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SUMMARY:

The study aims to assess the quality of services in the insurance agency
(CAAT), Algerian insurance company Mila, where it was relying on the SERVPERV model with his
five dimensions (reliability, response, safety, empathy and tangible aspects).

In order to achieve the objectives of the study, it was used the form as a tool for the study and
distributed to a sample of 210 clients of the CAAT, Mila agency, it has been retrieved 200 form able to
statistical analysis, it has been used the statically package for social sciences to analyze form data
basing on arithmetic mean and standard deviation and others tests.

We try through this study to figure out the relations between the dimensions of quality of service and
overall quality of service and know the most important and influential impact of these dimensions.

We came through this study to the set of results including the relation the various dimensions of the
model and the total quality and description It also showed that customers assess the level of quality has
been negative for the various dimensions of the model , It also showed that customers assess the level
of quality has been negative for the various dimensions of the model except some sympathy.

This research showed no differences in the assessment of insurance guarantee between the
different dealers of the company during the number of years dealing with it.
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TOVPFHE FIJPNUN; YaNWie 1NN 1.1.2
L 2MIA 4oAfe Ll 210 Lt AnGZA TATpA 1pAn! YAwrAG dink(/2p O35 LIAlotf Ak
(2010 U12sizfA AVGLY) DiAnstf fRajy 4T 6PYf KGsizKf ppzkA YAk Tly &) fRNA 2AUL
ponA UCwpe! Wil pin'fA  UpAn!f Lii: Gl +3! 222k IpAn!f LI Tl 200 IpAn!f 2622k yipA
.(2007 UOFf2d1!f) fpin 26T W jpAnA UipAn COT!f
€PTIA COTIf +2i0 jy pT16A QUALITIES Liti KTt +ei ON HiikGigy 1pAn HilA
Lt +oi6z!f 4nep!f Olizk peAs1¥) =Adtp O5 ON G+ IpAn!fA.(2009 UORO!) MGT +n2pA
WA yAd IpAn! €EPS Gy 2o Ot 0f #eklf ysoth fRN.(2005 ypindilf) HiollfA oAl
UTSOT6 piq piiod )105 46U HAKS LidgadiiA WAT2A iz Y1 &2i15 fAliZf ypA: Tizk
Y TIT Oujf yép yiizlf 02k OKf 4s5eT!f ipeo Ut 4il3!f oAilf 1267 Tl +35ueUth. (2004
KppzkA KLk pIiS WefpUf 24slf O5 GiMilks L) Gz Mi#pod iz fRy Yoi Yf L' HIA NGz
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.(2010
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> 670 ONj Ikl Kevg2A yein!f +51Adqd ONj IpAn!f L (ph.Crosby) OnlA2+ Yl &2iA
HrGdl oldv 1pAnf 22205 (joseph.juran) Lf2An 2i2An G.(crosby 11986) i TKf
.(karu (1984) lifpPk{ !

.(2002 UONTIA Hprap!f) Nl kil CpUfA Hdl thid connel G522 ppA

WA 4o+ EFTPIYA Hon)f onidvIpAnd Ho#6ed0f Hozdin!f yip L IpAn!f 22zkA RN
(2009 (0OF0!) HildieA +oie T KGnGo’ ik TiZ Wkepp =2k OKIf HipPIfAD

mip TiZ K52Z pI5 80002/} ISO 2000 #sTfAG GISA IpAnl #ipolf 20522k O%A
.(Seddiki 12003) KiOki!f CuraU NKjgil! o € TP Lt +2Aind i LZ 1262
Tiz ait2kf yGP Ll IpAn!f International Trade Centre OIAp!f 126nKf 226 22Z ppA fRN)
(2007 UOFf2ii!f) :ON Lol 4
Anfdf 421 TiZ efekf
HAOG KesTTAGD H6OE Nl R TP LA Hioh yOTKf TiZ e+
Dok A LiAwelf TIZ eftekf

Z fAIsko 0t i) Oy 1pAnlf 2022k O5 Listodill Ippzktf KOAGd! Lt disel i) DoGlA fR
LiZ 200If 22T IR Niilf R TP =420 WR OZAwAl y4Th tj5eZ Ll linjjiis UpoAti 2622k
YA k20 Lizy RPS% WRIA OTPT yv4Ty G5z Lt linjiA LAkl 220 L #f2py +isi
(12013 (Wpidio) NKjgi!f/AdpPl EFTPA KT LAL! 112y
YaNW TONpFHE pNUHE2.1.2

bz 2TKIf [ LTl Lillf 4ofpy O3 I1IRA LIeglf O3 124 YA thiip1okA 1pAn! liAnjsd 2njL

ey Nnij O pnk #io 12T 2! YAwAS OV LD Tl 43! hARAY yApA Gkiedd yeiT O5 IR
Filcz!f 1pAn!f Silok TiZ p+ak OKf 126l KenAKlf ya TTGo! isplf 12/pUf MAnsd SSATKY it
HARADMA Hitset0f KO ad! 1261P DiAnstilf fRNj 26T TiZ pZ6q GifA UCTd=!f fwr Y 14!
IpAn! KRPk OKIf Himesl Kedd O%T! oA fodiz $A10f O5 T To Ll Cen!
Hidiloz!f K6114d! LD Lo O5 Cldiz!f fure Silok THA fotilez!f S/AT0f T WOP Lt 2hzk 2n#
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YNl UG :AINUE hwzopiile

IpAn!f pipok HIAGTE Lid Ho2dlf RN KedikA (1920-1890) Lt Ho2dif RN pkikA
MAIK OKf Kenilf TiZ G SlokifA o6 +26kiA 1pAn Ot ST TPk LISeTd TiZ yik
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YaNW# ToFTOUs UGTIE: itFkle hopiile

skl 4s00A pPKLS Ho2dlf RN KikA (1940-1920) yiP Hoadf RN KpldgA
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piZ iz yAT o 4221A HANT o LI DN Yseb G WekipA Displk yOP Lt yodizlGy HgiNOf
YO
VaNWle & Baljej hlje.3.1.2

yznk L Gy L) KOO K+2p) LFhe! Kok 2AK 6 Yoskeoh +506 pifek Vi
TiZA) 400 TiZ CrAT HinikiekTy HoiND KR 1pANnf pzkA UHSKS Gnikepl! 2T 1pAn!f Lt
Ol aAkdf

Hinikeky Kot IpAnY L0 KLUt yodin pAfes o AN IpAn!f solok L HTUA
aAE TIZA) LFdielf &Akd Tz CIA 120w H6ND A HET 402fpy 45t 6PA H5k
.(2012 (05) GKOTL 20kPf TiZ KL
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YONUIE SEalje
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AeFGaA tofalfA Lsi0f itz 25Ak Liurkk : Hsllf yiifAz!f -
:Onjs 45s80AY 243! pez0f 6t

.Onesp!f enudif -

(12 TYA 22 ) kel OkRYf YROUUS -

VAL -
Wigqle aNe jF.2.2

WG3Ta yo TiZ 670 WRY OZknOf MOUA IL6L0f HipP! Hiiiz!f #1520 4dipP!f bk
A prAS 4ZAdnd ON A) LISLOf +pP Tl 2pnjk OKYf #6707 Hnidhf Gy pTIL G+ Nkfepp HodiikA
v Yoo Tk Okf HE T KetpP+ +7AdHE 25 &2P) KipP A) UyIq yiwm +OM2d Yok KEZHTy
(2012 U2Nfe) +inski0r vi!f
Uit +gp O+ Adili: 205 KenePd: pend G TiZ KEEpPY Tlp LA20L LA TheUf LIGE pI3

(Yot pzu G KEEPP) WOG! oG Tl KeipPYf TiZ YIOY pifekd 428! 12AN] Hifpy yE LI+IA
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Hpoay (4ot Ukiddizk MhUAly Mhse T L KGipPY YIAD 2KkPd Tl mpsol yelAk Ti
.(2008(pi2)
MITFTAN hilaQle gTb)/’r.l.Z.2
Liihotlf Liih SourfA G5GkP NGN L Uy 46ipPYf DAnst! Kesiezklf 120 L digelf Ti
Wiy IRA H6pPY DiAnjsiil yiifTA bcr[A 202z TiZ s60f yAo 12fpUf 1z OF LJoTkP iliA
(2012 ULIGEHEY) +opettf ya e +jeold: KEaEpP!f Gnjv p2sik OKlf R P!f
el VA LIGRA eniiy pasklf 6 TiZ2 Ketkey HipPlf 2022k TIAUf KUAd!f L
Wrazk A yamll Lrezk OKlf yaadf A KGOSTLY" o) TiZ 4dipPlf K522 SIATKI +i#5et0f Hiztin!es
"HipPUA 2 Lt 4556+ 12A T 205 U 252z Ry LI Uy #szd 42170 thioskeU
.(2009 (ykeAt)
L =6 LUHA HAdE 265 tielk +OTD A) OSTY i TiZ Gronroos MieZ Lo O3
HipP! HiliiZ 0] O3A) HipPYf yond OF LIsliez!fA Ikl LGt yZ6sk MO LIA%D LD WeAwr!f
(2010 UOZPWT!) Nkl tplk yAlo yhdik Gnji+1A
LD yBOKT0 +Q Al 28 +zsii AD OGTY ol 46pP!f Armstrong and Kotler 22ZA
LI LIAp Wp! +21Tdi 26 +npo YRTU (yitz!f ANA) 2Pc 220 T (anr]k‘i ANjA) 220 Gjdipls
Nicy Oked U ppA Onkes pp HEpPYf WGkl LA ozl Ty NKUGf L 4o+ yIi R TiZ Ykekd
.(2004 U’rZGTzT)ZA It Wpet:
OKIfA yoriz!f A) LiAwell +zsiiti Slok OKf +Adit 253! KEOGTL)f Gl Stanton G522 i
Yiok O Hszd 46pP pIA Wekp LD WD U&2P) HipP A) 429 v +omed 12A2ueith K4l
(2007 Us0z2!f) 4opet: 4217 yeiizk o
A) SHOK ik izl 12Tehd: ySaEA prAS Dipls SAdilt 26 WAKE tiidy HipPYf K522 it
L6 O 4dpPIA IppotiA Hszdi UCHT) A) €E5PT) TiZ NE5 4olc AD 52T 50 A fprin MfpPKY
(= Lfpdior Olp) Gopést EniCink A tnfkebio
2mjf yiikA +{A 0t 26 LIHA +5ezdlf KEOTL Ik i TIZ IR HEpPY 222k G
KhigeA Konto YRmy Tl 61670 2pnfk +Adl 26 Kenkii ON W) ILFsie!f bure silok! Ol
.(2005 (Hztk Ain) NI yseiif SolokA LiAve!f
Henk U6 +5p5Thoy +6p yATo WRY OTUY 1R Gnip TiZ Jean la Peyyer mjeZ i
(2012 UbikZ) = Adiifi Wpet COT WekOf IR ik LI LIAp LiAve!f Kiig2A Kongo!
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sl Diplk Nsl KpAlf O3A Hiiip SIP TIZ yiizk 4pThpy KOOOTY Gnip TIZ IR 222k Gii4

HipP!f Y60 Gy Y E20A GiNjppot WR!f LIGkIA KpAlf OF I1IRA LIk il
.(2009001AG02!1A WeHl)
Wigqle &F T

Ol Giid5 GjodurAk LI +5petilf VI LIZ ONjebtik +05F2! R TP Lt +2Ading HipPil
Intangible: (NitNji2enUs (hvanjiile) hJaNJD 10 pi3 hilgQle-
yip IIRA eiZatiqA 0 o dA 0 GnpARk A Gnéde L4 U IntangibletqAdili 26 HdipP!f ehkzk
LIANotd Dims UHiplddl 4dipPlf 1pAn &pi TiZ2 22zKf Chdz!f yEOK1S ThoA (Hapif yi1I6+ GffeT
IND LG L5 INRIA 46ipPYf IpAn &pd LIZ 2ATTK LIGA%k thiGP Lt LIAZIOKTG 47 Adi KetGzZ LiZ
.(2008 U2Adr!f) Hdipldlf +ipPf O5 +Adiszl 2 Tolz!f RN 22y ANj 4dipPlf Odipl D
Insepanability :NIRGHE-

Uimazoplk WA WRf €EPTY LIA Gk HipPYf LIy SHA Obfeklf +n2p LIZ 1262 ONA
05 +HitieGklf HTEP 20TKA Hipalf vi! Tl 676y KEEpP OF 25k TiZ) Oifeklf 4n2p LN AILS
.(2008 (LIRad) poskqdilfA HipPY pAadi Liv 12Téd +p0Z pAnA Ty Hoo'lf RN
Variabilité:nigQlc Nast hsTpU T3 S4FWHE 1qY N GKPDHE 1aY -

A) 12t TIZ pikzk ol 660 Snk! AD yacakf tpZ AD LIGKI TGP KEEHPYf 2Biikk
HipPIf liplk O5 Lenk!f tipZ +6T6P L) yHAIA Gdioplk LIGHEA LidieA GNpAed 1CHs+ A) WAL
KipoAlf Opiy LiZ 20kPk HipP!f Lt IpoA y# LI Ry DinfetipP Otk GispAeti! Lt 285 LIt yznk
OKIf +nin!f 266kPf yip LIi2PUf yir Epok!f Tl 6Pl Lt poskdilf y3po G fRNA 4dipPlf s O
HADG HipP! TIZ yAT ol izt yifzki
Perishability :(N1GNIE) WINRIE -

LI R GnilgePk Hilokdy hipZ Tly 456upy GnigfpPKY pUZ MO A) yfAell KGipPlf Uz
L35 Y WO enipls Ad HipPYf Lt 1posk Uf 1pZ 4160 O5 126 26 P ok pp HipPYf K67 7
Qwnership:nilii-

LI VI UGS Hopetilf yAIGy Hieold KPPl leitt HTEP yidk 5+ eIk lipZ Ll
iipZA £oU KpA O3 izin A) eyECink A SilsePk Nk A yaibt v4Ty 4207 6pPK0 LI WekTdil!
iz yATolf TiZ 2p%p poskdilf LIS HipPl U6 6 Dbz ke Wik atlf LI Gnldih y/3ps
OKIf 12Tendilf 4=zsldilf Colt Ug LIA%0 O Nizsps 6 LD A LiboOf Ltk 26k OF ppoti KpAl GidifpPkT A
(2009 UykaA#) oty Hdipldlf +6ipP!f LI a2 v o
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I2ATT MpIKA WA HEORE LIARKA Y6l KpAlf O5 Okk o5 OFfenUf Ylin!f €EPS s G
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010k
iaptY U qybl &priyiile stpoiUeN Terzele V2Nl s :6 1sp tjgule
SPSs AlFipe BFWPALE - pa Tk

NiNGyOE | nmjNitell|  UTRNHE|  stpedlt|  UteNile|  UeNik

Wil |  TyWUIE| &Pyl nupog| V2N
Pl ks nipepiaps|  V6resl

Hink0f pat
1.08257| 2.3333| 53.66| 2.68785

Ozo 2ig| 0.000f 2.811| 1.43099 3 57| 2.8500| relip| 01
Ozio 2ig| 0.000f 3.466| 1.35683 2 52.2| 2.6350| relip] 02
Ozio 2ig| 0.000| 3.377| 1.40028 2 48.1  2.4050| relip] 03
Ozio 2ig| 0.000f 3.152| 1.47256 2 53.6| 2.6800| relip| 04
Ozio 2ig| 0.000] 2.984| 1.49350 3 57.5| 2.8750| relipj 05
Ozio 2ig| 0.000{ 3.060| 1.53276 2 53.6| 2.6800| relip] 06
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PSS AG pibod jodibok B5AG itk LA 20F) Kenep 5 L LIAHG Keso M Pk oip G
LJ) KES6YdElf ppZ 4 yidk o 5 TIZ 4 Hip y o $520 LIZ tjiko M6 Hslf yADS ((titk S3Ad
i(h2f2 45676 5 Ty 4 L DRAGh 456 4 Tlo 3 Lo ook 45676 3 Tl 2 Lk UTAY 4559 2 T 1
Hip pZA UGtk S5AG USSAG Upibod Ub5iAG 28 UGtk 5fAd 25%) Ki26kPUf ppZ itk SA
:Olb 6% YAkl OVTGA 0.80 WAGYIA +s!f YAD NKjj 5 TiZ 4
Btk B5AG 26g 1.79 Ty 1 L
S5fAd 265 2.59 Tl 1.80 Ll
pitot: 3.39 Tl 2.60 Ll
5AG 4.19 Ty 3.40 Lt
btk &5fAd 5 Thy 4.20 LI

Llii YAkl TiZ lolf LA (K-S z) 2Ai2ii 2AApAGIAF vtz APk OOl yo2AK! Ul
Ly iy KIGE fhy () UOZHO yieAK| 2ikzd (0.05) L &) KIgk k% U(P-value) Hiip yiiP
Keiures!f 2HkPf piz iz [ KfeakPa! yirPk OlckinA 10200 25 yieAkf2ikels (0.05)

yUP Ui UEY0! (compute) 20f QEpPKYY pIS HipiskzUr p2u OF yadidA YA bl MG
21 Kf2feHkit Onetl O ol O Ak # TiZ 2Aok 1282 W pnAk U 1D Vol 6 e yApn!
.%60 L

05 +1fep!f HiZ pfem linlk 2akZf tkd OIKMA Owngf +12p! HiZ pies liblk 26y L U T
Ik Aol Tolk KfehZ 6 yiiTk OKfA Hipikz0f pzyv Kf2tZ v LD NKT WigA U0 +6o'f RN
U Kfehz!f y# L) (P- Value) Iy LIk G .pzilf fRl W6 s +oures IRy s Oniq!f
SHkPIA  Unjiiok O3 Ozi0lf yieAklf KOdbzt NPk L U NgA Ozl yoeAKl Gt yirPk
Gnjkeoures
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herlt2 Ut ayBl &priyiil tpedUiN Teraelk Uil 1Vs 7 1sp dNgWe

Ak ] 2200  UiA OVAkf | O Akdlf
mo | oz YORAY) oy onedf|  oyqol
p|  Ozid!f Kfefe ki

1.14105 | 3.0000 Henk0f pai

59.05 2.9725
0260 2 | 0.000 | 3.289 | 1.50764 4 64.4 3.2200| Resp| 01
Oziv 2tz | 0.000 | 3.714 | 1.36355 4 65.1 3.2550| Resp| 02
Ozio etz | 0.000 | 3.373 | 1.46805 2 53.2 2.6600| Resp| 03
Oziv 2tz | 0.000 | 3.421 | 1.46482 2 53.5 2.7550| Resp| 04

(SPss) AFipe BFWPANL :pa DIl

~

onedlf ool OA Hl TiZ LieAok Lkemz AN LD Vodl 7 e yApn! yaP L
pies) Iiiolk 2kZy L U D NKKT WA .(2A 1) lipe 126z!f GNA %60 Lt 2 Wl Kfefe#ki
O Heof RN O3 472! HisZ pres il 26k bk OlGkA Owndt +1/2p!f HiiZ

DiFIUE Bl &PFVIE SthedUN Tereolt Uil 1Ys :8 1sp iNgWit

ulle niNitell| UTRNHE| stpotlt|  UtaNie| UaNile| UaNiik
WINgyOIIE | TYWUIE | &pFiyhile nuplil| Terzele
D K- 1pep HIFS
10540112.20000| 49.3 | 25650 | LUl P2t
0zi10 257 | 0.000 | 3.198 |1.45588| 2 52.9 | 26450 | assu | 01
6aiio 25| 0.000| 3.280(1.37014 2| 522| 26100 assu| 02

62




Mok A N W22 UKGures!f 26kPf

Ozio 2ig | 0.000| 3.527|1.24245 2 46.9| 2.3450 assu 03
Ozio 2ig | 0.000| 3.656|1.34127 2 36| 2.3000 assu 04
Ozio 2ig | 0.000| 2.909|1.36701 2 58.5| 2.9250 assu 05

(SPSS) AllFipe RFWPANE = paTOil!

~

Ll 2w onedilf ool O A+ TiZ 2Aok 1262 T pnAk U M) 8 e yApn!f L Lol
L0 payv Kf2hZ v LI NI MiA .Oenof +7/2p!f HisZ pras) Lt diddlk 26z L W (%60
v L) Ty P i 26TKA RN .LIGGEOS pzt QUi 025 T Howwesit INRY Hsod: Ou!f tisslklf Aot Tolk
05 Ozl yieAkf KOdbzd NpPkY L+ U MgA U020l yoeAK! Gidln yirPk U Kfehz!f
kcoras 2HkPIA Gnjisiok

SURVHE qybl &priyiile stpodlen Teraele UaNbile s :9 s iNjgule

spss AUREPG BFWPAN! - paTOIIE

LUl ANk yieAkf| 2feol0f| ONAf|  OAkf| O Ak
BRlzalf | Ozl | Weszdlf onedlf| Owlolf
Kfefe#kid
1.10844| 4.2500 (2.8 3.6500 200 pzy
6ziv 2ig  0.000 4.760 1.14171 4 68.2| 3.4450, Empa 01
6ziv 2ig  0.000] 4.404 1.23263 4 72.6| 3.6350, Empa 02
6ziv 2ig  0.000 3.835 1.31820 4 72.9] 3.6450 Empa 03
6ziv 2ig  0.000 4.127 1.35223 4 77.5 3.8750, Empd 04
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au Ml Kfefe#kt onatlf O A H TiZ Aok Kf2hz!f v+ L) 9 W2 yApn!f L Lodil
Hureslh Ry uppeld OwondOf eIk Aol Tolk 206K pz1 KfetZ v LI NKK NiEA %60 L
OKIf Hisplf +owwes!f yHlIA pzilf fRul HiesTf Hwreslf Wrsel OlbkimA 206k it HLe HesTf
Kiethz!f y# LI T P 0y 25TKA fRNj . 2062k pzv YlfAn 2kPd! Owonf Miilk NN LI TiZ €Lk
SMKPIA onjlliok OF Ozl yieAklf KOzt NpPkY L+ U MgA (02001 yieAk! yurPk U

Gnkeiupes

aNDEDIIE £ EENWIE ayBl SPFVIIE StpotUeN Tereolt UaNlle s 10 Isp Njguls

i | &Mk | yieAkf | 2feol0f | OIAY | OVAK | O Akl
Fohlzdif | Ozl | Wbzl onedlf | Owqolf
N
0.9990 | 2.3333|  52.68 | 2.5217 | it pa
F Adilgf
6aiio 25 | 0.000| 3.531[1.35231 2 50.4 [ 2.5200 | Inta| 01
6aito 2ig | 0.000 | 3.269 | 1.35394 3 57.1]/2.8550 | Inta| 02
6aiio 2ig | 0.000 | 3.283 | 1.21812 2 51.2]2.5600 | Inta| 03
6aiio 2 | 0.000 | 3.470 | 1.38854 3 60.8 | 3.0400 | Inta| 04
6o 25 | 0.000 | 4.041 | 1.26132 2 4411.9550| Inta| 05
6o 25 | 0.000 | 4.279 | 1.38186 2 52.6 | 2.2000 | Inta| 06

SPSs AlFipe RFWPALE - pa Tk
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OAkil HY TiZ 2Aok 4 2 126 ONA OIS IpofA 1282 AN LD 10 2 yApn!f Lii Lol
NKK WA . OnenGf 72! +iiZ pfes) L Giindiiolk S6kZf LI+ WD %660 L 2w Onadlf Owlolf
HesT!f Hwesl Ry +Hheod Otk Aol Tolk 1A YUAn pav KfehZz Yig) LD
U igA Ozl yoeAKl ey yirPk U Kfedzlf y# L) P Uiy 20Tk G+ . 2062Kf pzil Heh
cour2s 26kPIA filiiok 05 Ozl yieAklf KOszt Pk Li+d

0z L G Lk Onedtlf 0ol O Ak lp LA +ImG°['f yAhN! 05 [{Lo! & yaP LI
200K 00E0f  UhenkOf  apeekz0n) pzi O ik sy HipPYf 1pAn pezv YLfAn
Huwes yAlp Gl RN v# yOP LA 206K p2v hZ & (0] Moilk KR EQAGES YA
Hophtf Hures!f UselA O YUAN! IRN ! +772p!f 452 pfes) lisolk L) Tiz Elk Ok lipz!f
3 Isp W p2IE protal
ot Lk Ho+A O5 4! 4dipPlf TIZ IpAnA Hisdkf +EpPY 1pAn pozid Ly 4pOz!f aGmkPg NFEK|
HipPIf 1pAn Pz LIy HFT oy +Iup AR Bz pnAk U' TiZ (2) 2 tiwes €Lk : +12p!f
05 1pAnA (F Al YUARY U206k Is0; honkqOf u+opc i20f) ekl UJRA I =6l
it 45pdiv LA CAAT LISk H16+A

One Sample T-Te 28kPf TiZ apdkzf 00 i JrpuZ IIGJNJ Kot fRy Gl +52zd yn) Lt

WiaRDY U8 Bl hGdilFs

WigfY U qybl One Sample T- Tepfetad 11 !sp GNjllle

One-Sample Test

Test Value = 3.4

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the Difference

Lower Upper

relipl -5,436 199 ,000 -,55000 -, 7495 -,3505
relip2 -7,974 199 ,000 -,76500 -,9542 -,5758
relip3 -10,049 199 ,000 -,99500 -1,1903 -, 7997
relip4 -6,915 199 ,000 -,72000 -,9253 -,5147
relips -4,971 199 ,000 -,52500 -,7333 -,3167
relipé -6,643 199 ,000 -,72000 -,9337 -,5063
TOTQS 5,608 199 ,000 ,35500 ,2302 4798

spss AUFEPG BFWPAN! = paTOIIE
3.4 Owrfeky O Akt iz HroTog HOp AR ipotkz0f pzyv Ktz y# LN Vodil G2 yApn!f L
AAEA 3.4 Owfely OA piZ yib toputkz0f pzi LD NKKYY OMKGA 00.05 +iAlzt SAKTHA
.0.0540Alz]
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et 0t ayBl he2dlFs

herUt208 gyl One Sample Test potaR 121sp GNjgUlle

One-Sample Test

Test Value = 3.4

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the Difference

Lower Upper

respl -1,688 199 ,093 -,18000 -,3902 ,0302
resp2 -1,504 199 ,134 -,14500 -,3351 ,0451
resp3 -7,129 199 ,000 -,74000 -,9447 -,5353
resp4 -6,227 199 ,000 -,64500 -,8493 -,4407
TOTQS 5,608 199 ,000 ,35500 ,2302 4798

sPss ANFipe BFWPAN = paTOIIE

3.4 Owfeky OA piZ HFToy #0p AR Honkq0f pz1 Kfedz LI Ledly j02) yApn!f Lk
Kot (resp2) 2 Mp2 126i!fA U( resp1) 1 pe 126! L) Lol 4o 00.05 oAz AAKT A
AAK KU ( resp3erespd) 4A 3 e 126z!f Giili 00.05 Lt 2w Giind y+! HoAlzdlf SAKYd
Bzt 3AKEA 3.4 Owrfekyy OA piz yip HenkUf pzi LD NKKY NigA .0.05 Ll ypd HoAlzdf

.0.05
DiFIUE b

DiFIUE qyBl One Sample Test pFetdd 13 !sp GNjllle

One-Sample Test

Test Value = 3.4

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the Difference

Lower Upper

assul -7,334 199 ,000 -, 75500 -,9580 -,5520
assu2 -8,154 199 ,000 -,79000 -,9811 -,5989
assu3 -12,008 199 ,000 -1,05500 -1,2282 -,8818
assu4 -11,598 199 ,000 -1,10000 -1,2870 -,9130
assub -4,914 199 ,000 -,47500 -,6656 -,2844
TOTQS 5,608 199 ,000 ,35500 ,2302 4798

spss ANFipe BFWPAN = paTOIIE

vl sig Hilp Kepp dio HFToy HOR AR LIEE0! pzv KiehZ yitin LD Lodl (G2 yApn! L
Owrfeky O1A i HoT oy HOp AR LIEOf bz LI NKKTU NiA 00.05 Lt yp) ONA 0.00 Oy il
.0.05 HiAlzti AAKEA 3.4

66




Mok A N W22 UKGures!f 26kPf

TURVHE ayb
SURYHE ayBl One Sample Test pFotd) 14 'sp tnjglle

One-Sample Test

Test Value = 3.4

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the Difference

Lower Upper

empal ,557 199 578 ,04500 -,1142 ,2042
empa2 2,696 199 ,008 ,23500 ,0631 ,4069
empa3 2,628 199 ,009 ,24500 ,0612 ,4288
empad 4,968 199 ,000 ,47500 ,2864 ,6636
TOTQS 5,608 199 ,000 ,35500 ,2302 4798

(spss) ANFEpe BFUPANE :pg T
AAKEA 3.4 Owrfeks) OA iz HieT oy H0p AR 206K pzi KfehZ LI 02 yApn!f Lt Vo
bz L) NI WgiA 00.05 LIt 2140 sig #iiip KU+ o (empa1)l lpe 1262!f fpZ G 0.05 HiAlz
.0.05 HiAlzii AKEA 3.4 Owrfeky O1A piZ yip 200K
NI £ ENWIE qyb
NI FENWIE gyl On Sample TestpfGtaR 15 Isp dNjgllle

One-Sample Test

Test Value = 3.4

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the Difference

Lower Upper

intal -9,203 199 ,000 -,88000 -1,0686 -,6914
inta2 -5,693 199 ,000 -,54500 -,7338 -,3562
inta3 -9,752 199 ,000 -,84000 -1,0099 -,6701
intad -3,667 199 ,000 -,36000 -,5536 -,1664
inta5 -16,202 199 ,000 -1,44500 -1,6209 -1,2691
inta6 -10,755 199 ,000 -1,09000 -1,2898 -,8902
TOTQS 5,608 199 ,000 ,35500 ,2302 4798

(SPSS)ANFEPG BFWPAN pa T
Hilp K2pp oo HFETog HOp AR + A WUANY pzv Kf2hZ yin L (G2 yApn!f L Vodil
.0.05 HiAlzti A A 3.4 Owrfekyy OA piZ IRA yib pzilf /RN LI NKKU NigA 00.00 O Sig
0LGE0F Uhonkq0f Uhopeiikz0f pav L y# OS5 Hiddikeilf WRAGLY pozd yodin L) NKKTY i o
.0.05 toAlzti AAKEA 3.4 Owrfeky OA piZ HFT oy HOp AR +AGHE YUANIA 206K
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aNUN - Aty &gt THE héfaele WPTp2Ie GosiN (2) 'sh WiTp2k T3 laylt WiTps €spt L
2RI hilaQlle YaNUl qfyoU 3.4 Teptsd V2N 0.05 iyl njNial gy WigFTed hlg NP hsiY
VaNwIe ONDIUDE Agy (eNpislle faNle O UryHe O0ii0s OnGrk208 Ohoiapdiy Ug) Nptsdile 4Ppile

] RADS LA CAAT  DIIHE NIFIN T3 igbhile hila@l FTpIEN,

3 Ish NI PRI pRGHaR

LA NIFIN bdnly hit T3 hiFTed hlUq BeP SNps gt U " Lfe Asy 3 Isp hiTp2le it
O URyHE UDiRi0¢ Oncruta Ot Onapdiey0s) DADHE MRIad) YaNW £ ENU njNt2Dil bl hiiolls CAAT
"IpIE VL CiodryHE Yadl niNk2Dil UWpt Fidys NI holgsDIeN; (vaNDisdlle £ denjule

yiPpH Gy o UANOVA a 1Facto 24kPy TiZ potkzUtu diiip +owes! RN 2kPy yn) L
YN 0206k 0060 UenkqOf Hopaikz0n) O3 HidkilfA WRAGLD A poz10f Kreoski
2ti0f 212 pofA 23kt Kok il pzv y# KfeTdd yiinu ddp LI pzi 1IRA 4nin Lid (FAGH
Hipkty O5 #otl O INRA UH2T!f Vi vzl Ipd 253k GiPp) &2PUf +in!f LIEA (comput)
SA25 piny
- HIGKF NFeKY TIZ G ok (spss) Naidliel O Kfaszkdilf yePpy pziA
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ANOVA
Sum of Squares df Mean Square F Sig.
RLIB Between Groups 1,649 3 ,550 ,465 , 707
Within Groups 231,570 196 1,181
Total 233,219 199
RESP Between Groups 1,122 3 , 374 ,284 ,837
Within Groups 257,977 196 1,316
Total 259,099 199
ASSU Between Groups 3,236 3 1,079 ,970 ,408
Within Groups 217,839 196 1,111
Total 221,075 199
EMPA Between Groups ,305 3 ,102 ,082 ,970
Within Groups 244,195 196 1,246
Total 244,500 199
INTA Between Groups 1,822 3 ,607 ,604 ,613
Within Groups 197,139 196 1,006
Total 198,962 199

(SPSS)ANFEPG NFUPANE :pg Tl
LI WRAGH! pez) 2ikPa! HUp!F &AKd L) oo 4 onkd KEZAdnd! LI NKKYY 16 e yApn!f Lt
OKIf lipz!f +ures yAw Ty GAZS ot (0.05) L 213 IRy ANA (0.970-0.408) Liiv f2AT ot
lonky ++2T1f Vi LaliiGzkdtlf CTdizlf Ly HAR5 pAnA 1pZ TIZ yho G Kjeszkf WAk TiZ2 €Ll
l206K (L0 Uenk0f Uepoiz0f L y# O5 Hidikdtlf Lokl OF HipPYf 1pAn pezi) YUfAN
A Ad YLAN!

T3 NiFTed hllg BeP SNps aWNt U & Onstgele hrTp2le €EspiN Tyt N3 dost LN

T3 O DABHE WPIgQ) YoNU FENW njNt2dl Wil hETgls LA CAAT WiFIN by It

Yool PISHII DUPt Fitys NI holgsDilen (vaNpille £ eeNwie U URyME O0iRils heruta U Ohvapdity Uc)
NP V0 GolFyHE
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BFIT NN Adf.6
+ HIGKF RGTTAKA NS Ty AR ik Halfpodt!f +9/2p!f yOP L
ASFHilE1.6
+ HIGK NFEKY Tl y AR Dk Kooures!f 2kPoA KA 4n!6ziiA yilok pzi
- hisEp 3Nl GCHFT O hotife

SARRI W K3y o Linjdf LI 2AR =ln LD oAl Hijfpitf +7/2p!f ydP Ll - 2dul -1
Yis) L0 WAL RN WesPly Wi yneiA %7.5 an Kepp HiFwe Hl| KRPES #40f ) %92.5
yine NN KRG LIk G
o Kapp Hly # 40-30 Liiv iNi2etiZ) oAk Oklf ONj CTdiz!f LI HiGs!f 4rs!f Ly : POy - 2
Hi2slkdi Y RPaS Chtiz!f Lt &2P0f Kefs!f 6 %33
%73.5 il I1IRA Gz WALRMIA Oztin!f SAKTEf HioN Ty +7/2p!f 28Tk - Tethalt njNt2dlk -3
A28k 0f Kf2hz tins AR IWRA UKESNUF O HFAT2!f HpA KEGf $pT LIt 6 fRNA
alik o U120 yitiz0f Yoo TIA LisOAG L Chdz!f Yig) LD Ty +q/2p!f 26Tk = haTuNjle -4
: Ul -5.1201 yai20f YeoT0 Clidizlf %37 HY yhik Lo O5 (LBsLAR! Cldz!f %40 |
HslkPd yAPH KGOAKT G dimop! CTdiz!f YiE) LD Thy #/2p!f 20Tk

K Ipd! Lloaadf G Hocs H 1pd fAIED %59.5 +2T!f ChdZ LN Voddlf : DAIBHE Yol -
Cish (e pgd a5 ) daadl) Basal 5SH% Dlaal) G e Ja 138 <938 R [ARDIS 2niT)
Hiodh bty LA CAAT clinalill 4y 530 3l 48 5

%43 O KA 5 Tlp # Lt (A LIRY COdiz!f ¥ 2plk - nIpUE VOl GolFyMe Yail -7
LA KEiiKD +5effen!f +£2T!f OF HipP!f hiilk OF 12uP!f tmip! LAk 111RA (#i6lkd Y L OpéitfA
it Hiplhy CAAT

aipalt NETY WFGFUR ASFHE GTOH6 siyhile AdFilt

ARA 28zwr LIk Hiiti Hipth LA CAAT H6A OF Hiiik!f KaipP!f IpAn A Chiz!f tisolk -1
Fpotkz0p) pzv O5 HildkeifA LIk 46pP 1pAn pizid 20kPd O oIkl /RN pAzoA UOMT Told
220 Lt Oty Niibdlk LG WRY 20620 pzi b2 U VA YifAn!f (206K 060 ek Of
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it Hiptiy LA CAAT Hi#A ClifiZ

iHenk0f Uspetkz0n) O3 Hidikdilf WRAGLY pozid 20kPd Ly 46T oy HUp KR HlZ pAnA -2
HGEA urelfA DAY YAdng A (FUAds] YUfAn! U206k 060

ke HEEAL VB Ijliiozk 1 20kPy Giinti COdz!f 201 OF $A25 pAnA NpZ furdd +/2!f Kl -
Hpekz0f pz1) YA 20kPd O Hidkil Hit Hipiy LA CAAT LIK! HG+A O5 IpAn!f pezin
(FAdilf YAy U206k 0L60f ienkq Of

LATNHE 2.6
- HOIGK RGTTAKY Hodlf tipIk 4okl NFGK! yOP L

yUP L RNA HGEAD YiRn!f enLdlf +T6PA +1 At YUAnY 2Tz Mn0f 12A2w -1

.&2P0f KUGAIf Opiy LIZ tNjeddtk tilszt: yirA
IpAn TiZ 2iak yifAZ pzk +iehsl KOIO! kA 252! Honk On HexAl DodiNy +N) -

HipPf
62Ty yn) Ll fRNA HE0f 7 /a0 detknOf e ULO6 Hizkelf KGEpPY 255k 12A2wr -3
JinppnA W06 CTdiz!f
H2TI KA Wreszo O o Hi#Td &Apo yior O5 tFGdZ yii Lok Hi#A 2006z -4
bpnik OKIf 208PdHf +O3K Hipik! KEEpPYf Lt 1pipn YA 2640 Ll KUGA yonTKA 1iZp -5
Keonjlf 20kPaiA pfeslf

yizslf 200Kf Vi A y4TY Lotk KUGA OF Hititzlf Kf2soUf yiNgk oAk Nefel pipZy -
opoilktf 28K 060 yFipv Hipolf HefpUf Yils10f SHOKA

A2TIf yPih LISOAG! Ll IpAn!f 45614 202zkA 0iZp 61670 LIA#K GOl 551 SIP TIZ yiizlf -
Konoikoy 2ATK G2tk 2dkd y#Tu 2AOK +6pP!f IpAn L) Lidkf KUGFA l2pk LD 12A2wr -8
.Cuiz!f
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K6t Sf3.3.6

ot Laonk " Laoiktf RUGEA O3 46ipP!f 1pAn Disolk * 47/2p NNGP Ltk 0k WRIA Hronlf fRNj Lt Conf0f pab
- onild YAurAG Ry 4pGiZ ot &2P) YLfAN +1/2p Lt pu0 Nip

FiiA2k0f KetipP!f 1pAn hilk -1
Onid: LIFia!f urA +2pdlf 44ipPIf IpAn lmlk Lt pGz!f -2
HOOAN LIkl Ke2T O5 HUGT!f 1pAnf 121py SOk Hl6+Ty -3

AddilA HUOAY LIkl KeE2T 220 L Hdipldilf KeiipPlf O3 IpAn!f A d Liiv bphz!f HI+T) -4
JIAK +TTolf OIBATKY
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yhfedf

OWEPDIIE higFs

UoTl! S2fAlf 2fp UsHok Nnjd T TPkilf KPP SiATk 05 Kelfep U(2005) Uy .42k Aw .1
.28€ (10 L2
A IpAn! WeTZ yilp 9001 A=iUfA 6Tl 1pAn'f 12fpy 0(2004) UTsOTd pil piiod .2
.18-€ UI2NGI'f 40 50LK!f
Hslf 2fp G0 yAlolA Hudilzlf KO#TH! LK +5201 1(2007) Uptiod OsO! piiod: piio) .3
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