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Influence of Perceived Service Quality on Customer's Satisfaction:
A Field Study on Customers of Commercial Banks in Tripoli, Libya
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O ABSTRACT O

The aim of this search is to identify the influence of perceived service quality on
customer's satisfaction in the Libyan banking sector. In this research, we are using service
quality dimensions (Tangibles; Reliability; Responsiveness; Assurance and Empathy) for
measuring customer's satisfaction.

A survey study of bank customers in Tripoli, Libya was conducted. The total number
of valid questionnaire on a sample of 384 individuals who have a current account when
dealing with the bank. Reliability and validity were tested.

The findings of this study state that there is a positive relation (direct proportion)
between perceived service quality and customer's satisfaction. These dimensions from the
customers' viewpoint were in order of importance: Assurance, Responsiveness, Reliability,
Tangibles, and Empathy.

On this basis, the researcher suggested some recommendations for banks in Tripoli,
Libya.

Keywords: Perceived Service Quality, Customer Satisfaction, Service Quality
Dimensions, Banking Service.
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U gie 65.8 .845 3.29 iasalal) 2ad IS Lo el

Glass giall Cangh G anall Jae Cijliaall (G D galall am) 15 a5 (13 1 10) (e Slall (ust

(18 las) SPSS galipall alaivly syl Jiaill 1 jaaall)

Gladl) e Ale Ajee aged diad) agile ads G Gadis «(343 - 3.21) o 2 13 <l dgylaal)
s il adly Gl jlad) e s cbladl IS e Aaugiall Aaleall dapy iy 22l 1agy Aleial)
Aa)d G a5 (.845) (olme Calailiy (3.29) U Javgiall &l Cus cAlansgie Aayay A galall Apldll cailgal)
2(2.50 (e i) (ubitall dpxial) 438 gal)
@ (X2) Auhl) Jaa dijlaall b (Adlaad) o Lalae) a) Jiiuall jidal el ) alladl (o
1Al Jgand) B Lag e Lgailis Ally (17 16 <15 (14) chibal)

ABluaal) qila dimagi dsa Cisasall clilaY Lbagl) clslasy) (6) o Jsaad) G

Gap | il | el | Gbad) | 5yl &)
) W) | glad | eal
U ie 2 65.6 1.000 3.28 e 2oy il alasal) JS sy Cipeaall a3l 14
Uaigie 3 64.6 1.029 3.23 el 4alg Al 34 s iy Cipeaall 15
FNE 4 64.4 .997 3.22 O gina S8 Aaadl) 4 e Cipeaall aja 16
s sl & (55550 Jl

e 1 71.4 970 3.57 Ay 2o 5 oAl anall Cigl) b ilars Ciyendl 533 17
s i 66.6 738 333 flaad) o daleieY) s ) o siall

Gagli Cua bl Jae Gjladl 4 dalde¥) s JilG adly (17 GV 14) e Shlall G

(18 Jloal SPSS galisall alasinly lasy) Jilaill ¢ jaadll)

oo Al Ajaa pgdl Sl agile ady Gl & Oafis ¢(3.57 - 3.22) o 2l 138 clyliad dpluad) cillas sial)
hlal) iy e Ao giall 4881 gall daja ¢(17) 3)lad) (e Adlall A8 gall dapn Jalyy 2e3) 13y Adlaiall chleadl)

.Lg)i&/\
(333) AU Lugidll il G Aaugia dapy Aplae¥) s 5 &l Gh Gajlad) de o5

+(2.50 00 Jil) (uliall daial) 281 gal) dapy 3585 A5 (0.738) (Hrlae alailys
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(X3) Al Jan Cijlaall B (Jaan) Sasloag Tlaiodl) g a2) Jiiuuall Liial) (il ) clal) (o

Alai) A8 e Cisasi o Cofisasall e dbuagl) clslasy) (7) ab) dsasd) o

fap | sl | @ | Gbad) | bl &)
2 Pl | ladl | ueal
Uaas i 3 65.8 1.029 3.29 A ggaally Cipamally sl et s ) i 18
U gie 4 65.2 .999 3.26 il adiin Laxdl) e iy Cipeaall Calage 19
U gie 2 67 1.034 3.35 o b s Jaenll Gingpus Gadk () sty Cipaall sili ge 20
Lans i 5 63 1.053 3.15 ccfiae Lsal il Slaxiad e Copaall gilige 21
e 1 75.6 1.053 3.78 b e 3l b g aly Y Cieaall silise 22
Uaas i 67.4 .698 3.37 Jyenl) 530 s s LaiasY) e pus 0] IS Javs el

(18 Jlaal SPSS galisall alasinly lasy! Jilaill ¢ jaadll)

Congli Cun ol dae Ciliadll 8 LlaiuV) dejpu ey G dly (22 Y 18) (e Dl (s
Of Ailu Ajra peudl Sl agile wis cpdll G Gadis (3.78 - 3.15) C 2 13 bl Apliall Slas il
el Ay e Alangiall A8sall day05 (22) Bylall e Lllall da1sall dayn Jalyy 223 13gy Aalaiall cilaral
(3.37) U hssiall by dua augie dayy Aplae¥) a5 ol G Gjbad) ode g5« AY)
(2-50 oo JH) (eliiall dnvial) dddlsal) Aayn (3585 a5 (0.698) (5)lbae il
B (X4 Al Jaa dijladl B Juead) g (Ol AR a) JEed) psiadl el ) clal) (<
t ) Jgaall b dudag e gl Ally (26 25 24 (23) bl

craad) g Ol AR Gila iagi Jea Onfigagal) ciblaY Adagh) clslaay) (8) aby Jsaadl Cua

Gap | il | a@ | Gl | okl &)
2 Pl | ol | el
U sie 2 69 1.063 3.45 o2 5 by Cipemall idhge o5l 23
Lans i 1 69.8 1.037 3.49 cCipeadl g cllelad 2ie QLY et 24
Lans i 2 69 1.003 3.45 ceanll ga il S () 303gn Cipaaall sili g 25
U fie 1 69.8 1.072 3.49 il (S e laY) 8 A jeal) 4 Calagal) 26
Uaas i 69.4 .833 3.47 Ol A& axd LS Lo ial

(18 laa) SPSS galinll alasinly ilasy) Jidaill ¢ jaadl)
Cum Aubal) Jae Cijladl B daeal) ae gLy ZED 0 15 adls (26 G 23) e sl s
e pgedl Gl agle Ay cpdl G Gaiiy (349 - 3.45) Gw 2 13 Gl Aplial) Glangial) gl
O Gjladl D (5305 cchlad) JS o ddansiall Zasall days Jiday 2 13gy Akl Gileadll e dil
G b «(833) @lhme by (3.47) S Lonsial gl i b e day OLYly A8 22 il ol
H(2:50 o ) bl A5l Ryl Ay
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chlall Ay (X5) bl Jae cijluaall b (Gsand) pe cibladl) a) Jiisal) pital) i 3 cllad) (2

) pon CiBlatl il i Jn Oipasall SilaY Abagl) il Lasy) (9) o) dssal oo

Gap | i | Tad | Gbad) | kel Y
450l Wohasad) |l | bl
Lans i 1 67.8 1.029 3.39 Lats Lelaal Jeand) any oyl 27
Uaas i 3 65.4 1.116 3.27 e anll pend Apulio Cipeaall Jee el 28
Uaas i 4 60.6 1.126 3.03 wlelaal 5l e dsand) Galias 4l Cayndl 29
Uaas i 2 66 1.117 3.30 Aalal) ebilalia) 5 obilllia agiy Calh el 30
U fie 65 .876 3.25 Jrend) ga Cableill and IS Jaus giall

(18 o) SPSS galipall alaivly Jlasy! Jiail 1 jaaall)

Gaghi G bl Jae Cijbiadl) (B daeal) g alalaill a2h 15 adly (30 Y 27) (e bl i
0 Al Ajre pedl Sl agdle ads cpdll G cadis «(3.39 - 3.03) 2l 13 el Faliall cillan sl
3 il adly & Capaall edlae (5315 «hliall JS e Ao giall 88 sall days il el 3gy Adleiall ilerdl)
ABlsall Aapd 358 s «(0.876) e ihaily (3.25) U hwgiall Al Cua cilangie Ay Cabladl
(2.50 o Jil) (uliaall daial)
dapdll Jaa Cijlaall (e dadially ASjnal) dasil) Saga o8 s3kenll Ly aoldll tial) (s Al clad) (¢
t AU Jgaad) A g aa Lgadilis Allg (35 34 ¢33 32 (31) citadl A (V)

cdijlaall @ladd Baga o sSand) Ly Jsa Odisasall alilay Ldiagll @le Laa) (10) ad) Jgaad) cpm

dap | gl | @ | GbaW) | syl &)
) o) Pl |l | luad

lle 2 71 1.081 3.55 ipadl Glexd e alagl WIS Jl 31
lle 1 73.4 935 3.67 igas laali oyl 128 [ORR AR AU 32
s i 5 66.6 1.068 3.33 dapaill e by Gal iyl g Jelailly Lé_m}i 33
as i 3 69 .989 3.45 i) 138 g dolaill 3 )ains) Juadl 34
Uaigie 4 68.8 1.017 3.44 &b AT Cijne ERRERN] Dalea Jysa3 a5 Y 35

il Jiinedl)
{agie 69.8 124 3.49 Cijladd) sDlee Ui sl S Jous sial)

(18 Jloal SPSS galisall alasinly lasy) Jilaill ¢ jaadll)

Cagli Gua el s e Auball Jae Cijladll e iy adly (35 G 31) e el (s
oo Al Ajee agal Sl agile a8y Al G Gadiy «(3.67 - 3.33) 2 13 bl dplaal) e il

100 (5 + 0) ZBoladl J¥2 e Jpsall 138 (B Appuall) i) ciluaa 3 31 *
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e laall A e A giall A88lgal) G 3y (32 ¢31) Bolall e Gllall AElpall Aapn il 2l agn Allaiall ilaall
I Lan il Al G Al e A L€l A gie Cijladd) b3Sl 535l e +Deall Ly of am ade
{(2-50 ¢ye J8) Gubiall dsiall Adiloal) Ay G5 A5 (724) (e il (3.49)
réa) eluad Lad) Ll

3asa ol aalS Al ald)l Lold) Cuilsadl andl dygine AV 5 LG aagd :Lfb;‘ﬂ dse i) dua il
il e lll Al Colal (e fatiall Zadll 5355 g daend) L) e dS)sal Aarall

faid) Ll 33sa e daeall Loy tagltl) piial) (X1) dssalddl Gkl il Jiiunall psicial

(Y)
Correlations(11 a2, Jsaal)
X1 Y |
X1 Pearson Correlation 1 6197
Sig. (2-tailed) .000
N 384 384
Y Pearson Correlation 6197 1
Sig. (2-tailed) .000
N 384 384

*%_Correlation is significant at the 0.01 level (2-tailed).

Ayl Jae Calad) & alilly Jiiall cpaiall o Balip¥) debee dad of Golaadl Jsaall (e el
Jsmanlly (0.01) @lrall ssimal) dic Lyginas Asihe daf a5 %61.9 il Cam Lyaphs Alausie A )
copsiall G Jaadl Jlaad¥) s Gl aadnad 38y St il e

Model Summary (12 a8, Jg2al)
Model R R Square Adjusted R Std. Error of
Square the Estimate
1 619" .383 381 .56976

a. Predictors: (Constant), X1
AiDle a5y e Jn 25 (0.619) (_;Ju Cpniall o Ll ¥ Jalee 4o u\ Gebdl Jsaall (e o=l
) s sagall e Jaeall Ly 4a u\ Y (R? = 0.383) aalldl paadl) Jalas 4o iy cdnyla dald))

Aadla (e ally (laall 8 3355 ol (AT Jalsal 25m 25 Loy Ji %38.3 Aansty s galall Zpalal) gl
i) s Qs b e 3 Y Gpssiall (o Gy AR A 3 sl 14

ANOVAP jlaaiy) & gina JLARY cplal) Jalad Jgaa (13 a8, Jgaadl)

Model Sum of Squares df Mean Square F Sig.
Regression 76.884 1 76.884 236.840 .000"
Residual 124.006 382 325
Total 200.890 383

a. Predictors: (Constant), X1; b. Dependent Variable: Y
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Ao danlihh o ol Jianll Ly e 4S50d) daaal) sasa Ll

ANV e O a3 G laad) Aygies HLEAY ANOVA bl dilad il Goldl Jsaal) yelay

cgsina ) oy laiipe B8 g5 O ) sl e (0.05) Lsindl e e S s (:000) (gslas
Appill Jsds aaall dpajd (b o ((6.76) AW Adsaall lgied ae (236.840) Lyswaall (F) dad 45)lays
Ons Al Laaal) 3asa alagf aalS A paldl) Zalal) Cailsad) and G Aysina AV 53 480 aag adl T (ALl

Auhall dae Al plaall Galaall (e dediall dandll 305 e Jaeall La
D e Pl 9 oo ™ OS Cs )

Coefficients” (14 28, Js2al)

Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta T Sig.
1 (Constant) 1.744 117 14.925 .000
X1 .530 .034 619 15.390 .000

a. Dependent Variable: Y

Jay 1385 (0.034) sed 4l lmall Uasd) W ((0.530) (g5l damsa (B) Jaal) G G Jsanl) (e paaly
(0 Gad of 223 Cua (2) JLEA] Hd5e a2y (B) ) Lygien LAY, L peiall Op Rk AW o e
Lsine (B) Jeall Aad of 23 JUlls P = 0.000 < @ = 0.05 o a3 A3)Ea) aic (15.390) Aadllly & susaall
ol s Abad) A @l Jsdy axell dpimjd (b o Gayw 1385 . Gosiall (n Agiis Ao S5m0 s
Jaall Liay e 3800l Laadl) 5asa alagl aalS G saldl) Zolall Calsal) aadl Aygima AN 53 il asay e
ashal) Jace dodl) A lall Cajladd) (e detial) dadal) 335a o2

e aal€ A@landl §f dalacyl axll Aygiee AV 3 Lk o) tASUYN L Al Al &Y LSS
Sahall Jae dalll dplatl) CGoladll e dedid) deadll 3asa e Jreall Ly e ¢dS)adl) 3252l

(X2) ddlaadl § dolaey) cula s Jitaall il

(Y) daadll 335 e Jaenl) Lia)y taqglil) puatiall

Correlations(15 a8, Jssal)

X2 Y
X2 Pearson Correlation 1 498"
Sig. (2-tailed) .000
N 384 384
Y Pearson Correlation 498" 1
Sig. (2-tailed) .000
N 384 384

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

bl Jae Cijladd) b ool Jiisd) opariall o BLEY1 Jalee G G Goladl Jsand) e ek
Jsanlly ((0.01) @lall (ssinall yie 4y5inag Asiba dad a5 (%49.8) il Eum L3yl Aanigia ADle b
comsiall Ga ol dulas Gl aadiad 48y St il e
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Model Summary (16 a2, Jsaad))
Model R R Square Adjusted R Std. Error of
Square the Estimate
1 498" .248 246 .62875

a. Predictors: (Constant), X2

Loyl dDle sy e Ju a5 (0.498) @slud Gpiall (s Balip¥) alee dad G Jgaall (e oy

3923 Aaadl) saga e e Deall Liay G a3 a5 (R? = 0.248) Aadl) aanil) Jales G iy cidansgias 43k

Oo Gally (laad) 33 Al g AT Jalsad gy a5 Lag cAdlaadll o dalaie¥) qula ) (%24.8) day
1Y) s s Ay Cany AR 038 Al 2 35al 130 Eadla

ANOVA" Sy Agiaa LAY bl Jdas Jgaa (17 a8 Jsaal)
Model Sum of Squares df Mean Square F Sig.
1 Regression 49.875 1 49.875 126.162 .000"
Residual 151.015 382 395
Total 200.890 383

a. Predictors: (Constant), X2; b. Dependent Variable: Y

Gl ANV (ggine G 2a3 Cum lan¥) dysiee HLEAY ANOVA bl Jilad il Jsaall el
D)laays cgsine sl ofs cpiipe AED sgine of U ad Les ¢(0.05) Lysindll ssiss (e i a5 (.000)
s Alnall Baca il Joly aoall daajh () s ¢(6.76) AL Aadganl) Leiad aa (126.162) sl (F) dad
335n 0o Jreall Ly o ¢dSjnall 3aal) aladl 2al€ ddlacadll o dolcie¥) axll dugine A2 53 58l ang 4
bl Jae dnll) dlal) Gaylaad) e dadiall deal)

Coefficients” (18 a3, Jgaall)

Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta T Sig.
1 (Constant) 1.861 148 12.554 .000
X2 489 .044 498 11.232 .000

a. Dependent Variable: Y

«(0.044) 568 A (g)lxall Uadll Ll ((0.489) (gslasis dumse (B) Jaal) G O Golaall Jgaall (g paaly

O 2 G (2) LS ise pddien (B) Gl dysine JLRYS - piall G ke 4B G e Jy 1y

& Galdl palsy Jully P=0.000 < o= 0.05 of aad Al wie 5 (11.232) dadllly dysuadl (1) dad

sy aall dpmpd (b)) o Gaym Mg L Gpaia) On A Ao dgay o iy Asiee (B) Juall Aed

Loadll 53 alagf aalS dglaadll o dpalae¥) 2al Lygiee AN (53 86 agay o gat s Alad) dun )l
Ayl Jae dandl) Al Gojlead) (e deaid) deaal) 3aga (e Jaeall Liay e ¢dS)adll
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Ao danlihh o ol Jianll Ly e 4S50d) daaal) sasa Ll

a8 Jpendl Bac lisay Aulaiod)) Aoy 2 Aygine AV 53 L0 oy (ARG Ao 8l A &Y LS4
.":Lubﬂ\ Jaa 3..\.\.\“\ fg)t;ﬁ\ kJJLAA\ % Aandall 4anall 3l d:mal\ Lb) u.\:: c:ts‘)&d\ Sﬁj;j\ J\;ui
(Y) Bkl Lasil 33sm e Jsanll Ly 1aull LSl (X3) AlataV) ey il £ Jiaal) _yiial)

Correlations(19 a8 Jgial)

X3 Y
X3 Pearson Correlation 1 6647
Sig. (2-tailed) .000
N 384 384
Y Pearson Correlation 664" 1
Sig. (2-tailed) .000
N 384 384

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

Ly Jae Cijbad) 3 ailly Jiisal) piiall o LU Y1 dolre G &1 ol Joand) e ek
Jsanlly ((0.01) gylimall (ssiasal) dic Aygines Asiia Tad A5 (%66.4) Cxly Cam paphs Adassia A <l
cowsiall Gn ol dulas Gl aadiad 48y St il e

Model Summary (20 ad) Jg2al)

Model R R Square Adjusted R Std. Error of
Square the Estimate
1 .664° 441 440 54217

a. Predictors: (Constant), X3

L)) ADle 3say e I8 Ay (664) sl exial) Gm LY Jalae dad G Jsaall (e

sa;a 0o edbeall Ly of 5 s o(R? = 0.441) Al pasill Jales G i (8] 4ali e dpaha

335 ol (al dalgad agmr a5 Loy %dd.] Rawty Jsanl) Bacliay Blaiul) Aoy uila ) 2503 dadial) enl)
ol Gl Jalat Al e Y Al o Al 2 dgaill ndla (e Bl (lasal)

ANOVA" i) Agiaa LAY bl Jidad Jgaa (21 aby Jsaadl)
Model Sum of Squares df Mean Square F Sig.
1 Regression 88.603 1 88.603 301.429 .000"
Residual 112.286 382 294
Total 200.890 383

a. Predictors: (Constant), X3; b. Dependent Variable: Y
L;}L»_J_ AVl gsiua u\ a0 Gua ¢ Glaat) dgiea HUWEAY ANOVA (il Jalas C..\Lu Jeaall el

dad Ljliars cgsine i) ofy cadinpe AR (gsime of ) 50l Las (0.05) Lysinall (ssise (e S8 525 (.000)
al (gl Al B dl) Joly aaall dpcash by & (6.76) Al Adgaal) \giad ae (301.429) dysmad) (F)
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339a 0o Jreall Loay to A8 ad) 3asall alagf aalS Juanll sac e s 4laiay] de pud dugine A2 53 80 aa g
bl Jace Gl dplall Cajlad) (e detiall deasl)

Coefficients® (22 A& Jsaal))
Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta T Sig.
1 (Constant) 1.167 .136 8.550 .000
X3 .689 .040 .664 17.362 .000

a. Dependent Variable: Y

(0.040) s¢d 4l g)lrall Uasl) Ll ((0.689) (g5l dumsa (B) Jaal) dad (f 3ilid) Jsand) (e peaaly
O 2 Cus (Z) LS ydi%e axdiy (B) il Aysina HLEAYs Lol Gn Bayh A o ey ey
iad () ) alll palsy Sl P=0.000 <o =005 ol a3 3)Ed xie (17.362) Aadllly Lygnal (1) dad
Apzpill Jols axall A b (ad)y o Gayn 1y . Gpaial) O Aiis ABle 3sa 0o s Aysine (B) Jadll
daaall Basa aladl aalS Jrand) sac lisay BlaiaV) e pus 22 Aygima AN (63 580 dgay o gan il Al
) Jae danlll Al Cojlead) (e dediall daadll 339a (e Juanll Liay e <3Sl

So A sl aladf aalS LYy AR 2 dygina AN 63 Lk ang) Al dus Al Auda 8l
Vgl A laill Gojliaa)) (e dediall deddll 335a e Jaandl Lia)

(X4) oLy A8 Cula 18l iial)

(Y) Aediall dadl) 3aga e Jaanll Lia) taglil) paadial)

Correlations(23 a3; Js2all)

X4 Y _
X4 Pearson Correlation 1 643"
Sig. (2-tailed) .000
N 384 384
Y Pearson Correlation 6437 1
Sig. (2-tailed) .000
N 384 384

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

Ayl Jae Cajluad) & alilly Jiiall cpariall cm Bali¥) delee dad O Goladl Jsandl (e el
(0.01) @l Gsiwal Yo dygines Ugie ad a5 (%64.3) by Cun Lopyhy daugie Ale I3 2
copsiall Ga il laad) Jilas Gl il 38y ST il e Jsaanll
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Model Summary (24 a2, Jsaad)

Model R R Square Adjusted R Std. Error of
Square the Estimate
1 . 643° 414 412 .55521

a. Predictors: (Constant), X4

WDle 25a5 e JB a5 (0.643) s Gpeiall G BLEY) Jalas dad G Giladl Jsaall e iy

sasa 0 Jsendl Ly o a3 a5 (R? = 0.414) 2l sl Jalee G i )8 4l (g ¢Apayha Jali))
Ol 8 335l Al dalsad 2y 80 Lay %414 Apady oLV 8N Cula ) a0 dedia) desdl)
ol s Jalat Al Gamg Ol A8 Cailay Jaand) Ly A8all Byl 2 3 gl Apadlia (g (3l

ANOVA® DY) Lgina JLEAY cplil) Judad Jgaa (25 ab) Jsaadl)
Model Sum of Squares df Mean Square F Sig.
Regression 83.136 1 83.136 269.696 .000"
Residual 117.754 382 .308
Total 200.890 383

a. Predictors: (Constant), X4; b. Dependent Variable: Y

Gl ANV (ggine G 2a3 Cum laniy) dysiee LEAY ANOVA bl Jilad il Jsaall el

Aad A3lias ccgsina ) Oy cpdine A8 (ggine O () ey Lea (0.05) Lasinal) (gsina (e BB sa5 (-000)

adl f Al Al Jsds axall dumgd () a5 (6.76) Al Adsaal) lgied ae (269.696) dyswaall (F)

Ledial daaal) aa Ce Jraall Ly o dS5nd) 3agall slagl aalS (L 480 0l dgine dVa 53 il aagy
Auhall Jae 4ll) 4Ll Gajladll (e

Coefficients® (26 a3, Joaad)
Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta T Sig.
1 (Constant) 1.543 122 12.682 .000
X4 .560 .034 .643 16.422 .000

a. Dependent Variable: Y

Jay 1305 (0.034) 568 4l (gylamall Uasd) Wi ((0.560) gsbasiy Lamse (B) Jaall G G Jsand) (o eaaly

(0 dad of 223 Cum (Z) LIS e padiey (B) Culill dygiee HLEaYs Lol G Rk 4D o e

Jeall g & ) Gaalll paliy Jally P=0.000 < 0= 0.05 of s 43)lal) die 5 (16.422) Aalldls &y sundl

Al A jil) Jsdy axall dpajd pady o Gy 1 Gostall (G Aia Ao dga e s Ausize (B)

Jsandl Ly e A5aall daadll 5o alad aal8 GLaY1y 481 2 dygina AN 3 L0 2 o gan Sl
gl 4l Caladd) (e dediad) dedal) 3a5a o0
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A 228 Juenl) e Calalaill 22 Lsine AN 5 0 aasd tAdwaldd) Lol dul 8l Lol
VEhal Jace donll Al Coliadd) (e desiall decdll 33sa e aeall Liay o ¢AS ) 325al)
(Y) dediall Lol 535a e dsandl Lia) 1) jiial) (X5) aend) pe calalall Cuils 1Sl ysiiall

Correlations(27 ad, Jgial)

X5 Y
X5 Pearson Correlation 1 683"
Sig. (2-tailed) .000
N 384 384
Y Pearson Correlation 683" 1
Sig. (2-tailed) .000
N 384 384

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

bl Jae Cijladd) b aolilly Jiisdd) cppaiall o LUV Jalee G G Goladl Jsand) e ek
Jsmanlls ((0.01) gylimall i) die yginas Alsiia dad A5 (%68.3) iy Cam Lyl g A gie Ale 3
cowsiall Gn ol st Gl aadiad 48y St il e

Model Summary (28 Ay Js2al)
Model R R Square Adjusted R Std. Error of
Square the Estimate
1 .683" 466 465 .52995

a. Predictors: (Constant), X5

Loy aDle asas e J5 a5 (0.683) wsbs Gpsiall G L) dalas A & Jsanll e asdls
s3sn 0o Jeeall Ly & 3 8y (R® = 0.466) 4alll) aosill Jalee ded i g AT Lali ey oyl
Ol 8 335 Al (Al Jalsal gmy (85 Loy %46.6 Loty daenll g Calalaill Cuila ) 2e8 dandl)

) s st A a3 Y Gl Asine JLESY,

ANOVA" sy Lgina JLOaY Culiil) Judad Joan (29 a8 Jsaal)

Model Sum  of Mean
Squares Df |Square F Sig.
1 Regressi 93.606 1 93.606 333.296 .000"
on
Residua 107.284 382 281
1
Total 200.890 383

a. Predictors: (Constant), X5; b. Dependent Variable: Y

AV gsine O 2x0 Gum laai) Lsine SLEAY ANOVA opliill Jilas it Gl Jganll elay

105



Ao danlihh o ol Jianll Ly e 4S50d) daaal) sasa Ll

dpapill Jsdy arell duzd (b &0 (6.76) ALl Adsaall lgiad ae (333.296) Ayswaall (F) daf 43)liays
Jeandl Ly e Aaal sagall alagl aalS Jpend) pe calalaill 22 Gygima AN 53 L0 aag 4l (of
byl Jae danll) 4 el Cajliaad) (e dadiall adal) 335a o

Coefficients® (30 &8, Jgaall)

Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta T Sig.
1 (Constant) 1.655 .104 15.922 .000
X5 564 .031 .683 18.256 .000

a. Dependent Variable: Y

(0,031) sed 41 lemal) Uadll Ll ((0.564) (gsbucis dumsa (B) Jaal) dad (O 3ild) Jsand) (pa peaaly
O 2 Cus (Z) LA e padiey (B) ) dgsine LAY (il o Al AL of ey 1ag
dad O ) alll palsy Jalls P=0.000 < 0= 0.05 ¢l a3 &l ie (18.256) dadllls & sunall (1) o
Apm il Jsiy padl md b e O 30y sl (o Rda WMo dpay e it dysine (B) daal
Sl Al el sasa el a8 Jpanl) ae calalail anld Aygine AN (63 80 agay o pan s Al
byl Jae Al ylaill Coyloaall e datial) £addl) 5358 e Jaenll Lia,
335n e dieall Loay Ao d)aal) daaal) sasa alagl Alead Lugine AV 0 il an g sl A dl) LA
Vs Jae Lol Al Caleaal) (e dadiall dandl)
(Y) Aediall Laddll 3352 e Jaenl) Ly zaqlill pudall (X)) 4S04l 3352 laf Slen) 1 Jiiall jiial)

Multiple Linear saiall dadll jlaai¥) ziear jlodl Je alll adiel dicajdll oda Ll
AUl ) dagdy sanll laadV) Jdat wis X Jiae sie e ST 4l 8 230 235 (Regression
.Independent Variables aliuall &l yuxiall de sane A (e Dependent Variable

Al dplaal) Aalaally Alial) il patially ¥ il puatiall (g A8l Jiad S (e D S

Y=0p,0: X1+ Xo+03 X3+ 04 Xq+05 X5+€

) S

Ayl daxsll 335a e Jaenll Wiy g imall i) il sa 0Y

s paldl] Tl Cailsal) 3 e el Jiiedd) il s :X

Aglaad) o LalaeY) ax e ) Jtied) usidl s :Xo

cJaeal) Bac e i) deju 2 o umal) Jiiaall el 81X

Lol AEN e el Jiadl el sa Xy

cdaeal) ae alalaill 223 e i) Jiedl paid) s i X

e IS Al Jedl f (Partial Regression Coefficient alall jlasiy) ¢dlabaa Jici iy
LAl Gl yaaial)
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chysiall aae Jiey in of s P =0+l sa il zsall allae 2ae (555 ¢ Slsdall Uadll Jiay ze

Model Summary Ly ssadl slal ¢ BLIN) Jalaa G (31) al) Jgand

Model R R Adjusted R Std. Error of the Durbin -
Square Square Estimate Watson
1 770° .593 .588 46490 1.833
a.Predictors: (Constant), X5, X2, X4, X1, X3 b. Dependent Variable: Y

lea sy deadll 335a b (o (R = 0.770) 2axiall Baliy¥) Jales dad O ey bl Jaall e

Cibarial) G Ay Loyl Ll ADle dsmy e Ju s el Diie ddiag Lol G (Al Gl
e 59.3% A WiSey 4 Y e ) (R? = 0.593) Al sl Jales Aad ofs call yially Aliiesdll
sdale 5 Al AT dalsad agmy 85 Loy (ASjaal) Laadll Basa dlad Alead clyal) ) Liapll 3 Jealad) il

ANOVAP Laayllg slal) oo ABall jlasi¥) b ¢l Jalad G (32) ) Jsand
Model Sum of df Mean Square F Sig
Squares
1 Regression 119.193 5 23.839 110.299 .000"
Residual 81.696 378 216
Total 200.890 383

a.Predictors: (Constant), X5, X2, X4, X1, X3 b. Dependent Variable: y

Oe il a5 ¢Sig=.000 ANl Jlaial of aad ¢ laaiyl dygies HLEAY ANOVA colil) Jilas Joaa (e

Dlaady) ABle (8 Jully cdglias) ANS @lds dysiee WD Gl Ul (Sey A 0,05 Aysinal) (g5
dgswaall Fdad 43)lias caoldll rially Alifisd) clysial) o dysies AN ) 3Dk 2a g 4 ol (Aysins
F iad of aa o8l d3a 3ay0 (378) 5 ¢ )laaddl (5) dpa Ay (6.76) Adsanl) Lgiad ase (110.299) Axlll;
DR g o et ) ALl Gl iy cptall Rpap pmby Ml Adsanl) Leiad (e ST Aypundl)
bl Jae Gojladl saeall e sdeall Liayy A0l deadll sasa sl Jlea) G dlias) AN (53
JlaaiV) baa Alsles Ay (e Y Lilias) AN 4D s3a 8 sagad) slad (e S dsealy dygine djealy

L daxiall
Coefficients” Jraad) L) g sasadl slagf (Alaa) ¢ ABall ssnial) jlasiy) Julas gilis (33) a8, Jgaad)
Model Unstandardized Standardized t Sig
Coefficients Coefficients
B Std. Error Beta

1 (Constant) .822 128 6.416 .000
X1 .133 .046 .155 2.860 .004

X2 -016 .046 -.017 -.355 723

X3 .208 .060 .200 3.488 .001
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X4 208 .040 239 5.242 .000

X5 266 .039 322 6.851 .000
a.Dependent Variable: y

Oe ellg (e Jalae JS0 (gylnall Waally 508l lasiy) bad bl e Jeasi Gl Jsaall e

L Apha Alalae (385 cilyiall Cpn AR (0S8 Lgina (35S0 2] e (6T Adjaals .Std. Error 2seall DA
:é:‘ LS

Y = 0.822 + 0.133X; - 0.016X; + 0.208X; + 0.208X4 + 0.266X 5

dggine clyital) JS o Jaadld saa o ) IS Sig AVl Jlaial) dad any @A) dgeall ) jlan

(gsina e 4l gl (0.05) (e ST a5 Sig =723 dad Y ((Anlac¥) a) «(X2) s asly e e L

M e 8 e bl ki) il o Llas) Al ADl)) sal Jads]) ) o vl

Jae Cijbiadll 4agi o LS L (Jaenl po calalail) ¢la¥y A8 (Alainl] Ao ju dasaldl) bl cailsall)

O Apad) cilerdl) 4y i L ks @l cdgilaie dagill oda 33 cJaanll Ly (38a5 2l gy du)l)

.;\A{y‘ Uﬁ 4.5).;.&} 4.83} 4...)AAT

luagilly claliiiuy)
selaliinay)

A ) ) Jaa sl Sl Ayl o2 bl Slany) Jilaill ¢ o s Aglanall Auhal) e 5y

lipra Gladl peail) (s cdlavsie 48856 dads %69.4 dawi J) Syall il LY AE ae m
c2al) 13¢d Aty %69.8 Ay () Aipall 231 Jaeal) hludind JS e DlaY) Calasall

Y Galigd) peaie (fy cidaugie Adilse day3y %67.4 daniy SBI Ga) Jial e Ao ade
22 138 pualial Ay %75.6 Alle dayn IV Ayl 8 els daenll Cilla e 0 3 Al

eaie O (dausia d3ilse dayds %66.6 Aoy ddlaadl o dalacyl axd K8 CIE S L e
138 jualial dully %71.4 Al Aayas V) Ayl 34 2o s A 2aaall gl 8 aslend] Capad) 40k
A

e st ofy cianisia Alga da)35 %658 dawis mbll SOall Jinl dgalal) Lpalall Culsall a2l =
22 138 ualial Al %68.6 Aasie dayas (V) Ayl 38T Coypaall alall jeladl)

A gie Aflge Any3s %65 Aty iyl & 3Vl Guelad) 3 Jin) Gaenll pe calalaill 22 Ll
Lealy %67.8 caly dangie dayny IV Agyd) 281 Lals Lldial Jpeadl any Cipend) jaie (s
) 138 jualiad

i galall Zpalall Cilsall (p Ailean) AV (53 LB 25a 0 A5V Raepdl) Ll Slas) e Sy
bl Jae dlll Al Gjlead) e dadials 48 )aa) dacdll 335 g Jaandl Liay G

o Anlae¥) s g Adlaaa) AN 63 il s ot ASE) Lol Dl lasl e Slye
)l Jace doadl) A laill Cijladd) e dedially 45080 deadl) 335a e Jadl Liay (s cilaiadl)
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L) deju 2 g Aflas) AN (63 LAL dsa gl WA Lepd) Lumydl L) e Slye
)l Jae 4l 2latl)l Gajlaad) (e deadialls 4S04l dacdll 55 e Jrandl Liay G e sl 3aclisas

s ey AEN 23 G Aflas) ANV (63 LB Ssms cad Al Al Gl las) e Slye
iashal) Jace Gl 2l Caladd) (e dadially 4S040 deadl) 335a g Jred) Lia,

e bl Cila Gn Adlian) AN (63 LB deay cpd Aaldll Lol Bl jlid) e Sl
ol o5 LAl Jae Lol Aplail) Coliadll (e Ladially 485000 daddll s35a e dsanll Liay (s cJpanl)
L) Galaal e JoY) Cangl) cia

(Jeal) Ly o danall 5asn ol Alea 30 Hlad) o et i Gpedl) Gl lid) o Gy
@A Adlaad) §f LolaeV) axd e b Jeal) Liay e dilas) ANV 63 il Ly Lygiaa a1 OS o cpi
Caag) i Apaill o3 Ay .(0.05) e ST a5 Sig= 0.723 ded gl dag gsiea e 4l OIS
Ll Cilaal e S
tluagill
fek b b G Aplaill Cpliad) 3)la) Caldl g Gaall Gluayd sl dalawd) duhall il e ol

cleadll Gl slad ¢ Maall Lia)y (sgiane o Capnil) 85 pumg o Danll g ) ciloadl) 535y alaiall o
&b 08T eVl Aay 3at) i peall ie L)l Ay () Jmall Gl Alle 335a 3 Radd s 5% (s
clial Ay aanll Sl Agas (e lede SN & Al Raxdl) 5asa alad (e aah IS Apl) BpaaY) lieY)
cJan) Bac lisa s Alaia¥) de yus ands ¢l ls A8 2} Lgaals cagilalaial o (A1 <15l

A jnall ) A Cala gl Jrad Glldg Juanl) ae Aig 3y Jaleill Lgsida g Jialhy Capendll 5))3) alaia) o

i il Slestll 535 (ssine e iyl (550 JSgs Cipaal) U e liylly Eigad) sl @
Ty JaY) gk e ol Jal e clliy lgiallaal Concall Lliiy oleisiiy Leae il 558l Ll aat S
s Spadl Jarll alaal aal (e a3 lly £ Dlanl) &=

raalpall

doalall Uas (i plhd 4 dlolel ol 6 dpand ool Sopa (uld cdgene Gulh era sl —1
.29 <2005 « sxiss ¢ Jg¥) 2aall ¢ pdic GE aladl ol

2005 ayalal (7 sitall apdaill 358 lall Aaala 3Sye o ALl Axglall . Fsuadl) Span . (Bolia gena Aol —2
.287-1 ya

Db Ll i palled] (ssinall ) Ldpadd) Cledi) s0pn ol 5 Seadl] misai skl Gus 2o (gpall 3
22. 2004 ¢(fsa - ualadl aall L il oS pemid dase daala Agludy) aglall Asd

i gy o Y] 6 edlandl Ly e L dolael Glasl) sasa Clanne L lele dess e —4
sle 2 2aal) (13 Aladd) Aedledl Apa)Y) ASLedl) (Aise daaln AplaY) ashell dyjal) Aadl' e
.195-175 2006
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