl\1iiir V-ff1fity VI1\1~~~ n1J~lU 1U fl1 \11U fll1 t~U Vl1\1i ~ tJellfllfW1U

" ". J/ , ,

l1\1-W~1\9lv~wvh~uVl1\1lJ1flfl':h 10 fl1\11,rfl11lJ-ff1fif.lJ~flfll1-ff1j'f)\lViir\l11t~U
~ u

U~~v~ii UVl~'Wrl~'f)fll':i 1~U Vl1\11~ VellfllrYmu 'lU j:;~ 1J1J1fl~~\9l~flVrl~ 24.7 iU j ~~1Jmfl~ 'f)Vrl~•
30.80 1U':i~~1J111uflm\l~'f)Vrl~ 23.1 iU':i~~1J1r'f)V~'f)Vrl~15.4 Url~i,jii~rl~flVrl~ 6

if1l.uf.l~u ~ ~rlfllj1.ovi U\9l1j1\1~4.11 U~\9l\lt1\1fl11lJfflJiU£':i:;1111\1

fl111J~~\9l1fl~1J1V1U fll':i l~U VI1\1Url~fl11lJl1rl'f)~xl V1U fll1l~UVl1\1n1Jm~'W 'f)v1\1iiirv-ff1fity'Yl1\1

~~~ ~ ':i~~1J .05 hw~~1 \9lV~l':i VIflm~'W 1Mm1lJ -ff1fif.lJ~'f)fl11lJ~~~1fl~1J1V 1U fl1':i l~ U Vl1\11U
~. U

QI d 'JI '1'JJ 0 OJ 1 OJ 'JJ 1'JJ 0 OJ

':i~~'lJmflVl'1!~ ':i'f)tJrl~ 35.25 l!fl~ 11m11J~lflty U':i~~1Jmf1 ':i'f)tJrl~ 35.5 Ufl~ 11fl111J~lflty

~'f)fl111J11fl 'f)~xltJi U fl1':i l~U VI1\1i U j~ ~1Jmfl~ ~~~'f)tJfl~ 40 Ufl:; iMfl111J-ff1firu i U ':i~~1JlJ1fl
• u

~'f)(Jfl~ 29.75 ~fl fll':i 1.0tJ'1U \9l111\14.12 U~~ \I(i \Ifl 11lJ fflJ.w U £1 ~111Hfl 111J11fl 'f)~ xl tJi U fl n
" ,

t~U Vl1\1n1J~lU 1Ufl 1\1iU fll':i t~U l11\1tlv1\1iiir m11fityVl1\1~~~Vij~~1J .05 1~tJ~l \9ltJff1j~1~UVll\1
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1~VeJ1fl1ffV1'W 1M1'111JJ 'ff1flUJ 1'W'j~i11JJJ1fl~ ff~ ~ eJVf1~ 40.0 II f1~ 1M1'111JJ'ff1flUJ 1'W'j~i11J JJ1flu. u

reJVf1~ 29.75 ri1'Wfl11JJ~ldJ'Wl1~~1'W h;~fl11mrm~'WlreJ~1~~umhfltlJ'VlNf1'i)~~'j::;i11J .05

" ".
~ eJeJ1:jh'l Uf1~ ~1'W 1'W f15 ~1'Wfll'j 1~'W'Vll~ i1~u'W tI 'il~V't1~ Nf1~ eJfll'j l~'W 'Vl1~l~ VeJlflll'1V1hl 'lJeJ~

.. "
Nl ~vm'j J1lV 1hllh~!'Vlff't1iJmlJJ-ffm~rhl TIeJ~1~~UV'ff1flUJ'Vl1~f1'i)~'t1'j ~i11J .05 ff1JJl'jm~1J i~i1~iJ'" u.

l~hI 'VlH l~ VeJ1fllffV1hl U f1~ fll'j Uhi ~t.J11J f1fHll hi fl'j eJ1J 1'151 '\11eJr~eJ hi 1 1JJ ~ 1hl 1Ml~hI 'VlH.
Q,.I 0' ~ <} d 311 ~, d J "1 d

I~VeJlfllffV1'U Uf1~1\P1tl1l'j::;ff~fl'IJV~fll'jl~hI'Vll~ I~V'VlN ~Vf1'l'jeJlV\PI~U\PI 31 - 511J'IJ'W 111 JJ. "'.
1\P1tJ11'j::; ff ~flfl1'j 1~'W'Vl1~Iv7m~ 'j n'il JJ1fl~ ,,!\PIUf1~ 1~'W'VlNlv7v flln; V ~l~ V1~ fl ~eJ'W 'j eJ~ f1~JJ 1

1'W'lJUJ~~ NI \PIVf1'l'j Glh~eJlv ~lfl'h 3111 iJ1'\PItlU'j::;f1' ~fll 'Wfll'j 1~'W'Vl1~lv7eJfll'ivi eJ~l~ rn-Wfl ~eJ'W'" ..
.ci .dcv ",I tI c:. ~ ~

JJlf1'Vlf1'~ Uf1:::JJ1\P1tlu'i ~ f1'~flfll'i 1~'W'Vl1~1't'l() 'D'j fl 'il'i eJ~MJJl...
q.d Q.I Q,.I rI r .d cv 0 Q.I CI.~d Goo' • cv ~

Bl'lf'W JJfl11JJf1'JJ't'I 'W1it)V1~JJ'WVff1fltlJ'Vll~ f1'tl \PI'Vl'i~~1J .05 \PIV'Vlffhl fl\PIfll'i

1~'W'Vll~1~VtJlfllffV1'W Uf1:::1'\PItlU'i:::f1''lfll 'Wfll'il~'W'Vll'l I~V~ NI ~ Vf1'l'i ri1'W 1 '\1tu!'l'l'W'li'1'i1')j'fll'j /
• '" u

't'IU fl~ 1'W5 il1f1'1'\1 n II 1I'i :::fleJ1Jn 'ilfll'j ri1'W iI 1 Uf1~'t'IU fl'l 1'W1J111'VliJ1'\PItl1l 'i~f1''lfll 'Wfll'i ~'W'Vll'lIv7eJ~ .
1i'in 'ilIII 'W'm1fl Uf1:::fll'i vi V'll ~V1Ylfl ~m.J'j eJ'lf1'lJJl• . "

'jU."~iJfl11JJ-ffJJYl'WTIeJV1'liJumhTlUJ'Vll'lf1'i)~vh~i11J .05 ~V~1'W1'Wfl5'l 1'Wu

•• i '1 d Yi d", I/) Y '" •• i ,:- .1
fll'H~'W'Vll'l ~WtJlfllffVl'W 11lV'YIN ~Vf1'l'i'YIJJ'jlV &1lf1''l~::;JJfll'jl~'W'YI1'l ~vmfllffVl'W1JflVflH'IJ'W

'" '"
Q,I' .oQ, cv .q I 4 .Q CV QI 0' • 4::1 QI 0 Q.I . QQ,J,

2. 'fIf'I'UtWI 'YIff'Wf1\P1\P1t) fll'i 11l'W'YI1'1JJfl1l1J f1'1J'Yl'W1iflV1'l 1J'WVf1'l f1UJ'Vll'lf1'tl\PI'YI
u

JI I tJ II

'j::;i11J .05 n'lJ~1'W1'Wfli'll'Wfll'iI~'W'Vll'l i1lVNi~Vf1'1'i.yjlfltu~'W'YI1'l i1lVmfllffV1'WiI'lU~ 1 f1i'l
'""

~'WiUiJl1ff'W fl~~ flfll'j I~'W 'YIl'l i 1lVtJlfllffVl'W 'i11l1~1Uf1fl1l:1V Uf1~iJfl1l1J ~111l'W~flfll'j~1l~ t)

•• 0 'J/
~'jfl'il'il1'W1'W'iflVf1::: 77

3. lV1tJlh~tJ,ulfl~JJ~l~fl'l (Reference Groups) 11l'WtI'il~V~1'W-ff'lflJJ~iJ

Nf1~ eJfll';; l~ fl fl 1~'W'YIH i 1lVt)lfllffVl'W i ~v'W 'ill'i UJ1 'illflfl 11JJ -ffJJ~ 'WTI'j ~ wh'll1 ff'Wfl~ Ilfl::;

l'\PItlU 'i~f1''l fl n 'lJtJl ~'Yl•
_Of OJ , _I •• OJ • V •• _ I 'J/

4. u 'i) 'i)tJ tJl'lW'j~ tJ~'t1Hm'j V1i;llVl'IJB'lf.ji;lVl flWcnY'l1'U 'lJ'jfl1'j u'i~flfl'lJ ~ 1v

fll'i'lJ1fll'i cJ1'li'ieJillll'WN~\PIi)UJ cvl'IJt)'lf1'lVfll'jU'W lh~flt)1J~1V fll'i 'lJ1fll'i J1lflvf'Wlm~fll'i1J1 fll'j

J1lfl tJl flll'1l1l V~ 1'1UJfl1'Yl 'IJV'lfll'i'lJ1fll'i~fl11JJ-ffJJYl'W TIeJV1'liJU V'fflflUJ'VlNf1'i)~ ~ 'i~i11J.05 t1'lJ• u

"
~ lhl 1'W1'15~1'Wfl1'j l~'W 'YI1~'lJt)~ Nl1l Vff1'i II f1~fl ru f11't'l'IJ eJ'lfl1'i 1J1 fl1'j~ fl11JJ -ffJJYl'WTIt)~l~iJU v

'" .. "o Cl.I .o::::.C),q Q.I Q,.I q ~ ~

ff1fltlJ'YI1~fftl\PI'Vl'i~~'lJ .05 fl1J'lJ'jfll'jJ1lfl't'l'W lm::;fll'i1J'jfll'jJ1lfltJlfllff
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IV 0 Q,J .<::::\~o:::s Q.o'

'\.UJmflty'Yll-:Jfffl\9l'Yll:i;\9l'lJ .05

ij'rl'l:IW:i;f1NflUJill'W (Physical Evidence) 'lfiJ'fl'tlCl-:JBlfl1fHJl'W~!t1'lJ~fl1':i (lfl!el-:J1J'W. ~
1m~'W 'H~ tHfI! Cl-:JU'W1m~'fl) iifl11mhJ'W'W1rO'lJ~1'W 1'Wf1i' -:J!'Wfl1ll~'W 'Yll-:JClVl-:Jihrv-ffll'i'ty'Yll-:Jffi1~.
.yh:i;~'lJ .05

Q1 jI, ,

.uUPl8'Wm1~hd~h'!m1'UMtTl£lm1ih! (Process) 'li'W\9lCl'W!'Wfl1l-ffUCl-:J'¥i'l1-:Jii
~ , .

w:mJ iYlJ~ 'W11O'lJ ~ 1'WTI-Jf1i' -:J.yh~'W'Yll-:Ji'flVBlfl1f'lVl'W mh-:Jii,r V-fflflty'Vll-:J ffo~.yh:i;~ 'lJ .05

5. if'il~£Jgu,

l:i;~'lJ .05

l:i;~'lJ .05
~

f111lJ11,w'fli1r/l 'Wfllll~'U'YlH iifl11lJiYlJ~'U110'lJ~1'Ul'Ufli' -:J!'Ufllll~'U'Yll-:JClVl-:Jii.
Q,I 0 Q,J ~.&::ll..::s Q,I

'Utlfflflty'Yll-:Jfffl\9l'Yll :i;'fl'lJ .05
~ ~ ~

'tl-:JU ffllJllf'rr'flflWm~'tICl-:Jflll'lJ~fllli~~-:Ju•

I Jt ~
1. f111lJ'Ull'lfClflCl

(Reliability)

2. ' vflll\9lClUff'U Cl-:J\9lClC'lflfl1••
(Responsiveness)

3. Q,I "i Y ~
f111lJffllJ1lf'l'tlCl-:J~'U ml'U~ 'H'lJlflll••
(Competence)

4. f111lJff:i;'fl1fl!'Uflll~'fl~Cl

(Access)

5. eJ1Wlfftl ilJ\9l~ 'tICl-:J~'l1fl-:Jl'U

(Courtesy)

6.
.,;

flllffClffll

(Communication)

'" de: 1J 117. 'lJlfl1l'Yll'H'U1 'Ul lilllJ
OJ

(Tangible)

Blfllf'lVl'U

fflJ'W'U110'lJ flll~'fl~m'll-:J i'YllffWvlO'lJ

ffl V flll iJ 'W

Blfllf'lVl'U

iYlJ~'U1iO'lJ fI11lJff1lJ1lf'l! 'Uflll~tJffll't1tJ-:J~'l1 fl-:Jl'U
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'[)1fl !}-HHl 1'J~h)v Vll 1ri 'ffl11l'Hl ) ~'lJil'll ,)v ~ iJ~ 'VIII'Wfj I9ltl fll 'j!~h,rvn~hw tl1 fll rW 1'WII fj ~•
EJ~'ff1111)tl tlll'lJ 1Vfl 1111am~''Wlf1~rdNfll) 'lJ~fl1'J ~~lllw'j~?lil ruen (Product) 'tJtl~'ff1Vfl U'U 'W

. "
Y]tl) ~fl tl 'lJ~1V fl1) 'lJ~fl1) fl1 fl Yi'W!! fj ~fl1) 'lJ~fl1) fl1 fl tl1fl1 fl''tJtl ~'WUfl ~1'W~tl 'W1'lJ

~fj fl1'J1 ,)v1 'W?l1'J1~~ 4.15 H'ff?l~~~fl1111allW'Wlh~rd1~flrum'Wfll)'lJ~fll)f1'lJ~1'W TU•" .
fl1 ~1'Wfl1)!~'W 'VI1~1?lvY]~l'fw'ffl) lrim1mhfi'tul9ltl'lJ~fll)'tJtl~'ff1Vfll)1J'W-j1 iJflrum'Wtlrh~ 1)

~ u •

'jJ Cl.I 'jJ cv
fl 1111)tl'lJ) 'tJtl~'W'Wfl~l'W?ltl'W)'lJ'lJ'Wtllfl1fl'V1'W~

. "
fl 1111(;f1111)tlt 'Wfll) iltl'ff1) 'tJtl~'WUfl~ 1'W~tl'W1'lJfl1flYi'WUfl~'WUfl~l'W~tl 'W1'lJ'lJ'W

tll fll fl'vTW

fl 1111(;f~tl1'fl'tJtl~tllfllfl'V1'W

~~(;f11l1'.if,'ltlll1J1Vl~1'flVU'W1fl'fl'Utl~Christain Gronroos t'W!~tl~ II flrufl1'W'Utl~fll)•
1J~fl1'.il'\.Jl1fl''W~'Utl~~fl~l "(The Total Perceived Quality) ~!fi'f)l)lflflrum'Vf'Utl~fll)'lJ~fll)~

\1fl fI11~11J (Experienced Quality) 'ffllll'Jtl?ltl'lJ(;f'\.J tl~f11111~tl~fllHJ rum'W'Utl~fll'J'lJ ~ fl1'.i~

m'f)111~ (Expected Quality) 1~111tlhi
~flfll'j 1,r tlt'W?1l'j l~ ~ 4.15 'ffllll'j m~ 'lJ1~-j1 fll'j'lJ ~fl1'.iijmll9i tlfll'j !~'W'V1l~1'fltltl1fllfl'•. . "

tIl'W n1tl~ ,[)lfl ~l'fltl'ffl'jih~'W 'Vll~UtltJfl1 ~iJl1fl''W~l9ltlfJrufl1'W'tJtl~fll'j'lJ~fll'j (Perceived Service

Quality) ~~ !cltl~,[)lfl 'lJ~fll'j~~1'flv'ff1'.i~1~1'lJ (Experienced Quality) l'Wfll'j!~'W'VIN i'flv

tl1fllfl'V1'W'ffllll'jf,'l?ltl'lJ'ff'\.Jtl~ m'l~!iJ'Wltlmll'lJ~fl11~m'f)111~ (Expected Quality) ,t'W!tl~

1] '[),)tI~ (;fllll 'j m ~'lJ1~,-,hiJ~'VI1l'Wfll9lelfll) !~'W'VIN 1'flVtllfllfl'Vl'W 'Utl~p.j'i'fltI'ffl'j fllV t 'W. ~

1.h~!'VIfl'(;ftl'fl fl ~ el~f1'lJ'Ylf,')lla'Wf,')~fl'j'j 1l'tJel~~'lJ1!fl fI (Model of Consumer Behavior) u fl~

1] '[),) tI ~ iJ ~ 'VI II 'W fl 'U el ~ ~ 'lJ ~ 1fl fI (Factors Influencing a Consumer's Buying Behavior)
" .

'VIfl tl) ~!fl 'VI~~U'W'ffl Vfl U1J'W'ffllll) tll ~'li'elll flY]1~'[)1fl ~fl fl 111,) vllltl1 my 1'\.Jtl) ~'ffll 'Vll~fll). ~

?lfll'fl (Marketing Mix) lrimlll~'ffll !~ellri!n'fltl)~ lV'lfu'Q'~~'fll9lel'fflVfll)U'W Ufl~?lel'lJ'ff'Wel~

'V .it 'V ~ 9 'Vi ' d
f11111?lel~fll) l'Wel(;f)l~mlll'W~'V'jeJ~'[)'tJel~N 'flV'ff1)eltl1~mll1~ 'ffll 'VI'ff'fl~ .
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U 1l.arJ'Yii'jt) 'VIfiVHlVi()fll'j I~ U m'l

i~V()lfllfH'J1U
•• <v <v
'VI'j~~U .05 flU

>

- f)l'iU~f)l'i'U()'HY1Vf)l'iDU (Product) ~tufll'W'Ua.:Jf1l'itl~f)l'i flU f)l'itl~f)l'i.flli'1Vlu Un;:;

f1l'iU~ f1l'i flli'1f)lf)lfl'~l'U1'\.Ji'1f.:J~I~U vm 1~Wf) lf1lfl'V1U

I. i'111:l.J'l.i11~f)~f)(Reliability)

(Responsiveness)

3. i'1111HY1:JJ1'it)'Uf)'l'WUfl'llU

(Competence)

4. i'111:JJTI';:;mflhJnl'i~"~f) (Access)

5. a1HJ1ffV i:JJ~~'Uf)'l'WUfl'llU

(Courtesy)

6. fll'iSf)TI'l'i (Communication)

••• .,; oj ~I .1
7. U'if)l'i'Vll'\1UllJ'U'ilJli'i'i:JJ

"
(Tangible)

- 'ilfll'Um lflfJn'l'i (Price)

- ~fllltu;:;'Vl1'lf)lfJ.fll'W (Physical

Evidence) 'lfWfl'Uf)'lf)lf)lfl'fJl'U~ 111'

'U~f)l'i
>

- 'Il'Uflf)'Uf)l'Hhu'Uf)l'i'\Jf)'ln'lfJ

rmDWmffl'if)'lViu'l

U1l.avtu9 ~i'ja'VIfi'VHlVhlnm~um'l

- i'111:JJTI';:;"1flTI''UlV1'Ufl1'Jl ~'U'Vl1'l

- ml:JJunf)"A'v1'Uflm~'U'VlN

- ml:JJUMflA'vh.Jf)l'iI~'Uvm

f1l'i fl'i 'I'fi a mil

'W'\Tfl'l1'UMtI~fl1'Jfi'1Vi'111:JJ1~:JJhJiji:JJ~~~~

•.. " •..
'W'Ufl'll'U fl ()'U'J1J1J'Uf)lf1lfl'Vl'U

•.. " •..
'W'Ufl.:Jl'Ufl f)'U'i'U'U'Ua 1f)lfl'Vl'U

•.. " •..
'W'Ufl'll'U flf)'U'i 'U'U'Uf)1f1lfl'Vl'U

f)1~'W

f) 1~'W

~1'U1'Ui'1f.:J~I~'U'Vl1'lI"Vf)lfllfl'Vl'U

22.862*

26.981 *

30.026*

21. 727*

24.333*

33.150*/

21.852*

28.654*

22.800*

21.546*

26.582*

23.253*

21.344*

21.800*

27.335*
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iI iI I I

fll'ji~v\'lr~i1 !tJ'Ufll'ji~v'I 'UU'l.J1fl1N rWBffmlli1~1l'il~Vliii~h11iVl~~Bfll'j !~'U'Vll~hw
cv cv ~ e:. eLl ~ <) 'j/e:, Q,.I d , 'j/ e:::l

BlfllfiVl'U U~~\'l11:IJfl':lJVI'U1i'llB~fll'j'lJ'jfll'jfl'lJfll'j!I'l'U'Yl1~II'lVBlfllfiV1'U H1'ilV!11'U11 tl1:IJfll'j
"

i~v'l 'UU'U1~mvi:IJ~'U 'il~riB'IM'!f1mh~ lV'lfU Ol'il~iifll'jffmJl!vi:lJ!~:IJ 'lleJ!fl''UBUll ~'IM'ffmil
, ~

!'W:IJ!~lJ'I'Ulr1'lieJ~eJitli1

1. \'lW.fllVl'llB~fll'j'lJ1fll'j~\'l11'l111~il'lJmU.fllVl'IJeJ~fll'j'lJ1fll'j~ i ~f'lJ'illflfl1'j!~'U 'Vll~..
11'lVBlfllrWl'U

2. 'jl\'l1'lJI'l'j1I'lVffl'jil'lJfl1'j!~Bm~'U'Yll~1I'lV'Yl1~Blfllfi 'Yl1~'jtlV'U~U~~'Yll~'jtlivJ !'¥1B

31 I 31 •.• 'i 31 31 '" 11]31
'\11'IJB:IJ~11m~I'l'jlm1JI'l'j II'lVff'l'jM 'il~ff11J1'jtlfl'j~I'l'U\'l11:IJI'lB~fll'jfll'j!I'l'U'Yl1~'Y1NBlfllfi ll'l" .
'\1~eJili ~~'il~!tJ'Utl 'j~ lV'lftJi 'Ufll':i~hiJ'Ufll'j'IJeJ~fflVfll'j1J'UU1J1J~'U'tJ'U~l (Low-cost Airline)

~eJitl
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