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þǌƼ ǏǄƵ üāǈƕǃå ǑƼ ïåïǀǃå ýưƼá ǃƴƼíǃå ýƑƓƪā ûǒƕõƙ ïǒƛƋƙ  ǑǈāïƙǂǃǗåßǚǆƶǃå ßƓưïã ǑƼ ƓǌƙǆǋƓƪǆā ǑǃƓƙǃƓƕā Ü
 ûïõ íƓǆƙƵåƶǆ ýǆƓƶƙǃå ǑƼ çíǒíƞ þǌ ā þǌƕîƞ.ƗǆöǈǆǄǃ Ɨǒơƕï ïƛǂǕå ïƓƪǆǃå þƪïā 

 ǑƪǒƑïǃå úíǌǃå ƗƹƓǒƮ èǆƙ ƗƪåïíǄǃ Ǌǈá ǏǄƵ"ƞïíā ǉƓƞƙå ǏǄƵ úïƶƙǃåǒƛƋƙ ƗƑƓƪā ïå ƴƼíǃå ý Ɠưï ǑƼ ǑǈāïƙǂǃǙ
 ßǚǆƵ üǈƕƗǂïƕǃå-Ɨǒïāƪ"Ü  ûǒǀơƙǃā úíǌǃå îǋ Ǒǋ ýǀƙƪǆǃå ïǒƺƙǆǄǃ íƓƶƕá Ɨƙƪ ǏǄƵ íƓǆƙƵǙå þƙ íǀƼ) ǑƼ ƗƵïƪǃå

å þíƵ ÜƗĊǒïƪǃå ÜðƓƞǈǗåǃǆǃå Ɨǒāǋ ÿƵ úƬǂƙƶ Ɨǃāǌƪ ÜÿǒǄǆƓßåíǕå Ɨǈāïǆ ÜþåíƤƙƪǙåā ýǆƓƶƙǃåýāƕǀǃå Ü(. 
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 éơƓƕǃåƕ ƗǈƓƕƙƪå þǒǆƮƙ ĄƓǀƼā ) ǑƪƓǆƤǃå èïǂǒǃ ñƓǒǀǆǃLikert(  þƙā ǏǄƵ Ɠǌƶǒðāƙ ƗǈǒƵ ƗǒƑåāƬƵ/ ÿǆ Ɨƽǃâǆ325/ 
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ƗǈƓƕƙƪå.  

 ýǒǄơƙǄǃ èƓǈƓǒƕǃå èƶưƤǈïƕ þåíƤƙƪƓƕ ƝǆƓSPSS  ǏǄƵ íƓǆƙƵǙƓƕ ÿǒƓƕƙ ýǒǄơƙå ăíƓơá) ïǒƺƙǆǃANOVA(  æǒǃƓƪáā
) Ǒƞǒïíƙǃå ïåíơǈǙåstepwise multiple regressionǙåā ( ïåíơǈǆǃåƙ) ííƶmultiple regression(Ü  þƙ Ɠǆǂ
ýĊíƶǆ ýǒǄơƙ ßåïƞã ƺƙǆǄǃå èåïǒƗǒƼåïƹāǆǒíǃ )Moderation analysis( . åîǋ ÿǆ ƗƵāǆƞǆ ßåïƞã Ǐǃã ƗƼƓưǗƓƕ

íƵ ƴǆ ƗǒƮƤƬǃå èǚƕƓǀǆǃå ÿǆ í.Ɨƪāïíǆǃå Ɨǌƞǃå ǑƼ ÿǒƽöāǆǃå 
 ā ĄßƓǈƕ  ǑƑƓƮơǙå ýǒǄơƙǃå ƝƑƓƙǈ ǏǄƵ Ɨƪåïíǃå èƮĈǄƤ ÿǆ ƗƵāǆƞǆ ǏǃãƝƑƓƙǈǃå Ɠǌǆǋá :á ÿƓǂ Ǌǈǃ ƗĊǒƼåïƹāǆǒíǃå èåïǒƺƙǆǄ

 úǒƽõ ïƛá ôƶƕ ǏǄƵ íƓƶƕáƪāǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓþƙǒ þǃā Ü ƞƪƙýǒ áă áƛǈƶǆ ï āă  èåïǒƺƙǆǃåā ýǒǆƶǃå Ɠưï ÿǒƕ
ƗǒƼåïƹāǆǒíǃå ā Ü èǄƞƪ ǑǈāïƙǂǃǙå ƴƼíǃå èƓǆíƤ Ąåïƛá ĄƓƕƞāǆ  ĄƓƽǒƶư  ǑƼßǚǆƶǃå Ɠưï Ü Ɠǆǂ èåïǒƺƙǆǄǃ ÿǂǒ þǃ
 ƗǒƼåïƹāǆǒíǃå Ċăá íƶǆ ïāí ǑƼ ý ÿǒƕ ïƛǕå çíƬǃå Ɠưïā ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪāǚǆƶ.ß 

 Ɠǆǂ éơƓƕǃå ǏƮāáƕ îƓƤƙƓƞǗå ïåíƙǃåā èåß ƗĊǒïƪ ÿƓǆưǃ ƗĊǒõƓǒƙơǙå ïǒƕåǚǆƶǃå èƓǈƓǒƕÜß  ā ƗùĊǒïǆƶǃå èƓùƑƽǃå ǏǄƵ ðǒǂïƙǃå
ƗƕƓùùƬǃå  āƓùùǌǒƼ ïƓǆƛƙùùƪǙåā Ɠùùǌƕ ßƓùùǈƙƵǙå Ü āå ƴùùǒāǈƙƙǂǃǙå èƓǆíùùƤǃ ï āƗùùǒǈ  Ŋíǀǆǃå Ɨùùǆ āƞùùƬƙǒǆåíƤƙùùƪå ǏùùǄƵ þǌƛùùơā ßǚùùǆƶǃå ƴ Ɠǌ
÷ƓƕƙƓƕ  Ċǒðǒƽơƙ æǒǃƓƪáā èåāíáƗáā Ü ĄåïùǒƤ  æǒïíùƙƗùǒǄơǆǃå ïíåāùǂǃå ƕ ßƓùǀƙïǙåāǒāƙùƪǆùƕƓƞǒã ñǂƶǈùǒ Ɠùǆƕ ƗùĊǒǄǆƶǃåā ƗùǒǆǄƶǃå ƓǌƙƓ ĄƓ

ǂǃǙå ƴƼíǃå èƓǆíƤ ǏǄƵǑǈāïƙ  āǒǆư ÿ ā Ɠǌƙǒïåïǆƙƪåǒāõƙ ïƓǋ. 
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Abstract 

In the bid to catch up with global developments and improve the quality of service 

delivery, it is in no doubt that banks have invested much on technology and have widely 

adopted electronic and telecommunication networks for delivering a wide range of value-

added products and services. This research is focus on study the impact of electronic 

payment methods on customers’ satisfaction case study (Al -Barakah Bank Syria). Since 

customer satisfaction is a high priority as one of the goals of banks and credit firms, this 

study aims to investigate the role of e-payment methods in customer satisfaction. This 

study is an applied research regarding goal and a correlation type descriptive survey 

regarding methodology. The statistical population consists of 325 customers of Al -

Barakah bank. Moreover, a questionnaires and interviews used to collect the data. The 

questionnaire was developed in three sections by the researcher, the first section was 

about demographic variables, the second related to independent variable and the third 

section covered the dependent variable.  

Furthermore, SPSS software and Descriptive analysis, Pearson`s correlation test, stepwise 

multiple regression, multiple regression and moderation analysis were used to analyze the 

data. Results of the research indicate that there is a positive, significant and weak impact 

of the e-payment methods on customers’ satisfaction 
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21 ǃǙå ƴƼíǃå ýƑƓƪā íƓƶƕá úǚƙƤåƼā ßǚǆƶǃå Ɠưïā Ǒǈāïƙǂǃå ñǈƞǃ ĄƓǀýǒǆƶ 60 
22 ƙƤåúǚ  ā íƓƶƕá ƴƼíǃå ýƑƓƪ ĄƓǀƼā ßǚǆƶǃå Ɠưïā ǑǈāïƙǂǃǙåǆƶǃå ƗơǒïƬǄǃƗǒï 61 
23 ǚǆƶǃå Ɠưïā ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā íƓƶƕá úǚƙƤå ĄƓǀƼā ßƗǒƵƓǆƙƞǙå ƗǃƓơǃå 62 
24 ýƑƓƪā íƓƶƕá úǚƙƤå  ĄƓǀƼā ßǚǆƶǃå Ɠưïā ǑǈāïƙǂǃǙå ƴƼíǃå ǑǆǒǄƶƙǃå ĂāƙƪǆǄǃ 63 
25 ǃå ïåíơǈǙåǆǈǄǃ Ǒƞǒïíƙǆǃå êîāƙǆ ûƼā ýíƶ ïǒƺñǈƞǃå 66 
26 å êîƓǆǈ ïǒíǀƙ ƝƑƓƙǈǑƞǒïíƙǃå ïåíơǈǙ  āƼ ûƙǆ ïǒƺñǈƞǃå 66 
27 ǃå ïåíơǈǙåǆǈǄǃ Ǒƞǒïíƙǆǃå êîāýíƶ ƙǆ ûƼāïǆƶǃå ïǒƺ 67 
28 å êîƓǆǈ ïǒíǀƙ ƝƑƓƙǈǑƞǒïíƙǃå ïåíơǈǙ ƙǆ ûƼāïǒƺ ïǆƶǃå 67 
29 ǃå ïåíơǈǙåǆǃå êîāǆǈǄǃ Ǒƞǒïíƙƙǆ ûƼā ýíƶ ïǒƺǃƓơǃåǙå ƗƗǒƵƓǆƙƞ 68 
30 ƙ ƝƑƓƙǈǆǈ ïǒíǀå êîƓǑƞǒïíƙǃå ïåíơǈǙ ƙǆ ûƼāïǒƺ ǃƓơǃåƞǙå ƗƓǆƙƗǒƵ 68 
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ЬмцϜ ЭЋУЮϜ :ϼϝАшϜ згЮϜсϯл 

ρ.вЧϣвϹ 

ǒ ÷Ɠõǀǃå ĊíƶƓǆǃå ïƮǆǃåā ĄƓǆāǆƵ Ǒǃǒơ èƓùƵƓõǀǃå ïƛǂá ÿǆ ĄƓƮāƮƤ ǑƼ ĄƗùĊǒā  ĊǒùƮāƮƤǃ Ąåïùöǈ èƓùƶǆƙƞǆǃå ƗùƼƓǂ ǑùƼ Ɨ
 íùùùơá ïùùùƕƙƶǒ ÷Ɠùùùõǀǃå åîùùùǋ ĈëƓùùùƞǈƼ ÜƗùùùǒƵƓǆƙƞǙå Ɨùùùǒǆǈƙǃåā ăíƓùùùƮƙƿǙå ëǚùùùƮǗå èƓùùùǒǄǆƵ ǑùùùƼ ðïƓùùùƕǃå ǉïùùùƛáā ÜǊùùùǄǆƵùùùǋá þ

ǃƓǆǃå ĉƗĊơƮǃå Ɨǆǚƪ ǏǄƵ Ɨǃåíǃå èåïƬâǆǃåƗĊǒíƓƮƙƿǙåā ƗĊǒ ýǂǂ ƴǆƙƞǆǄǃ ǒƶƪ) Üí2011(  . 

íùùùùƿā Ƶ þǃƓùùùùƶǃå ǑùùùùƼ ǑƼïùùùùƮǆǃå ÷Ɠùùùùõǀǃå íǌùùùùƬ ĄƓùùùùǆāǆ ùùùùǆƓǋ èåïāùùùùõƙ ĄƓùùùùƮāƮƤ Ɨùùùùǒƕïƶǃå ýāíùùùùǃåā ƗùùùùǄǒǄǀǃå þåāùùùùƵǕå ǑùùùùƼ Ɨ
ǒǈƓǆƛ ïƤåāá îǈǆ üǃîā ÷Ɠõǀǃå åîǌƕ ßƓǀƙïǚǃ íāǌƞǃå ÿǆ íǒíƶǃå èǃîĈƕ éǒơ ÜƗǆïƮǈǆǃå èǆǋƓùƪ Ɠùǆǂ ÜǑùưƓǆǃå ÿïǀǃå èƓǈ

ǂƙǃå èåïāõƙǃåƗùǄƑƓǌǃå ƗùĊǒƞāǃāǈ å ƗƵïƓùƪƙǆǃåāǒƙāùǃ Ɨùǂïơ íùƼï ǑùƼ Üçïùǒơ ÿùǆ üùǃîā ǑƼïùƮǆǃå ýùǆƶǃå ïāùõƙ āƙ é ûƓùõǈ ƴǒùƪ
ǆǃå èƓǆíùùùƤǃå þǒíùùùǀƙ èƓùùùǒǄǆƵ ÿùùùǆ íùùùǒíƞ ą÷āùùùǈ íùùùǃāǒǃ ÜçíƑƓùùùƪǃå ƗùùùǒǈāïƙǂǃǙå æǒǃƓùùùƪǕåā èƓùùùǒǈǀƙǃå ƴùùùǆ Ɠùùùǌƞǆí ïùùùƕƵ ƗǒƼïùùùƮ
 Ǚá ƗĊǒƼïùùƮǆǃå èƓǆíùùƤǃåƙ Ǒùùƙǃåā ƗùùĊǒǈāïƙǂǃǙå ƗǒƼïùùƮǆǃå èƓǆíùùƤǃå ǑùùǋāǙƓùùƞǆ ǏƙùùƬ Ĉúíǌƙùùƪè  ïùùƮǆǃå ýùùǆƶǃåùùǆ ǑƼ ) ÿ

ƙ Üíåíùùƪ ÜƴùƼíǂïĊƙǃå ƴùǆ (... Ü÷åíùùǒã ÜèǚǒāùơùƼ ðùùǒèƓǆíùƤǃå ǉîùùǋ çíāùƞ ǏùùǄƵ Ǌùƪƽǈ èùùƿāǃå Ǒ ÜǏùùǄƵ ñǂƶǈùùǒ ăîùǃå ïùùǆǕå 
 íƓǒðçïíǀǃå ƗǒƪƼƓǈƙǃå üǈƕǄǃ .ßǚǆƶǃå Ɠưï çíƓǒð ƴǆ ăðåāƙǃƓƕ 

íƤǃå ƗƵƓǈĉƮ ĈæƶǄƙāǃǗå ƗĊǒƼïƮǆǃå èƓǆǒǈāïƙǂƗ ǑùƼ ĄƓùǒāǒơ Ąåïāí  çïíùƿüāùǈƕǃå ƵùǄƙ ƴùǆ ýùǆƓƶƙǃå Ǐíùơ ïùƮƶǃå èƓǒ
ăíƓùùơǃå ÿùùǆ ƗƵƓǈùùƮǃå ǉîùùǋ èơƕùùƮáā ÿǒïùùƬƶǃåā ùùĊƮǃåèùùơƙƼ Ǒùùƙǃåā çïùùǋíðǆǃåā Ɨùùǒāǒơǃå èƓƵƓǈ  Ɨùùƶǒƕõ ǏùùǄƵ çíùùǒíƞ ĄƓùùƿƓƼà

ýǒǆƶǃå Ɠưï ǏǄƵ ƗǆƑåí ĆçïāƮƕ ðǒǂïƙǃå ƴǆ ĉǊƑåíá Ɨǒǃàā ǑƼïƮǆǃå ýǆƶǃå Üǃå ǉîùǋā èåïāùõƙ èƓǆíùƤǃå þǒíùǀƙ ǑùƼ ƗùöāơǄǆǃå
ǒƼïùùƮǆǃå ƗùùǒǈāïƙǂǃǙå ƗƼùùǒíƞ ĄƓùùƿƓƼà èùùơƙçí ǃ ÿǒƛơƓùùƕǃå þƓùùǆáƗùùƪåïí ýǂùùƬƕā èƓǆíùùƤǃå ÿùùǆ ÷āùùǈǃå åîùùǋ á èƓǆíùùƤ Ąåíùùǒíơƙ ïùùƛǂ

ǑùǈāïƙǂǃǙå ƴƼíùǃå ƗùƽǄƙƤǆ ƴùùƼí ýƑƓùƪā ÿùùǆ Ǌǈǆùưƙƙ Ɠùùǆā ûùùƼā ǑùǈāïƙǂǃǙå ƴƼíùùǃå ýƑƓùƪā úĊïùùƶƙā Ü)ǑùǄǒǄƤ Ü2017(  :ƓùùǌĊǈá
"Ǖå ÿǆ ƗƵāǆƞǆ āơƙǃåā èåāíǃå ƗùĊǒǂîǃå ƗǒǈāïƙǂǃǙå èǚǒ ƓǋïíùƮƙ ǑùƙùƮǆǃåƓåā úïå èƓùƪƪâǆǃǆǃ ĄƓùưāƵ ƴùƼí ƗǄǒùƪāǂ ƗùĊǒǃƓ 

:ƓǌǃƓǂùùƬá ÿùùǆā íùùǀǈǃå ÿùùƵ õƕǃåùùƿƓǆǃå èƓƗùùĊǒǂîǃå èƓùùƿƓõƕǃåā ÜƗùùĊǒǈāïƙǂǃǙå èƓǂǒùùƬǃå ÜƗĊǒƼïùùƮ" Ü ÜǑùùǈǚǒǂǃå) ƓùùĊǆá2008 íùùǀƼ (
úĊïƵ  :ƓǌĊǈá ĄƓưǒáǈǃå èƓùǒǄǆƶǃå ïǒùƪƙ Ǒùƙǃå ýƑƓùƪāǃå üùǄƙ"ùǒƺƙ éùǒơ ÜĄƓùǒǈāïƙǂǃå Ɠǌƙõùƪåāƕ  ƗùĊǒíǀƓǂ æå ýƓǂùƬá ƗùƼƓùƶƙǃǆ èǚ
åǃå ƗǒíǀǈǃƕǆçïùƬƓ"Ƽíùǃå ýƑƓùƪā ǑùƕāïāǕå ăðùǂïǆǃå üùǈƕǃå úĊïùƵ Ɠùǆǂ Ü ƴ èùƞǃāƵā èïíùƮ ƴùƼí ƗùǒǄǆƵ ýùǂ" :Ċÿá ǑùǈāïƙǂǃǙå

ǒïõƕ"ƗĊǒǈāïƙǂǃå Ɨǀ  ÜǑǈǚǒǂǃå)2008(  . 
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Ƶ ƗùùƼƓǂ æùùǒǒƺƙ Ǐùùǃã èĊíá ǑùùǈāïƙǂǃǙå ƴƼíùùǃå ýƑƓùùƪā ĊÿƎùùƼ ǊùùǒǄƵāƶǃå ǉîùùǋ èơƕùùƮá éùùǒơ ÜçïùùƬƓƕǆǃå íùùǀǈǃå èƓùùǒǄǆ þƙùùƙ èƓùùǒǄǆ
 ïāùùƮƕ Ćç ǂǃå ƗùùĊǒǈāïƙí āÿ ǃåùùǆ íùùǒíƶǃå Ăïùùǒā ÜăíƓùùǆ ĆýǂùùƬƕ íùùǀǈǃå ýāåíùùƙ Ǐùùǃã ƗùùƞƓơ ÿýƑƓùùƪāǃå ǉîùùǋ ăíùùǒâǆ ǙåǃƗùùĊǒǈāïƙǂ ýƓùùƛǆá 
)Ɨùùǂǒïƕ Ü2011Ü( )þǃƓùùƪ Ü2020( ā)ǑùùǄǒǄƤ Ü2017( ǑùùùƼ èǆǋƓùùƪ ƗùùĊǒǃƓǆǃå èǚǆƓùùùƶƙǃå ǑùùƼ çíùùǒíƞǃå æǒǃƓùùƪǕå ǉîùùùǋ Ċÿá 

 Ɨǃāǌùƪǃåā ÜƗùǈāïǆǃå ÿǆ Ćïǒƕǂ Ćïíƿ ïǒƼāƙǆƓùƶǆǃå ßåíá ǑùƼǚǆ æùǈƓƞ Ǐùǃã Üèåā èƓùƞƓǒƙơå ǑǃƓùƙǃƓƕā ïùƮƶǃå èåïāùõƙǃ Ɠùǌƙƕǂ
ǆǃå íåïƼǕåǈƙ .ƗǒǆƓ 

ÜïƤà ĆíǒƶƮ ǏǄƵā ǉîǌƼ  ƗùƼƓǀƛ ïƬǈā ƗĊǒǈāïƙǂǃå ƗĊǒƙơƙ Ǐǈƕ Ǐǃã êƓƙơƙ ýƑƓƪāǃåƶǆā ǑǃƓùǆ þùƵíā ƗùǆƓƵ Ɨùǒǈāïƙǂǃå ăāùǈ
 ÜƓǌǒǄƵ ÿǒǆƑƓǀǃå ÿǆǂƬǃƓƕîùǃå ýùưǒ ăùǌǈǆ çāùƞïǆǃå çíùƑƓƽǄǃ Ɠùǌǀǒǀơƙ ÿǆơƙ ǑǃƓùƙǃƓƕā ÜƓǀ Ɨùƶƽǈǆ ǏùǄƵá ûùǒǆǆÜƗùǈǂ ùơǆƙƙā ïā

ùùùƼǕå Ɠùùùùưï ǑùùùƼ ƗùùùƪǒƑï ĆçïāùùùƮƕ Ɨùùùƶƽǈǆǃå ǉîùùùǋåïùùùǈǃå åîùùùǋ ÿùùùƵ ĄƓùùùùƮāƮƤ úïƓùùùƮǆǃå ßǚùùùǆƵā ĄƓùùùǆāǆƵ íèƓǆíùùùùƤǃå ÿùùùǆ ÷ā 
), 2012Hanzaee( Ü ǑùùùƽƼǂơƙ Ǒùùùƙǃå ýùùùǆƶǃå ƗùùùƑǒƕ ýùùùöýùùùǒǆƶǃå ǏùùùǄƵ öƓùùùƽơǃåā ƗùùùƪƼƓǈǆǃå Ɠùùùǌǆ ĊÿƎùùùƼ Ü èƓùùùƪïƓǆǆ ƴùùùǒǆƞ 

Ƶåāǈá úǚƙùùƤå ǏùùǄƵ èƓùùǆöǈǆǃåƓùùǌ ƙ ƓǌƙƓõƓùùƬǈāùùƮ ð æùùǃƓƿ ǑùùƼ ŋæùùǒƓí Ăāƙùùƪǆ ƴùùƼïā ýùùǒǆƶǃå Ɠùùưï Ɨùùƞïí ç ǊùùƑǙāƓùùǌǃ éùùǒơ Ü
 ƠƕƮáǃåå üǄǆ āǋ ýǒǆƶ ǊùƑǙāā ǉƓùưï ǏǄƵ îåāơƙƪǙåā ûāƪǃǃå þùöƶǆǃ ñǒƑïùǃå ñƞƓùǌǃå ýĊǂùƬ ýùö ǑùƼ ĄƗùĊƮƓƤ èƓùǆöǈǆ

 ƓǋíǌùùùƬǈ Ǒùùùƙǃå çïùùùǒƕǂǃå ƗùùùĊǒƞāǃāǈǂƙǃå èåïùùùǒƺƙǆǃåǚùùùǆƶǃå èƓùùùƕƹïā ûåāîá ïùùùǒƺƙ Ǐùùùǃã èĊíá Ǒùùùƙǃåāçïùùùǒƕǂ ĆçïāùùùƮƕ ß  ÜƗƵïƓùùùƪƙǆā
ùùƶĈǒāúï å Ɠùùưï" :ǊùùĊǈá ýùùǒǆƶǃ ƗƕƓƞƙùùƪå ƗùùǂïíǆǄǃ ýùùǒǆƶǃå ýùùƕƿ ÿùùǆùùǈǆƗùùƞƙƓǈ ƗùùǆíƤǃå āá Ɲƙ  Ɨùùǀǒǀơǃå Ɨùùƶƽǈǆǃå ÿǒùùƕ þǒùùǒǀƙ ÿùùƵ

 ƗǆǄƙùƪǆǃåƗùƶƿāƙǆǃå Ɨùƶƽǈǆǃåā" )Krüger, 2016( Ɨùǒõƺƙ Ǐùǃã ßǚùǆƶǃå Ɠùưïǃ úǒïƓùƶƙǃå þùöƶǆ Ǌùƞƙƙā Ü ǑǂāǄùƪǃå æùǈƓƞǃå
Ɠƞƙ ýǒǆƶǃå ýƶƼ íï éǒơ ÿǆǃå āá Ɲƙǈǆǃå ǉƤƓƕƬã Ɨƞïíǃ ƗǆíǌƵǊƙƓƕƹïā ǊƙƓƶǄõƙǃ ƗĊǒƕǄǆ èßƓƞ Ɠǌǈāǂā ǊƙƓƞƓơǃ Ɠ. 

ǈƕ ĄßƓ  ćþĊíǀƙ Ɠǆ ǏǄƵ Ǐùǃã éùơƕǃå åîùǋ ǑùƼ Ǐƶƪǒ éơƓƕǃå ĊÿƎƼ Üðùǒǂïƙǃå Ɨùƶǒƕõ Ơǒùưāƙ ǏùǄƵ ÿǒùƕ Ɨùƿǚƶǃå  ƴƼíùǃå ýƑƓùƪā
ßǚǆƶǃå Ɠưïā ǑǈāïƙǂǃǙåǆǃ Ɠǆǃ üǃîā Ü ÿùǆ éơƓƕǃå ǊƪƓƶǃå ûåāùƪǕå ǑùƼ èåïùǒƺƙǆǃå ǉîùǋ Ǌùǒíâƙ ăîùǃå ăāùǒơǃå ïāíùǃå Ɨùǒǆǃ

ǆƵ Ċǒïāƪǃå ûāƪǃå ǑƼ Ɠǋïāí ǏǄƵ úāƿāǃå ƗǃāƓơǆā ĄƓǆā.ĄƓƮāƮƤ Ɨ     

ς.ϜϹкϒР :ϣЂϜϼϹЮϜ 

 Ċíùùƶƙ ǉîùùǋ ùùƮā Ǐùùǃã Ɨùùƪåïíǃå ǉîùùǋ úíùùǌƙ éùùǒơ ǑƽùùƮāǃå úíùùǌǃå èåî èƓùùƪåïíǃå ÿùùǆ Ɨùùƪåïíǃå ƴƼíùùǃå ýƑƓùùƪā ûùùǒƕõƙ ƴùùƿåā ú
 ǑùǈāïƙǂǃǙåƗùǂïƕǃå üùùǈƕ ǑùƼ-ǒïāùùƪƓã ĄƗƼƓùưã Üǃå Ɠùưï èƓǒāƙùùƪǆ úùƮā ǏùùǄƵ ðùǒǂïƙǃå Ǐùùǃƕǃå üùùǈƕ ǑùƼ ßǚùùǆƶ ï ĄçāǚùùƵā .Ɨùǂ

 ǑùùǌƼ üùùǃî ǏùùǄƵ èƓùùƪåïíǃå ÿùùǆ íùùƶƙƕùùƪǃå úíùùǌǃå åîơ Ǒƕùùǒã Ǐƶùùƪƙ ƓùùǌĊǈá éùùǃǏ ǉƓùùƞƙå íùùǒíơƙ  Ɨùùƞïíā ƴƼíùùǃå ýƑƓùùƪā ïǒƛƋùùƙ
.ßǚǆƶǃå Ɠưï ǑƼ ǑǈāïƙǂǃǙå 

ƓƕāƓƙǃƪåïíǄǃ ñǒƑïǃå úíǌǃå ƗƹƓǒƮ ÿǂǆǒ Ǒǃ:ǑǄǒ Ɠǆ ûƼā Ɨ 
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 îƗǀǁǗä Ʋƺìǁä üƏƑƨĀ îǐƙƉƗ ƕƜîìĀ ǇƑƜƗä ǍǂƳ ùîƴƗǁäÞǘǄƳ ƑƮî Ǐƺ ǏǆĀ ƕǀîƓǁä ûǆƓ-ƨǐîĀƑ. 

ñǒƑïǃå úíǌǃå ÿǆ ÷ïƽƙǒā  úåíǋǕå ïƽǃå ƗǒƵ:ƗǒǃƓƙǃå 
1. çíƓƵãåƤïƓƕƙ ƞ ĆƗƑǒƕ ǑƼ ßǚǆƶǃå Ɠưïā ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā ÿǒƕ ïƛǕå ƗƶǒƕõƗǂïƕǃå üǈƕ Ǒǋ çíǒí-ǒïāƪƓ. 
2.ƗƼïƶǆ Ɠƞƙå ïíā ǉýƑƓƪā ïǒƛƋƙ Ɨƞ ǑǈāïƙǂǃǙå ƴƼíǃå ) Ɨƙùƪǃå ƓǋíƓƶƕƋƕåā Ɨǒïùƪǃåíùǆǃå ÿùǆǕƿ ÿùǆ üïùƕýùǒǆƶǃå ý Üǃå ïùƪ ƗƵ

èǚǆƓùùƶǆǃå ðƓùƞǈã ǑùƼ Ü āǌùƪ ƗǃùùǆƓƶƙǃåùƪā ý íåíǚǆƓùùƶǆǃåè ÜǚǆǃåßƗùǆ ýāùùƕǀǃåā Üßǚùǆƶǃå Ɨùùǒāǋ ÿùƵ úùùƬǂǃå þíùƵ Ü Ɨùùǈāïǆ
ßåíǕå( ǑƼ ßǚǆƵ Ɠưï ƕüǈ Ɨǂïƕǃå-ǒïāƪƓ. 
¶ƙ Ɨƞïíā ǉƓƞƙå ƗƼïƶǆ ïǒƛƋýǒǆƶǃå ýƕƿ ÿǆ üïíǆǃå ÿǆǕåā Ɨǒïƪǃå ǂïƕǃå üǈƕ ßǚǆƵ Ɠưï ǑƼƗ-ǒïāƪƓ. 
¶å ƗƼïƶǆƙƞïíā ǉƓƞƋƙ Ɨ ïǒƛǚǆƓƶǆǃå ðƓƞǈã ǑƼ ƗƵïƪǃå è Ɠưï ǑƼǚǆƵǈƕ ßƗǂïƕǃå ü-ǒïāƪƓ. 
¶ ïǒƛƋƙ Ɨƞïíā ǉƓƞƙå ƗƼïƶǆèǚǆƓƶǆǃå íåíƪā ýǆƓƶƙǃå Ɨǃāǌƪ ƕ ßǚǆƵ Ɠưï ǑƼƗǂïƕǃå üǈ-ǒïāƪƓ. 
¶ƙ Ɨƞïíā ǉƓƞƙå ƗƼïƶǆ ïǒƛƋýāƕǀǃåā Ɨǆßǚǆǃå Ɨǂïƕǃå üǈƕ ßǚǆƵ Ɠưï ǑƼ-ǒïāƪƓ. 
¶ƞƙå ƗƼïƶǆ Ɨƞïíā ǉƓ ïǒƛƋƙƵí þǋ ÿƵ úƬǂǃåǚǆƶǃå Ɨǒāß üǈƕ ßǚǆƵ Ɠưï ǑƼ Ɨǂïƕǃå-ǒïāƪƓ. 
¶ƶǆƼïƗƞïíā ǉƓƞƙå Ɨ  ïǒƛƋƙßåíǕå Ɨǈāïǆ Ɨǂïƕǃå üǈƕ ßǚǆƵ Ɠưï ǑƼ-ǒïāƪƓ. 

3. ā íƓƶƕá ǏǄƵ úïƶƙǃå ïƙǂǃǙå ƴƼíǃå ýƑƓƪ ĄåïǒƛƋƙ ïƛǂǕå Ǒǈā .ßǚǆƶǃå Ɠưï ǑƼ 
4.ƴƼíǃå ýƑƓƪā íƓƶƕá ïǒƛƋƙ ǑƼ ûāïƼ íāƞā Ăíǆ ÿƓǒƕ  ï ǑƼ ǑǈāïƙǂǃǙåư.ßǚǆƶǃå Ɠ 
5.ƕùùǒƙùùƤå Ăíùùǆ ÿƓå ýƑƓùùƪā íƓùùƶƕá úǚ āïƙǂǃǙå ƴƼíùùǃùùƕ Ǒùùǈåïùùǒƺƙǆǃå úǚƙƤƓè  Üïùùǆƶǃå Üñǈùùƞǃå) ƗùùƪåïíǄǃ ƗùùǒƼåïƹāǆǒíǃå

ƞǙå ƗǃƓơǃåƶƙǃå Ăāƙƪǆǃå ÜƗǒƵƓǆƙ.(ǑǆǒǄ 
6.ƕ ßǚǆƶǃå Ɠưï úǚƙƤå Ăíǆ ÿƓǒƕƗǒƼåïƹāǆǒíǃå èåïǒƺƙǆǃå úǚƙƤƓ Ǚå ƗùǃƓơǃå Üïùǆƶǃå Üñǈùƞǃå) ƗùƪåïíǄǃ ÜƗùǒƵƓǆƙƞ

 āƙƪǆǃåĂ .(ǑǆǒǄƶƙǃå 

σ.кϒϣуг :ϣЂϜϼϹЮϜ 

 þǄǀƗà ƕǐǄǉǁä îìä ƕƨǓä :þǐǆƙä þǐƓǆƑƜ Ǐƺǉ ĉǐǂǄƴǁä ƕǐǄǉǗäĀ ƕĉǐǄǂƴǁä ƕǐǄƕ 
:ƕĉǐǄǂƴǁä ƕĉǐǄǉǓä 

-ǚǆƶǃå Ɠưï ǑƼ ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā ïƛá Ɨƪåïíǃå ǉîǋ èǃāƓǈƙß Ü íùƿā íùǆƙƵå éùơƓƕǃå êîāùǆǈ)Tella, 2015( 
ǀǃ ā ñƓǒǂǃǙå ƴƼíǃå ýƑƓƪǑǈāïƙðǒǆǒ Ɠǆā Ü éơƕ ÿƵ Ɠǈƛơƕ Tella  úǚƙƤåƕ ĉƗƑǒ .ƗƪåïĊíǃå 
- Ɨƪåïíǃå ǉîǋ íƶƙǒïāùƪ ǑùƼ ƓùǌƵāǈ ÿùǆ ǏùǃāǕåƓ ùǋ íåíùƵã ƣǒïƓùƙǃ éùơƓƕǃå íùƞǒ þùǃ éùǒơ ƗùǄƛƓǆǆ Ɨùƪåïí Ɨùǒá Ɨùƪåïíǃå ǉî

ǒïāƪ ǑƼƓ. 
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- èíĊǒá ƝƑƓƙǈƗƪåïíǃå ǉîǋ  āùǂǃùƑðƞ ýǂùƬƕ ÿǑ  Ąǚùǂ  Ɨùƪåïí) ÿùǆ)Gupta, 2017) Ü(Firdous, 2017() ÜƓùƕǃå ÜǑǋ
2016( Ü)Sarota, 2009((. 
ǁä ƕĉǐǄǉǓäƕĉǐǂǄƴ ƾǐƓôƗǁäƕĉǐ  : 
-ǒ Ɨùùƪåïíǃå ǉîùùǋ ƝƑƓùùƙǈ Ċÿá ýāùùǀǃå ÿùùǂǆơƙ ǑùùƼ þǋƓùùƪƙƪ ǑùùƼ ǑùùǈāïƙǂǃǙå ƴƼíùùǃå ýƑƓùùƪā ûùùǒƕõƙ ƴùùƿåā ÿǒùùƪƕùùǂïƕǃå üùùǈƗ 

 ïāùùƪā ÜĄƓùùƮāƮƤƓǒ  ĄƓùùǆāǆƵ ÿùùǆ Üíơƙ ýǚùùƤǂǕ Ɠǋíùùǒ ǑùùƼ ĈåïǒƛƋùùƙ íƓùùƶƕǕå ïùùƛ ýùùǆƓƶƙǃå Ɨǃāǌùùƪ āùùǋā ßǚùùǆƶǃå Ɠùùưï
ƪāåíèǚǆƓƶǆǃå í Ü Ċýíǒ Ɠǆǆ  Ċÿå ǏǄƵ éơƕǒ ýǒǆƶǃå  ƗǆƑåí ĆçïāƮƕ ßåíá Ɨǃāǌƪ ÿƵ ǊƙƓǆåðƙǃåƗǒǃƓǆǃå.   
-ǃ ýǒǆƶǃå ýƕǀƙ Ɨƞïí ǏǄƵ Ɨƪåïíǃå ǉîǋ ðǂïƙƪā èƓǆíƤƙǂǃǙå ƴƼíǃå ýƑƓ.Ɠǌƕ Ɨõƕƙïǆǃå ýǆåāƶǃå þǋáā ÜǑǈāï 
-îùùǋ èðùùǂïåïíǃå ǉǃå ïùùƛǂá ÿùùǆ Ćíùùơåā ǏùùǄƵ Ɨùùƪơ èƓƵāùùưāǆ ĈƗùùĊǒǄǆƵā ƗùùĊǒāǒå ýƑƓùùƪā)å ƴƼíùùǃǑùùǈāïƙǂǃǙ ïāùùƪā Ü(ǒƓ  ÿǓå

 ƓùùǌƙåāõƤ āùõƤƙ āïùƬǆ ǑùùƼ ǏùǃāǕåǃǙå èƓǆíùùƤǃå ÷ Ɠùùǆǆ ƗùǒǈāïƙǂƠǈùǆǒ  Ɨùƪåïíǃå ǉîùùǋ ƗùùĊǒǆǋá ćƗùǌƞ ùùƶƞïǆ ƓùùǋïƓƕƙƵå ĄƓ 
ǑǈāïƙǂǃǙå ƴƼíǃå èƓǆíƤ ûǒƕõƙ ƴƿåā ñǂƶǒ. 

τ.в ϣЯЫЇϣЂϜϼϹЮϜ: 

Ǐƶùùƪǒ ǃå åîùùǋǏùùǃã éùùơƕ  ǏùùǄƵ úāùùƿāǃåƗùùƶǒƕõ ýƑƓùùƪā ÿǒùùƕ ƗùùƼǚƶǃå Ǚå ƴƼíùùǃåǃßǚùùǆƶǃå Ɠùùưïā Ǒùùǈāïƙǂ  ÿǆùùư üùùǃîā ĆƗùùƑǒƕ
ǋ çíǒíƞƗĊǒïāƪǃå ƗƑǒƕǃå Ǒðǂïǒā . å þöƶǆ ßƓùǆǄƶǃåā ÿǒƛơƓùƕǃ Ċÿá ǃå æùǈƓƞǃå ǏùǄƵ ǏùǃāǕå ƗùƞïíǃƓƕ ǏùǈƕĈǒ Ɠùưïǃå íïùƽǄǃ ǑǂāǄùƪ

æùǈƓƞǃå ǏùǄƵ Ǌùǈǆ ïùƛǂá ÜïƵƓƬǆǃåā úõåāƶǃå ǏǄƵ ĄƗƿí ïƛǂá ýǂƬƕā ǑƵāùưāǆǃå ǑùǄǀƶǃå ǊùǒǄƵā Ü Ăïùǒùǂƕǃå) Üăï2016( 
 Ċÿáåùùǋ Ɠùưïǃ ƗǃƋùƪǆ āùùƪǈƓùǌǆǂơǒ íåïùùƼǕå ÿǒùƕ Ɨǒƕ íƓùƶƕǕåā æùùǈåāƞǃå ÿùǆ ïùùǒƕǂ ííùùƵ ǆǃåǒƓƕƙǃå ýùùö ǑùƼā Ɠùùǈǋ ÿùǆā ÜƗùùǈ ûāùùƪ

èƓǆöǈǆǃå íƞƙ ǑƪƼƓǈƙǃå  ûāùƪǃå üùǄǆ āùǋ ýùǒǆƶǃƓƼ Üþǌǒíùǃ Ɠùưïǃå Ɨùƞïí çíƓùǒðā ƓùǌƑǚǆƵ ǏùǄƵ öƓùƽơǃå ǑùƼ çïùǒƕǂ èƓǒíùơƙ
á ƓùǆǂÿǒƛơƓùƕǃå þùöƶǆ ƴùǆƞ )Sinha et al., 2016Ü( ùöǈ üùǃîā ï ĄåæƓƕùƪá çĊíùƶǃ ÜƼ ÜèƓùǆöǈǆǃå íāùƞā ñƓùƪá āùǋ ýùǒǆƶǃƓ
 āāǋ ăïƓƞƙ ýǆƵ ăá ûāƪ ǚǆƵǊƑÜ  ā íùƞāƙ Ǚ ßǚùǆƵ ÿāíùƕýƓùǆƵá Ċíùƶǒ ƗùǒǈƓƛ ĆƗùǌƞ ÿùǆ Ü ÿǆùưǒ ăîùǃå ñƓùƪǕå ýùǒǆƶǃå

Ɠǋíāƞāā èƓǆöǈǆǃå ýǆƵ ƗĊǒïåïǆƙƪå üǃîǃ ÜǈǕåā èƓǒǄǆƶǃå ƗƼƓǂ Ǐƶƪƙǆöǈǆǃå Ɠǌƕ þāǀƙ Ǒƙǃå ƗõƬæùƪǂ Ǐǃã Ɨ  ÿùǆ íùǒðǆǃå
ƶǃåùùǆ ƴùùǆ ßǚ öƓùùƽơǃåǑùùƼ å Ǌùùƪƽǈ èùùƿāǃÿǒǒǃƓùùơǃå ßǚùùǆƶǃå ǏùùǄƵùùƪǒ ýùùǒǆƶǃå Ċÿá éùùǒơ Ü þǋƓýǂùùƬƕ ùùǈƕ ǑùùƼ ñǒùùƑï çïāùùƮǃå ßƓ
 ïƓƤǃå ĊÿƋùùƕ ýùùǒǆƶǃƓƕ þƓùùǆƙǋǙå åîùùǋ èƓùùǆöǈǆǃå þƞïùùƙƙā ÜƗĊǒƿāùùƪǃå ƓǌƙùùƮơ ā Ɠǌƙƶǆùùƪ ÿǒùùƪơƙā ƗùùǆöǈǆǄǃ Ɨùùǒƞ èƓùùǒǄǆƵ ƗùùƼƓǂ

ơƙā ïǒāõƙèƓƞƙǈǆǃå ÿǒƪ þƙƙ ƓƶǄõƙā èƓƕƹï ûƼā íƶƕ ßǚǆƶǃå èåþǌƑåïà ÷ǚõƙƪ. 

 āƕ ĄƓƽǈà ǉïǂî ćþĊíǀƙ Ɠǆ ǏǄƵ ĄßƓǈƠùưƙƙ  èƟƓǁä ƕǂǀƪǄþǄ øǐǄǉàƕ  ìøǐìƟƗîǐƙƉøƗ ƕøƴǐƓô  ǏøǆĀîƗǀǁǗä Ʋƺìøǁä üƏƑøƨĀ Ǐøƺ ƑøƮî
ÞǘǄƴǁä éǒơ ÿǆ ĄƓǈǒƓƕƙ ƗǀƕƓƪǃå èƓǒƕíǖǃ Ǌƙƶƞåïǆ ýǚƤ ÿǆ éơƓƕǃå ñǆǃ éǒơ ÜƗƶǒƕõ ƛƋƙǃå åîǋïǒ íāùƶǒ ÿǒƓùƕƙǃå åîùǋā Ü

ƪƓƪá ĆçïāƮƕ úǚƙƤå Ǐǃã ƗǒåƓƶƕǕåā êîƓǆǈǃí ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā ñƓǒǀǃ éơƓƕ ýǂ ƓǋíǆƙƵå ǑƙǃåÜ   



14 
 

åƙùùƪƓǈþĊíùùǀƙ Ɠùùǆ Ǐùùǃã Ąåí ǉǚùùƵá Ü ûƕùùƪ Ɠùùǆǃ ƗùùǄǆǂǆ Ɨùùƪåïíǃå ǉîùùǋ èßƓùùƞ íùùǀƼ èƓùùƪåïí ÿùùǆǃ ƴùùƿåā ýùùǒǄơƙ ûùùǒƕõƙýƑƓùùƪā  ƴƼíùùǃå
 ā ǑùùǈāïƙǂǃǙåÿƓùùǒƕ Ɨùùƶǒƕõ Ɠùùǋïƛá ùùǋíƓƶƕƋƕǃå Ɠ Ɨƙùùƪ)ƕǐîøøƨǁä øøǄǓäĀ þ þøøǄ ûîìøøǄǁäüøøǐǄƴǁä üøøƓƽ ÛçǘǄƑøøƴǄǁä ïƑøøƜǆâ Ǐøøƺ ƕƳîøøƨǁä Û
 üǄƑƴƗǁä ƕǁĀǊƨǘǄƑƴǄǁä ìäìƨĀç ÛüĀƓƾǁäĀ ƕǄÞǘǄǁä ÛÞǘøǄƴǁä ƕǐĀǉ þƳ ùƪǀǁä ýìƳ ÛÞäìǓä ƕøǆĀîǄ( ßǚùǆƶǃå Ɠùưï ǑùƼ  ǑùƼ
ăïāƪǃå ƴǆƙƞǆǃå  ĄƓǆāǆƵǏǄƵ ĄƓƮāƮƤ ðǒǂïƙǃå ƴǆ Ü Ɨǂïƕǃå üǈƕ ƗǃƓơ Ɨƪåïí-ƪ āƓǒï. 

ùùǆǂ ƓƤƙùùǄƙ úùùǋïǒƹ ÿùùƵƓ ǃå ÿùùǆƓùùƪǃå èƓùùƪåïí éùùǒơ ÿùùǆ Ɨǀƕăïāùùƪǃå ƴùùǆƙƞǆǃå ǏùùǄƵ ßāùùưǃå õǒǄùùƪƙÜ íùùƞǒ þùùǃ éùùǒơ  éùùơƓƕǃå
Ɠƙǃ Ɨƪåïíǃå ǉîǋ íåíƵã ƣǒï ïƛá ýāơ Ɨƪåïí ƗǒáýƑƓƪā ßǚùǆƶǃå Ɠùưï ǑùƼ ǑùǈāïƙǂǃǙå ƴƼíùǃå ùƼ Ǒ Ǒƶùƪ Ǐùǃã ĄƗƼƓùưã ÜƓǒïāùƪ

 ÿǒƕ çāƞƽǃå þíïǃ Ɨƪåïíǃå ǉîǋ ýǚƤ ÿǆ éơƓƕǃåƿåāǃåƴ ǄƶƽǃåǑ  āǃååā ƴƿ āƬǈǆǃåí. 
 āǄǆƵ ííƵ ƸǄƕ íƿǒƓå ƴƼí è Ĉá Ǒùƙǃå ïǒƙåāùƽǃǈùƞ ĄƓùǒǈāïƙǂǃã èð/63,048/ ùĊǒǄǆƵ ǑùƼ èƓǆíùƤǃå ǉîùǋ ûǚùõã îùǈǆ Ɨ14 ǒǈ ÿƓùƪ

2020  ƗùùǒƓƺǃā8  ÿåïùùǒðơ2020 ā Ü èðāƓùùƞƙ ƗùùǒǃƓǆƞã Ɨùùǆǒǀƕ3,5 ïùùƕƵ üùùǃîā Ɨǒïāùùƪ çïùùǒǃ ïƓùùǒǄǆ Ɨùùǂïƕǃå üùùǈƕ  āüùùǈƕ  āùùǆǒƕ
Ǒùùùùƪǈïƽǃå ăíāƶùùùùƪǃåǃå çïåðā" èƓǆíùùùùƤǃ Ü"ýùùùùǀǈ  ðāƙǃ ƗùùùùǆƓƶǃå Ɨùùùùƪƪâǆǃå"āǌǂǃå ƴùùùùǒ ïǆíƕ ßƓùùùùƕǃå"ā "Ɠùùùùǌƽǒïā ûùùùùƬùùùùƬ ï Ɨǒïāùùùùƪǃå Ɨǂ

èǙƓùùƮƙǚǃ". å ÿùùǆā ïāïùùưǃíùùǃ ÿõåāùùǆǄǃ ǑƼïùùƮǆ æƓùùƪơ íāùùƞā ă íùùơá Ăüāùùǈƕǃå  ÜǑùùǈāïƙǂǃǗå ƴƼíùùǃå Ɨùùǆāöǈǆƕ Ɨùùõƕƙïǆǃå
 ā āǆǒƕ)íǃå ÿǆ çíƓƽƙƪǚǃ Ü(ƗǂïƕǃåǑǈāïƙǂǃǗå ƴƼ1. 

-ƪâǆ ÿǒƕ èƓǒǄǆƶǃå ÷ðāƙ ǑǃƓƙǃå ýāíƞǃå ïǌöǒā èƓƪƼíǃå ƗǆíƤ ǑƼ ƗǂïƙƬǆǃå Ɨǃāíǃåƴ ƙǂǃǙåǑǈāï2: 
) þƿï ýāíƞǃå1( 

Ƽíǃå èƓǆíƤ èƓǒǄǆƵ ÷ðāƙ ƴǙåǑǈāïƙǂǃ 

ƕƨƨáǄǁä ǄƜçƑǐǂǄƴǁä öĀǄ 
 çǗƑƬƗǘǁ ƕǐîĀƨǁä ƕǀîƪǁä 5,459  ƗǒǄǆƵ 

ì ÞƑƓîǊǀ ƕǀîƪƑǊƻǐîĀ úƪǄ 1,997  ƗǒǄǆƵ 
üƾǆǁä çƑǐîǐìǄ 55,592 ƗǒǄǆƵ 

 

 

                                                           
 

1
ЮϜ :рϸϝЋϧЦъϜ ϣЯϯгЮ сжмϽϧЫЮъϜ ЙЦнгhttps://aliqtisadi.com/ 

2
ЮϜ ЭϡЦ ев ЬмϹϯЮϜ ϸϜϹКϖ бϦ иϽЪϺ ХϠϝЃЮϜ ЙϮϽгЮϜϜнЮϜ ϤϝжϝуϡЮϜ НтϽУϦ бϪм ϩϲϝϡϸϝЋϧЦъϜ ϣЯϯв ЙЦнв сТ Ϣϸϼр. 

https://aliqtisadi.com/1750855-%D8%A7%D9%84%D9%81%D9%88%D8%A7%D8%AA%D9%8A%D8%B1-%D8%A7%D9%84%D9%85%D8%B3%D8%AF%D8%AF%D8%A9-%D8%A5%D9%84%D9%83%D8%AA%D8%B1%D9%88%D9%86%D9%8A%D8%A7%D9%8B/
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υ. ϤъϔϝЃϦ:ϣЂϜϼϹЮϜ 

ã ĄåíƓǈƙƪåƶǃå ǏǃûƕƓƪǃå ôï ã Ɨƪåïíǃå ǉîǋ Ǐƶƪƙǃýåâƪǃå ǏǄƵ ƗƕƓƞǗå Ǐ :ǑǃƓƙǃå ñǒƑïǃå 

 ƑǄƕƜîìĀ ǇƑƜƗä Āǉ ƙƉƗ îǐüƏƑƨĀ äǁƺ ǏǆĀîƗǀǁǗä ƲƺìǐîĀƨ ƕǀîƓǁä ûǆƓ ÞǘǄƳ ƑƮî ǏƑÝ 

 ÷ïƽƙǒāÿƵ Ƒïǃå ýåâƪǃåå ƗǄƑƪǕå ñǒ:ƗǒǃƓƙǃå ƗǒƵïƽǃ 

¶ Ɠǆ Ɨƞïíā ǉƓƞƙå āǋ ïǒƛƋƙýƑƓƪā ǑǈāïƙǂǃǙå ƴƼíǃå ) ƓǋíƓƶƕƋƕåǃ Ɨǒïƪ ÿǆǕåāÿǆ üïíǆǃå ýǒǆƶǃå ýƕƿ Ü ǑƼ ƗƵïƪǃå
èǚǆƓƶǆǃå ðƓƞǈã Ü ýǆƓƶƙǃå ƗǃāǌƪåíƪāèǚǆƓƶǆǃå í Üǃåǆǚýāƕǀǃåā Ɨǆß ÜƬǂǃå þíƵǒāǋ ÿƵ úßǚǆƶǃå Ɨ Ü Ɨǈāïǆ

ßåíǕå (ßǚǆƵ Ɠưï ǑƼ  Ɨǂïƕǃå üǈƕÞƗǒïāƪ 
- Ɠǆ Ɨƞïíā ǉƓƞƙå āǋïǒƛƋƙ ýǒǆƶǃå ýƕƿ ÿǆ üïíǆǃå ÿǆǕåā Ɨǒïƪǃå  ßǚǆƵ Ɠưï ǑƼƕǈƕǃå ü ïāƪ ƗǂïǒƓÞ 
- Ɠǆāǋ ƞƙå Ɨƞïíā ǉƓïǒƛƋƙ èǚǆƓƶǆǃå ðƓƞǈã ǑƼ ƗƵïƪǃå ǆƵ Ɠưï ǑƼ ßǚǒïāƪ Ɨǂïƕǃå üǈƕƓÞ 
- Ɠǆ Ɨƞïíā ǉƓƞƙå āǋƛƋƙïǒ  íåíƪā ýǆƓƶƙǃå ƗǃāǌƪèǚǆƓƶǆǃå ßǚǆƵ Ɠưï ǑƼ ǒïāƪ Ɨǂïƕǃå üǈƕƓÞ 
- Ɠǆ Ɨƞïíā ǉƓƞƙå āǋïǒƛƋƙ ýāƕǀǃåā Ɨǆßǚǆǃå  ßǚǆƵ Ɠưï ǑƼǒïāƪ Ɨǂïƕǃå üǈƕƓÞ 
-ǆƓ å āǋǉƓƞƙ  ƗƞïíāïǒƛƋƙ ÿƵ úƬǂǃå þíƵ ǚǆƶǃå Ɨǒāǋß  ßǚǆƵ Ɠưï ǑƼ ïāƪ Ɨǂïƕǃå üǈƕǒƓÞ 
- Ɠǆ ïíā ǉƓƞƙå āǋƞƗ ïǒƛƋƙ ßåíǕå Ɨǈāïǆ ǑƼ ưï ßǚǆƵ Ɠǒïāƪ Ɨǂïƕǃå üǈƕƓÞ 

¶ íƓƶƕá Ǒǋ ƓǆýƑƓƪā  āïƙǂǃǙå ƴƼíǃåÞßǚǆƶǃå Ɠưï ǑƼ ĄåïǒƛƋƙ ïƛǂǕå Ǒǈ 
¶ íƓƶƕá úǄƙƤƙ ýǋ ƗǒǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪāƤƓùƕǚƙå ú èåïùǒƺƙǆǃƹāǆǒíǃå ïÜñǈùƞǃå) ƗùǒƼå Ɠơǃå ÜïùǆƶǃåƗùǃ  ÜƗùǒƵƓǆƙƞǙå

ǒǄƶƙǃå ĂāƙƪǆǃåÞ(Ǒǆ 
¶å Ɠùùùưï úùùùùǄƙƤǒ ýùùùǋǃƶúǚƙƤƓùùùƕ ßǚùùùùǆ èåïùùùùǒƺƙǆǃå åïƹāǆǒíǃå ƗùùùǒƼùùùǒƵƓǆƙƞǙå ƗùùùùǃƓơǃå Üïùùùǆƶǃå Üñǈùùùùƞǃå) Ăāƙùùùùƪǆǃå ÜƗ

Þ(ǑǆǒǄƶƙǃå 
¶å ƗùǃƓơǃå Üïùǆƶǃå Üñǈùƞǃå) ƗùǒƼåïƹāǆǒíǃå èåïùǒƺƙǆǃå ïǒƛƋùƙ Ɨùƞïíā ǉƓƞƙå āǋ ƓǆƓǆƙƞǙƙǃå Ăāƙùƪǆǃå ÜƗùǒƵƶ ǏùǄƵ (ǑùǆǒǄ

ǚƵ ƗƿýƑƓƪā Þßǚǆƶǃå Ɠưïƕ ǑǈāïƙǂǃǙå ƴƼíǃå 

φ.:ϣЂϜϼϹЮϜ ϤϝуЎϽТ 

ƶƞåïǆ ǏǄƵ ĄßƓǈƕå èƓƪåïíǃå ƗƓƪǃ Ǒƙǃåā ƗǀƕƓǌǆöƶǆ èïƓƬá  ïƛá íāƞā ǏǃãƓùƞǒãǃ ǑƕùƤ ûùǒƕõƙǃǙå ƴƼíùǃå èƓǆíǂƙ ǑùƼ Ǒùǈāï
ßǚùùǆƶǃå ƓùùưïÜ  ýùùƛǆùùƪåïí) èƓGupta & Yadav, 2017) Ü( ÜǑǋƓùùƕǃå2016) Ü(Abdulmumin, 2015 Ü(

)Roozbahani et al., 2015( Ü Ǐùǃã ĄåíƓǈƙùƪåāƝǌǈùǆǃå ǑƞƓƙǈƙùƪǙå )Deductive Approach( åāîùǃǏùǃã ïǒùƬǒ ă 
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 íƓùùǆƙƵǙå ǑùùƼ ïùùǂƽǃå ïƓùùõǗåă íǄǃ ǑùùƼïƶǆǃåāƗùùƪåï ùùǈƕā ïƽǃå ßƓèƓǒùùư )Conceptual Framework(  èƓùùƪåïíǃå ǏùùǄƵ
ƗǀƕƓƪǃå )Blackstone, 2012(ƙƵǙå Ċþƙ ǊǈƎƼ Ü āǄƪá ǏǄƵ íƓǆíƕǃå Ɨǒưïƽǃå æ.èƓǒưïƽǃå ƗƹƓǒƮ ǑƼ ƗǄǒ 

:éơƕǃå èƓǒưïƼ ǑƙƋǒ ƓǆǒƼ 
ƨǐƏîǁä ƕǐƮîƻǁä:ǍǁĀǓä ƕ 

H1: à ìƜĀǐƑƜǐâ îƙ ǏƓ ĀǁƑøƨüƏ ƉƓ ǏøǆĀîƗǀǁǗä ƲƺìøǁäƓ) ƑøǉìƑƴǓäĀ ƕǐîøƨǁäûîìøǄǁä þøǄ üøǐǄƴǁä üøƓƽ þøǄ Û ïƑøƜǆâ Ǐøƺ ƕƳîøƨǁä
çǘǄƑƴǄǁä ÛüǄƑƴƗǁä ƕǁĀǊƨ ǄƑøƴǄǁä ìäìƨĀçǘ ÛäĀ ƕøǄÞǘǄǁäüĀøƓƾǁ Ûä ýìøƳ ùøƪǀǁ ƕøǐĀǉ þøƳÞǘøǄƴǁä ÛÞäìǓä ƕøǆĀîǄ(  ƑøƮî Ǐøƺ

ƕǀîƓǁä ûǆƓ ÞǘǄƳ-ǐîĀƨƑ. 
 Ɨǒưïƽǃå ǉîǋ ÿƵ ÷ïƽƙǒāèƪ  ïƼ:èƓǒư 

H1-1 :ǒ ā ǑƕƓƞǒã ïƛá íƞǃ ā ƗǒïƪǄåǆǃå ÿǆǕƕƿ ÿǆ üïíýǒǆƶǃå ý Ɨǂïƕǃå üǈƕ ßǚǆƵ Ɠưï ǑƼ-ǒïāƪƓ. 
H1-2 :ǑƕƓƞǒã ïƛá íƞāǒ ǃ ïƪǄ ƗƵå ðƓƞǈã ǑƼèǚǆƓƶǆǃ Ƶ Ɠưï ǑƼ üǈƕ ßǚǆǃåƗǂïƕ-ǒïāƪƓ. 
H1-3 : āǒíƞ  ǑƕƓƞǒã ïƛáǃƪƗǃāǌ èǚǆƓƶǆǃå íåíƪā ýǆƓƶƙǃå Ɨǂïƕǃå üǈƕ ßǚǆƵ Ɠưï ǑƼ-ǒïāƪƓ. 
H1-4 :á íƞāǒƞǒã ïƛǑƕƓ Ǆǃǀǃåā Ɨǆßǚǆƕýā ƕ ßǚǆƵ Ɠưï ǑƼƗǂïƕǃå üǈ-ǒïāƪƓ. 
H1-5 : ǑƕƓƞǒã ïƛá íƞāǒíƶǃßǚǆƶǃå Ɨǒāǋ ÿƵ úƬǂǃå þ  ßǚǆƵ Ɠưï ǑƼƗǂïƕǃå üǈƕ- āƪǒïƓ. 
H1-6 :íƞāǒ ïƛá  ǑƕƓƞǒãǃǆ ïå ƗǈāßåíǕ ǆƵ Ɠưï ǑƼǚå üǈƕ ßƗǂïƕǃ-ǒïāƪƓ. 

äƨǐƏîǁä ƕǐƮîƻǁ:ƕǐǆƑƙǁä ƕ 
H2 :ƗøøøƴƓà ùøøøǂƗƢ ìƑüƏƑøøøƨĀ ƺìøøøǁä Ǘä Ʋǁä ùǘƗƢƑøøøƓ ǏøøøǆĀîƗǀǁǄƺäîƷĀǄǐìǁä çäîøøøǐƸƗ) ƕøøøǐ ÛƕøøøǐƳƑǄƗƜǗä ƕøøøǁƑƟǁä ÛîøøøǄƴǁä ÛðǆøøøƜǁä

ǏǄǐǂƴƗǁä āĀƗƨǄǁä.( 
 ÿƵ ÷ïƽƙǒāǒưïƽǃå ǉîǋá ƗƶƕïƗǒƵïƼ èƓǒưïƼ ƗǑƙǓå ûƼā Ü: 

H2-1 :ƙúǄƙƤ ƶƕá íƓƴƼíǃå èƓǆíƤ Ǚåǃǂýǒǆƶǃå ñǈƞ úǚƙƤƓƕ Ǒǈāïƙ. 
H2-2 :ƙ ƴƼíǃå èƓǆíƤ íƓƶƕá úǄƙƤǙåǃƙƤƓƕ ǑǈāïƙǂƗơǒïƬǃå úǚ .Ɨǒïǆƶǃå 
H2-3 :ƙíƤ íƓƶƕá úǄƙƤǙå ƴƼíǃå èƓǆ.ƗǒƵƓǆƙƞǙå ƗǃƓơǃå úǚƙƤƓƕ Ǒǈāïƙǂǃ 
H2-4 :Ƥƙ íƓƶƕá úǄƙƼíǃå èƓǆíƤå ƴǃǙúǚƙƤƓƕ Ǒǈāïƙǂ ǃå Ăāƙƪǆǃå.ǑǆǒǄƶƙ 

Ʈîƻǁäǁä ƕǐƏîƨǐ:ƕƙǁƑƙǁä ƕ 
H3:  çäîǐƸƗǄǁä ùǘƗƢƑƓ ÞǘǄƴǁä ƑƮî ùǂƗƢǐ) ƕǐƺäîƷĀǄǐìǁää ÛðǆƜǁäǁä ÛîǄƴǁ ƕǁƑƟƗƜǗäƗǁä āĀƗƨǄǁä ÛƕǐƳƑǄƴǏǄǐǂ.( 

 ÿƵ ÷ïƽƙǒāǒưïƽǃå ǉîǋ:ǑƙǓå ûƼā ÜƗǒƵïƼ èƓǒưïƼ Ɨƶƕïá Ɨ 
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H3-1 :ßǚǆƶǃå Ɠưï úǄƙƤǒ  ñǈƞ úǚƙƤƓƕǆƶǃå.ýǒ 
H3-2 :ƙƤǒ úǄǆƶǃå Ɠưïå úǚƙƤƓƕ ßǚ ƗơǒïƬǃ.Ɨǒïǆƶǃå 
H3-3 :ǒƤ ƗǃƓơǃå úǚƙƤƓƕ ßǚǆƶǃå Ɠưï úǄƙ.ƗǒƵƓǆƙƞǙå 
H3-4 :Ɠưï úǄƙƤǒ  ßǚǆƶǃåƙƤƓƕ úǚ.ǑǆǒǄƶƙǃå Ăāƙƪǆǃå 

äǁ îƻǁä ƕǐƨǐƏîǁä ƕǐƮƴƓäî:ƕ 
H4:  ìƜĀǐîǐƙƉƗ Ǐƺ úîƺ üƏƑƨĀ  ǏǆĀîƗǀǁǗä Ʋƺìǁä ǏƺƓ ÞǘǄƳ ƑƮîƕǀîƓǁä ûǆ-ƨ îĀǐƑ äîǐƸƗǄǁä üõ ǏƺäîƷĀǄǐìǁä çƕǐƺ 

ÿƵ ÷ïƽƙǒā ǃå ǉîǋưïƼ Ɨƶƕïá ƗǒưïƽǒƓ:ǑƙǓå ûƼā ÜƗǒƵïƼ è 
H4-1 :Ǚå ƴƼíǃå ýƑƓƪā ïǒƛƋƙ ǑƼ ûïƼ íƞāǒ Ǒǈāïƙǂǃ ï ǑƼå Ɠưǈƞǃå úǚƙƤƓƕ ßǚǆƶǃñ. 
H4-2 : ûïƼ íƞāǒ ïǒƛƋƙ ǑƼ ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā úǚƙƤƓƕ ßǚǆƶǃå Ɠưï ǑƼƶǃå ƗơǒïƬǃåƗǒïǆ. 
H4-3 :ǒ ā ïǒƛƋƙ ǑƼ ûïƼ íƞƴƼíǃå ýƑƓƪā  ǑǈāïƙǂǃǙåƼǑ å Ɠưïƕ ßǚǆƶǃ úǚƙƤƓåǃƗǒƵƓǆƙƞǙå ƗǃƓơ. 
H4-4 :ǂǃǙå ƴƼíǃå ýƑƓƪā ïǒƛƋƙ ǑƼ ûïƼ íƞāǒ Ǒǈāïƙ Ɠưï ǑƼßǚǆƶǃå úǚƙƤƓƕ Ăāƙƪǆǃå ǑǆǒǄƶƙǃå. 

χ.ЂϜϼϹЮϜϠϝЃЮϜ ϤϝϣЧ: 

 íǀǃƙíƶǃå èùǃāƓǈ Ɨùƿǚƶǃå ƗùǒǆǄƶǃå èƓùƪåïíǃåā éƓùơƕǕå ÿùǆ íùǒǂǃǙå ƴƼíùǃå ýƑƓùƪā ÿùǆ őýùĊǂ ÿǒùƕ ÿùǆā Üßǚùǆƶǃå Ɠùưïā Ǒùǈāïƙ
 ǉîùùǋéùùơƕ éƓùùơƕǕå )Gupta & Yadav, 2017(  Ɠùùưïā ǑùùǈāïƙǂǃǙå ƴƼíùùǃå èƓǆíùùƤ ÿùùǆ őýùùĈǂ ÿǒùùƕ Ɨùùƿǚƶǃå Ɨùùƪåïíǃ
åßǚùùùǆƶǃ éùùùǒơ ÜƓùùùƛơƓƕǃå íùùùǆƙƵåùùùǃå èƓǆíùùùƤ ǏùùùǄƵ ÿí ǑùùùǈāïƙǂǃǙå ƴƼåǃǆ ßǚùùùǆƶǃå Ɠùùùưï ǏùùùǄƵ Ɠùùùǋïƛáā ýǀƙùùùƪǆ ïùùùǒƺƙǆǂ ƗùùùǆĊíǀ

ùùùƙ ïùùǒƺƙǆǂå Ǒǈõāùùǃå üùùùǈƕǃå ïƓùùùǒƙƤå þùùùƙā ÜƴƕƓÜƗùùùƪåïíǄǃ Ąǚùùùơǆ ăíùùùǈǌǃ ǒùùƪǀƙ Ŋþùùùƙ ƓùùùǆǂùùùĊǒïǆƵ ƠƑåïùùùƬ Ǐùùùǃã ßǚùùùǆƶǃå þ íƓùùùǆƙƵåā Ɨ
ùùƼ ĄƓùùöāơǄǆ ÿƓùùǂ ƓùùĊǆǆā .èƓùùǈƓǒƕǃå ƴùùǆƞǃ çåíƋùùǂ ƗǈƓƕƙùùƪǙåå Ǌùùƞāƙǃå ăíùùǈǌǃå ƴùùǆƙƞǆǃå ǑǄǀƙǃå āùùơǈ þƓùùƶǃùùǒå ýƓǆƶƙùùƪå ÿùùǆ ýǃǈùùǀ í
ǚǆƓƶǆǃå Ǐǃã ýĊāơƙǃåā ƗĊǒǆāǒǃå èǚǆƓƶǆǃå ǑƼ òƓǂǃå ƴǄõǆ îǈǆ üǃîā ƗĊǒǈāïƙǂǃǙå è þƓƵ2008. 

ƕƓƜĀǄ ƕǐĀǆƴǄ ƕƽǘƳ ìĀƜĀ Ǎǁâ ƕƨäîìǁä çǂƬĀƗ ìƽĀ ƗǄæìƪǁä ƕôƨĀ  ƕøƽǘƴǁä Ǉíøǉ ƕøƜîì çøǆƑǀĀ ƕƨäîìǁä ĂîǐƸƗǄ þǐƓ
ǆƑƓ āĀƽàèǐƟ ÛƕǐîǄƴǁä ƕƟǐîƪǁä óƑƻƢ Ǆƴǁä ƑƮî üĉƜƨǘƗîǄ çƑǐĀƗƨǄ Þƻƴƕ  ǏøǆĀîƗǀǁǗä Ʋƺìøǁä çƑǄìøƢ ƲøǄ ǈøƗƽǘƴƓ

ƴǁä ƞƏäîƪǁä āìǁ.ƕĉƓƑƪǁä ƕĉǐîǄ 

 çìǀà ìƾƺ ǈǐǂƳĀǍøǂƳ ƕøƨäîìǁä Ǉíǉ ǁä Ǐøƺ ǏøǆĀîƗǀǁǗä Ʋƺìøǁä çƑøƨƑǐƨ úøǐƓôƗ ƕøĉǐǄǉà çìäï ìøƽ üøƓ Ǘ ÛĂìøǆǊǁä ƲøǄƗƜǄ
ƪƑƓǄ îǐƷ ąæîĀƬƓ çƜĉîƳ èǐƟ ƕƨäîìǁäǁ ƕƾƾƟǄǁä çäîĀƺĀǁä ǍǂƳ æî îƜ þǄ ûǆƓǁä āìäǁä Ǉíǉ úǐƓôƗ ÞƨǐƑ.çƑƨ 
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Ɠǆǂ éơƕ )Firdous & Farooqi, 2017( ǑƼ  Ɨƿǚƶǃå ÿǒƕèƓǆíƤ çíāƞ èùǈïƙǈǙå Ǒùǂǈƕǃå  Ɠùưïāƶǃåßǚùǆ  Ɨùǈǒíǆ ǑùƼ
èïāùùùơǆƙ íùùùƿā ÜƗùùùǒíǈǌǃå Ǒùùùǌǃí āùùùǒǈ  þƓùùùƵ íùùùƶƕ ƗùùùƮƓƤ ƗùùùƙƽǄǆǃå Ɨùùùǒƞāǃāǈǂƙǃå èåïāùùùõƙǃå ýāùùùơ Ɨùùùƪåïíǃå ǉîùùùǋ2010 ùùùƙǃåā Ǒ
ƶǒƕõ ǑƼ ýāơƙ Ɨõǀǈ èơƕƮáǀǆǃå èƓǆíƤǃå Ɨí ƗǆƓƵ çïāƮƕ Ɨǆ āåǃ.ƗƮƓƤ ĆçïāƮƕ Ɠǌǈǆ ƗǒƼïƮǆ 
å ƴùùǆƞ ǑùùƼ íƓùùǆƙƵǙå Ċþùùƙ íùùƿāƙùùƪǙå æāǄùùƪá ǏùùǄƵ èƓùùǈƓǒƕǃǃå ƗǈƓƕûùùƼā íùùƶǆ ǑùùƪƓǆƤǃå èïùùǂǒǃ ñƓùùǒǀǆ ÿāƛơƓùùƕǃå íùùǆƙƵå Ɠùùǆǂ Ü

ùùùƽǄƙƤǆ ĆíƓùùùƶƕá Ɨƶƕùùùƪ ûùùùƼā ƗùùùǒǈāïƙǂǃǙå ƗǒƼïùùùƮǆǃå èƓǆíùùùƤǃå çíāùùùƞ ñƓùùùǒǀǃ êîāùùùǆǈ ǏùùùǄƵƗĊǒùùùƮāƮƤǃå ÜçßƓùùùƽǂǃå) :Ǒùùùǋ Ɨ Ü
 ÜƗƕƓƞƙƪǙååǃ āƙýƓùƮƙǙå ÜýùƮå ƕùƬå Ɨùƞïí ÜăíïùƼ ýǂÜ÷ƓƕùƬǗ Ɠǈǆǃå ǑƕāùƪƓơǃå þƓùöǈǃå ïƼåāùƙæùƪ(Ɨùƪåïíǃå èǄùĊƮāƙ íùƿā Ü 
 Ŋÿá Ǐǃã ǆǈǃå ǊǆĊíƿ ăîǃå êîā ïǒƪƽƙ ǑƼ þǋƓƪ ÿǒƛơƓƕǃå ǚǂ70 Ɠưï ÿǆ %ßǚǆƶǃå Ǒùǂǈƕǃå èùǈïƙǈǙå èƓǆíùƤ ýāơ Ɠùǆǂ Ü

 Ċÿá Ɨƪåïíǃå ǉîǋ èǈĊǒƕ å Ɨƶƕùƪǃå íƓùƶƕǕå ÿǆ ýǂǃîāùǆǈǄǃ ƗùƽǄƙƤǆǃê ǑùƼ ǑƕƓùƞǒã ïùƛá  ïùư Ɠßǚùǆƶǃå ǉîùǋ ƝƑƓùƙǈ èƶƞùƬ íùƿā Ü
ǆ ƴƪāƙǃå ǏǄƵ Ɨƪåïíǃåêîāùǆǈǃå ûǒƕõƙ ǑƼ ǚƕǀƙƪ  ïùƙǀǆǃåǆ ǏùǄƵ ë èƓùƕƛ ǏùǄƵ úāùƿāǄǃ Ǒǌǃíāùǒǈ ÿùǆ ƴùƪāá ƗùǒƼåïƺƞ ûõƓùǈ
 ǑǃƓƙǃƓƕā ƝƑƓƙǈǃåƗĊǒǄƵƓƼ  .êîāǆǈǃå   

 ǑùùƼā ĆûƓǒùùƪ Ćðåāùùǆ þĊíùùƿ )ǑǋƓùùƕǃå Ü2016 ( ĄƓùùƛơƕ " :ǃå çíāùùƞ ïùùƛá ïùùƮǆǃå èƓǆíùùƤƗǒƼ ùùǄƵ ƗùùǒǈāïƙǂǃǙåǏ ÿƑƓùùƕðǃå Ɠùùưï " éùùǒơ
 ƴùùǆƞ ǑùùƼ íùùǆƙƵåǏùùǄƵ èƓùùǈƓǒƕǃå ǙåǈƓƕƙùùƪƗÜ  Ǐùùǃã ǑǋƓùùƕǃå ýùùƮāƙā ÿùùǆ ƗùùƵāǆƞǆùùǆ ÜƝƑƓùùƙǈǃå ÷āùùưāǆƕ ýùùƮƙǒ ƓùùǆǒƼ Ɠùùǌǆǋá ÿ

:Ɠǈƛơƕ 
 ïùùƛá íāùƞā ăāùùƿîå íƗùǃǙ  ƗǒƼïùùƮǆǃå èƓǆíùƤǃå çíāùùƞǃ ƗǒƑƓùùƮơã) éùùǒơ ÿùǆ ƗùùĊǒǈāïƙǂǃǙå āǌùùƪ ƗǃǙåèùùƿāǃå ïǒƼāùùƙ ÜþåíƤƙùƪ Ü
 ÜƗǒïƪǃåǆǕåƓÿ(  Ɠưï ǏǄƵƶǃåǆǚß  üǈƕǃå ǑƼ.ǑǈíïǕå ǑǆǚƪǗå 

øøǆ èøøƟƑƓǁä ïøøǐǄǐ ýøøǁ ƑøøǆǉĀ çƑǄìøøƢǁä öĀøøǐǆĀîƗǀǁǗä ƕǐƺîøøƬǄǁäƳ ǈƗøøƨäîì çøøǆƑǀ èøøǐƟ ƕƕøøƺƑǀǁ ƕøøǄƑ  ƕĉǐƺîøøƬǄǁä çƑǄìøøƢǁä
ǄìøøƢǁä æìĀøøƜ ðƑøøǐƽ ǍøøǂƳ ƑøøǉïǐǀîƗ þƑøøǀ ƕøøƨäîìǁä Ǉíøøǉ ŉþà ƑøøǄǀ ÛƕøøĉǐǆĀîƗǀǁǗäǄǁä çƑ ƕǐƺîøøƬþøøǄ îøøƙǀà ƕøøǐǆĀîƗǀǁǗä  ðƑøøǐƽ

ǐƓôƗ āìǄú ƗǀǁǗä ƕǄìƢǁä î Āǆ.ƑǊƗäí ìƟƓ ƕǐ 

 ǏǄƵ ðǒǂïƙǃƓƕāƴƼíǃå ýƑƓƪā ùǒǈāïƙǂǃǙå Ɠùưïā Ɨùǆƶǃåßǚ  ÿùǆ ōýùǂ ÿĊǒùƕ)Simon & A. Senaji, 2016(  ïƓǆƛƙùƪǙå Ċÿá
 ñǒƑïǃåüāǈƕǄǃ ǒƵāǈ çāõƤ ûǀơƙǃ ƓǌǃƓǂƬá ƗƼƓǂƕ Ɠǒƞāǃāǈǂƙǃå ǑƼ ïƓǆƛƙƪǙå ǑƼ ÿǆǂǒ ƠƕƮá ǑƼ Ɨ ëïùõ ƗǒƼïùƮǆ èƓǆíùƤ
ƙƶƙ āǈǂƙǃå ǏǄƵ íǆǃƓǒƞā .ýǆƓǂ ýǂƬƕ ǃå ÿƓǂ íƿāǈǙå ïùƛá íùǒíơƙ āùǋ Ɨƪåïíǃå ǉîǌǃ ǑƪƓƪǕå úíǌ Ɠùưï ǏùǄƵ Ǒùǂǈƕǃå èùǈïƙ

ßǚǆƶǃå ǑƼ ǈƕ üFirst Tier  .Ǒƕāïǒǈ Ɨǈǒíǆƕ 

íǒíơƙ Ċþƙ íƿā Ɨƶǒƕõ ùƙǈ èùǈƓǂ íùƿā ÜïåíùơǈǙå ýùǒǄơƙ ǏùǄƵ íƓùǆƙƵǙƓƕ Ɨƪåïíǃå èåïǒƺƙǆ ÿǒƕ ïƛǕå :ǑùƙǓå ûùƼā Ɨùƪåïíǃå ƝƑƓ
ƓǂƤƙƪå Ɨǈāïǆǃ ÿíå þåƕǃå èǈïƙǈǙǈǂ Ǒ ăāƿ ïƛá Ɠùưï ǑùƼǃåƶßǚùǆ ĄƗƼƓùưã Ü  üùǃî ǏùǃãùƼíƶǃå ŊÿƎ ÿùǆ íùǒåßǚùǆƶǃ  ÿāǆíƤƙùƪǒ
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ǈïƙǈǙåǌùƪǃ åïöǈ Ǒǂǈƕǃå èǊùƕ ýùǆƓƶƙǃå Ɨǃā Ü ĊǒƼïùƮǆǃå èƓǆíùƤǃå èùǀǀơ íùǀƼ ýùƮƙǆ ĆûƓǒùƪ ǑùƼāùĊǒǈāïƙǂǃǙå Ɨ ïùƕƵ Ɨùǆíǀǆǃå Ɨ
ǏǄƵá ýāǆơǆǃå úƙƓǌǃå ǒǀơƙ ǑƼ ăāǈƶǆ ǑƕƓƞǒã ïƛá Ɠưï ûßǚǆƶǃå.    

 à Ć æǈƓƞ ÿǆƤï èǄĊƞƪ íǀƼ  ĊǒƼïùƮǆǃå èƓǆíùƤǃå ïùƕƵ Ɨùǀǀơǆǃå çíùƑƓƽǃå Ɨƞïí ƗùĊǒǈāïƙǂǃǙåƗùƞïíā Ɨ  ƗùĊǒíāǃåïƶùƬǒ Ǒùƙǃå  Ɠùǌƕ
 Ɠưï ǏǄƵ ĄƓưƽƤǈǆ Ąåïƛá èƓǆíƤǃå ǉîǋ þåíƤƙƪå Ɨƞǒƙǈ ýǒǆƶǃåßǚǆƶǃå  . 

ùõã ǑùƼā ǑƼïùƮǆǃå ÷Ɠùõǀǃå ÿùƵ Ąåíùǒƶƕ ïùƤà ĆïƓ ýāƓùǈƙ íùǀƼ)Tella & Abdulmumin, 2015( åǃùưǆ ÿùǆ Ǌùƪƽǈ ÿāǆ
ơùùǒé  ïùùƛáýƑƓùùƪā  Ɠùùưï ǏùùǄƵ ǑùùǈāïƙǂǃǙå ƴƼíùùǃåßǚùùǆƶǃå Ɠùùõǈ ÿǆùùư ýùùǆƶǃå ûǑƶǆƓùùƞǃå":Predictors of Usersô 

Satisfaction with E-Payment System ƗùùƶǆƓƞ ǑùƼ ÿǒǄǆƓùùƶǃå ýǆùùƬ éùǒơ "IIorin  ǉîùùǌǃ ƴƼåíùùǃå ÿƓùǂ .Ɠùùǒïǒƞǒǈ
 āǋ ƗƪåïíǃåýƑƓƪā  çíùǒíƞǃå ǑǈāïƙǂǃǙå ƴƼíǃåǃå ǑùƼ ƗùǀƕõǆǃåƞƗùƶǆƓÜ Ƽ þƓùƵ îùǈǆ2010  ûùǒƕõƙǃå Ɨǈùƪ þƓùƵ ƗùǒƓƺǃā2015 

ùùƪåïí ăá ðƓùùƞǈã þƙùùǒ þùùǃ Ăíùùǆ ñƓùùǒǀǃ ƗƗùùǒǄƵƓƼ èƓùùƪƓǒƪǃå ǉîùùǋ ùùƞïíā çíùùǒíƞǃåǃ ƗùùƶǆƓƞǃå ǑùùƼ ÿǒǄǆƓùùƶǃå ýùùƕǀƙ Ɨ þùùǋá ÿùùǆ .Ɠùùǌ
 :Ǒùùùǋ Ɨùùùƪåïíǃå ǉîùùùǋ Ɠùùùǌǃ èǄùùùƮāƙ Ǒùùùƙǃå ƝƑƓùùùƙǈǃåǀ þǐøøøƮäîǁä ìäîøøøƺǓä ƕƓøøøƨǆ çøøøƸǂƓ ăƑøøøǐǂ ìƜǁä Ʋƺìøøøǁä çƑøøøƨƑǐƨ þøøøƳ æìøøøǐE-

payment )93.5 (%Ɠƨǆ ǏǉĀ Ąƕ ƻƗîǄ îìǁä ĂîøǐƸƗǄ þǐøƓ ƕøǐĀƽ ƕƽǘƳ ǍǂƳ ŊüìƗĀ ăäìƜ Ąƕƴ ƕøƨäE-payment  ƑøƮîĀ
.ÞǘǄƴǁä 

îùùǋāå ǉ ÿùùùǆ ÷āùùùǈǃå åîùùǋ Ǐùùùǃã ßǚùùùǆƶǃå èƕîùùƞ Ǒùùùƙǃå õƓùùǀǈǃå èííùùùơ éùùùǒơ éùùơƕǃå ǑùùùƼ ûùùǆƵá ĆèƓơƓùùùƪǆ Ǐùùùǃã èùùƕǋî Ɨùùùƪåïíǃ
 õƓùùǀǈǃå ǉîùùǋā ÜƴƼíùùǃå èƓùùƪƓǒƪ :Ǒùùǋ)å ÜðƓùùƞǈǗå ǑùùƼ ƗƵïùùƪǃåå þíùùƵ ÜƗĊǒïùùƪǃǃǆǃå Ɨùùǒāǋ ÿùùƵ úùùƬǂƙùùƶ Ɨǃāǌùùƪ ÜÿǒǄǆƓ ýùùǆƓƶƙǃå
ßåíǕå Ɨùùǈāïǆ ÜþåíƤƙùùƪǙåāùùƕǀǃå ÜýāÜ( ƓùùƮơǗå ýùùǒǄơƙǃå ƝƑƓùùƙǈ èïùùǌöáùùǒāǈƶǆ õƓùùƕƙïå ƗùùƿǚƵ íāùùƞā ǑƑ ƗSignificant 

correlation èƪǃå ýǆåāƶǃå ǉîǋ ÿǒƕƪǃå íƓƶƕǕå ǉîǋ þǋá ÿƓǂā Ü ïðƓƞǈǗå ǑƼ ƗƵ ƓǌƙǄƙ Ɨǃāǌƪ åíƤƙƪǙåā ýǆƓƶƙǃåþ. 

ǑùùùƼ ðùùùǒǆǆǃåā åïíǃå ǉîùùùǋíơƙ Ɨùùùƪǃ Ɠǋíùùùǒå ƗǒƼïùùùƮǆǃå èƓǆíùùùƤǃå èðùùùĊǒǆ Ǒùùùƙǃå Üèùùùƪǃå íƓùùùƶƕǕå ǉîùùùǌǃǙíùùùƤǃå ÿùùùƵ ƗùùùǒǈāïƙǂǆƓ è
ƗùùĊǒíǒǄǀƙǃå  þƹïùùǃå ǏùùǄƵāƵ ßāùùưǃå èõǄùùƪ Ǒùùƙǃå éƓùùơƕǕå ííùùƶƙ ÿùùǆ Ǌùùƙǒāåð ĈǊùùǃ ÿƓùùǂ Ɠùùǌǈǆ ĄĊǚùùĈǂ Ċÿá ĊǙã ÷āùùưāǆǃå ñùùƽǈ ǏùùǄ

ƿǚƶǃå Ɨƪåïí ǑƼ ƗƮƓƤǃåǂǃǙå ƴƼíǃå èƓƪƓǒƪ ÿǒƕ Ɨǃå Ɠưïā Ǒǈāïƙ.ßǚǆƶ 

å ñùùùƽǈ ǑùùƼā ïùùƬǈ þƓùùùƶǃ)Roozbahani, Hojjati &Azad, 2015(  ĄƓùùùƛơƕ  Ċðùùùǂï åāùùùǃǚƤ ÿùùǆíá ǏùùùǄƵ Ǌ āå ƴƼíùùùǃå è
ǃǙå ā ǑùùǈāïƙǂÜßǚùùǆƶǃå Ɠùùưï  ÷Ɠùùõǀǃå åîùùǋ ƗĊǒùùƪƓƪơǃ Ąåïùùöǈ ƗùùƪåïíǄǃ Ąǚùùơǆ ǑƼïùùƮǆǃå ÷Ɠùùõǀǃå ÿāƛơƓùùƕǃå ßǙâùùǋ ïƓùùƙƤå íùùƿā

å ăíƓƮƙƿǙå ǉïāíā þíǀƙǃåā ïāõƙǃå ǑƼ ïǒƕǂǃǑƶǆƙƞǆǃåưǃā Üơ ÿƓǆöƓƽ üāùǈƕǃå  Ǐùǃã çíùǋƓƞ Ǐƶùƪƙ ǑùǌƼ ïāíùǃå åîùǋ ǏùǄƵ
 ā ƓǌƙïāƮ ÿǒƪơƙ ðǒðƶƙưï ƓíùƤ ÿùƵ ßǚùǆƶǃåǆƓùƤ ÿùǆ üùǃîā Ɠǌƙǚùǂ þǒíùǀƙā ïƓùǂƙƕå ý þǃƓùƵ ǑùƼ ðùǒǆƙǆā íùǒíƞ āùǋ Ɠùǆ ý

 Ǌùùƪƽǈ èùùƿāǃå ǑùùƼā ÜýƓùùǆƵǕåā ýƓùùǆǃåüāǈƕǃƓùùƼ çðùùǒǆǃ Ɠùùǌǂǚƙǆå ÿǆùùưƙ Ɨùùǀǒïõǃå ǉîùùǌƕ ûāùùƪǃå ǑùùƼ ƗǒùùƪƼƓǈƙ. ƗùùƼƓǂ  õƓùùǀǈǃå ǉîùùǋ
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ǃå ƓùùǌǒǄƵ ðùùǂï éùùơƕùùǆǂ ƓƠùùưāá íá ýǚùùƤ ÿùùǆ Ɠùùǌǀǒǀơƙ ÿùùǂǆǒ õƓùùǀǈǃå ǉîùùǋ ÿá ÿāƛơƓùùƕǃå āƙǂǃǙå ƴƼíùùǃå èå ï ā ƗùùƵāǈƙǆǃå Ǒùùǈ
åā .çííƞƙǆǃçǂƬĀƗ ìƽĀ à þǐƓ ƕƓƜĀǄ ƕǐĀǆƴǄ ƕƽǘƳ ìĀƜĀ Ǎǁâ ƕƨäîìǁä Ǉíǉ çäĀì ǏøǆĀîƗǀǁǗä Ʋƺìǁä Ǘ .ÞǘøǄƴǁä ƑøƮîĀ

Ǉíǉ çƴƨĀƗ ìƽ üƓ  èǐƟ ƑǊƜƏƑƗǆ Ǐƺ ƕƨäîìǁäà îĀì çƟƮĀà îƗǀǁǗä Ʋƺìøǁä çäĀì æïøǐǄ úøǐƾƟƗ Ǐøƺ ǏøǆĀ ƕĉǐøƨƺƑǆƗûøǆƓǂǁ 
 þƨƟà þâ ƕĉƬƑƢĀƓǁäǆû Ƣǁä Ǉíǉ ýǐìƾƗìǄƺĀ ƑǊǁǘƸƗƨäĀ çƑ üƮƺà úƕƟƑƗǄǁä üƓƨǁä. 

Ɠǆǂ  ćÿĊǒƕ )ǑǈƓõơǀǃåÜ 2015(  ƗùǒǈāïƙǂǃǙå èƓǆíƤǃå ûǒƕõƙ ÿǒƕ Ɨƿǚƶǃå ƗƶǒƕõùĊǒǆ ûùǄƤ ǑùƼ Ɠùǋïāíā ƗǒƼïùƮǆǃå ƗǒùƪƼƓǈƙ çð
 ð ïƕƵ úïƮǆǄǃåíùƵá çíƓǒ Üßǚùǆƶǃå ííƤƙùƪå þùƙāƕƙùƪǙå þå ƗùǈǒƵ ýùǒǄơƙ þùƙ éùǒơ ÜèƓùǈƓǒƕǃå ƴùǆƞǃ çåíƋùǂ ƗǈƓùƿí) Ɠǋï422 (

 ïùùƽǆíç ôƓùùùǒïǃå Ɨùùǈǒíǆ ǑùùƼ ùùƪǃå ǑùùƼƗǒíāƶ .ƕøøøǐƓƑƜǐâ ƕøøƽǘƳ ìĀøøƜĀ Ǎøøøǁâ ƕøøƨäîìǁä çøøøƬǂƢĀ ƕøøĉǐĀƽ  ýǐìøøƾƗ þǐøøøƓùîøøøƬǄǁä 
ǀ ÛƕǐøøƨƺƑǆƗ æïøøǐǄ ǈƓƑøøƨƗǀäĀ ƕøøǐǆĀîƗǀǁǕä çƑǄìøøƢǂǁƗǀǁǕä ƲøøƽĀǄǁä þà ƞøøƮƗä ƑøøǄ ìøøƴǐ ǏøøǆĀîøøƮƻǐ ǏøøƗǁä çƑǄìøøƢǁä ýøøǉà ƑǊǂ

ä þǐƓ þǄ ÞǘǄƴǁäƢǓä ƕǐƺîƬǄǁä ƕǐǆĀîƗǀǁǕä çƑǄìƢǁ îā.  Ċǆǆā îƤâǒ ƓƵǄǉîǋ Ǐ  Ċǈá Ɨùƪåïíǃåùǃå èǄǆùƬ Ɠùǌ ÿǆùư õùǀƼ ïāǂî
Ɨùùƪåïíǃå ƗùùǈǒƵÜ  ā Ơùùưåā ðùùǒơƙ åîùùǋ ǑùùƼāǆ ïùùǒƹ ƗùùƮƿƓǈ çïāùùƮǆíùùƤǃƓƕ ýùùǂǂ ƴùùǆƙƞǆǃå ăáï Ɨùùǀǒǀơ ÿùùƵ ïùùǒƕƶƙǄǃ ƗùùǄǆƙǂ èƓ

ƗĊǒƼïƮǆǃå ƗǒǈāïƙǂǃǙå. 

ǂƋƙ ǑùùùƼā ǏùùùǄƵ íùùùǒèƓǆíùùùƤǃå Ɨùùùǒǆǋá  ƗùùùǒǈāïƙǂǃǙåôïùùùƵ ƗùùùǆƓƵ ĆçïāùùùƮƕ )ïǒǋåāùùùõ Ü2014 ( Ǌùùùƛơƕ ǑùùùƼáǋǃå Ɨùùùǒǆ èƓǆíùùùƤ
åǙƓưï ǏǄƵ Ɨǒǈāïƙǂǃ  Ċðǃå Ǐǃã Ɨƪåïíǃå èƮǄƤ íƿā ÜïƑåðƞǃå íǒïƕ Ɨƪƪâǆ Ɨƪåïíǃå ýơǆ ÿƓǂ íƿā Üÿāƕ:ǑǄǒ Ɠǆ 

üƑƓƽǕä ƕƓƨǆ çǆƑǀ ǆĀîƗǀǁǗä çƑǄìƢǁä ǍǂƳƓ ƕƨƨáǄ ƑǊǄìƾƗ ǏƗǁä ƕǐǐîîƏäïƜǁä ì Ûæĉìƪǁä ƕôƨĀƗǄ ìøƽĀ çøƾƺäîƗ  ƕøǐǂǄƳ
 çƑǄìƢǁä Ǉíǉ ýǐìƾƗ ƲǄ þǄ ìǐìƴǁä åǆäĀƜǁääǁ ĉǐƓǂƨƕ  ĉǄǉà þǄƑǊ:  úǐƨǆƗǁä åƑǐƷìǐîƓ ƕƨƨáǄ þǐƓ  ƕøƨƨáǄǁäĀ îøƏäïƜǁä

ƑǄǄ ƕǐǀǂƨǘǁäĀ ƕǐǀǂƨǁä çǗƑƬƗǘǁ ƕǄƑƴǁä  ăƑƻƴƮ åƓƨ Ɠ åƑøǐƷ åøǆƑƜ Ǎøǁâ ÛçƑǄìøƢǁä Ǉíøǉ æìĀƜ Ǐƺ ƕøǐĀƽ ƕøǐƗƟƗ ƕøǐǆ
 ĀƗ èǐƟ þǄìäĀǀǁä îƺä æïǊƜǓäĀ ƕǂǉáǄǁä îÛƕƓƨƑǆǄǁä ƕǐǆĀîƗǀǁǗ Ǆà ăƑƾƏƑƳ çǂǀƪ üǄäĀƴǁä ûǂƗ üǀýƑ  îƜƗǁä Ǉíøǉ êƑƜǆøƓƕ 

 ĀǄǂǄĀ ĉǏǂƜ üǀƪƓ.ð 

ÜǉǚƵá ćïĉǂĈî ƓĊǆǆ ôǒǀǈǃå ǏǄƵā íǀƼ  ćñïí )Sarota, 2009(  ïƛáýƑƓƪā  Üýùǒǆƶǃå Ɠùưï ǏùǄƵ ǑùǈāïƙǂǃǙå ƴƼíǃå Ċþùƙ éùǒơ
ùùǈƕ íƓùùǆƙƵå üCRDB ǃ ýùùơǆǂ Ɠùùǒǈåðǈƙ ǑùùƼ ÜƗùùƪåïíǄ āùùƞéùùơƕǃå åîùùǋ ƝƑƓùùƙǈ èßƓ ƕøøƻǁƑƢǄ  ƓùùǆǃÜĄƓùùƽǈà ĈǉƓǈùùưïƵ  éùùǒơ ìøøƜǐ ýøøǁ

Ɯ ăƑøøƽîƺ èøøƟƑƓǁä Āǉ ăƑøøǐî ùùǄǒǄơƙ ǑùùƼǊ èƓùùǈƓǒƕǃ  Ɨùùƪåïíǃåùùưï éùùǒơ ÿùùǆƗùùĊǒāíǒǃå ƗĊǒƼïùùƮǆǃå èƓǆíùùƤǃå ÿùùƵ ßǚùùǆƶǃå Ɠ3  üùùǄƙ āá
 ýƞƪƙ þǃ éǒơ ÜĄƓǒǈāïƙǂǃå ƗǆíǀǆǃåýƑƓƪāǃå  Ċǒǆ ƗĊǒá ƗĊǒǈāïƙǂǃǙåƕǃå ǊǆĊíƿ Ɠǆǃ ĄƓǀƼā çðơƓ éùǒơ ÿùǆ éāá ðƓùƞǈǗå ǑùƼ ƗƵïùƪǃå 

                                                           
3
 " ̵уТϽЋгЮϜ ϤϝвϹϷЮϜϣ " "ϣтмϹуЮϜBanking Manually Servicesм"ϧЮϜ ХТм ЩЮϺгЃϣу ϧЮϜЯК ϩϲϝϡЮϜ ϝлЧЯАϒ суЯЧϧЮϜ ϤϝвϹϷЮϜ пЧт сϧЮϜ ϣтϹ ϝлвϹ

 .̭ыгЛЮϜ ϣвϹ϶ сУДнв пЯК ϸϝгϧКъϝϠ РϽЋгЮϜ 



21 
 

 ïǆǃåā ýùùǆƓƶƙǃå ƗǃāǌùƪǕå ǑùùƼ Ɨùùǈā ƴùùƿāƙǆǃå ñùùǂƵ ǏùǄƵā .ßåíƼùùǀùĈƪ í ïùùƛá ćýĉƞùùƪǄíùùƤǄǃ Ǒƕùƞǈǆǃå èƓǆ āïƙǂǃå çð Ɠùùưï ǏùùǄƵ ĄƓùùǒǈ
.ßǚǆƶǃå 

 þøøǄ öĀøøǆǁä äíøøǊƓ ǏøøǆäïǆƗǁä ƲøøǄƗƜǄǁä ìøøǊƳ ƕøøƙäìƟƓ ƕǐƓǂøøƨǁä ƛƏƑøøƗǆǁä Ǉíøøǉ ǍøøǂƳ úøøĉǂƳ ìøøƽ èøøƟƑƓǁä ĆþƑøøǀĀ  ƕøøǂƽĀ ÛçƑǄìøøƢǁä
ƑƜƗ ǏƳĀǁäüǄƑƴƗǁä Ǉ ǁä îõǆ ƕǊƜĀ þǄĀ ǈƴǄ üƓƾƗøƨǄǁä üǄƟǐøƨ èƟƑƓƲøǄƗƜǄǁä üøƓƾƗ èøǐƟ þøǄ æîøǐƓǀ çäîøǐƸƗ  ǏøǆäïǆƗǁä
ǄìƢǂǁƑç ƕǐǆĀîƗǀǁǗä. 
ƞǒ æ Ċÿá Ǐǃã Ǌǒāǈƙǃå ñƓùǒǀǃ éùơƓƕ ýùǂ ǉíùǆƙƵå ăîǃå íƶƕǃå ÿǒƓƕƙƕ èǈǒƓƕƙ ƗǀƕƓƪǃå èƓƪåïíǃå ƗƼƓǂ ǊƙǄĊƞƪ ăîǃå ïƛǕå Ɨƞïí

ïùùùǒƺƙǆǃå åǆǃǃǙå ƴƼíùùùǃå ýƑƓùùùƪā) ýǀƙùùùƪ(Ǒùùùǈāïƙǂ ÜýƓùùùƛǆǃå ýǒƕùùùƪ ǏùùùǄƶƼ  ǑùùùƼùùùǆǈǃå ǉíùùùǆƙƵå ăîùùùǃå êîā(Simon & A. 

Senaji,2016) ýƞƪƙ þǃ á ƗƼƓǂǈǃå íƓƶƕǆ ā ĄƓùǒƕƓƞǒã Ąåïùƛá êî ǑùƼ  Ɠùưïßǚùǆƶǃå  ÜƗùǀǀơǆǃå çíùƑƓƽǃå Ɨùƞïí) Ǒùǋ íƓùƶƕǕå ǉîùǋā
(èƓǆíƤǃå ǉîǋ ƴǆ ýǆƓƶƙǄǃ ƗĊǒíāǃå Ăāƙƪǆ ā ĄƓưƽƤǈǆ ïƛǕå ÿƓǂ éǒơ Ü.ăāǈƶǆ ïǒƹ 

 ǈǐǂƳ ăÞƑǆƓĀǁä ƛƗǆƗƨǐþǐƓ ƕƽǘƴǁä ĉþà èƟƑƓ  ƕƨäîìǁä ĂîǐƸƗǄúøƺĀ îƙƉøƗƗ  ìƑøƴƓǓäèøƟƑƓǁä ƑǉììøƟǐ ǏøƗǁä îøǐƸƗǄǁä ðƑøǐƾǁ 
äǁǄüƾƗƨ.   

ψ.вЮϜ ϣуϯлз:ϣЂϜϼϹ 

¶ ƕƨäîìǁä åĀǂƨàStudy Method : 
ùùƪǙå æāǄùùƪǕå ǏùùǄƵ Ɨùùƪåïíǃå ǉîùùǋ èíùùǆƙƵåƙ) ǑƞƓƙǈDeductive Method (ǄǂùùƬǆǃ Ɨùùƪåïí ǊùùǈƋƕ úïùùƶĈǒ ǑùùǄǂ ýǂùùƬƕ Ɨ

õǈå ŊǄƪĈǆǃå ÿǆ ƓĄƿǚöǈǃå āá èƓǆ ïǒ ÜƗùǆƓƶǃå úïƓùƶǆǃå āá èƓ Ċþùƛ ǙåƙǈèƓƞƓƙǈƙùƪǙå ýǚùƤ ÿùǆ èƓùǒƑðĈƞǄǃ ýƓùǀ Ü ăáá Ċÿ ǃå Ɨùƪåïí
 þƓƶǃƓƕ áíƕƙ ǑƼ óƓƤǄǃ ýǀƙǈƙ þƛơåïǆ ƓǌǄƗǒǃƓƙǃå )Tarski, 2013(. 

 íǀƼ ûƕƪ Ɠǆ ǏǄƵ ĄßƓǈƕùƙ Ǒùƙǃå Ɨùƿǚƶǃå Ɨùǆƞïƙ ĊþǃǙå ƴƼíùǃå ýƑƓùƪā ÿǒùƕ õƕïùƙǚùǆƶǃå Ɠùưïā Ǒùǈāïƙǂǆ èƓǒùưïƼ Ǐùǃã ßùơí çí
 ƗùùùǄƕƓƿ ïƓùùùƕƙƤǚǃƕǃå ƴùùùǆƞ þùùùƛ ÜǑƑƓùùùƮơǗåã ƓùùùǋïƓƕƙƤå ƗùùùǀơǙ çāùùùõƤǂā ÜƗùùùǆðǚǃå èƓùùùǈƓǒƓùùùƮơ ĄƓǒƑ ǃå æǒǃƓùùùƪǕå ûùùùƼāùùùƪƓǈǆ Ɨƕ
ǃƗơƮ èƓƕƛ ǏǄƵ úāƿāǄ  ïƽǃå.Ɠǌǒƽǈ āá èƓǒư 

ƙƵå ǑƼ ñǒƑïǃå æƕƪǃå ƴƞïǒāǆ íƓåǄƪǕǑƞƓƙǈƙƪǙå æā  ǊǈĊǒƕ Ɠǆ ûƼā)Tarski, 2013( ãǃ ā ǏƵ íāƞ ííöāơǄǆ ǆÿ 
Ǒƙǃåā ƗǀƕƓƪǃå èƓƪåïíǃå  Ɨƶǒƕõ ǏǄƵ èƽƿāƓƪā ÿǒƕ ïƛǕåǃǙå ƴƼíǃå ýƑ ïƙǂ āƓƪ Ǒƙǃåā ßǚǆƶǃå Ɠưïā Ǒǈ ÿǒāǂƙ ǑƼ èíƵ

ƽǆǃå ïƓõǗåƹƓǒƮ ǑƼā ƗƪåïíǄǃ ǑǆǒǋƓ.ƓǌƙƓǒưïƼ Ɨ 
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¶ ƕƨäîìǁä ƕǐƜǐƗäîƗƨä Study Strategy:  
Ɨƪåïí ƗĊǒƞǒƙåïƙƪå ǏǄƵ Ɨƪåïíǃå ǉîǋ ǑƼ íƓǆƙƵǙå Ċþƙ ơǃå ƗǃƓCase StudyÜ  ðǂïƙƪ ƗƪåïĊíǃå Ċÿá éǒơ ǏǄƵǈƕü  óƓƤ

ơåā í ííơǆüǈƕ āǋā Ɨǂïƕǃå-ǒïāƪƓ. 

¶  ϢϜϸϒϝлЯуЯϳϦм ϤϝжϝуϡЮϜ ЙгϮ  Data Collection And Analysis: 

Ƽ íƓǆƙƵǙå ĊþƙèƓǈƓǒƕǃå ƴǆƞ Ǒ ǏǄƵ4: 
- åĀǂƨǓäǄǀǁä ĉǏ  þåíƤƙƪå ýǚƤ ÿǆ üǃîāƗǈƓƕƙƪǙå )Questionnaireƕǃå ƴǆƞǃ çåíƋǂ (èƓǈƓǒ ýǒǄơƙ Ċþƙā Ü

ǙåƪƕƙǈƓèƓ å Ƹǒïƽƙ íƶƕǑƼ èƓƕƓƞǗ ǈïƕ ƝǆƓǗå ýǒǄơƙǃå) ǑƑƓƮơSPSS; 26( ǉîǋ ƗƞǃƓƶǆ ĄƓǀơǙ þƙǒǃ Ü
ã ïƓƮǒǃ ĄƓǒƑƓƮơã èƓǈƓǒƕǃåèƓǒưïƼ ïƓƕƙƤå Ǐǃ Ɨƪåïíǃå  āƿāǃåā.ƓǌưƼï āá Ɠǌǃāƕƿ ǏǄƵ ú 

- åĀǂƨǓäǏƳĀǆǁä  èǚƕƓǀǆǃå ôƶƕ ßåïƞã ýǚƤ ÿǆǊƕƬ ) ƗǄǂǒǌǆǃåUnstructured Interviews (åǃ Ɠǋåïƞá Ǒƙ
ƴǆ éơƓƕǃå ǄǆƓƶǃå ÿǆ ííƵǀƙ Ɨǒïǒíǆ ǑƼ ÿǒƕ èƓǆāǄƶǆǃå ƗǈƓƕƗǂïƕǃå üǈÜ  āǄƶǆ ƴǆƞǃ üǃîā ýāơ ïƛǂá èƓǆ

ǃå Ɨõƕƙïǆǃå õƓǀǈéơƕǃå èåïǒƺƙǆƕ. 

¶ ϯвКм Йгϧ ϣз̵уϣЂϜϼϹЮϜ Study Society & Sample: 

Ɨǂïƕǃå üǈƕ ßǚǆƵ ÿǆ ƗƪåïĊíǃå ƴǆƙƞǆ ÿĊāǂƙǒ-ǒïāƪƓ ǑƼ ÿǒǂïƙƬǆǃå Ǚå ƴƼíǃå èƓǆíƤǃǂ ćƸùćǄƕ ÿǒîùǃåā Ǒùǈāïƙ ƣǒïƓùƙǃ þǋííùƵ 
1/12/2020 /35,278ýùùùǒǆƵ /5ã Ċþùùùƙ íùùùǀƼ ƗùùùƪåïĊíǃå ƗùùùǈĊǒƵ ƓùùùĊǆá Ü èǚƕƓùùùǀǆǃå ôùùùƶƕ ßåïùùùƞùùùƬǊƕ ǂǒǌǆǃåƗùùùǄ  ÿùùùǆ ííùùùƵ ƴùùùǆ

ǑƼ ÿǒǄǆƓƶǃå ƓǆāǄƶǆǃå ƗǈƓǀƙ Ɨǒïǒíǆƪƿ/ èþ  çïƓǆƙƪå ƴǒðāƙ Ǐǃã ĄƗƼƓưã /ƗĊǒǈāïƙǂǃǙå èåāǈǀǃåƗǈƓƕƙƪǙå  āùƬƵ ƗùǈǒƵ ǏùǄƵå ƗĊǒƑ
 ÿǆ ƗõǒƪƕåǃƶǑƼ ÿǒǂïƙƬǆǃå ßǚǆ íǃå èƓǆíƤå ƴƼǂǃǙ.Ǒǈāïƙ 

 íƿā ƴǒðāƙ Ċþƙ/352/ éùơƓƕǃå íƓƶƙƪåā ÜƗǈƓƕƙƪå /240/ íƓƶƕƙùƪå Ċþùƙā ÜƗǈƓƕƙùƪå /13/  ôƿƓùǈƙǃ Ąåïùöǈ ƗǈƓƕƙùƪå āá èƓùƕƓƞǗå
Ɠǆǂƙùùùƪå þíùùƵƕƶƙ ýùùƑ ƗƗǈƓƕƙùùùƪǙåǈƓƕƙùùƪǙå ííùùùƵ ƸùùùǄƕǒǃ .ƗùùƕƓƞǗå ǑùùùƼ íùùùơåā õùùǆǈ íƓùùùǆƙƵå āá ÜƓǃƓùùùƮǃå èơùùùǒǄơƙǄǃ Ɨ/ ý227/ 
.ƗǈƓƕƙƪå 

 āǋ èíǆƙƵååïíǃå ǉî ǑƼ Ɨƪ þǒǆƮƙƗǈƓƕƙƪǙå ǀǆ ǏǄƵ) ǑƪƓǆƤǃå èïǂǒǃ ñƓǒLikertƼā üǃîā ( ýāíƞǃå ûþƿï )2(: 
 
 

                                                           
4
  ϤϝжϝтϠ ЙвϮ ϣтϮлжв Ьмϲ ϸтϾвЯЮϜ ϨϲϠЮϜпϮϼт свЯЛЮ ϮϜϼвЛ:ϣ 

 ϝвтϼ ̪ϸϮϝвïлжвсвЯЛЮϜ ϨϲϠЮϜ ϣтϮ- тϼϸтϼТ ϣЂЂϔв) дϝжϠЮ :ϤмϼтϠ ̪ϤϼϠтϖ Єнлмс.( 
5
 - ϼϝϦ ϸтϸϲϦ ̵аϦ ϸЦм ϵтм/мн/нлнл ЂъϜ ЙтϾмϦ ϵтϼϝϦ й̵жϒ ϼϝϠϦКϜ пЯКϠϦжϝϣ. 

- ы̭вЛЮϜ ϸϸК ϸтϸϲϦ ̵аϦ ЙТϸЮϜ Ϥϝвϸ϶ сТ дтЪϼϦІвЮϜ Ϝ ϤϝжϝтϠ пЮϖ ϢϸмЛЮϜ ϸЛϠ сжмϼϦЪЮъ̭ывЛЮϜ  ̵тϼтϸв сТϣ ϝЧϦвЮϜ ϣжϤϝвмЯЛ ϸтϸϲϦЮ  дтЪϼϦІвЮϜ ̭ывЛЮϜ
ТϸЮϜ Ϥϝвϸ϶ϠсжмϼϦЪЮъϜ Й . 
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 ýāíƞǃåƿï þ)2 ( 
èïǂǒǃ ñƓǒǀǆ ǑƪƓǆƤǃå 

ƕƓƑƜǕä  ûƼåāǆ ïǒƹçíƬƕ  ïǒƹǆûƼåā íǒƓơǆ ûƼåāǆ çíƬƕ ûƼåāǆ 
Ɨƞïíǃå 1 2 3 4 5 

éơƓƕǃå íåíƵã :ïíƮǆǃå. 

ÿǒƕĈǒā Ɠǆǂ Ƶ) ÜëƓƙƽǃå íƕ2008(  āíƞǃå þƿï ý)3 ( āƙǆǃåǃå õƪ ƠƞïǆƓƞǗ èƓƕǃå íƓƶƕá ÿǆ íƶƕ ýǂǃ Ɨǈǒƶǃå íåïƼáƗƪåïí: 
 ýāíƞǃå ï) þƿ3(  èƓõƪāƙǆǃåƗơƞïǆǃå 

ƞƜîǄǁä ôƨĀƗǄǁä ǁäƨǄāĀƗ 
 þǄ1  Ǎǁâ1.79  ïǒƹåāǆƼƬƕ ûçí 
 þǄ1.80  Ǎǁâ2.59  ûƼåāǆ ïǒƹ  
 þǄ2.60  Ǎǁâ3.39  íǒƓơǆ 
 þǄ3.40 ǁâ Ǎ4.19  ûƼåāǆ 
 þǄ4.19  Ǎǁâ5  ǆ āçíƬƕ ûƼå 
¶ϢϜϸϒ ϹЮϜЂϜϼϣ Study Tool: 

ùùùƙ Ċþ  þǒǆùùùƮƙƗǈƓƕƙùùùƪǙå  Ǒùùùõƺǒ Ɠùùùǆƕ üùùùǃîā ƗùùùƪǆƤǃå íƓùùùƶƕǕåƙùùùƪǆǃå ïùùùǒƺƙǆǄǃíùùùǃå ýƑƓùùùƪā) ýǀùùùǈāïƙǂǃǙå ƴƼ ƴùùùƿåā ñùùùǂƶǒā Ü(Ǒ
ƕƓƙǃå ïǒƺƙǆǃåƴ  āùƙơå íƿā .Ɨƪåïíǃå èƓǒưïƼ ƴǆ þƞƪǈǒ Ɠǆƕā Ü(ßǚǆƶǃå Ɠưï)è ƗǈƓƕƙùƪǙå ùǄƵ) Ǐ33( çïƓùƕƵ  ûùƼā ƗùƵðāǆ
ǑƙǓå ýāíƞǃå: 

ýāíƞǃå ) þƿï4( èåïƓƕƵ ƴǒðāƙ ƗǈƓƕƙƪǙå 
ƟǄǁä Āî çäîƑƓƴǁä çäîƑƓƴǁä öĀǄƜǄ 
ǐìǁä çäîǐƸƗǄǁä :üĀǓä ýƨƾǁäƕǐƺäîƷĀǄ 1-4 4 èåïƓƕƵ 

ǁäƨƾ :ǏǆƑƙǁä ý
 üƏƑƨĀ ìƑƴƓà

ƺìǁäƲ 
:ǏǆĀîƗǀǁǗä 

.ÿǆǕåā Ɨǒïƪǃå :ýāǕå íƶƕǃå 5-8 4 èåïƓƕƵ 
ǑǈƓƛǃå íƶƕǃåƗƵïƪǃå : 9-12 4 èåïƓƕƵ 
ǃƓƛǃå íƶƕǃåƗǃāǌƪǃå :é 13-16 4 èåïƓƕƵ 

åǃ íƶƕå :ƴƕåïǃåǃǆ ā Ɨǆßǚýāƕǀǃå 17-20 4 ƓƕƵèåï 
Ƭǂǃå þíƵ :ñǆƓƤǃå íƶƕǃåƗǒāǌǃå ÿƵ ú 21-24 4 åïƓƕƵè 
íǕå Ɨǈāïǆ :ñíƓƪǃå íƶƕǃåå.ß 25-28 4 èåïƓƕƵ 

ÞǘǄƴǁä ƑƮî :èǁƑƙǁä ýƨƾǁä 29-33 5 èåïƓƕƵ 
 ïíƮǆǃååíƵã :éơƓƕǃå í 
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ǆǃƓƕ ûĊǄƶƙǒ ƓǆǒƼ ƓĊǆá èǚƕƓùǀĂïùƞá íùǀƼ  éùơƓƕǃåñùǆƤ ǆèǚƕƓùǀ ƗùǄǂǒǌǆ ǊƕùƬƗǄƑùƪá èǈǆùưƙ éùǒơ Ü ƗùƵāǈƙǆ  Ɠùǌǈǆ ôƶƕùǃå
ÿƓǂ ƞǗå ííơǆ ïǒƹƗƕƓ )Ü(Ɨơāƙƽǆ ƗǄƑƪá ƕǃåāǓå ôƶíơƙ ćþƙ ïƤÿǆ ƗƵāǆƞǆ íǒ Ǌǃ èƓƕƓƞǗå Ɠǆǂ Ü ĄƓùơāƙƽǆ ýƓùƞǆǃå ÿƓùǂ
ƓǀǆǄǃƶƕ Ơǒưāƙƕ þǌƙƕƹï ýƓơ ǑƼ ÿǒǄƕơƓƕǃå ûïõƙǒ þǃ Ǒƙǃå õƓǀǈǃå ô.Ɠǌǃ é 

ω.ϣЂϜϼϹЮϜ ϤϜϽуПϧв: 

åïǒƺƙǆ þƪǀǈƙã ƗƪåïĊíǃå è ǏǃǄǒ ƓǆǑ: 
ƸƗǄǁä :ăǗĀàøøøǐî ǄǁäüƾƗøøøƨ Independent Variable: āùùùǋ ùùùƪāùùùĊǒǈāïƙǂǃǙå ƴƼíùùùǃå ýƑƓ" :Ɠùùùǌǈá úĊïùùùƶƙ Ǒùùùƙǃåā ÜƗ Ɨùùùǆöǈá

ǆ ƗǄǆƓǂƙǆ ƗǒǃƓǆǃåā ƗǒƼïƮǆǃå èƓƪƪâǆǃå ƓǋïĊƼāƙ Ǒƙǃå èƓǒǈǀƙǃåā Ɲǆåïƕǃå ÿǆǂùƬƕ ôƕùǀǃåā ƴƼíùǃå èƓùǒǄǆƵ ýǒǌùƪƙ ýùƞá ÿ ý
ÿǆà" )R. Akbarian, 2011(. 

 āƵǙå ƴƼíǃå èƓǆíƤƼ ǊǒǄíùƶƙ Ǒǈāïƙǂǃ ùƪāǒǄƗ íƞçíùǒ  ÿùǆýƑƓùƪā  Ǒùƙǃå ƴƼíùǃåíùǆƙƶƙ ǏùǄƵ  èùǈïƙǈǗå Ɠùǒƞāǃāǈǂƙ èǙƓùƮƙǙåā
 ÿǆƗǌƞ ƗǆöǈǕåā Üåƕƙïǆǃå Ɨǒǂîǃ ÿǆ ƗƮƮƤƙǆǃå ýåāǆǕå èƓǂïƬā üāǈƕǄǃ ƓĄƶǆ Ɨõ ĆƗǌƞ .ĂïƤá   
ǀǃāñƓùǒ ùǄƵ éùơƓƕǃå íùǆƙƵå íùǀƼ ïùǒƺƙǆǃå åîùǋ Ɨƙùƪ ǏƙƤǆ íƓùƶƕáåî Ǒùǋ ƗùƽǄå ƓùǌƙƓùƶƕǕ ǑùƼ èíïā Ǒùƙǃå í) ƗùƪåïíTella & 

Abdulmumin, 2015( ǑƙǓƓǂ   : 
1. ƕǐîøøƨǁä þøøǄǓäĀǁä üøøƓƽ þøøǄ ûîìøøǄǁäüøøǐǄƴ Security: ǆùùưƙǒ ýùùǆƵ ïƓùùõãÿ ùùƞǗå ÿùùǆ ƗùùƵāǆƞǆ ïǒƕåíùùƙǃåā èåßåï

ǒƕǃå ÿùùǆá ÿǆùùưƙ Ǒùùƙǃå ÜƗùùǒðåïƙơǙå ƗùùǒƑƓƿāǃåƕùùƬǃåā ýùùǒǆƶǃå ÿǒùùƕ Ɠùùǆ Ɨùùǃāåíƙǆǃå èƓùùǈƓǙå ƗǂƗùùǒǈāïƙǂǃ )Kanona, 

2018(. 
2.ǁä ïƑøøƜǆâ Ǐøøƺ ƕƳîøøƨǁäçǘǄƑøøƴǄPerceived Speed: ǃ þðǚùùǃå èùùƿāǃå ïƓùùƮƙƤå Ǒùùǈƶƙā ǏùùǄƵ ýùùǒǆƶǃå ýāùùƮơ

ƗùùǆíƤǃåÜ õǆǃå èùùƿāǃå ÷Ɠõǀƙùùƪå ïùùƕƵ üùùǃîāùùǄƓùùǒðǃ æā ï úùùöāǆǃå ƴùùǆ ïùùƬƓƕǆǃå ýùùǆƓƶƙǃå þùùƛ ƗùùǆíƤǃå þǒíùùǀƙ ðùùǂåïǆ ç
ëïùƬā ýāâùƪǆǃå  ïǒ Ǒùùƙǃå ƗùǆíƤǃå Ɨùùƶǒƕõùǒơ ýùǒǆƶǃå Ɠǋí ǏùùƙùƮơǒý Ƶ ƗùùǒƓǌǈùǆíƤǃå ǏùǄùùǒǆƞ .Ɨ ïǆǃå ƴ ƗǀƕƓùùƪǃå ýùơå

 Ċþƙ  íǈƵ ƓǌǃåðƙƤååǃßāƞǄ Ǐǃã ǑǈāïƙǂǃǙå ƴƼíǃå èƓǆíƤã ÜƼƓưåāƙǃå ƗǒǈƓǂǆã Ǐǃã ĄƗ èùƿāǃå ǑùƼ èƓùǌƞ çíùƵ ƴǆ ýƮ
ƽǈǊƪ ) úƪāǒ ÜǑƼƓǂ2011.( 
3.çǘǄƑƴǄǁä ìäìƨĀ üǄƑƴƗǁä ƕǁĀǊƨ Ease of Payment éǒơ :å ƠƕƮá èƓùǀǒƕõƙǃå ƴùǆ ýùǆƓƶƙǃ āïƙǂǃǙå ÿùǆ Ɨùǒǈ

ǆ èƓǒưƙǀƗǒǆāǒǃå çƓǒơǃå èƓǆíùƤā ÜǂǃǙå ƴƼíùǃå ïƞã ƗùƼƓǂƕ ǑùǈāïƙåßƓùǌƙå Ǚå Ɨơùưåā ĄƗõǒùƪƕ íùƶƙ Ɨùǒǈāïƙǂǃ ƗƕùƪǈǃƓƕ
ùùǒƶƕ ÜÿǒǄǆƓùùƶƙǆǄǃúùùĊǄǂƙǃå ÿùùƵ çí  ǏùùǄƵ .íùùǒǀƶƙǃåāå ôùùƶƕ Ċÿá ÿùùǆ þƹïùùǃ ǑǈƓùùƶĈǒ éùùǒơ ñùùǂƶǃå Ăïùùǒ íùùƿ ÿǒǄǆƓùùƶƙǆǃå

ƴǆ ýǆƓƶƙǃå ǑƼ ƗƕāƶƮ èƓǆíƤǃå ǉîǋ  ÜǑƼƓǂ úƪāǒ)2011.( 
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4.ǁäǘǄüĀøøøƓƾǁäĀ ƕøøøǄÞ Convenienceƙ : íùùùùƶǂǃǙå ƴƼíùùùǃå èƓǆíùùùƤǂǃ Ɨùùùùǆßǚǆ ǑùùùǈāïƙƓùùùƼ ïùùùƬ Ɨ ƠƑå ǏùùùùǄƵ ƴùùùǆƙƞǆǃå
ùùǌƙƓƼƓǀƛ úǚƙùƤå Ɠ ƗùǒǆǒǄƶƙǃå ƓǌƙƓǒāƙùùƪǆāÜƗùùǒïǆƶǃåā Ƥƙùùƪå ßǚùǆƶǄǃ ÿùùǂǆǒāíƓùùǒǀǄǃ èƓǆíùƤǃå ǉîùùǋ þå ƴƼíùùǃå èƓùùǒǄǆƶƕ þ

 ÿƓùǂǆ ăá ǑùƼā èùƿā ăá ǑƼõùǀƼ ƗùƞƓơƕ þùǋ ǃå ÿƓǆùư Ǐùǃãƙāƕǂǈƶǃå ƗǂƕùƬǃƓƕ ýǒùƮāƙ.(èùǈïƙǈǙå) Ɨùǒ  ĆƗùǌƞ ÿùǆā
 ĂïƤáƓǂǃ Ɨǆßǚǆ ǑǌƼǆíƤ ƗƼǆǒ éǒơ ƴƼíǃå èƓǂÿ  āơƙǂ ýǒå ýǂƬǃå ÿǆ ƴƼíǃå èƓǆíƤ ƗƼƓǃå Ǐùǃã ăíùǒǄǀƙǃ ýǂùƬ
ǂǃǙåǑǈāïƙ6. 

5.Ƴǁä ƕǐĀǉ þƳ ùƪǀǁä ýìƴÞǘǄ Anonymity :ƗǒùƮāƮƤǃå ƗùƪƓǒƪ íƶƕǃå åîǋ ÿǆưƙǒā ǑùƼ þùǌǆǃå ÿùǆ éùǒơ Ü
ƓǒǄǆƵƓǀƕã ǑǈāïƙǂǃǙå ƴƼíǃå èǆƶǃå Ɨǒāǋ ß ïǃå ÿƵ çíǒƶƕ ýǒ ƴǈǆǒ Ɠǆƕ ïåíå ýǂƬ ăǕ ǊưïƶƙǂùƬá ÿǆ ïïùưǃå ýƓ
ăíƓǆǃå ǃå āáăāǈƶǆ7. 

6.ÞäìǓä ƕǆĀîǄ Flexibili ty: èåííùơǆǃå ƗĊǄƿ Ǒǈƶƙā Ƶ þùǂơƙ Ǒùƙǃå íāùǒǀǃåāíùǃå èƓùǒǆƼ ÿƓùǆðǃå éùǒơ ÿùǆ ƗùǒíǒǄǀƙǃå ƴ
ǆƵ ðùùǒǆƙƙ éùùǒơ ÜÿƓùùǂǆǃå āáǑùùǈāïƙǂǃǙå ƴƼíùùǃå èƓùùǒǄ å ÿùùǆ ƗùùǒǃƓƵ Ɨùùƞïíƕ ßåíǕå ǑùùƼ Ɨùùǈāïǆǃ èƓǆíùùƤǃå ïǒƼāùùƙā ǑùùƼ

 āá ÿƓǆð ăáǙå ƗõǒïƬ ÿƓǂǆýƓƮƙ  āƕǂǈƶǃå ƗǂƕƬǃƓƕƙǒƗ )Simon, 2016(. 
 

 

 þƿï ýǂƬǃå)1( áƶƕƺƙǆǃå íƓǒýǀƙƪǆǃå ï 
ǆǃåïíƮéơƓƕǃå íåíƵã : 

                                                           
6
 Website: https://securionpay.com/blog/e-payment-system/ 

7
 Website: https://cybernews.com/resources/the-ultimate-guide-to-safe-and-anonymous-online-payment-methods/ 

https://securionpay.com/blog/e-payment-system/
https://cybernews.com/resources/the-ultimate-guide-to-safe-and-anonymous-online-payment-methods/
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 ƲƓƑƗǁä îǐƸƗǄǁä :ăƑǐǆƑƙDependent Variable ïƛƋƙǒ ăîǃåā ßǚǆƶǃå Ɠưï āǋ :ƕƓƪāƑ ýíǃå ƴƼǑǈāïƙǂǃǙå. 

úĊïƶĈǒā ǃå Ɠưïá ýǒǆƶ" :ǊĊǈƙ ǑǂåïíȒåā ǑƽõƓƵ ýƶƼ íïƗǈǒƶǆ ƗǆíƤ āá Ɲƙǈǆ ǉƓƞ  åîùǋ ƴùǆ ïùƬƓƕǆǃå ýùǆƓƶƙǃå ÿùƵ Ɲƙùǈǒ āùǋā
ǆǃåƙùǈ Ɲǉîùǋ āá íƤǃåùǆƗ  Ɨùǒǈǆð çïùƙƼ ýǚùƤ çïùƙƽƕ Ǐǆùƪƙ Ǒùƙǃåāÿùǆ ƗùǆíƤǃå āá Ɲƙùǈǆǃå ïƓùƕƙƤå ýùǒǆƶǃå ýùƕƿ" )J. A. Cote, 

2002(. 

 ŉýƗĀƽ ƑƮî ðƑǐÞǘǄƴǁä  ǘƢ þǄü  ƕƳĀǄƜǄ ƲƮĀǄþ çäîƑƓƴǁä ǁäǂƬƗǄíǊƓ ƕîĀƟǄǁä ä ƓƗƨǗä ǏƺƑǆƕ. 

 :ăƑƙǁƑƙäǁäîǐƸƗǄç :ƕĉǐƺäîƷĀǄǐìǁä ǒƺƙǆǃå ÿǆ ƗƵāǆƞǆ ßƓǀƙǈå þƙ Ɠǈƛơƕ ǑƼ ā Ǒǋā ÜƗǒƼåïƹāǆǒíǃå èåï:ǑƙǓå ûƼ 
1-.ñǈƞǃå 
2-.ïǆƶǃå 
3-.ƗǒƵƓǆƙƞǙå ƗǃƓơǃå 
4-ƶƙǃå Ăāƙƪǆǃå.ǑǆǒǄ 

ǒƕǈƓƞ ÿǆ èåïǒƺƙǆǃå ǉîǋ ƴǆ ýǆƓƶƙǃå Ċþƙā :ÿǒƽǄƙƤǆ ÿ 
¶ƑƓƗƳäǁä îǐƸƗǄǄǐìǁä çäîǄ ƕǐƺäîƷĀƗƸîǐ üĉìƴǄ variable ratoModer:  Āǐ:üĉìøƴǄǁä îǐƸƗǄǁƑøƓ ìøƬƾ  íùƿ ăîùǃå ïùǒƺƙǆǃå

 ăîùùùǃå ïùùùƛǕå ǑùùùƼ ïùùùǒƺĈǒùùùƼ ýǀƙùùùƪǆǃå ïùùùǒƺƙǆǃå ǊùùùǂïƙǒÜƴƕƓùùùƙǃå ïùùùǒƺƙǆǃå Ǒ  ƗùùùƼƓǂ ÿùùùƵ úùùùƬǂǃå ǏùùùǄƵ éùùùơƓƕǃå ðùùùǂïĈǒ éùùùǒơ
ǃåùùƶǒƕõ ǑùùƼ ïùùǒƺƙ ÿá ƓǌǈƋùùƬ ÿùùǆ Ǒùùƙǃå èåííùùơǆǃåā õāïùùƬ ïùùǒƺƙǆǃå ÿǒùùƕ Ɨùùƿǚƶǃå Ɨåā ýǀƙùùƪǆǃå ÿǒÜƴƕƓùùƙǃ  āƙùùǒþ ǃå ýùùǆƓƶƙ

ƑƓƮơã ĄƓǒ  ïǒƺƙǆǃå ƴǆåǃ ǏǄƵ ýíƶǆǃå ýǀƙƪǆǃå ïǒƺƙǆǃå æǈƓƞ Ǐǃã ăāǈƓƛ ýǀƙƪǆ ïǒƺƙǆ ǊǈáñǒƑï )Hayes, 2007:( 
¶ƗƳäîƑƓ  ĉǐƺäîƷĀǄǐìǁä çäîǐƸƗǄǁä îǐƸƗǄ ƕ æäìàriableVa Instrumental   

 ăÞƑǆƓ ǂƳ çäîǐƸƗǄ þǄ ǈƮäîƴƗƨä ĉýƗ ƑǄ Ǎ èƟƑƓǁä ýĉǄƬ ƕƨäîìǁäƕƨäîìǁä éíĀǄǆ )Model:ǏǁƑƗǁä üǀƪǁä ǍǂƳ ( 
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 ϤϜϼтПϦвϢϜϸϒ  ϤϜϼтПϦвϢϜϸϒ 

 

) þƿï ýǂƬǃå2( Ɨƪåïíǃå êîāǆǈ õõƤǆ 

ρπ. ϤϜϸϹϳвЮϜϼϹϣЂϜ: 

:ÿǒƙǒƪǒƑï ÿǒƙƵāǆƞǆ ÿǆư Ɨƪåïíǃå èåííơǆ ïƮơ éơƓƕǄǃ ÿǂǆǒ 

¶ǄǁäììƟøĉǐǄǂƴǁä çäƕƓùƶƕá Ɨƙùƪ éùơƕǃå åîùǋ ýāƓùǈƙǒ :ƑƓùƪāǃ õùǀƼ íý Ƽíùǃåå ƴùǈāïƙǂǃǙǑùǋā Ǒ )åǃ ÿùǆǕåā Ɨǒïùƪ ÿùǆ üïíùǆǃå
ýùùǒǆƶǃå ýùùƕƿ ÜǚǆƓùùƶǆǃå ðƓùùƞǈã ǑùùƼ ƗƵïùùƪǃåè ÜèǚǆƓùùƶǆǃå íåíùùƪā ýùùǆƓƶƙǃå Ɨǃāǌùùƪ Üǃåǆßǚýāùùƕǀǃåā Ɨùùǆ ÜíùùƵ þ ÿùùƵ úùùƬǂǃå
ßǚǆƶǃå Ɨǒāǋ ÜåíǕå Ɨǈāïǆß( ùƶƕǕå ÿùǆ ííùƵ ýāƓǈƙǒ þǃ ƓǆǒƼ èíïā Ǒùƙǃå íƓƕƓùƪ èƓùƪåïí ǑùƼƗǀ ) ýƓùƛǆáFirdous 

& Farooqi, 2017 ( íƓǆƙƵå Ċþƙ éǒơ) ÜăíïùƼ ýǂùƬƕ ýƓùƮƙǙå ÜýùƮåāƙǃå ÜƗƕƓƞƙùƪǙå ÜƗĊǒùƮāƮƤǃå ÜçßƓùƽǂǃå
 ǑƕāƪƓơǃå þƓöǈǃå ïƼåāƙ Ü÷ƓƕƬǗå Ɨƞïíåǀǃ íƓƶƕƋǂ (æƪƓǈǆǃƓǒ ñå ƴƼíǃå ýƑƓƪā íùǀƼ ïùƤà ĆæǈƓƞ ÿǆā ÜǑǈāïƙǂǃǙ

ƺƙǆ ǏùùǄƵ Ɠǈƙùùƪåïí èðùùǂïǚùùǆƶǃå Ɠùùưï ïùùǒíùùǒíơƙ ÿāí çíùùơåā ƗùùǄƙǂ ǊƙƽùùƮƕ ß  ǑùùƼ Ǌùùǃ íƓùùƶƕá ÿǒùùơƙƵå ôùùƶƕ èíùùǆ

ȰǝǠȅĀ ȥǼȱäɄȹĀȀǪȮȱɍä Ȝ 
1-ǦɅȀȆȱä  Āȸȵɉä 
2-ïǠƱɋä Ž ǦȝȀȆȱä 
3-ȱɀȾȅȰȵǠȞǪȱä Ǧ 
4- Ā ǦȶǝɎƫäüɀǤȪȱä 
5-ȝǦɅɀƬä ȸȝ ȤȊȮȱä ýǼ 
6-ȹĀȀȵÞäìɉä Ǧ 

 

 ȀɆȢǪȶȱä
ȰȪǪȆȶȱä 

 ȀɆȢǪȶȱä
ȜǣǠǪȱä 

äǦɆȥäȀȡɀȶɅǼȱä çäȀɆȢǪȶȱ 
¶ȄȺƨä 
¶ȀȶȞȱä 
¶ǦɆȝǠȶǪǱɍä ǦȱǠƩä 
¶ǪȆƫäɄȶɆȲȞǪȱä āɀ 

 

ÞɎȶȞȱä Ǡȑî 
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Ɠùùƪåïíǃåè ùùƵ) ýùùƛǆ ßǚùùǆƶǃå Ɠùùưï ñƓùùǒǀǃ íƓùùƶƕǕå ÿùùǆ ííùùƵ ïƓùùǒƙƤå ǏùùǄƵ ƗǀƕƓùùƪǃå èǚǆƓùùƶƙǃå ííùùƵ Üßǚùùǆƶǃå íí
ǒǈāïƙǂǃǙåƗ  ýƕƿ ÿǆ þƙƙ Ǒƙǃåǃåǆƶ.(ßǚ 

¶:ƕǐǆƑǄïǁä çäììƟǄǁä  ðǃå ƗơƓùƪǆǃƓƕ çïùƬƓƕǆ çïāùƮƕ õƕƙïƙ ǑƙǃåāùĊǒǈǆǆǒ Ǒùƙǃå ƗǌƵƓùưƤã ÿùǂǆǃå ǉîùǋā ÜƗùƪåïíǄǃ Ɠ ƗơƓùƪ
Ɠǈƛơƕ ǑƼ ǆƙƙ ðǒǃîā ƗĊǒíāíơǆǃƓƕü  ǑǈāïƙǂǃǙå ƴƼíǃå èƓǆíƤ ûǒƕõƙ íǌƵ Ɨƛåíơǃ Ąåïöǈôǆǒ þǃ Ǒƙǃåā  ǏùǄƵ þƓùƵ
ƕõƙå ýơǆ Ɨǂïƕǃå üǈƕ ǑƼ Ɠǌǀǒǃ .Ɨƪåïí 
¶ çäììøøƟǄǁäǗäƜøøǐƳƑǄƗ:ƕ  āùùƮƕ ăïāùùƪǃå ƴùùǆƙƞǆǃå ǑùùƼ ǑùùǈāïƙǂǃǙå ǑƵāùùǃå úƶùùư éùùǒơ ÿùùǆ üùùǃîāùùǈǋā .ƗùùǆƓƵ Ćçï Ɠ

ǑƵāǃƓùùƕ íùƮƿá  ïùùƞã ǑùǈāïƙǂǃǙå èǚǆƓùƶǆǃå ßåßåāùùƪ ǃåǃåā Ɠùùǌǈǆ ƗùǒǆāǂơƤƓ ƗùùơƓƙǆǃå ƗùùǒǈāïƙǂǃǙå èåāùǈǀǃå ïùùƕƵ ƗùƮ
.ƗǒƓƺǃå ǉîǌǃ   

¶ çäììøøøƟǄǁäƕøøøĉǐǆƑǀǄǁä: ƗùùùǈǂǆǕå Ɨùùùǒíāíơǆ Ɠùùùǌƕ ǑùùùǈƵáā ǃ Ɨùùùǀƕõǆǃå èƓùùǌƞǃåāíùùùƤƓǆƼíùùùǃå è ƴùùùǆƙƞǆǃå ǑùùùƼ ǑùùùǈāïƙǂǃǙå ƴ
ăîùùùǃå ïùùùǆǕå Üăïāùùƪǃå çĊíùùơ ÿùùùǆ ýùùùǄǀǒ  ǑùùùƼ ƗùùùƪƼƓǈǆǃåǆ ÜýƓùùùƞǆǃå åîùùùǋùùùǋ çíāùùùƞ ýùùùƶƞǒ ƓùùĊǆƙǆ èƓǆíùùùƤǃå ǉîƗƶùùùưåā 

 āƪƼƓǈǆǃƓƼ ÜƗõǒƪƕƗ ǒāõƙǃåā íǒíƞƙǄǃ ĄåðƼƓơ ûǄƤƙ Ǒƙǃå Ǒǋǒá ïƓǂƙƕǙåā ÷åíƕǗåā ï ïùƤà ĆæùǈƓƞ ÿǆ .èíƞā Ɠǆǈ þùǃ
å ǉîǋ ýǆƬƙǃơåā üǈƕ Ăāƪ ƗƪåïíƼ í õǀ ïƕǃå üǈƕ āǋƗǂ. 
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ϝЂмϚъϜ ЙТϹЮϜ ЭЫЮсжмϽϧ 

в ̵ϹЧ:ϣв 

å Ǒǈǀƙǃå þíǀƙǃå ðïƼá íǀǃǚõã îǈǆā ýƑƓǌǃ ƗǂƕƬ ûǗå ïƙǈ èǈ ǑƼǆǈèƓǈǒƶƪùƙǃå úƮùƙ Ɠùǆ  úïùƶǒ ǑùƼā ƗùĊǒǈāïƙǂǃǙå ýƓùǆƵǕƓƕ
ƓǌƙǆĊíùùǀǆ ùùƪāā ƓǌǃƓǂùùƬƋƕ ƗùùĊǒǈāïƙǂǃǙå çïƓùùƞƙǃåƗùùƵāǈƙǆǃå ƓǌǄƑƓÜ  āƶƙùùƕƙíùùǃå èƓǆíùùƤ ïǑùùǈāïƙǂǃǙå ƴƼ  çïƓùùƞƙǃå ƗõùùƬǈá þùùǋá ćíùùơá
ƗĊǒǈāïƙǂǃǙå ÜǑƼā ƕáǌǃ ĆýǂƬ õƪ þāǀǒ Ɠýǒǆƶǃå å ƸǃƓƕǆǃå ƴƼíƕǀơƙƪǆǃƗ á ǊǒǄƵƕ Ɠǋâåí ĆýǂƬ ƙǂǃåǈāïǑ. 

 ƴƼíùùǃå ƗùùĊǒǄǆƵāùùƪ ïùùƬƶǃå ǑùùƼ ƗùùƮƓƤ ƗƵƓùùĊƪǃå éǒíùùơ èơƕùùƮá ǑùùǈāïƙǂǃǙå öāùùơǄǆǃå ïāùùõƙǄǃ Ąåïùùöǈ üùùǃîā ÜƗǒùùưƓǆǃå èåāǈ
 ăîǃåǌƬíîǋ ǊƙƤǃå ǉƓƕ èƓǆíåïāùõƙǃå ƴùǆ ăðåāƙǃƗƵïƓùƪƙǆǃå ƗùĊǒƞāǃāǈǂƙǃå è ÜÿƓǆǄùƪ)2020(Ü ǃå æùǈƓƞ Ǐùǃãùƪǆ çðùǒǆǆǃå èƓ

ùǋ ƴùǆ èùǀƼåïƙ ǑƙǃåíùƤǃå ǉî ÿùǆ èƓǆ ĆƗǃāǌùƪùǆáā ïǆā ÿƓƗùǈā ßåíǕå ǑùƼ ƗùǒǃƓƵ èǚǆƓùƶǆǃå ðƓùƞǈã ǑùƼ ĆƗƵïùƪā Ü ăîùǃå ïùǆǕå
ƽǆ ïùùĊǒƹƙǂǃǙå èƓǆíùùƤǃå þāùùǌǆ ÿùùǆ ýĊāùùơƙƙǃ ƗùùǆƓƵ çïāùùƮƕ Ɨùùǒǈāïùùƞ āǂ íïƿ Ɠùùǌǈùùưǆ ĄƗùùǆǒƪá ĆƗùùǆǒƿ Ǐùùǃã ĄƗƼƓ Ǐùùǃã ýùùƕ Ǚ ƗĊǒùùƪƓ

å ǑƼ ĆçƓǒơ æǄõƙǆ íǒíƶǃíǃå ÿǆƙǆǃå ýā.ƗǆĊíǀ 

 :̯ъмϒаϝЗж ъϜ ЙТϹЮϜсжмϽϧЫЮ e-payment system: 

ǒåíƕ ĄƗ āƿ ïƶƙ ǑƼ ôāƤǃå ýƕ ƴƼíǃå ýƑƓƪā úǒƓǌƵåāǈáā ǑǈāïƙǂǃǙå ƓǌǆǒǋƓƽǆāÜ  ƴƼíǃå þƓöǈ ǏǄƵ ßāưǃå õǒǄƪƙ ÿǆ Ċíƕ Ǚ
ǈāïƙǂǃǙåǑ üǃîā ǏǄƵ  ïƓƕƙƵå ƴƼíǃå ýƑƓƪā Ċÿáíǃå þöǈǃ ƗĊǒǄǆƶǃå Ɨǆƞïƙǃå Ǒǋ ǑǈāïƙǂǃǙåǑǈāïƙǂǃǙå ƴƼ ýǆƶǃå ûāƪ ǑƼ. 
Ɠǈǋǆ íǒíƶǃå üǈ úǒïƓƶƙ ÿå þöƴƼíǃ ǂǃǙå Ǒǈāïƙǆƞāǒƶ ĆæǃƓƿ ǑƼ æƮƙ Ɠǌ íơåā  ïǒƕƓƶƙǃå úǚƙƤå ÿǆ þƹïǃå ǏǄƵ

 èåíïƽǆǃåāÜúǒïƓƶƙǃå ǉîǋ ÿǒƕ  úǒïƶƙ úǒïƓƶƙǃå ǉîǋ ÿǆ ïǂîáā)àǆï ïƙƪƝǈā Ü2003 (ǃǈƓǌĊǈá ǑǈāïƙǂǃǙå ƴƼíǃå þö :
"ǆǃå èǚǒāơƙǃå ßåïƞǗ ƗǀǒïõƓǒǄǆƵ āá ƗǒǃƓƙǈǆǄǃ ƴƼíǃå èá èƓƞ èƓǆíƤǃå ā èåāíá ïƕƵƙǂǃåǒǈāïÿāí ÜƗ ƞƓơǃåã ƗǃǏ 

ƓǂǒƬǃå ýƓǆƶƙƪåíǀǈǃå āá è". úĊïƵ Ɠǆǂ  èǚǃå íƕƶǃå ÜăïĊǆƬǃå)2008( " :ƓǌĊǈá ǑǈāïƙǂǃǙå ƴƼíǃå þöǈǀǄǃ þǆƮǆ þƓöǈǒ þƓ
ƶƕèƓǒǄǆ íǃå ƴƼǆǃåǑǈāïƙǂǃå ĆýǂƬƕ ǑǃƓ " ƓǌƼĊïƵ ÿǒơ ǑƼ)Reynolds ̪2017( áǌǈ" :Ɠƶǒ þƓöǈǏǄƵ íǆƙ  íƵåāƿ èƓǈƓǒƕǃå
ǈǙåāá ƗƼƓǂ ǑƼ èǈïƙƓǒǄǆƵ ýƓǂƬƼíǃå èá ƴā ǑǃƓǆǃå ýǒāơƙǃå". 

 ýĉìƾƗ ƑǄ ǍǂƳ ăÞƑǆƓ ĉþƌƺ  Ǘä Ʋƺìǁä ýõǆ ýĀǊƻǄ ïǀîƗǐ ǏǆĀîƗǀǁ ǈǄĀǊƻǄǄǁäĀ çƑǄìƢǁä ƕƺƑǀ ïƑƜǆâ ǏƺƴçǘǄƑ ƑǄǁä ƕĉǐǁ
ƬƓ îƗǀǁä ąæîĀǀǐƪ þǄ ƕĉǐìǐǂƾƗǁä Ʋƺìǁä üƏƑƨĀ þƳ ăäìǐƴƓ ƕĉǐǆĀìƾǆ üìƑƓƗĀ çƑ þǐƓ îƪƑƓǄ ĂùäîôǓä. 

¶ж ϝтϜϿвϹЮϜ аϝЗЮъϜ ЙТ:сжмϽϧЫ 

ƙƙ Ċāǈǆ ÷ǒåðƓ ǈāïƙǂǃǙå ƴƼíǃåǋá ôïƵ ÿǂǆǒā ÜǑ:ǑƙǓå ûƼā Ɠǒåðǆǃå ǉîǋ þ 
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1-ïǒƼāƙ ƿāǃå:è ǑǈāïƙǂǃǙå ƴƼíǃå þƓöǈ ðǒǆƙǒ éǒơ ) ûƼāJunadi, 2015 (ƵïƪǃƓƕá ǑƼ Ɨ Ɨǒíǀǈǃå èǚǆƓƶǆǃå ßåí
ǈǒƙāïǃå èåßåïƞǗå ÿƵ Ąåíǒƶƕǃå èƓǆíƤǃ ƗĊǒ ƴƼíǒ ïǆǕå åîǋā ÜƗĊǒíǒǄǀƙǃåå ƗƶƽǈǆǃƓƕ íāƶõǃ ƗǂïƙƬǆǃǃå ǑƼïǚƶƿƗ 

ƙƬǆǃåā ƴƑƓƕǃå).(ăï 
2-èƓǆíƤǃå ßåíá ǑƼ ǏǄƵá ƗǒǄƵƓƼ Ɨƞïí ûǒǀơƙ ÜǈƼ þöǈ þåíƤƙƪå Ɨƞǒƙǈ Ɨǀǀơǆǃå èƿāǃå èåïāƼāǃ Ąåïöå ƴƼíǃ

ǂǃǙå ÜǑǈāïƙ ðǒǂïƙǃå ƠƕƮá ǏǄƵá ĆƗǌƞ ÿǆ ƗǆíƤǃå ǏǄƵā Ɨǌƞ ÿǆ ýǒǆƶǃå ǏǄƵ ĂïƤá )Tella, 2015( Ü
å ïǒƕåāõ ýāõ Ċýƿ éǒơýāƮơǄǃ ïƓöƙǈǙ ǆíƤ ǏǄƵ Ɨ ƗǈǒƶǆǕåǆï ƞǆǃå ëƓƙá ăîǃå āƞƕ ßƓǀƙïǚǃ ýƓ ƗǆíƤǃå çí
å Ɠưï ÿǆ íǒðǆǃå æƪǂā.ßǚǆƶǃ 

3- :ǏǄƵá ÿƓǆá Ɨƞïí) Ǐǃã ĄåíƓǈƙƪåJunadi, 2015( ƼǆǄþƞơ Ċýƿ Ɠ íǃ òƓǂǃå íǀǈǃå ƗưïƵ ýƿá ƠƕƮá íïƽǃå Ă
 ÜßåíƙƵǙåā ƗƿïƪǄǃ æǈƓƞ ǏǃãƽƤǈåå ôƓƓǂǃå íǀǈǃå ÿåíǀƼ ƗǒǃƓǆƙơǕå ÜǊƵƓǒư āá òǒ ăîǃå ïǆã ñǂƶǈƓƞǒƕ ĄƓ 
Ǖå èǙíƶǆ ǏǄƵ íïƽǃå Ăíǃ ÿƓǆ.ƗĊǒǃƓǆǃå èǚǆƓƶǆǃå ƗǒơƓǈ 

4-ƪǆǃåƗǆǋƓ  ĊǒǃƓǆ íƑåāƵ ûǒǀơƙ ǑƼ:èƓǆöǈǆǄǃ ïƛǂá Ɨ á éǒơöǃå èïǌƶíǃå ÿǆ íǒíýƛǆ èƓƪåï )Fatonah, 

2018ǈ ÿāǆíƤƙƪǒ ƓǆíǈƵ íåïƼǕå Ŋÿá ( ƴƼíǃå þöǃǙå āïƙǂǄǒǆǒ ƗƽǄƙƤǆǃå ǊǄƑƓƪāƕ Ǒǈǃå ûƓƽǈã Ǐǃã ÿā ÿǆ íǒðǆ
å íāǀǈǃïƕƵ ǆǃƓƕ ýƑƓƪāǃå ǉîǋå ýƑƓƪā ƴǆ ƗǈïƓǀ.ƗĊǒíǒǄǀƙǃå ƴƼíǃ 
5- Ɨǃāǌƪ ûǒǀơƙƕƓƙǆ ǑƼ ïƛǂá:ƗǒǃƓǆǃå èƓǒǄǆƶǃå Ɨƶ Ɠƙǆǃå ćöơǃ éǒơƕǌǃ ÿāƶƤǃå ǉîƓǆí èǙå ǏǄƵá ĄƗǃāǌƪ ÜƗĊǒǈāïƙǂǃ

Ɨǀǀơǆǃå èƓǒǄǆƶǃå ƗƼƓǂ ƴƕƙƙ ǑƼ Ăíơã ïƕƵ Ɠƪāå ýƑƙƵå ǏǄƵ ÜǑǈāïƙǂǃǙå ƴƼíǃǃå ƗƼƓǂ Ċÿá ïƓƕǃå èƓǒǄǆƶ çðƞǈǆ
ƞƪƙý öǈǃå ǏǄƵ ĈƓǒǆƿïǈǆǄǃ ǑƪƓƪǕå þƓƗǆö ), 2012Hanzaee(. 

¶аϝЗж ϞнуК ъϜ ЙТϹЮϜ:сжмϽϧЫЮ 

á -åĀǐƳ :ƕǐǆǄà  Ċÿá ÿǆ þƹïǃå ǏǄƵ ǃå þöǈǙå ƴƼí ïƙǂǃ ā ýǒǄǀƙ éǒơ ÿǆ íåïƼǖǃ ƗǒǃƓƵ ÿƓǆá Ɨƞïí èïĊƼā Ǒǈ
èǙƓǆƙơå ǒưǃåā ƗƿïƪǃåƓǂǃå íǀǈǄǃ ÷ƓƓǈǋ Ċÿá ĊǙã Üò ƗĊǒǈǆá úāƓƤǆ üƬǆƕ ûǄƶƙƙǃå ýǂƓƮïǀǈƗ  ÿǂǆƙ Ǒƙǃåā

ǆǃå ýāƮơǃå ÿǆ ûïƙƤ ïƼǖǃ ƗĊǒƮƤƬā ƗǒǃƓǆ èƓǈƓǒƕ ǏǄƵðåðƙƕǙå ôåïƹǕ ƓǌǆíƤƙƪǒ íƿ íå  ĄƗƼƓưã .ĄƓǀơǙ
ãǃ Ċÿá Ǐǒƹ ƗƿíƓƮǆǃåƙ ƗǒƼƓǂǃå ï÷ðƵð ƗĊǒƿåíƮǆ ǑǈāïƙǂǃǗå ƴƼíǃå ƗǆöǈáÜ Ƽ ÿāíƕǒƕåíƙûǀơƙǃå ï  āǌǃå ÿǆ Ɨǒ

Ɠǒǀǃå ýƛǆ ƗǀƑƓƽǃåǃåā Ɨǒāǒơǃå èƓƪ ǏǄƵ úïƶƙÜǊƞāǃå ǆǒǂÿ åíƤƙƪå óƤƬ ăǕöƼƓơǆā èƓƿƓõƕ þ 
 íƓƶƙƕǙåā ïƤà óƤƬǃ Ɨǒǈāïƙǂǃã.ǊǒǄƵ ôƕǀǃå þƙǒ ÿá ÿāí  ǉîǋǆǃåƗǒǈǆǕå úāƓƤ ýƶƞƙ  ôƶƕǕåƼíåï 

ííïƙǆ ǑƼ ÿǒ ĊǒǈāïƙǂǃǗå ƴƼíǃå Ɨǆöǈá þåíƤƙƪå) ƗSharma, 2013(. 
æ -ǐǁƑǀƗǁä æìƑǐïƉƓ ƕôƓƗîǄǁä ùƴǄǁä ƕǐƑǄƟ ƕǄõǆ:çƑǄĀǂ ƪå ÿǆåðƙþåíƤƙ öǈáå Ɨǆíǃ ƴƼåǗǃå ƴǆ Ɨǒǈāïƙǂǃ ƗƞƓơ

 çíǒåðƙǆǃå ĊǒǃƓǆǃå èƓǆāǄƶǆǃå ƗǒƓǆơǃƤǆǃå ƗǑƼ Ɨǈð èƓǂïƬǃƓƕ ƗƮƓƤǃå ïƙāǒƕǆǂǃå Ɨǆöǈá )Sharma, 
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2013(Ü ǆ ÿǆưǒ Ɠǆƕ íåïƼǕå ƴǈ ëïƮǆǃå ïǒƹǃå ǉîǋ ǏǄƵ ÷ǚõǙå ÿǆ ýāƤíǃƓƕ þǌǃǆǕå ÜèƓǆāǄƶǆ ï
 ñǂƶǈå ăîǃåýǂƬ ǏǄƵ  ā èƓǀƽǈã ƗĊǒǃƓǆ úǒǃƓǂƙ ƗĊǒƼƓưƬǃåïƙā ßǒǂïæ ǆ èƓǒǈǀƙ ƗǈƓǒƮā ÿǆǕ çïāõƙ
èƓǆāǄƶǆǃå. 

ъϜ ЙТϹЮϜ ЭϚϝЂм :̯ϝужϝϪ:сжмϽϧЫЮ 

ƴƼíùùǃå ýƑƓùùƪā ýùùƛǆƙ ƗùùĊǒǈāïƙǂǃǙå ùùǈāǂǆ þùùǋáƓþƓùùöǈ è íùùǃåƴƼ ǃǙåùùǈāïƙǂǑ ÿùùǆ íùùƶƙā ÜǊùùƙßƓƽǂ ñƓùùǒƿ èåïùùƬâǆ ðïùùƕá ÿùùǆ ßåāùùƪ 
ǆƞơ éùùǒơĂíùùǆā Ɠùùǌ ùùǌƵāǈƙ āá ÜƓ.Ɠùùǌƙƶǒƕõ ƗùùǒơƓǈ ÿùùǆ ùùƶĈƙā ā úĊïƴƼíùùǃå ƗǄǒùùƪ  āïƙǂǃǙåûùùƼā Ǒùùǈ ǃåƕùùǈ ïāǕå ăðùùǂïǆǃå ü Ǒùùƕā

ƓùǌĊǈá :èïíùƮ ƴùƼí ƗùǒǄǆƵ ýùǂ ƓùǌǈƋƕ'' èùƞǃāƵā ƕ ïõ''Ɨùǒǈāïƙǂǃå Ɨùǀǒ)Choudhry, 2015 Ü(ÿá Ǒùǈƶǒ åîùǋā  ýƑƓùƪā ƴƼíùǃå
ǂǃǙåǒǈāïƙýǒāơƙ ÿƵ çïƓƕƵ Ǒǋ Ɨ ƗĊǒǃƓǆ èǚǆƓƶǆ õƶǆ ýùǀǈ ýǚùƤ ÿùǆùǃã úïùõ ÿùǆ èƓùǒà Ǐ ïùƤà Ǐùǃã þƓùöǈ ÿùǆ āá ïùƤ
îùǋā þƙùƙ èƓùǒõƶǆǃå ǉ ƓùǌƙƞǃƓƶǆÿùǆ ýùùƕƿ  ïùõú ƶǆǃå þƓùöǈ) õǒùƪāǉîùǋ þƙùùƙā .(ƗùƞǃƓ  ƗùùƵāǆƞǆ ûùǒïõ ÿùƵ ƗùǒǄǆƶǃåååāíǕ è
Ǚå ƓǋïíƮƙ Ǒƙǃå Ɨǒǈāïƙǂǃüāǈƕǃå ƙƑǙå èƓƪƪâǆāǆÿƓ ǒƪơ) Üÿ2009(. 

ϝϪϫЮ ИϜнжϒ :̯ϝ:сжмϽϧЫЮъϜ ЙТϹЮϜ ЭϚϝЂм 

å ûïõā ýƓǂƬá èííƶƙþåíƤƙƪƓƕ ƴƼíǃ ƪāǃå ðƶĈǒā ÜƗĊǒǈāïƙǂǃǙå ýƑƓå ÷Ċāǈƙǃå åîǋ åǑƼ ïǒƕǂǃ ýƑƓƪā ǃåíƼ èåïāõƙǃå Ǐǃã ƴ
ǃå ƗĊǒƞāǃāǈǂƙǃå ĆýƓƞǆ ǏǄƵ ïƮƙǀƙ þǃ Ǒƙǃåā ƗǄƑƓǌ èǙƓƞǆ ǏƙƬ ýǆƬƙǃ èƶƪāƙ ýƕ ÿǒƶǆå ïǆǕå ÜçƓǒơǃåǃþǋƓƪ ăî  ǑƼ

 ÿǒƓƕƙåāíǕåǄƵ ïǂîǈ ýƑƓƪāǃå ǉîǋ ÿǆā ƴƼíǄǃ ƗǆíƤƙƪǆǃå ýƑƓƪāǃåā èýƓƛǆǃå ýǒƕƪ Ǐ :ïƮơǃå ñǒǃā 

1.ǆĀîƗǀǁǗä ìƾǆǁä) ǏashElectronic C(: Ƭǒýǆ õƮǆ ƠǄåǃǒǈāïƙǂǃǙå íāǀǈƗ) Cash -E(  ƗƵāǈƙǆ ƗƵāǆƞǆ
 ƗǆǆƮǆǃå èƓƞƙǈǆǃå ÿǆƼíǃå ûïõǃ ýƑåíƕƕ ÿǒǂǄǌƙƪǆǃå íǒāðƙǃƗǒíǒǄǀƙǃå ƴÜ  āƙ ßåðȒåîǋ ÷āǈǃå ǉ ïāõƙǃåā èƓƞƙǈǆ

å ûơǚƙǆǃƓǌǃ ÜǊĊǈá ßåïƕƤǃå Ăïǒ å æƶƮǃå ÿǆƙ Ǐǃã ýƮāƙǃ ïƶúǒ  ƴǆƓƞýǆƬǒ íāǀǈǃå þöǈ ƗƼƓǂ  ƗǒǈāïƙǂǃǙå
ǄƵǏ ǆǒ āơǈƕ ƓǋðǒƗƿí ǈƓǀǃå Ǒơåāǈǃå ÿǆåā Ɨǒǈǀƙǃåā ƗǒǈāƗǒíƓƮƙƿǙ ÜǚƤ íƞāǒ Ǚ üǃî þƹïā ßǙâǋ ÿǒƕ ú
åïƕƤǃåǂǃǙå íāǀǈǃå ƠǄõƮǆ ÿá ǏǄƵ ßƙ ïǒ ƗǒǈāǄƵ ýǆƬƞā Ǐ ÿǒƙïāƮ óāƮƤǃå ǊƓǆǋ: 

ǍøøǁĀǓä æîĀøøƬǁä: íùùǃå ƗǀƕƓùùƪǃå èƓùùƿƓõƕǃåǚǃ çíùùƶǆǃå ƴƼùùƼ þåíƤƙùùƪûùùǄõǒā çííùùƶƙǆ ôåïùùƹá Ǒ ƕƶƙ Ɠùùưǒá ƓùùǌǒǄƵ ïùùǒ
ƓõƕǃåƤǆ èƓƿǈðƙƗ Ɨöƽơǆ āá Ɨǆǒǀǃå  ïƙǂǃǙå íāǀǈǃåƗǒǈā. 

:ƕøøǐǆƑƙǁä æîĀøøƬǁä  èƓùùǒǃà Ǒùùǋ ðƙƤǆ ƴƼíùùǃåùùǆ ÿùùǂǆƙ Ǒùùƙǃå ƴƼíùùǃå ƗǀƕƓùùƪ āá Ɨùùǆǒǀǃå Ɨùùǈÿ  ßåïùùƞãƓƵāƼíùùǆÿùùǆ è  ýǚùùƤ
ƕùùƬ þåíƤƙùùƪåÝèùùǈïƙǈǙå ƗùùƮƓƤ Ɨùùơāƙƽǆǃå ǑùùǃǓå æƓùùƪơǃå èƓǂ Ƶ ûùùǄõǒ Ǒùùƙǃåāǈ ƓùùǈƓǒơá ƓùùǌǒǄ āá ƗǂƕùùƬǃå íāùùǀǈ íāùùǀ
 ïǃå ƗǄƑƓƪǃå) ƗǒǆƿDigital cash( )Hidayanto, 2015(. 
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2.ä:çƑƓƑƨƟǁä Āà ƕĉǐǆĀîƗǀǁǕä ƲƽäĀǄǁ á ÿǆ ǑǋƑƓƪā Ċþǋ ýƓǆǃå ýǀǈ þƙǒ éǒơ ÝǑǈāïƙǂǃǗå ƴƼíǃå ýƕõǕå ÿǒ úåï
 ÿƵǒïõƤƙƪƙā ÜèǈïƙǈǗå û ĆýǂƬƕ Ɨǀǒïõǃå ǉîǋ þí ĊǑƪǒƑïǑƼ ǃå èƓǆíƤǃǗå ûāƪƙ āïƙǂ ÜǑǈ ßåïƬǃå ÿǆ ÷āǈǂ

ïƕƵ ÿǆǓå ǆƙƙā ÜèǈïƙǈǗå ǉîǋ ðĊǒƿåāǆǃåƕ ƴƋ Ċǈƪā ÿƵ çïƓƕƵ Ɠǌƙƪåā ÷åíǒǗ ƗǄǒ Ćõǒƪāǂ ýǆƶƙ éǒơ ÝýåāǆǕå ýƓƕǀ
ƕăïƙƬǆǃåā ƴƑƓƕǃå ÿǒ )Hidayanto, 2015) Ü(Fatonah, 2018(. 
3. çǗäĀƟǁäƕǐǀǆƓǁä:  ćƤ éíơá ÿǆ āĈƙ Ǒƙǃå ǑǈāïƙǂǃǗå ƴƼĊíǃå ýƑƓƪā èƓǆí ƓǋïĊƼüāǈƕǃåÜ ǏǄƵ ĄßƓǈƕ ƗǒǄǆƶǃå ǉîǋ þāǀƙā 

ǒơ Üýǒǆƶǃå æǄõýǀǈǒ é ǒǆƶǃåǆ ýƕǄ Ċíơǆ ĄƓǒǃƓǆ ĄƓƺå Ɨǌƞǃå Ǐǃã Ąåíå åîǋ ýǀǈ ûǒïõ ÿƵ Ąßåāƪ Üçíǒƽƙƪǆǃ ÿǆ ƸǄƕǆǃ
ǆǃå æƓƪơ Ǐǃã ýǒǆƶǃå æƓƪơýƤåí Üíǒƽƙƪ üǈƕǃå ñƽǈ  íơá āáûǒïõ ÿƵ āá ÜǊƵāïƼ ǀǈ ÿǒƕ ǑǃƓǆǃå ƸǄƕǆǃå ý

ǈ ǑƼ ÿǒƽǄƙƤǆ ÿǒǂǈƕāá ÜƗǃāíǃå ñƽ ƽǄƙƤǆ ÿǒƙǃāíÿǒƙ. 
4. Ǖä ƕõƻƟǄǁä ƕǐǆĀîƗǀǁletWal-E Āà alletWal Digit:  ÿƵ çïƓƕƵƞáā èåāíá Ɨǆǒƿ Ɲǆåïƕ āá ƗƕǄƮ ßåð

ơƙ ÿǂǆǒā ÜƗǈðƙƤǆîƎƼ .çííơǆ Ɨǆǒǀƕ ƓǌǄǒǆ Ąå öƼƓơǆǃå ƗǒǈāïƙǂǃǙå ƙ ÿá ÿǂǆǒ ÿāǂƬ ǑƼơ ýǂ ïǒƺƮ Ǒǃà æƪƓ
ǆơǆ ƗƿƓõƕ ýǂƬ ǑƼ āá ÜǑǄƤåí Ɨǒîƺƙ ïíƮǆƕ ýāơƙ ÿǂǆǒā ƗǒǂîǙå íāǀǈǃå ýǒǆåí Ɨǒǈāïƙǂǃ ýƤ öƼåāơǃå
ǒðǂïǆǃåƙƪƙā ƗǄǃ ýǆƶƴƼí ǃå õǀǈ úåïõá íǈƵƴǒƕ ƗƮƮƤǆǃå )A. Singh, 2012( . ā Ɨöƽơǆǃå îƤƙƙ
ǃǙåýƓǂƬá çíƵ ƗǒǈāïƙǂÿƵ çïƓƕƵ ÿāǂƙ íǀƼ Ü:  ƗƿƓõƕƕƗǒǂǒƙƪǚ ǆ óïƿ āáã ÿǂǆǒ ÿï ïǀǃå ƗơƙƼ ǑƼ ǊǃƓƤíó 

ÜǑƮƤƬǃå æāƪƓơǃå ðƓǌƞ ǑƼ ÿïǆǃå åíƤƙƪå ÿǂǆǒāǙå Ɨöƽơǆǃå þ ïƙǂǃ ƴƼíǄǃ ƗǒǈāǙå ûåāƪǕå ïƕƵǈāïƙǂǃ ÜƗǒ
āá ƕƵï  ā èǈïƙǈǙå ƗǂƕƬ ûåāƪǕå ǑƼ ǏƙơƼíǃå Ɨǆöǈá ýǆƶƙƪƙ Ǒƙǃåā ƗǒíǒǄǀƙǃå.ǑǈāïƙǂǃǙå ƴ  ÿƓƼ üǃîƕā

ǂǃǙå Ɨöƽơǆǃå ƗǒǈāïƙƼǌƙƓǆíƤ ǑƓ  āǃå ǊƕƬǆǃå ƗǒƽǒöǙå èƓƿƓõƕƕ ƓǌǒƼ öƽƙơǒ Ǒƙǃå ƗǒíƓǆǃå ƗöƽơǆǄǃ ƗǄƛƓǆ ÿƓǆƙƑ
 íǀǈǃåāåā ǑǈāïƙǂǃǙå ā ƗǒƮƤƬǃå Ɨǒāǌǃå ýƓƮƙå èƓǆāǄƶǆÜüǃƓǆǃ þíǀƙā îǋǉ ǆ ǏǄƵ èƓǆāǄƶǆǃå óơƼ ƴƿā
çïƓƞƙǃå ƗǒǈāïƙǂǃǙå. ), 2017Reynolds( 

5.ǁäƺì:Ǐǀíǁä ùƗƑǊǁä úǐîô þƳ Ʋ  ïõǃå éíơá ÿǆ ïƕƙƶƙû Ǚå ƴƼíǃåǑǈāïƙǂǃ Ơǒƙƙ Ǒƙǃåā ÜýǒǆƶǄǃ  èƓǒǄǆƶǃƓƕ þƓǒǀǃå
ƗĊǒǃƓǆǃå ǑƼ á Ċă  Ćèƿā ǒ éǒơ ÜĆÿƓǂǆāÿǒƕ ûƓƽƙå ăïƞ üāǈƕǃå  èƓǂïƬāå úƙƓǌǃå ýāǆơǆǃƮ ûƼāƿ ĆƗƺǒ āǈƓǈ Ċǒ ĆƗ

ǃå Ơǈǆ ôïƺǃ çííơǆ ƗĊǒïƓƞƙāǃƓǆǃå ǊƙƓǆåðƙǃå ǉíåíƪ ƗǒǈƓǂǆã ýǒǆƶƼāƙ Ǒƙǃå èƓǀǒƕõƙǃå ïƕƵ Ɨǒ Ɠǋïǈƕǃåüā  ǑƼ
ǌƞá ðǃå úƙƓǌǃå ç ýāǆơǆîā Ăíǃ ýǒǆƶǄǃ Ɨơāƙƽǆǃå èƓƕƓƪơǃå ýǚƤ ÿǆ üǃüǈƕǃåǒíƶǄǃ ÿǂǆǒā Ü ýƓơǆ ÿǆ í
ƙǃåǋ ǑƼ üïƙƬƙ ÿá ƗĊǒïƓƞƙǃå ƗƑðƞƙǙƓƕ ƗǆíƤǃå ǉîûƓƽ  ƴǆüǈƕǃå )A. Singh, 2012(. 
6.ǁǑä ùäîƬǁä æïǊƜàǏ ATMĴs. 
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 ̯ϝЛϠϜϼ :ЮъϜ ЙТϹЮϜ ЭϚϝЂмтϼнЂ сТ сжмϽϧЫϝ: 

ƙƞǆǃå íǌƵ Ɨƛåíơǃ ĄåïöǈǆǆíƤƕ ăïāƪǃå ƴå èƓå ƴƼíǃǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā ýåðƙ Ǚ ÜǑǈāïƙǂǃǙ ǒïāƪ ǑƼƓ  Ąçíāíơǆ Ü
 ƓǌĊǈá éǒơèïƮƙƿå ǑǄǒ Ɠǆ ǏǄƵ8: 

-ơǃå āåèǙ Ɨǒǂǈƕǃå:  Ǒǋāǂ þƙ Ɠǆ ǉïǂî ĄƓǀƕƓƪ  íǒƽƙƪǆǃå æƓƪơ Ǐǃã ýǒǆƶǃå æƓƪơ ÿǆ ƸǄƕǆ ýǀǈ ñƓƪá ǏǄƵ þāǀƙ
 Ąåßāƪ åîǋ ÿƓǂá ïǒƤǕå ñƽǈ ǑƼüǈƕǃå  ǑƼ āá üǈƕá Ɠǒïāƪ ǑƼ ïƤàā ǌƞïƓƤ .Ɠ 

- ǑǃǓå úåĊïƮǃå çðǌƞáATMôs  ƗƮƓƤǃåƕüāǈƕǃƓ Ü Ǒƙǃåā ƠǒƙƙǂƬƕá ý ǑƪƓƪæơƪǃå ǀǈǃå ăíƓƪơǃå ÿǆ æ
 āåǃ ýǒāơƙƪơ ÿǒƕ èƓƕƓǃåǆƶßǚôƶƕ ÿá Ǚã Ü üāǈƕǃå ƗǄǆƓƶǃå ƼƓưá íƿè  çíƵ üǃî ǏǄƵ èƓǆíƤ íǒíƪƙǂ

 ïǒƙåāƼå èƓǆíƤǃå ā ƗǆƓƶǃƗǒƶǆƓƞǃå õƓƪƿǕå. 
- ÿƵ ƴƼíǃååǃ :ǑǂĊîǃå úƙƓǌ ÿǆƤǚ ƓǋïƼāƙ Ǒƙǃå èƓǀǒƕõƙǃå ýüāǈƕǃå ǆ ƴƼíǃå èƓǒǄǆƶƕ þƓǒǀǄǃ ƓǌƑǚǆƵ Ǐǃã ÿ

ǃå þǌƙƓƕƓƪơ .ƗƮƓƤǒ ĄƓưǒáā āíƞ ƙÿǒƕ èāƓƽ üāǈƕǃå ǃåƗǄǆƓƶ å ǑƼǃå èƓǆíƤǃ èƓǀǒƕõƙ ýǚƤ ÿǆ Ɠǌǆíǀƙ Ǒƙ
Ƽāƙƕ þǀǒ þǃ Ɠǌưƶƕ ÿá Ɨƞïíǃ Ɨǒǂîǃå úƙåāǌǃå.ßǚǆƶǄǃ ĄƓƪƓƪá ƗǄǒƪāǃå ǉîǋ ïǒ 

-åǃƼíƿāǆǃå ûǒïõ ÿƵ ƴå ƴǃǙǈāïƙǂǑ : íāƮǀǆǃåāüǃîƕ  óƓƤǃå ǑǈāïƙǂǃǙå ƴƿāǆǃåƕǃåǈüÜ  ƴǒõƙƪǒ éǒơ ßǚǆƶǃå
 āơƙýǒ åǃå ƸǃƓƕǆǃíǀǈǒƗ ƙƓƕƓƪơ ÿǒƕ ýǂƬƕ þǌ ÜǑƪǒƑï ÿǆ ĄåííƵ ÿá Ǚãüāǈƕǃå á íƿƼƓưè  ĂïƤá èƓǆíƤ ƗƵāǈƙǆ

 Ɠǌƕ ƗƮƓƤǃå ƴƿåāǆǃå ǏǃãƼ íǒíƪƙǂǃå ïǒƙåāƗǆƓƶǃå èƓǆíƤ  ïǒƙåāƼāƬƙǙå èƓǂï.èǙƓƮ 

ǒƙƶǃå þƓơ ýǆ ǏǄƵ ĄƓǒǃ Ơǈǆ ïƙǃååáíƕ Ǒƙǃåā ǑǈāïƙǂǃǙå ƴƼíǃå èƓǂïƬǃ óǒƤǌõƓƬǈ èƓ ǑƪƓƪá ýǂƬƕ  ýǒƺƬƙ ǑƼ
 ĊïƮǃååå ƗǒǃǓå èƓƼ ƗƮƓƤǃƕüāǈƕǃƓ åǃƗǄǆƓƶÜ ǑǈāïƙǂǃǙå ƴƼíǃå èƓǒǄǆƵ ÿǆ ïƕǂá ííƵ ýǆƬƙǃ Ɠǋïǒāõƙ ǏǄƵ ýǆƶǃåāÜ 

ƗƼƓưã üǃîǂā ǀǃå ƗǒǈƓǂǆã ïƬǃå èƓǒǄǆƶƕ þƓǒǈ çðǌƞá ûǒïõ ÿƵ ßåƕǃå õƓǀơǆǃå ƴǒƗǃāǆ ƗĊǒǈāïƙǂǃǙå Electronic 

POS. 

ǒǄƪƙ āǋ Ɠǈǋ ïǂîǃƓƕ ïǒíƞǃåå ǏǄƵ ßāưǃå õǒïāƪǃå ƗǂïƬǃƗ  èƓƵāƼíǆǄǃǗåƙǂǃǈāïƙ Ǒƙǃå Ɨǒþ  þƓƵ Ɠǌƛåíơã2012 
 ƗǒƓƺǃǗå ƴƼíǃå èƓǆíƤǃ Ɨǆðǚǃå Ɨǒƙơƙǃå Ǐǈƕǃå ßƓƬǈãǑǈāïƙǂǃ ǂƙǃāÿā ǃåýāâƪǆ ǑƪƓƪǕå  îǒƽǈƙ ÿƵ ýǒƺƬƙā
ǆǃåǃå Ɨǆāöǈǃå Ɨǒǈõā ǑǈāïƙǂǃǗå ƴƼíǄǃ çíĊơāǆ ā ïǒƙåāƽǃå ăïíƮǆƕ ǑƼïƮǆǃå ÷Ɠõǀǃå õƕïƙ Ǒƙǃåƪïǃå ĊǑưƓǀƙǆā þā

 ĊǑǆĊíǀǆāƤíå çïƓƞƙǃå èƓǆ ïƙǂǃǗǌƞǃåā Ɨǒǈā Ċǒǈƶǆǃå èƓĂïƤǕå Ɨ ƴƿāǆǃå ǏǄƵ íïāƓǆ Ǐǃã ĄåíƓǈƙƪå üǃîā Ü ǑǈāïƙǂǃǙå
ǃåƕ óƓƤǃå Ǒǆƪï.ƗǂïƬǃƓ 

                                                           
8
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 ûǚõã þƙ íƿāå èƓǆíƤǙå ƴƼíǃǑǈāïƙǂǃ ÿƵ  ïõǃå ûǒ ƗǂïƬ ƣǒïƓƙƕ èƓƵāƼíǆǄǃ Ɨǒïāƪǃå14/04/2020  ýǚƤ ÿǆ
ïǒƙåāƼ ăïíƮǆ õƕï ƕƓƛǃå úƙƓǌǃåßƓƕïǌǂǃåā è  āå ǉƓǒǆǃ ā ûƬǆíƕ Ɠǌƽǒï āƪï ǑưƓǀƙǆāþ  ýǀǈǃå èƓǒïǒíǆ èƓǆíƤ

èƓöƼƓơǆǃƓƕ  ƴǆ üǈƕ ÿǆ ýǂ Ǒƪǈïƽǃå ăíāƶƪǃå āǆǒƕƗǂïƕǃå üǈƕāÜ  üǃîā Ǒƕǒïƞƙ Ǒǃāá ýǂƬƕǄơïǆǂǃāá ƗǏ  ÿǆ
 ûǒƕõƙǈǆ āöƼíǃå ƗǆǂǃǗå ƴǑǈāïƙ  þƙǒǃ ĄƓǀơǙ ƴǆ õƕïǃå ýƓǆǂƙƪåèƓǆíƤǃå Ɨǒǀƕ  ƓǌǃƓƤíȒåāãǃ.Ɨǆāöǈǆǃå Ǐ  Ċþƙ íƿā)
ôïƵ ǋƕ èƓǈƓǒƕǃå ǉîǒƮƽƙǃƓ ǑƼ ĄƓƽǈà ýǂƬǆ çïǀƼ.(Ɨƪåïíǃå ƗǄ 
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ϼ̭ыгЛЮϜ ϝЎ 

:ϣв̵ϹЧв 

ǑƼ ùǆƵǕå þǃƓùƵ ǑùƼ ƗǄùƮƓơǃå èåïāùõƙǃå ßāư ĄƗùƮƓƤā ÜýƓ ƴùǆ ăíƓùơǃå ÿïùǀǃå Ɨùǒåíƕ ÿǒïùƬƶǃåā  ðïƕá ÿùǆ Ǒùƙǃåā Ɨùǆǃāƶǃå Ɠùǋ
Ǚå ƗǒíƓùùùƮƙƿǃåā çïāùùùùƛǆƿïǃåå ƗùùùùĊǒƗùùùùĊǒƞāǃāǈǂƙǃ  āå ïùùùùƕƙƶƙ Ǒùùùƙǃå ïùùùùơǆǃåā ƴƼåíùùùùǃü ǑùùùƪƓƪǕå ǚǃùùùùƪá èơƕùùùùƮá ÜíƓùùùùƮƙƿþǃƓùùùùƶǃå ûåā 

ƮƓƶǆǃåǒǆƙƙ çï ĊíƬƕ ðç Ɠǆöǈǆ ÿǒƕ ƗƪƼƓǈǆǃåå åîǋā ÜƓǌƙƶǃå āùǋā ñǒùƑï ĆïƮǈƵ ǏǄƵ ðĊǂïƙ ñƼƓǈƙǃýùǒǆ  ÜăïùƮƓǈ)2015( Ü
öùơǄǈ éùǒơ ǋǙåǃå ýùƕƿ ÿùǆ íùǒåðƙǆǃå þƓùǆƙǊùƞāƙǃåā ƓùǌƑǚǆƶƕ èƓùǆöǈǆ Ǚ ÜþǌƙƓùƕƹï ǏùǄƵ úïùƶƙǃå ǑùƼ íƓùǌƙƞǙåā þǋāùơǈ  ýùƕ
ùùƼ ñƼƓùùǈƙǃåùùƕƹïƕ âùùƕǈƙǃå ǑƙƓ þǌ ĊǒǄƕǀƙùùƪǆǃåƗ üùùǃîā ÜåāơƙùùƪǚǃǏùùǄƵ î ǃåùùǀ ïíåǕ ÿùùǆ ïùùƕǂùùƪǂā ßǚùùǆƶǃå æ ƗùùöƼƓơǆǃåā þǋƓùùưï
þǌǒùǄƵ Ü üùùǃîā āùùǋ Ɠùǆ ýùùǂ þǒíùùǀƙƕǒơǄǃ ïùùǂƙƕǆā íùùǒíƞþǌǈåíùùǀƼ ÿāí ƗùǃāǄ  ĆèƓùǆöǈǆ Ǐùùǃã þǌǃāùùơƙ āáƗùùƪƼƓǈǆ )Bergman, 

2010á Ɨùùùùǆöǈǆǃå èƓǆíùùùùƤ ÿùùùùƵ ßǚùùùùǆƶǃå Ɠùùùùưï ñƓùùùùǒƿ ƠƕùùùùƮáā Ü(ùùùùơá ƓùùùùǌƙƓƞƙǈǆ āåïùùùùƬâǆǃå þùùùùǋá í è ĊǒƞǒƙåïƙùùùùƪǙå Ɨ Ǒùùùùƙǃå
å ƓǌǆíƤƙƪƙíơƙǃ èƓǆöǈǆǃǒí  ā ƗĊǒƿāƪǃå ƓǌƙǈƓǂǆíƿ ƓǌƙƓƞƙǈǆ þǒíǀƙ ǑƼ ýǆƶǃåā ïåïǆƙƪǙå ǏǄƵ Ɠǌƙï.ƓǌƙƓǆíƤ āá 

ЛЮϜ ϝЎϼ анлУв :̯ъмϒ:Эуг 

ÿùùùǆ ýùùùǒǆƶǃå Ɠùùùưï Ċíùùùƶǒ  þùùùǋá èƓơǄõùùùƮǆǃåçïùùùƮƓƶǆǃå Üûǒāùùùƪƙǃå þǃƓùùùƵ ǑùùùƼ  ĄƓùùùƪƓǒǀǆ Ċíùùùƶƙ èơƕùùùƮá Ǒùùùƙǃåā ǆíƤƙùùùƪǒ ĄƓùùùǆǌǆ Ǌ
ǃ ÿāǄǄơǆǃå ÿùǆ Ćííƶƕ âƕǈƙǄ Ɨùǒāǒơǃå èåïùƬâǆǃåçƓùǒơ çïāí ǑùƼ å ïùƬâǆǃå ǉîùǋā ÜƗùǆöǈǆǃ Ǒùǋ èå Üæíùǒǌǆǃå)2017(  ÜûùǒƙƵ)
2016(: 
-çßƓƽǂ Ɨƞïí Ɨǆöǈǆǃå. 
-  ïåïǆƙƪǙå ǏǄƵ Ɠǌƙïíƿûāƪǃå ǑƼ. 
-ǃƓǆǃå íƑåāƶǃå.Ɨƶƿāƙǆǃå ƗĊǒ 
-.ƗĊǒƿāƪǃå ƗƮơǃå 
- Ăāƙƪǆ.ƗĊǒǄǂǃå úåíǋǕå ûǒǀơƙ   

å ýƕƿûïõƙǃ ǌƽǆ Ǐǃãå Ɠưï þā ĄƗǒåíƕ Ơưāǈǃ Üßǚǆƶǃ ýǒǆƶǃå þāǌƽǆ ǒơƵ é) úĊïArmstrong & Kotler, 2011( 
) ƓǆǌƕƓƙǂ ǑƼMarketing an Introductionýǒǆƶǃå ( " :ǊĊǈá Ɠơ Ǌǒíǃ Ɨǆöǈǆ āá íïƼ ăáÿǆ ƓǌƵƓƕƬã Ǐǃã Ǐƶƪǒā Ɨƞ 

ǆ Ɲƙǈǆ ǏǄƵ ýāƮơǃå ýǚƤ āá ÿǒƶƗǈǒƶǆ ƗǆíƤ " :āǌƼ ƓưĊïǃå ƓĊǆá Ü" āƶƬƕ ï āƙǒ ƗƶƙǆǃƓƽǃå Ăíǃ íǃ ÷ƓƕƬã ÿƵ ƝƙƓǈ íï
 ÜǊƙƓƶƿāƙ ÜǊƙƓƞƓơåîǋā ÜǊƙƓƕƹï åƙƕ ÿǒƓƕƙǒ ïāƶƬǃƕÿǒƓ  ïííïƽǃå ƓǌǒǄƵ ýƮơǒ Ǒƙǃå ÷ƓƕƬǗå Ɨƞ." 
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 ĄåíƓǈƙƪå  Ɠǆ ǏǃãƼ þĊíǀƙ ÜûǒƙƵ) èƼĊïƵ íǀ2017(  ýǒǆƶǃå Ɠưïõƪƕá ǑƼ ǆǒǋƓƽǆ Ǌ" :ǊĊǈá ƗǒƕǄƙ èƓƕǄõƙǆā èƓƞƓơ
ƽƙƪå ƗƼƓǂ ǏǄƵ íïǃåā Üßǚǆƶǃå ïƓƪåǆƋƙā ÜþǌƙƓƕǄõƙǆ ÿǒíơǆǃå èƿāǃå ǑƼ þǌƙå óƑƓƮƤǃå æƪơā Üíǆưā ÜƗƕāǄõǆǃÿ 

Ʈƕ ÜçííơĈǆǃå õāïƬǃåƶƙ ïåïǆƙƪå ÿǆưƙ çïāÿǆ Ąåíǒðǆ ûǀơƙā ÜƓǌƶǆ þǌǄǆƓ  ǑǃƓƙǃƓƕā ÜèƓƶǒƕǆǃåÿƓǆư å çíƓǒð ëƓƕïǕ
ƗǒíƓǆǃå." 

 ƓĊǆá)Kotler et al 2013( íǀƼ " :ǊĊǈá ýǒǆƶǃå Ɠưï úĊïƵíƓƶƪǃƓƕ ýǒǆƶǃå ïāƶƬǕå ƗƕǒƤ āá çǃîā ýǆ ƗǈïƓǀǆ ïƛã ü
å ßåíǕåå āá ƝƙǈǆǄǃ ǑǄƶƽǃơ Ǒƙǃå ƗǆíƤǃƮý ƙƓƞƓơ ÷ƓƕƬǗ ƓǌǒǄƵǊƙƓƶƿāƙ ƴǆ Ǌ". 

ûǒāƪƙǄǃ éǒíơǃå þāǌƽǆǃå ïƓõã ǑƼā " áíƕǆ ǏǄƵ þƑƓǀǃåāSatisfying Customer Needs" )ƑƟ ÞƑƮîâǄƴǁä çƑƜüǐ (
 ñƓƪǕå āǋ ýǒǆƶǃå ƠƕƮáýǂƬǃå Ơưāǒā ÜǑǀǒāƪƙǃå Ǌƞāƙǃå ǑƼ þāǌƽǆ ǑǃƓƙǃå íơǃå ûǒāƪƙǃåǀǆ éǒ ƴǆ ĄƗǈïƓûǒāƪƙǃå 

:ăíǒǄǀƙǃå 

 

 
ýǂƬǃå )3(  ĄƗǈïƓǀǆ éǒíơǃå ûǒāƪƙǃåƕûǒāƪƙǃƓ ăíǒǄǀƙǃå 

:ïíƮǆǃå :úĊïƮƙƕ ǂƕǃåÜăï ïǆƓƛ- ûǒāƪƙǃå ñƪá þǒǋƓƽǆā çïƮƓƶǆ- :ÿƓĊǆƵ ïåí  āðƓǒǃåăíï ƗĊǒǆǄƶǃå )2016Ü( .ó 29. 

 ýĀǊƻǄǁäìƟǁäèǐ úǐĀƨƗǂǁ  

ϣАЧж ϒϸϠЮϜ ϾтЪϼϦЮϜ ϜтЂмЮϣЯ  РϸлЮϜ 

 ýĀǊƻǄǁääǁúǐĀƨƗǂǁ ĂìǐǂƾƗ 
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 ïùǒƕǂǃå ïāíùǃå ûƕƓùĊƪǃå ýǂùƬǃå ÿùǆ Ơưƙǒùưï ǊùƕƶǄǒ ăîùǃå Ɠýùǒǆƶǃå ǒāùƪĊƙǃå þāùǌƽǆǃå ǑùƼíùƕǒ éùǒơ Üéǒíùơǃå Ǒǀá  ÿùǆ ýùǆƶǃå
ßǚùùùǆƶǃå ÜÿǒƼíǌƙùùùƪǆǃåā ÿǒǒǃƓùùùơǃå  Ǒùùùǌƙǈǒāùùùǒǀơƙƕû ýǚùùùƤ ÿùùùǆ Ơƕïùùùǃå  Ɠùùùưïùùùǒǆƶǃåý  ƗùùùǄǆƓǂƙǆ ƗĊǒǀǒāùùùƪƙ Ɲǆåïùùùƕ ïùùùƕƵ üùùùǃîā
ƗǀĊƪǈǆā  . 

 ÿǂǆǒ ǊǒǄƵāƙơǒāƪƙǃå çíǆƵá íǒí:ƗĊǒƪƓƪá ðƑƓǂï Ɨƛǚƛƕ éǒíơǃå û 
-ýǒǆƶǃå èƓƞƓơ þǌƼ ƙǆǃå ǊƙƓƕƹïāƶƿāƗ. 
- ƝǆƓùùǈïƕ þǒǆùùƮƙƙǆ ûǒāùùƪƙ :ýùùǆƓǂ āùùƪƙǃå úĊïùùƶǒā ýùùǆƓǂƙǆǃå ûǒ :ǊùùĊǈá"ùùĊǒǆǋá ǏùùǄƵ ðùùǂïƙ ƗĊǒǀǒāùùƪƙ ƗĊǒƞǒƙåïƙùùƪåƗ  ûǒùùƪǈƙǃå

 þƹƓǈƙǃåā āƙǃåāǃ íǒơ ƗǆǚƶǄèƓǆíƤǃåā èƓƞƙǈǆǃå Ɲǒāïƙā ôïƵ Ɨǀǒïõā ƗǒïƓƞƙǃå  ƗǂïùƬǃƓƕ ƗùĊƮƓƤǃå úùǄƙƤǆ ǏùǄƵ
ƗùùơƓƙǆǃå Ɲǒāïùùƙǃå èåāùùǈƿƙ ïùùƛǂá ĆýǂùùƬƕā Ü" Ċþƙùùǌƙ ÿá õǒùùƪƕ ǃåǚƵ ôïùùƵ Ɨùùǀǒïõ íùùǒơāƙƕ ƗǂïùùƬǂƕ ƗùùĊǒïƓƞƙǃå Ɠùùǌƙǆ ƗùùƼƓ

 Ɲǒāïùùƙǃå ýƑƓùùƪāƗùùơƓƙǆǃå ýùùƮåāƙǃåāƗǃƓùùƪïǃå íùùǒơāƙ :ăá Ü åǃƗùùǆöǈǆǄǃ ƗĊǒǀǒāùùƪƙ  āǆǃå)Ǚå ƴùùƿ :ǑùùǈāïƙǂǃHarvard 

Business Review(. 
å ïöǈ ĆƗǌƞā ÿǆāǆƑƓùǀǃåā ÿǒǆƵåíùǃÿǒ å ƗĊǒƞǒƙåïƙùƪǙå ǉîùǌƼ ýùǆƓǂƙǆǃå ûǒāùƪƙǃå çïùǂƼ ǏùǄƵ íƵƓùƪƙ Ɨùƛǒíơǃ ûùǄƤ ǑùƼ

 ßƓùùǈƕāĂíùùǃ Ɨùùǀƛǃå ýùùǆƓƵ  āƶùùƬ ÿǒāùùǂƙā ýùùǒǆƶǃåùùǆöǈǆǄǃ ßƓùùǆƙǈǙƓƕ ïƗùùƪƪâǆǃå āá ƗƗǒƿåíùùƮǆǃå ýùùǆƓƵ çíƓùùǒðā Ü ƙùùƞ ǉƓ
 èƓƞƙǈǆ èƓƪƓǒƪöǈǆǃåƤā Ɨǆ.ƓǌƙƓǆí 

-ùùưƙǒ åîùùǋā :ßǚùùǆƶǃå Ɠùùưï ýǚùùƤ ÿùùǆ ëƓùùƕïǕå ûùùǒǀơƙƙåïƙùùƪǙå úíùùǌǃå ÿǆ ÿǆùùưƙ Ǌùùǀǒǀơƙƕ ăîùùǃåā íùùǆǕå ýùùǒāõ Ǒƞǒ
ƙƪǙå Ɨǆöǈǆǃå.ƗĊǒïåïǆ 

 ǑƼāǋ ýöǈ ûāƕƪǆǃå ïǒƹ Ǌƞāƙǃå åîƪǃå ǑƙƋǒ ýǒǆƶǃå āơ :ǑǃƓƙǃå ýåâìƑøǐï Ǐøƺ çǄǉƑøƨ ǏƗǁä üǄäĀƴǁäĀ åƑƓƨǓä Ǐǉ ƑǄæ 
Ǆƴǁä ƑƮîƓ ýƑǄƗǉǗäÞǘÞ 

 ǊùǃƓƿ Ɠùùǆ ôïƶƙùƪǈ ýåâùƪǃå åîùùǋ ǏùǄƵ ƗùƕƓƞǘǃ ïùƙǒƕþǃƓùƵ ÿùƵ ïùùǂåïí ƙǃåā ýƓùùǆƵǕåçïƓùƞ" :  Ǒùùǋ ƗùĊǒïƓƞƙǃå ƗùùǒǄǆƶǃå Ɨùǆǌǆ Ŋÿã
ǆƶǃå æƓõǀƙƪåơǙåā ßǚöƓƽƙ þǌƕ èåïǒƺƙǃå ýö ǑƼ ĄƗƮƓƤ Üǃāǈǂƙǃåā ƗĊǒǆǃƓƶǃå ƗǒƞāÿǒïùƬƶǃåā ăíƓùơǃå ÿïùǀǃå ƓǋíǌƬǒ Ǒƙǃå" 

)Drucker, 2007(. 

 Ċǆǆ þĊíùǀƙ Ɠ Ċǒùƕƙǒÿ Ċÿã : Ǖå ïùǒƺƙǃåā èƓùƕƛǃå þíùƵ Ɨǆùƪƕ ðùǒǆƙƙ ǑǃƓùơǃå ïùƮƶǃå ǑùƼ ûåāùƪǃå ƗùƼƓǂ ǑùƼ ƴǒïùƪǃå ÜèǙƓùƞǆ ëƓùƙƽǈƓƼ
èǙƓƮƙǙå āǆǈā ƗǒǆǃƓƶǃå ûåāƪǕå ƓǌƵåāǈá ǏƙƬƕǃå ƗĊǒƞāǃāǈǂƙǃå èåïāõƙǃåā Üùƞ èơƕùƮá Ǒùƙǃå çïùǒƕǂùƪǒƑï Ąåßð ÜƓùǈƙƓǒơ ǑùƼ ĄƓ

ÿƓùùǂ ýùùǆåāƶǃå üùùǄƙ ýùùǂ  Ɠùùǌǃå ïùùƛǕåǕïùùƕǂ èƓǒāƙùùƪǆ ƴùùƼï ǑùùƼ ùùƶƿāƙå èƓßǚùùǆƶǃ þǌƙƓùùƶǄõƙā þǌƙƓùùƞƓǒƙơå ǑǆƓùùǈƙā ßǚǆƶǃƓùùƼ Ü
 ÿǒîùǃåùǂƓÿùǂǆǒ ÿ  þǋâƓùưïãùƼ ǑǑùưƓǆǃå ǃåā ýƑƓùƪāǃå ñƽǈùƕ þāùǒǃå þǋâƓùưïã ÿùǂǆǒ Ǚûïùõ ùĊǒíǒǄǀƙǃåùƙƵå Ǒùƙǃå ƗƓùǌǒǄƵ åāíƓÜ 
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åîǃā ǃå ǏùǄƵ öƓùƽơǃå ƠƕƮá ǊùƑǙā æùƪǂā ýùǒǆƶèƓùǆöǈǆǃå Ǌùƞåāƙ Ǒùƙǃå èƓǒíùơƙǃå æƶùƮá ÿùǆÜ  āƵ ƗĊǒïåïǆƙùƪå ÿƓǆùưǃùǆ ý
ǃåùùǆöǈǆǃå èƓùùƞƓǒƙơå ƗùùǒƕǄƙ èƓùùǆöǈǆǄǃ ǏùùǃāǕå ƗùùĊǒāǃāǕå èơƕùùƮá èƓƙùùƪǆ ǏùùǄƵá ûùùƼā ýùùǒǆƶ ǊùùƙƓƶǄõƙ Ǐùùǃã Ǒùùǀƙïǒ ĆýǂùùƬƕ Ăā

ǊƙƓƕƹïā Ɠǈǋā Üǃå ïùǌö þāùǌƽǆǀǒāùƪƙǃåǒíùơǃå Ǒ" :éäúǐĀøƨƗǁƑƓ ǈøǐƜĀƗǁ"ùĊƪǃå çíƓùǒƿ èíùƹā Üùǒƿ ýǚùƤ ÿùǆ þƙùƙ ûā ýùǒǆƶǃå çíƓ
ǒǃ ñƼƓǈƙƙ èƓǆöǈǆǃå èơƕƮáāñ  ƗǒƕǄƙ ǑƼ õǀƼƓǒƙơåå èƓƞ þǌƙƓùƶƿāƙƕ âùƕǈƙǃå ǑùƼ ýùƕ ÜĂāƙùƪǆ ǏùǄƵá ûùƼā ƗǒǃƓơǃå ßǚǆƶǃ

ǃå.ƗǒǄƕǀƙƪǆ 

:̯ϝужϝϪ :ЭугЛЮϜ ϝЎϼ ϣ̵угкϒ 

) ÿĊǒùùùƕRoozbahani, 2015(  ǑùùùƼùùùƪåïíùùùƪā ýāùùùơ ǊƙƴƼíùùùǃå ýƑƓ å Ɠùùùưïā ǑùùùǈāïƙǂǃǙå ÷Ɠùùùƕõǈå Ċÿá ßǚùùùǆƶǃ íùùùƶƕ ýùùùǒǆƶǃå
Ƶ ǊǃāƮơǆíƤǃå ǏǄ Ɨ ƗƶǄƪǃå āá íơá ÿǆư êïíǈǒåǙ:ƗǒǃƓƙǃå èǙƓǆƙơ 

-ƞ āå çíƶǄƪǃƓơǃå ǉîǋ ǑƼā Üƴƿāƙǒ ÿƓǂ Ɠǆǃ ƓǆƓǆƙ ƗǀƕƓõǆ ƗǆíƤǃå āá Ɨ ïƶƬǒƪ Ɨǃåǃýǒǆƶ ƕ ïïǀǒùƪā Ɠùưïǃåā ƗơåïǃƓĲ 
ÿƓǒơǕå æǄƹá ǑƼ- å ïåïǂƙǈǆǃå ÿǆ ßåïƬǃƗǆö Ɠǌƪƽǈ. 

-å āá ƗƶǄùùùƪǃå çíāùùùƞ āƙùùùƪǆǃå ÿāí ƗùùùǆíƤǃ Ăùùùǃå ĄƓùùùƶƿāƙǆ ÿƓùùùǂ ăî ùùùƞƵ Ǒùùùǈƶǒ Ɠùùùǆ āùùùǋā (ǑƕǄùùùƪǃå ûƕƓùùùõƙǃå þíùùùƵ)ð å ßåíǕ
 ǑùùǄƶƽǃåǃå ÿùùƵƓùùƶƿāƙ þíùùƵ ÿùùǆ ƗùùǃƓơ ǑùùƼ ÿāùùǂǒ ýùùǒǆƶǃå ÿƎùùƼ ǑǃƓùùƙǃƓƕā ÜèƓùùưïǃå ùùƪǙå āáǒƤā ßƓǒƙÜýùùǆǕå Ɨùùƕ  ÿùùǆā

ƙƪǆǃå ǑƼ Ɨǆöǈǆǃå ƴǆ ýǆƓƶƙǃå üïƙǒ ÿá Ơƞïǆǃåýƕǀ ǃã ýǀƙǈǒǃÿǆ Ɠǋïǒƹ Ǐ ƪƼƓǈǆǃå èƓǆöǈǆǃåƗ. 
- āá ƗƶǄƪǃå çíāƞƓǆǆ ǏǄƵá ƗǆíƤǃå  ĄƓƶƿāƙǆ ÿƓǂ  Ü(ǑƕƓùƞǒǗå ûƕƓùõƙǃå þíƵ) āåǃƗùǃƓơǃå ǉîùǋ ǑùƼ ýùǒǆƶ ǀƕǒùƪƙïǆ Ǐ Ɠùõƕ

ƕƙïåƗǆöǈǆǃå ǉîǌƕ Ɠǀǒƛā ƓõƓǙāǃå èǙíƶǆ íåíðƙƪā ÜǈǆǄǃ ßƓǆƙǈǙåā ß.ýǒǆƶǃå ýƕƿ ÿǆ Ɨǆö 

 æùùƪƙǂǒ þĊíùùǀƙ Ɠùùǆ ǏùùǄƵ ĄßƓùùǈƕƓùùưï ǃåƗùùǒǆǋá ýùùǒǆƶ ƗùùƺǃƓƕ èƓùùǆöǈǆǃå Ăíùùǃ Ü ĄƓùùǀƼāā ùùƪåïíǃ Ɠùùǌƙïƞá ƗInfo Quest9  Ċÿá ÿĊǒùùƕƙ
Ǒưåïǃå ýǒǆƶǃå ƗùǆíƤǃå āá ƗƶǄùƪǃå ÿƵ ǒƙǚƛ Ǐùǃã ǉƓùưï ÿùƵ éíùơá Ɨùƛ óƓƤùƬùƼïƓƶǆ ÿùǆ éíùơƙǒƼ Ǒùưåïǃå ïùǒƹ Ɠùǆá ÜǊ

ùƪǃå ÿùùƵ ǉƓùưï þíùùƵ ÿùƵǏùǃã ƗùùǆíƤǃå āá ƗƶǄ  ĄƓùùƮƤƬ ÿǒïùƬƵ ÿùùǆ ïùùƛǂáÜ ùơǃå ïǒƛƋùùƙ çïāùõƤ ǑùùƼ üùƬ ǙāÿùùƵ ƗǒƕǄùùƪƕ éǒí 
ƙǈǆā Ɨùùǆöǈǆǃåùùǃî ǏùùǄƵā ÜƓùùǌƙƓƞǆ ñƓùùǒƿ ÿùùǆ íùùƕ ǚùùƼ üơ ßǚùùǆƶǃå Ɠùùưï Ăāƙùùƪöǈǆǃå ÿǂǆƙùùƙ Ǐùùƙ ÿõåāùùǆ óǒƤùùƬƙ  ÿùùǆ Ɨùùǆ

ǃåƤùùùǄ ý úƶùùùưǃåāå āá ƗƶǄùùùƪǃå ǑùùùƼùùùǆíƤǃ ƗùùùǆíƤǃå āá ƗƶǄùùùƪǃå ÿùùùǆ èíƓƽƙùùùƪå íùùùƿ ƗƼíǌƙùùùƪǆǃå ƗùùùƑƽǃå èùùùǈƓǂ åîã Ɠùùùǆ ƗùùùƼïƶǆā ÜƗ
ǒā Ɨǆöǈǆǃå ƴǆ ƓǌǄǆƓƶƙ ïåïǆƙƪå ÿǆưǒ ýǂƬƕ Ɨǆíǀǆǃåǆ ǑǃƓƙǃƓƕ ððƶƓƞǈ ÿë ƓǌƙƮơ Ɨǒǆǈƙā Ɨǆöǈǆǃå ûāƪǃå ǑƼ. 

                                                           
9
  пЯК ϢϼТмϦв ϣЂϜϼϸЮϜ ϭϚϝϦж ЙЦмвЮϜсжмϼϦЪЮъϜ: 

experience-survey-satisfaction-dgemarketing.com/customerhttps://visione/ 

https://visionedgemarketing.com/customer-satisfaction-survey-experience/
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уЦ ФϽА :̯ϝϫЮϝϪ:ЭугЛЮϜ ϝЎϼ Ѐϝ 

ïƓùùƕƙƵå ǏùùǄƵ  ýùùǒǆƶǃå Ɠùùưï ïùùƬâǆ Ċÿáùùǆÿ èåïùùƬâǆǃå ƓùùǂƼ ÜƗùùĊǒƵāǈǃåǙ ÿ ǃå ÿùùǆ Ċíùùƕ Ǐǈùùƪƙǒ Ǐùùƙơ ǑùùĊǆǂǃå õǆǈùùǃå Ǐùùǃã ýĊāùùơƙ
 ï èƓùùǈƓǒƕ ƴùǆ ýùùǆƓƶƙǃå ýùǄơǆǄǃǈǃå óǚƤƙùùƪǙ ƗĊǒƑƓùƮơǗå æǒǃƓùùƪǕå ûùùƼā ßǚùǆƶǃå Ɠùùư þǒíùǀƙā ÜƝƑƓùùƙƙǀǆǃåā ýāùùǄơǃå .èƓùùơï

Ǆǒ ƓǆǒƼāûïõǃå þǋá Ǒ :ýǒǆƶǃå Ɠưï ñƓǒƿ ǑƼ ƗƶƕĊƙǆǃå 
1.ǆƑøǀ éíĀøǄǆ) ĀKano Model( îùǋ ðùǂïå ǏùǄƵ ÷āùǈǃå Ǚå ÿùǆ ÷åāùǈá Ɨùƛǚƛî èƓùƞƓǒƙơ ßåāùƪ ƝƙǈǆǃƓùƕ ƗǄùƮǃå èå

ƗǆíƤ āá ƗƶǄƪ ÿƓǂ )Sauerwein et al., 1996( Ý 
¶ƗǒƪƓƪǕå èƓƕǄõƙǆǃå (Must-be Requirements) :Ɠùǌƕ íƮǀǒā  þĊǄùƪĈǆǃå èƓùƕǄõƙǆǃåā õāïùƬǃåƓùǋíāƞāƕ  ÿùǆ ýùƕƿ

ýǒǆƶǃå Ɲƙǈǆǃå ǑƼ ƗǆíƤǃå āá ÝýāƮơā ǆƶǃåǒ ýǏùǄƵ ùƕǄõƙǆǃå ǉîùǋƓè Ǐùǃã íāùǀǒ ùưïǃå þíùƵ ƗùǃƓơ Ǒùƽǈ Ǚ ÿùǂǃā Ɠ
 íāùƞā Ǐùùǃã ĄƓùùưǒá ïǒùƬǒ ƗùùǃƓơǃå ƓùùưïǃåƝƙùùǈǆǃå ÿùùƵ þƓùƙ ƗùǆíƤǃå āáÝ ơ ñƓùùƪá õāïùùƬǃå ǉîùùǋ Ċÿá ýùǒǆƶǃå ïùùƕƙƶǒ éùùǒ

Ƶ Ǒǋíùùƕ ïùùǆáāùùǈǆǃå þǒíùùǀƙ íùùǈƗùùǆíƤǃå āá ƝƙÜ  āƙ þíùùƵ ýƓùùơ ǑùùƼƝƙùùǈǆǃå ûùùǒǀơ  ƗǒùùƪƓƪǕå èƓùùƕǄõƙǆǄǃ ýùùǀƙǈǒ úāùùƪƼ
ƉƬǈǆǃå èƓƞƙǈǆ ßåïƬ Ǐǃã ýǒǆƶǃåè ƗƪƼƓǈǆǃå.   

¶Ǚå èåî èƓùƕǄõƙǆǃåíùơåāǃå ǉƓùƞƙ (One Dimensional Requirements) èƓùƕǄõƙǆǃå ǉîùǋ ÿǒùƕƙ ǃå Ăíùǆ æùƪƓǈƙ
åāƗùùǆßǚǆǃ  ÿùùǆ Ɲƙùùǈǆǃå Ǌùùǀǀơǒ Ɠùùǆ ÿǒùùƕƶƼ çíùùƑƓƼƗùùǒǄ  ĄƗùùǈïƓǀǆ ùùǆ ƴýùùǒǆƶǃå èƓùùƞƓơ ƗùùƶƿāƙǆǃåÝ ǆƕǏùùǈƶ ùùƬã Ɨùùƞïí ÷Ɠƕ

Üýùǒǆƶǃå èƓƞƓơǃ ƗǆíƤǃå āá Ɲƙǈǆǃå ǊùǈƎƼ ǊùƙƞƓơ èƶƕùƬá ýƓùơ ǑùƽƼ  ĈǒǉƓùưï ăíùƕƓƕùƬã þíùƵ ýƓùơ ǑùƼā Ý ǊùǈƎƼ ƓǌƵ
ƗǃƓơ Ǐǃã ýǀƙǈǒƪ Ɠưïǃå þíƵ  ÝƝƙùǈǆǃå ÿƵƾǆ Ǎøǁâ ǈǐĀǆƗǁä åƜǐ ƑǆǉĀ ƲøƽĀƗǐ ǏøƗǁä ƕøƜƑƟǁä ĉþà :ǏøǉĀ ƕøǄǊǄ ąƕøô
ƑƓƪâ üǐǄƴǁäƑǊƳ ä üǘƢ þǄ Āà ƛƗǆǄǁ ƕǄìƢǁäƓǂôƗǄǁä) çƑçäí ǇƑƜƗǗä (ìƟäĀǁä  ƑǉììøƟǐĀ ąƕƟäîøƬƓ ƑøǊǆƳ îøĉƓƴǐ
êĀƮĀƓ  . 

¶ èƓùùƕǄõƙǆǃååĊîƞǃåùùƕƗ )Attractive Requirements:( ā ąüǀøøƪƓ üøøǐǄƴǁä ƑøøǊǆƳ êĉîøøƬćǐ Ǘ ǏøøƗǁä çƑøøƓǂôƗǄǁä Ǐøøǉ
ƜƗƗ ƑǊĉǆà ǍĉƗƟ ÛîƪƑƓǄǈøǁƑǄßĀ ǈøƗƑƴƽĀƗ ïĀƑ Ąåïùƛá üïùƙƙā Ý ĄåïùƬƓƕǆ  ýùǒǆƶǃå ñùƽǈ ǑùƼƓùưïǃå Ăāƙùƪǆā  ûùǀơƙǒ ăîùǃå

ǊǒíǃÝ éǒơ ƙǈǒǆƶǃå ýǀùưïǃå ƗùǃƓơ Ǐǃã õǀƼ Ɠưïǃå ƗǃƓơ ÿǆ èƓƕǄõƙǆǃå ǉîǋ íāƞā ýƓơ ǑƼ ýǒƓ Ǘåā ǑùǄǂǃå ÷ƓƕùƬ
ƪ åîǋā þƓƙǃåƗǆöǈǆǃå ǉƓƞƙ ßǙā Ǐǃã ýāơƙǒǃ ïāïƪǃå èƓƞïí ǏǄƵá Ǌǒíǃ íĊǃāǒ  . 
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 ï ýǂƬǃå) þƿ4( 
 ñƓǒǀǃ āǈƓǂ êîāǆǈßǚǆƶǃå Ɠưï 

2.Ɨǁäǁä ììøƴƗǄǁä üøǐǂƟǐƑøƴǄ) îǐon AnalysisCriteria Satisfacti-Multi:(  ǑùƪǒƑï ýǂùƬƕ ÷āùǈǃå åîùǋ íùǆƙƶǒ
 ǏùùǄƵ ïǒǒƓùùƶǆǃå ííùùƶƙǆ ïåïùùǀǃå ýùùǒǄơƙ Ɲǌǈùùǆ ǏùùǄƵƶǃå Ɠùùưï Ċÿá ôåïùùƙƼå ïǒ ýùùǆƓǂǃå ýùùǒǆƙùùǂ ÿùùǆ ƗùùƵāǆƞǆ ǏùùǄƵ ð
ǀǆǃå èƓǆíƤǃåā ƴǄƪǃå úƮƙ Ǒƙǃå èåïǒƺƙǆǃå .çƋƬǈǆǃå ÿǆ Ɨǆí 

3.èǐǄƨ ýƑõǆ: éǒǆƪ ĊþĊíƿ ùƞā ýāùơ ĄƓơåïƙƿåùǒîƺƙǃå ýùǒāơƙǃ Ɨùǒǂîǃå ûïùõǃå ôùƶƕ íāùǆ Ɨùƶƞåïǃå Ɨ ĉƿ ÿ Ǐùǃã ýùǒǆƶǃå ýùƕ
 :Ɠǌǈǒƕ ÿǆā ýǒǆƶǃå Ɠưï Ăíǆǃ ñƓǒǀǆ 

-ƗǂïíĈǆǃå çíāƞǃå (Perceived quality)  
-ýǒǆƶǃå ßǙā (Loyalty)  
-Ǌǃ Ɨǆíǀǆǃå ƗǆíƤǃå āá ƝƙǈĈǆǃå ÿƵ ýǒǆƶǃå Ɠưï (Attributional satisfaction)  
-ǃå çíƓƵã ƗǒǈßåïƬ (Intention repurchase)  
4.ǏƺƑøøƬǁä ƛǐĀîøøƗǁä îøøƪáǄ NPS ƕ úùùƮāǒ Ýýùùǒǆƶǃå Ɨùùƕïƞƙ ýāùùơ Ɨùùƶƞåïǃå Ɨùùǒîƺƙǃå æƓõǀƙùùƪǙ ýùùƛǆǕå Ɨùùǀǒïõǃå ǊùùĊǈƋ

ǆ þǒǒǀƙāƝƙǈǆǃå ýāơ ǉƓưï Ăí ǃå ƗǆíƤǃå āáơƓ Ăíùǆ ƗùƼïƶǆ ǏùǄƵ ïùƬâǆǃå åîùǋ ðùǂƙïǒā ÝçƋùƬǈǆǃå ÿǆ ƓǌǒǄƵ ýƮ
åǆǃå þåíƤƙƪå ǑƼ ǉïǒƺǃ ýǒǆƶǃå ƠƮǈ ƗǒǃƓǆƙơ ÝƗǆíƤǃå āá ƝƙǈûƓǒƪǃå åîǋ ǑƼā ǈǃå èƓùǈƓǒƕǃå ïùƕƙƶƙùǒƓƹ ǑùƼ ƗùǒƵā Ɨ

ǒǆǋǕåƗǒïāïưǃå þƓƿïǕå ǏǄƵ çíǆƙƶǆǃå ñǒǒƓǀǆǃå ïƑƓƪǂ Ɨ. 
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 ЭЋУЮϜϩЮϝϫЮϜ :ϼϝАшϜ ЮϜЯгЛс 
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ϒ ̯ъм : еК ϣϳгЮ ЩзϠϣЪϽϡЮϜ тϼнЂ)ϝ(: 

 Ɠǒïāùùùƪ Ɨùùùǂïƕǃå üùùùǈƕ ăïāùùùƪ üùùùǈƕǑǆǚùùùƪã óƓùùùƤ íùùùơá āùùùǋā Üǃåüāùùùǈƕ  ǑùùùƼ ßƓùùùưƵǕåùùùǂïƕǃå ƗùùùƵāǆƞǆ ƗǒƼïùùùƮǆǃå Ɨ)ǂïùùùƬ Ɨ
Ɨùùǒǈǒïơƕ ƗǆǋƓùùƪǆ (ƙùùƪǆ ǏùùǄƵ çíùùƑåïǃåþǃƓùùƶǃå Ăā ùùǀƙ ǑùùƼ ƗǒƼïùùƮǆǃå èƓùùƞƙǈǆǃåā èƓǆíùùƤǃå þǒí ƗƶǒïùùƬǃå þƓùùǂơá ƴùùǆ ƗùùǀƼåāƙǆǃå

ƗǒǆǚƪǗå  . 

 ýƮơüǈƕǃå ǏǄƵ  þƓƶǃå Ɨǒåíƕ ǑƼ ñǒƪƋƙǃƓƕ ƗǀƼåāǆǃåā óǒƤïƙǃå2009  Ɨùǒǈƕǃå ñǒùƪƋƙā æƓùƙƙǂǙå ƗùǄơïǆ ÿùǆ ßƓǌƙǈå ƴǆā
Ǆǆƶǃå ƗùƼƓǂā ƗǒƙơƙǃåïùƬƓƕ ÜèƓùǒ üùǈƕǃå  Ɨǒïāùƪǃå ûāùƪǃå ǑùƼ ýùǆƶǃƓƕ ǑùƼúùƮƙǈǆ Ɠùƶǃå þ2010  ǉïíùƿ ýƓùǆ ñáïùƕā5  ïƓùǒǄǆ

 çïùùǒǃƗǒïāùùƪ þƓùùƶǃå ïùùƤåāá ǑùùƼā .2014 ǃå ýùùƮơ ĄƓùùƕǒïǀƙ ƗùùǀƼåāǆ ǏùùǄƵ üùùǈƕã ƗùùƑǒǋ çïåíȒåā ƗùùǒǃƓǆǃå ûåïāǖùùǃ ûùùƬǆí ûāùùƪ çïåí
ƗǒïāĊƪǃå ƗĊǒǃƓǆǃå ûåāƪǕåā ûåïāǕå  þǌƪá êåïíã ǏǄƵǒïāƪ Ɨǂïƕǃå üǈƕƓ  ï ûāƪ ǑƼ ĄƓǒǆƪǆíƗǒǃƓǆǃå ûåïāǖǃ ûƬ. 

 ííƵ ƸǄƕǃå āïƽ ÷ ƗƮƓƤǃåƕ üǈƕǃƓ þǒíùǀƙƕ ƓùǌǃǚƤ ÿùǆ þāǀǒ Ǒƙǃåā èƓöƼƓơǆǃå ǑƼ ƗƵðāƙǆ ĄƓƵïƼ ïƬƵ ƓǈƛåǆíùƤ èƓùƞƙǈǆā èƓ
ǒƼïƮǆ Ɨ ƗǄǆƓƬ ā ƗƵāǈƙǆúíǌƙƪƙ ßǚǆƶǃå  ÜǑùǄơǆǃå ǑƼïùƮǆǃå ûāùƪǃå èåïùǒƺƙǆ ƴùǆ ûùƼåāƙǒ Ɠùǆƕā èƓǂïùƬā íåïùƼá ÿǆ åîùǋ

ơ Ǐùùǃã ƗƼƓùùưǗƓƕ èƓǆíùùƤǃå ÿùùǆ Ɨùùǆðƕǂ ĄƓùùǆƓǆƙǋå ǏùùǀǄƙ Ǒùùƙǃå ƗùùǒǈāïƙǂǃǙåå ÿùùǆ Ąåïùùǒƙǃ üùùǈƕǃƓǌƛǒíùùơƙā Ɠùùǋïǒāõ ǃ ĄƓǒƶùùƪ Ɨùùƕǂåāǆ
 èƓƞƓơ ƗǒƕǄƙǃā Ɨǒƞāǃāǈǂƙǃå èåïāõƙǃååßǚǆƶǃ. 

 :̯ϝужϝϪϼϝϡϧ϶Ϝ  ϤϝϡϪ:ϣЂϜϼϹЮϜ ϢϜϸϒ 

 Ǐǃã ĄåíƓǈƙƪåHayes) Ü2017(  ĊÿƎƼèƓƕƛǃå ǏǄƵ ŋýíǒ  ïåïǀƙƪå) Ɨƪåïíǃå çåíáƗǈƓƕƙƪǙå( ƵāǌưƿƓǈƙ þíƓ ǈ ƴǆǌƪǀƓ Ċÿá ăá Ü
ǈǃå ñƽǈ Ǒõƶǒ ñƓǒǀǆǃåƙơƓƕ ƝƑƓƙǃ ĆāƓƪǆ ýƓǆǒƕõƙ íǒƵá Ɠǆ åîã ïƓƕƙƤǙå ƗǆǒǀǊǀ Ɨǈǒƶǃå ñƽǈ ǏǄƵ ) ÜëƓƙƽǃå íƕƵ2008(. 

þƿï ýāíƞǃå )5( 
ƛ ïƓƕƙƤåƗƪåïíǃå çåíá èƓƕ 

Reliability  Statistics 

Cronbach's Alpha N of Items 

.629 33 
ϼϹЋгЮϜ :уЯϳϦ ϭϚϝϧж ϤϝжϝуϡЮϜ ЭϧЂϝϠ аϜϹϷSPSS 

 ā) þƿï ýāíƞǃå ÿĊǒƕǒ5( ǈƓƙƕƙƤå ƝƑå çåíá èƓƕƛ ïƓå) ƗƪåïíǃǙ) (ƗǈƓƕƙùƪCronbach's Alpha(Ü  ïùǌöǒ éùǒơùƞā ā èƓùƕƛ í
ǃ ýǂǂ ƗǈƓƕƙƪǚÿǕ Ɠƽǃá ýǆƓƶǆ Ɨǆǒƿ èǄĊƞƪ 63 Ǒǋā % ÿǆ ïƕǂá50%Ü ǆ èƓƕƛƕ þƪƙƙ Ɨƪåïíǃå çåíá ÿá ăáýāƕǀ.   

þƿï ǑǃƓƙǃå ýāíƞǃå ƠĊưāǒā Ɠǆǂ )6( ƛ ïƓƕƙƤåƓƕ ïǒƺƙǆ ÿǆ ïǒƺƙǆ ýǂǃ Ɨƪåïíǃå çåíá èƪåïíǃå èå:åíơ ǏǄƵ Ɨ 
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) þƿï ýāíƞǃå6( 
Reliability  Statistics 

îĀƑƟǄǁä Cronbach's Alpha N of 

Items 

ǁäƗǄ :üƾƗøøøøøøƨǄǁä îøøøøøøǐƸ
 Ʋƺìøøøøøøøøøøøøøǁä üƏƑøøøøøøøøøøøøøƨĀ

ǏǆĀîƗǀǁǗä 

ƕǃå íƶýāǕå- ýǒǆƶǃå ýƕƿ ÿǆ üïíǆǃå ÿǆǕåā Ɨǒïƪǃå .584 

.602 

4 
 íƶƕǃåƓƛǃåǑǈ- ã ǑƼ ƗƵïƪǃåèǚǆƓƶǆǃå ðƓƞǈ .572 4 
 íƶƕǃåƓƛǃåéǃ-  āǌƪ ƗǃèǚǆƓƶǆǃå íåíƪā ýǆƓƶƙǃå .624 4 
 íƶƕǃåƴƕåïǃå- ýāƕǀǃåā Ɨǆßǚǆǃå .589 4 
 íƶƕǃåǆƓƤǃåñ-  Ɨǒāǋ ÿƵ úƬǂǃå þíƵßǚǆƶǃå .554 4 
ǃå íƶƕñíƓƪǃå- ßåíǕå Ɨǈāïǆ .634 4 

 :ƲƓƑƗǁä îǐƸƗǄǁäÞǘǄƴǁä ƑƮî .788 5 
ϼϹЋгЮϜ : ϭϚϝϧж ϤϝжϝуϡЮϜ ЭуЯϳϦ аϜϹϷϧЂϝϠSPSS 

 

Ϫ ̯ϝϫЮϝ :ϲшϜϤϜ̭ϝЋ нЮϜϣуУЊ ϼϹЮϜ ϣзуЛЮ:ϣЂϜ 

 ýāåíƞǃå ĈƠĊưāƙ ƗǒǃƓƙǃå ā Ɨƪåïíǃå Ɨǈǒƶǃ ĄƓƽƮāíǃå èåïǒƺƙǆǃå ûƼ Ǒƙǃåā ƗǈǒƶǄǃ çíǆƙƶǆǃå ƗĊǒƼåïƹāǆǒǈƞǃå) :Ǒǋ Üïǆƶǃå Üñ
Ǚå ƗǃƓơǃå(ǑǆǒǄƶƙǃå Ăāƙƪǆǃå ÜƗĊǒƵƓǆƙƞ. 

 þƿï ýāíƞǃå)7( 
÷ðāƙ  ā Ɨǈǒƶǃå íåïƼáñǈƞǃå ïǒƺƙǆ ûƼ 

 Frequency Percent Valid Percent Cumulative Percent 

Valid 

ϽЪϺ 188 82.8 82.8 82.8 

пϫжϒ 39 17.2 17.2 100.0 

Total 227 100.0 100.0  

ϤϝϮϽϷв :ϼϹЋгЮϜ  ϭвϝжϽϠSPSS Ю ЭуЯϳϧϤϝжϝуϠ ϜЂϜϼϹЮϣ. 

ǒ) þùùƿï ûƕƓùùƪǃå ýāíùùƞǃå ÿùùǆ ÿĊǒùùƕƙ7) Ċÿá (82.8%( ǒƵ íåïùùƼá ÿùùǆùùǈƗ ïāǂîùùǃå ÿùùǆ ƗùùƪåïíǃåǑùùƼ Ü èùùǈƓǂ ÿǒùùơ Ǘå ƗƕùùƪǈƓùùǈ é
)17.2%( ÜýǚƤ ÿǆā éơƓƕǃå Ċÿá ÿǆ þƹïǃå ǏǄƵā ƗƼƓǂƕ ƗǈƓƶƙƪǙå Ʈåāƙǃå ýƑƓƪā ïùƬǈǃ ƗơƓƙǆǃå ýåƗǈƓƕƙùƪǙ ǌǃāùƮāāƓ 

 ÿǆ Ɨǈǂǆǆ ĆƗơǒïƬ ïƕǂá ǏǃãßǚǆƶǃåÜ ã ĊǙǂǕå ƗƕƓƞƙƪǙå ĊÿáïāǂĊîùǃå Ăíùǃ èùǈƓǂ ïƕ Ü ïøƴǐĀíøǉ èøƟƑƓǁä Āä äøƓƗǁþǐƑ á Ǐùǃã Ċÿ
ƓǈǗå ǑƼ éùǃ Ɠǈƶǆƙƞǆ þåāíƓùƙƶǒ ǆƶƕ þƓùǒǀǃå ĄǙƓùǆƞã ïǒƙåāùƽǃå íåíùƪ èƓùǒǄå èƓùǒǄǆƶƕ þƓùǒǀǃåā ÜƗùǆƓƶǃå èƓǆíùƤǃå ǉƓùƞƙ ƴƼíùǃùǆāÿ 

ǋ ïǂîùǃƓƕ ïǒíùƞǃåƓùǈ èùǈƓǂ Ǒùƙǃåā çíƓùƶǆǃå èƓǈƓƕƙùùƪǙå ÿǆùưā ǊùĊǈá ǂ ýùǒǄơƙǄǃ ƗơǃƓùƮýùǒǆƶǃå æùùƙ ƗǈƓƕƙùƪǙå ǏùǄƵ ùƿā ÿƓùùǂ í
Ǐƛǈá ǀǒǄƶƙ ĄƓ " : ƓǈáǙå ƴƼíǃå þíƤƙƪáǃå ƗƑƕƶƙǃ õǀƼ Ǒǈāïƙǂǃ ïƮíǒ ƙƓǌǃýāǆơǆǃå Ǒƽ". 
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) þƿï ýǂƬǃå5( 

ǒƺƙǆ ûƼā Ɨǈǒƶǃå íåïƼá ÷ðāƙñǈƞǃå ï 

ǀƙǈǙƓƕā Ǐǃã ýƓ ïǒƺƙǆƞǃå ƠĊưāǒ Üïǆƶǃå ýāí ÷ðāƙ ǑƙǓåƗǈǒƶǃå íåïƼá ǒƺƙǆǃå åîǋ ûƼāï: 

) þƿï ýāíƞǃå8( 
ïǆƶǃå ïǒƺƙǆ ûƼā Ɨǈǒƶǃå íåïƼá ÷ðāƙ 

 Frequency Percent Valid Percent Cumulative Percent 

Valid 

21-30 72 31.7 31.7 31.7 

31-40 113 49.8 49.8 81.5 

41-50 42 18.5 18.5 100.0 

Total 227 100.0 100.0  

ϤϝϮϽϷв :ϼϹЋгЮϜ  ϭвϝжϽϠSPSS Ю ЭуЯϳϧϤϝжϝуϠ ϜЂϜϼϹЮϣ. 

 

 ŎǒùùùƕĈǒ) ýāíùùùƞǃå ÿ8 Ċÿá (þùùùöƶǆ  ƗùùùƪåïĊíǃå ƗùùùǈǒƵ íåïùùùƼáå ÿùùùǆ åāǈƓùùùǂƗùùùĊǒïǆƶǃå ƗơǒïùùùƬǃ )31-40( ƗǈùùùƪèùùùǈƓǂ éùùùǒơ Ü  Ɨƕùùùƪǈǃå
)49.8%(ƙǄƙ Ü) ƗĊǒïǆƶǃå ƗơǒïƬǃå Ɠǌ21-30(  èùƺǄƕ ĆƗƕùƪǈƕ Ɨǈùƪ)31.7%(ǆƶǃå ƗơǒïùƬǃå ĄåïùǒƤáā Üùǒï) Ɨ41-50(  Ɨǈùƪ

 ĆƗƕƪǈƕ ) èƺǄƕ18.5%( ùǈǒƵ Ċÿá ǏùǄƵ ŋýíùǒ åîùǋāƗùĊǒƙƼ ƗùǈĊǒƵ Ǒùǋ Ɨùƪåïíǃå Ɨ) ÿǒƙĊǒïùǆƶǃå ÿǒùƙƑƽǃå ýƞùƪƙ þùǃ ÿǒùơ ǑùƼ Ü51-
60( ) ā Ɨǈƪ61-  ƓǆāûāƼ( çíǋƓƬǆ ƗĊǒá  . 
 ā Ĉǒ ĊƪƽƓƕǃå ïƙǈǃå ǉîǋ éơèƓǆíùƤ Ċÿã :ǑǄǒ Ɠǆƕ ƝƑƓ å ƴƼíùǃåýǂùƬƙ ǑùǈāïƙǂǃǙ  ĄƓùƕîƓƞ ĄåïùƮǈƵ Ɨùǒƙƽǃå èƓùƑƽǄǃƴùǆƙƞǆǃå ǑùƼ ǑùƼ Ü
ùùơƠƑåïùùƬǃå Ċÿá ÿǒ  çïùùǒƕǂǃå ƗùùĊǒïǆƶǃåîùùǋ ýǂùùƬǒ þùùǃƓùùǌǃ Ćæîùùƞ ïùùƮǈƵ èƓǆíùùƤǃå ÿùùǆ ÷āùùǈǃå å íƓùùǒƙƵå ǑùùƼ ÿùùǆǂǒ æƕùùƪǃå Ċýùùƶǃā Ü



46 
 

 èƓùùƑƽǃå ïùùǒƕǂǃå ƗùùĊǒïǆƶǃåíǒǄǀƙǃå æǒǃƓùùƪǕå ǏùùǄƵ çùùǃå ǑùùƼ ƗùùĊǒ Ąåíùùǒƶƕ ƴƼíƙǃå ÿùùƵ Ĉǒ íùùƿ Ǒùùƙǃåā ÜƗùùƛǒíơǃå èƓùùǒǈǀƙǃåā Ɠùùǒƞāǃāǈǂ ÿāǂǂùùƬ
íƮǆƕǋā ÜƓǌǈƓǆáā Ɠǌƙǒƿå ÿĊǒƕƙǒƪ Ɠǆ åîǙ ýƓǆǂƙƪå ßƓǈƛá ĄƓǀơ.ýǒǄơƙǃå 

 
 þƿï ýǂƬǃå)6( 

 ïǒƺƙǆ ûƼā Ɨǈǒƶǃå íåïƼá ÷ðāƙïǆƶǃå 

ƓĊǆá ƗǃƓơǃå ïǒƺƙǆƕ ûĊǄƶƙǒ ƓǆǒƼ ǒ ÜƗĊǒƵƓǆƙƞǙå þǋá ǑǃƓƙǃå ýāíƞǃå Ơưā:ƝƑƓƙǈǃå 

 þƿï ýāíƞǃå)9( 
 ïǒƺƙǆ ûƼā Ɨǈǒƶǃå íåïƼá ÷ðāƙƞǙå ƗǃƓơǃåƗĊǒƵƓǆƙ 

 Frequency Percent Valid Percent Cumulative Percent 

Valid 

ϞϿКϒ 68 30.0 30.0 30.0 

ϬмϿϧв 159 70.0 70.0 100.0 

Total 227 100.0 100.0  

ϮϽϷв :ϼϹЋгЮϜϤϝ  ϭвϝжϽϠSPSS Ю ЭуЯϳϧϤϝжϝуϠ ϜЂϜϼϹЮϣ. 

ùùǆ ÿĊǒùùƕƙǒ) ýāíùùƞǃå ÿ9(  Ċÿá ùùǆ ǏùùǄƵá ÿāùùƞĊāðƙǆǃå Ɨùùǈǒƶǃå íåïùùƼá Ɨƕùùƪǈÿ ƕðƓùùƶǃå íåïùùƼǕå ƗƕùùƪǈèùùƺǄƕ éùùǒơ ÿā  ǏùùǃāǕå Ɨƕùùƪǈ
)70%(ǃå Ċÿá Ɨùùƞǒƙǈǃå ǉîùùǋ éùùơƓƕǃå ïùùĊƪƽǒā Üǃå íïùùƽ ðùùƙǆǊùùǒíǃ êā  èƓùùǆåðƙǃǙå ÿùùǆ ïùùƕǂá ïíùùƿ āǑùùƙǃåā ƗùùĊǒǆāǒǃå èƓùùƕƞåāǃå  ǊùùƶƼíƙ
ǂùƬƕƕǃå Ǐùùǃã þùùƑåí Ćý èåāíáā æǒǃƓùùƪá ÿùùƵ éùùơǗùƶǆǃå ðƓùùƞǈǃƓǆǃå èǚǆƓƗùùĊǒ åāùùƽǃå íåíùùƪǂ) Ɠùùǌǈǆ ƗùùĊǒǈǒƙāïǃå óƓùùƤ ýǂùùƬƕā (ïǒƙ

ïƛǂá ĆýǂƬƕ Ɨǈāïǆ ā Üûǀơǒ Ƽāǚǃå èƿāǃå ǑƼ Ąåïþð ƓǌƑåíǕƓǆíƤā Ü ïƼāƙ ǑǈāïƙǂǃǙå ƴƼíǃå è.èåðǒǆǃå ǉîǋ     

 èƓƑƽǃå ýƞƪƙ þǃ
 Ɨǒá çïǒƕǂǃå Ɨǒïǆƶǃå

ǋƓƬǆ.çí 
)51-60Ɨǈƪ ( 
)61 Ɨǈƪ (ûāƼ Ɠǆā 
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) þƿï ýǂƬǃå7( 
 ïǒƺƙǆ ûƼā Ɨǈǒƶǃå íåïƼá ÷ðāƙǙå ƗǃƓơǃåƗĊǒƵƓǆƙƞ 

ǙƓƕāǒíǃå ïǒƺƙǆǃå Ǐǃã ýƓǀƙǈå ǑƼåïƹāǆƙƪǆǃå ïǒƤǕ) þƿï ýāíƞǃå ƠĊưāǒ ÜǑǆǒǄƶƙǃå Ăā10Ƽá ÷ðāƙ (Ɨǈǒƶǃå íåï: 
) þƿï ýāíƞǃå10( 

 ðāƙ ā Ɨǈǒƶǃå íåïƼá ÷ ïǒƺƙǆ ûƼƪǆǃåǑǆǒǄƶƙǃå Ăāƙ 

ϤϝϮϽϷв :ϼϹЋгЮϜ  ϭвϝжϽϠSPSS Ю ЭуЯϳϧϤϝжϝуϠ ϜЂϜϼϹЮϣ. 

 èǄĊƞƪ íǀǃ ïƽǆǃ Ɨƕƪǈ ǏǄƵáǒƶǃå èåíƙƕùƪǈ èùƺǄƕ éùǒơ ÜƗùĊǒƶǆƓƞ çíƓǌƬ ǏǄƵ ÿǒǄƮƓơǃå ǑǆǒǄƶƙǃå Ăāƙƪǆǃå éǒơ ÿǆ Ɨǈ þǌ
)55.9%( ǌƙǄƙƪåïíǃå æǚõ ƓǒǄƶǃå èƓƓ ƕƪǈƕ) èƺǄƕ ĆƗ30%( Ü) íǋƓƶǆǃå Ċþƛ9%( ) ƗĊǒāǈƓƛǃƓƼ4.8%( ā .ǃƙ Ċýùƶ íåïùƼá ðùǂï

ǃå ǑùùƙƑƼ ÿǒùùƕ ƗùùǈǒƶǃåƓùùƞ èƓùùƪåïíǃåā ÿǒǒƶǆèƓùùƑƽǃå ëƓùùƙƽǈåā ǑùùƵā ǏùùǄƵ Ċýíùùǒ ƓùùǒǄƶǃå  ĊǄƶƙǆǃåǃ Ɨùùǆ èƓǆíùùƤǃå ÿùùǆ íùùǒíƞǃå ÷āùùǈǃå åîùùǌ
ƙùùƪå íùùƿā ÜƓùùǌǒǄƵ þǌǃƓùùƕƿȒåā ƗùùĊǒǈāïƙǂǃǙåǊùùĊǈá éùùơƓƕǃå Ɲƙǈ  ā èùùƿāǃå ƴùùǆ āƙùùƪǆǃå ïāùùõƙƙǃå Ăƙǒùùƪ íïùùƽǄǃ ǑùùǆǒǄƶ ĊƓùùǒƑƓǀǄƙ íåïùùƼǕå ýāơ

å ƴƼíǃå èƓǆíƤ ǏǃãǑǈāïƙǂǃǙ )ǆǃå èƓǆíƤ ÿāǂƙƪ ƓǌĊǈá ăáýƕǀƙƪ(. 
 

 Frequency Percent Valid Percent Cumulative Percent 

Valid 

ϣтнжϝϪ 11 4.8 4.8 4.8 

вϹлЛ 21 9.3 9.3 14.1 

сЛвϝϮ 127 55.9 55.9 70.0 

ϝЂϜϼϸК ϤϝуЯ  68 30.0 30.0 100.0 

Total 227 100.0 100.0  
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ýǂƬǃå ) þƿï8( 
 ïǒƺƙǆ ûƼā Ɨǈǒƶǃå íåïƼá ÷ðāƙƙƪǆǃåǑǆǒǄƶƙǃå Ăā 

 ̯ϝЛϠϜϼϝϡϧ϶Ϝ :АϝϡϦϼъϜ ϼ :(сЯ϶ϜϹЮϜ ФϝЃϦъϜ) 

ƞïí ïƓƕƙƤå þƙǒƪā Ɨ õƓƕƙïǙåƓƪƙǙå)ǃ ƗƕƪǈǃƓƕ (ǑǄƤåíǃå ûýǂ ǒƺƙǆ ïǆǒƺƙǆ ÿèåï (ƴƕƓƙǃåā ýǀƙƪǆǃå) Ɨƪåïíǃå. 
á -üĀǓä îøøǐƸƗǄǁä (üƾƗøøƨǄǁä): :ǑùùǈāïƙǂǃǙå ƴƼíùùǃå ýƑƓùùƪā ùùǒƕõƙ þƙǒùùƪ ïƓùùƕƙƤå û õƓùùƕƙïǙå ýùùǂǃ ƗƕùùƪǈǃƓƕ ýāǕå ïùùǒƺƙǆǄǃ

ÿǆ Ćíƶƕ :ƗĊƙƪǃå ǉíƓƶƕá 
¶ :ýāǕå íƶƕǃåüïíǆǃå ÿǆǕåā Ɨǒïƪǃåǃå åîǋ ÿǆư êïíǈǒā :ƙǃå èåïǀƽǃå íƶƕƗǒǃƓ: 

1- ƴƼíǃå þƓöǈǑǈāïƙǂǃǗå ǂá āǋƓĄǈƓǆá èƓƵāƼíǆǃå ïƛ 
2-Ǚå ƴƼíǃå þƓöǈ ƴǆǒ ÿá ÿǆ úāƤ üƓǈǋ ÜǑǈāïƙǂǃǃ ûåïƙƤå éíơƕǃå ƴƿāǆüǈ ƿ ÿǆ ÿǒƿïƙƤǆǃå íơá ýƕ

.ƗǒǈāïƙǂǃǙå ƴƿåāǆǄǃ 
3-Ɨƿǚƶǃå ǑƼïõ ÿǒƕ Ɨǈǆà ýǆƓƶƙ ƗƑǒƕ ǑǈāïƙǂǃǙå ƴƼíǃå þƓöǈ ïƼāǒ 
4- ƗǒƮāƮƤ ûåïƙƤå ÿǂǆǒƪāå ǑƙƓǆāǄƶǆ ƗǆǚƗǒƮƤƬǃ 

 öơǚǈǆ) ýāíƞǃå ÿ11( ƓƕƙïåƑƪǕå ƴǒǆƞ õ ƗǄƙƪǙå ǑƼ ƗƞïíǆǃåƕǈƓƗ ƕ éǒơ ÜǊƙåî ýāǕå íƶƕǃå ÿāǆưǆ èǈƓǂ
 ïǙå èǚǆƓƶǆǒƕ õƓƕƙ ÿýāǕå íƶƕǃå ýǂā çïǀƼ Ǖå ǊƙåïǀƼ ÿǆ ǉïíƿ Ɨǀƛ ýƓǆƙơƓƕ Ɨǒāǈƶǆ ƴƕï99.% 
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) þƿï ýāíƞǃå11( 
 ïƓƕƙƤåõƓƕƙïǙå ýāǕå íƶƕǄǃ 

Correlations 

 
Q1 Q2 Q3 Q4 dem1 

Q1 

Pearson Correlation 1 -.281
**

 .583
**

 -.297
**

 .500
**

 

Sig. (2-tailed)  .000 .000 .000 .000 

N 227 227 227 227 227 

Q2 

Pearson Correlation -.281
**

 1 -.195
**

 .597
**

 .325
**

 

Sig. (2-tailed) .000  .003 .000 .000 

N 227 227 227 227 227 

Q3 

Pearson Correlation .583
**

 -.195
**

 1 -.299
**

 .177
**

 

Sig. (2-tailed) .000 .003  .000 .007 

N 227 227 227 227 227 

Q4 

Pearson Correlation -.297
**

 .597
**

 -.299
**

 1 .679
**

 

Sig. (2-tailed) .000 .000 .000  .000 

N 227 227 227 227 227 

 ϣтϽЃЮϜ

Ϝм евц

ШϼϹгЮϜ 

dem1 

Pearson Correlation .500
**

 .325
**

 .177
**

 .679
**

 1 

Sig. (2-tailed) .000 .000 .007 .000  

N 227 227 227 227 227 

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

 

¶ :ǑǈƓƛǃå íƶƕǃåèǚǆƓƶǆǃå ðƓƞǈã ǑƼ ƗƵïƪǃå: 
 íƶƕǃå åîǋ ÿǆư êïíǈǒāƗǈƓƕƙƪǙå èåïǀƼ Ǖåƴƕï Ɠƙǃåǃ Ǒǋ Ǒƙǃåā ÜƗǒǃåƕƶ ÿǆ èåïƓ5  Ǐǃã8: 

1-æƪƓǈǆǃå èƿāǃå ǑƼ èǚǆƓƶǆǃå ðƓƞǈã ƗǒǈāïƙǂǃǙå èƓƵāƼíǆǃå ýǌƪƙ 
2-ƞǈã ƗƵïƪǂ ðƓçðǒǆǆ ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ þåíƤƙƪƓƕ èǚǆƓƶǆǃå ƗƼƓ 
3-.èƓǆíƤǃå îǒƽǈƙ íǈƵ èåïƓƶƬǗå ǑǀǄƙ ƗƵïƪƕ ƗǒǈāïƙǂǃǙå ƴƼíǃå þöǈ ðǒǆƙƙ 
4-ƓǒơáǑƼ ßõƕ üƓǈǋ ĄƓǈ å úƶư Ɨƞǒƙǈ èǚǆƓƶǆǃå îǒƽǈƙƕǃƗǒƙơƙǃå Ǐǈ  
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) þƿï ýāíƞǃå12( 
 ïƓƕƙƤåõƓƕƙïǙå ǑǈƓƛǃå íƶƕǄǃ 

 

Correlations 

 Q5 Q6 Q7 Q8 dem2 

Q5 Pearson Correlation 1 .078 .121 -.031 .382
**

 

Sig. (2-tailed)  .244 .069 .638 .000 

N 227 227 227 227 227 

Q6 Pearson Correlation .078 1 .205
**

 -.285
**

 -.231
**

 

Sig. (2-tailed) .244  .002 .000 .000 

N 227 227 227 227 227 

Q7 Pearson Correlation .121 .205
**

 1 -.024 .028 

Sig. (2-tailed) .069 .002  .723 .676 

N 227 227 227 227 227 

Q8 Pearson Correlation -.031 -.285
**

 -.024 1 .912
**

 

Sig. (2-tailed) .638 .000 .723  .000 

N 227 227 227 227 227 

КϽЃЮϜ Ͼϝϯжϖ сТ ϣ

ϤывϝЛгЮϜ 

Dem2  

Pearson Correlation .382
**

 -.231
**

 .028 .912
**

 1 

Sig. (2-tailed) .000 .000 .676 .000  

N 227 227 227 227 227 

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

ÿǆ öơǚǈ åǉǚƵá ýāíƞǃ ) þùƿï12( ǆǃå ƗǄƑùƪǕå ƴùǒǆƞ õƓùƕƙïå Ɨùƞïíǆǃå ðƓùƞǈã ǑùƼ ƗƵïùƪǃå) ǑǈƓùƛǃå íùƶƕǃå èùơƙùƶ(èǚǆƓ 
ǆƕ ÷āùưāƗùùĊǒāǈƶǆ õƓùƕƙïǙå Ɨùùƞïí èùùǈƓǂ éùǒơ ÜǊùùƙåî íùùƶƕǃå ùùǆƙơƓƕ ǉïíùùƿ Ɨùǀƛ ýƓ99 Ü% çïùǀƽǃå ßƓǈƛƙùùƪƓƕ ÜƗƶƕƓùùƪǃå : ) ðùùǒǆƙƙ

ǃå þöǈíå ƴƼƙǂǃǙ ïƵïùƪƕ Ɨǒǈā îùǒƽǈƙ íùǈƵ èåïƓƶùƬǗå ǑùǀǄƙ ƗǃåèƓǆíùƤ ( āƙïǙå ýùǆƓƶǆ ÿùǂǒ þùǃ Ǒùƙǃåùǒāǈƶǆ Ɠùǌǃ õƓùƕ ăá íùǈƵ ĄƓ
 ā .Ɨùùǀƛ Ɨùƞïí ÿùùǆ þƹïùǃå ǏùùǄƵîùǋ Ɨùùǒǆǋáǉ  èƓǆíùùƤ ÿùƵ ßǚùùǆƶǃå Ɠùùưï ǑùƼ Ɨùùǒïöǈǃå çïùùǀƽǃåúïùùƮǆǃå  ŊǙã ùĊǈáå ǑùùƼ Ǌ íùùǒƿ Ɨùùǈǒƶǃ
Ɨƪåïíǃå  ĊǒǆǋǕå ǉîǋ ðïƕƙ þǃ.ǑǄǆƵ ýǂƬƕ Ɨ 

¶ǃå íƶƕǃåƛ:éǃƓ ǃāǌƪƗ  ýǆƓƶƙǃåèǚǆƓƶǆǃå íåíƪā : 
ǆư êïíǈǒā ÿåā ÜƗǒǃƓƙǃå ƴƕïǕå ƗǈƓƕƙƪǙå èåïǀƼ íƶƕǃå åîǋ ÿǆ èåïƓƕƶǃå Ǒǋ Ǒƙǃ9  Ǐǃã12: 

1-Ǚå ƴƼíǃå þöǈǃýƕƿ ăî ÿǆ ýǌƪá íåíƪǃå ƗǒǄǆƵ èǄƶƞ Ǒǈāïƙǂ 
2-Ɠöǈ Ăíáÿǂǆǆ íơ Ǐǈíá Ǐǃã èǚǆƓƶǆǃå íåíƪ ǑƼ ßƓõƤǕå ýǒǄǀƙ Ǐǃã ǑǈāïƙǂǃǗå ƴƼíǃå þ 
3- ƴƼíǃåíǀƶǆ ǑǈāïƙǂǃǗå ýǆƓƶƙǃå ýǌƪ ïǒƹā 
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4-ƙǃå êƓƙơǒƓƶ ƗǒǃƓƵ ßåíá çïƓǌǆ Ǐǃã ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ ƴǆ ýǆ 
 

) þƿï ýāíƞǃå13( 
 ïƓƕƙƤåõƓƕƙïǙå íƶƕǄǃ ǃåéǃƓƛ 

 

Correlations 

 Q9 Q10 Q11 Q12 dem3 

Q9 Pearson Correlation 1 .148
*
 -.209

**
 -.062 .633

**
 

Sig. (2-tailed)  .026 .002 .351 .000 

N 227 227 227 227 227 

Q10 Pearson Correlation .148
*
 1 -.015 -.176

**
 -.035 

Sig. (2-tailed) .026  .823 .008 .597 

N 227 227 227 227 227 

Q11 Pearson Correlation -.209
**

 -.015 1 .236
**

 .041 

Sig. (2-tailed) .002 .823  .000 .543 

N 227 227 227 227 227 

Q12 Pearson Correlation -.062 -.176
**

 .236
**

 1 .733
**

 

Sig. (2-tailed) .351 .008 .000  .000 

N 227 227 227 227 227 

ЂЮнл ЭвϝЛϧЮϜ ϣ

 ϸϜϹЂмывϝЛгЮϜϤ 

dem3 

Pearson Correlation .633
**

 -.035 .041 .733
**

 1 

Sig. (2-tailed) .000 .597 .543 .000  

N 227 227 227 227 227 

*. Correlation is significant at the 0.05 level (2-tailed). 

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

 

 Ǐǃã ýƓǀƙǈǙƓƕíƶƕ  ƗǃāǌƪÝèǚǆƓƶǆǃå ðƓƞǈȒåā ýǆƓƶƙǃå  ǉǚƵá ýāíƞǃå ÿǒƕǒþƿï )13( :ǑǄǒ Ɠǆ 
 Ċÿã ƕïǕå èåïǀƽǃå ÿǆ õǀƼ ÿǒƙïǀƼîǋ ǑƼ çíïåāǃå ƴƓƕ Ɨõƕƙïǆ èǈƓǂ ïāơǆǃå åïāơǆǃ  Ǌƙåî ĄßƓǈƕ  Ɨǈǒƶǃå ýǒǄơƙ ƝƑƓƙǈ ǏǄƵ

 ÿƓƙïǀƽǃå èǈƓǂ éǒơ ÜƗƪāïíǆǃåçïƬƵ ƗǒǈƓƛǃåā ƗƶƪƓƙǃå åā ïāơǆǃƓƕ ÿǒƙõƕƙïǆ Ɨƶƕåïǃ ǉïíƿ Ɨǀƛ ýƓǆƙơƓƕ ñāïíǆǃå99 Ü%
 ÿƓƙïǀƽǃå ƓǆáçïƬƓƶǃå ǒíƓơǃåāƵ ƗçïƬ  ÿƓǂƼǆǆƓƶƑƓƮơã ăāǈƶǆ ïǒƹ ƓǆǌõƓƕƙïå ǑǄ.ĄƓǒ 

¶åïǃå íƶƕǃå :ƴƕýāƕǀǃåā Ɨǆßǚǆǃå: 
 āêïíǈǒ ÿǆư  ÿǆ èåïƓƕƶǃå Ǒǋ Ǒƙǃåā ÜƗǒǃƓƙǃå ƴƕïǕå ƗǈƓƕƙƪǙå èåïǀƼ íƶƕǃå åîǋ13  Ǐǃã16: 
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1-íƤƙƪå þåíƓǌƞǗå ÿǆ ǑǃƓƤ ǑǈāïƙǂǃǗå ƴƼíǃå þƓöǈ 
2-ƗǒǄǆƵ ýǂ ßåïƞã íǈƵ āá ýƕƿ úïƮǆǃå Ɨƶƞåïǆ Ǐǃã ƗƞƓơƕ èƪǃ 
3-ǃå Ɨǃāǌƪ ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ ïƼāƙíǃå ƗǒǄǆƶƕ þƓǒǀïåíǆ ǏǄƵ ƗơƓƙǆ ƓǌǈǕ ƴƼ Ɠƪǃå÷āƕƪǕå þƓǒá ýåāõ ƗƵ 
4-ƿ úǚƙƤå ƴǆ ÿǒǄǆƓƶƙǆǃå ƗƼƓǂǃ ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā Ɨǆßǚǆǌƙåïíå þƗǒíƪƞǃ 

) þƿï ýāíƞǃå14( 
å ïƓƕƙƤõƓƕƙïǙå  íƶƕǄǃƴƕåïǃå 

Correlations 

 Q13 Q14 Q15 Q16 dem4 

Q13  Pearson Correlation 1 .130 .162
*
 .275

**
 .748

**
 

Sig. (2-tailed)  .050 .014 .000 .000 

N 227 227 227 227 227 

Q14 Pearson Correlation .130 1 .426
**

 .328
**

 .299
**

 

Sig. (2-tailed) .050  .000 .000 .000 

N 227 227 227 227 227 

Q15 Pearson Correlation .162
*
 .426

**
 1 .278

**
 .282

**
 

Sig. (2-tailed) .014 .000  .000 .000 

N 227 227 227 227 227 

Q16 Pearson Correlation .275
**

 .328
**

 .278
**

 1 .844
**

 

Sig. (2-tailed) .000 .000 .000  .000 

N 227 227 227 227 227 

ЬнϡЧЮϜм ϣв̭ыгЮϜ 

dem4 

 

 

Pearson Correlation .748
**

 .299
**

 .282
**

 .844
**

 1 

Sig. (2-tailed) .000 .000 .000 .000  

N 227 227 227 227 227 

*. Correlation is significant at the 0.05 level (2-tailed). 

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

 
 ǑùùƼ Ơùùưāǆ āùùǋ Ɠùùǆǂ) ǉǚùùƵá ýāíùùƞǃå14ƎùùƼ Ý(ǆƞ ÿ èåïùùǀƼ ƴùùǒåýāùùƕǀǃåā Ɨùùǆßǚǆǃå) ǑǃƓùùơǃå íùùƶƕǃƗùùõƕƙïǆ ƴùùƕïǕå (  ýǂùùƬƕā
 ĄƓǒƑƓƮơã ăāǈƶǆ ǆƙơƓƕāǀƛ ýƓ ǉïíƿ Ɨ99.íƶƕǃå åîǌƕ % 

¶ :ñǆƓƤǃå íƶƕǃåßǚǆƶǃå Ɨǒāǋ ÿƵ úƬǂǃå  : 
 åîǋ ÿǆư êïíǈǒā íƶƕǃå ƴƕïǕå ƗǈƓƕƙƪǙå èåïǀƼ ÿǆ èåïƓƕƶǃå Ǒǋ Ǒƙǃåā ÜƗǒǃƓƙǃå17  Ǐǃã20: 
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1-Ǚ ƗƞƓơ úƬǂǄǃ ÿƵ ǃåƗǒāǌ ǑƼ ƴƼíǃå ǑǈāïƙǂǃǙå Ɠǆǂ ǑƼ ƴƼíǃå íƓƶǃåă 
2-ïƼāƙƙ èåïƕƤ ƵƗǒǃƓ ǑƼ ßåíá ƓǒǄǆƶǃåè  ïƮùǆǃåƗǒƼ åƗǒǈāïƙǂǃǗ ÿƓǆưǃ Ɨǒïƪǃå ƗǒǃƓƶǃå 
3-íƞāƙ èåßåïƞã ƗǒƼƓǂ ƗǒƓǆơǃ ƗǒƮāƮƤ ßǚǆƶǃå 
4-ƓƪāýƑ Ǖåÿǆ ƗǒƓǆơǃåā þöǈǄǃ ưåāƙǆƗƶ 

) þƿï ýāíƞǃå15( 
 ïƓƕƙƤåǙåõƓƕƙï ñǆƓƤǃå íƶƕǄǃ 

Correlations 

 Q17 Q18 Q19 Q20 dem5 

Q17 Pearson Correlation 1 .356
**

 .163
*
 -.134

*
 .745

**
 

Sig. (2-tailed)  .000 .014 .044 .000 

N 227 227 227 227 227 

Q18 Pearson Correlation .356
**

 1 .513
**

 -.051 .263
**

 

Sig. (2-tailed) .000  .000 .441 .000 

N 227 227 227 227 227 

Q19 Pearson Correlation .163
*
 .513

**
 1 -.223

**
 -.014 

Sig. (2-tailed) .014 .000  .001 .831 

N 227 227 227 227 227 

Q20 Pearson Correlation -.134
*
 -.051 -.223

**
 1 .562

**
 

Sig. (2-tailed) .044 .441 .001  .000 

N 227 227 227 227 227 

 ϣтнк еК СЇЫЮϜ

̭ыгЛЮϜ 

dem5 

 

 

Pearson Correlation .745
**

 .263
**

 -.014 .562
**

 1 

Sig. (2-tailed) .000 .000 .831 .000  

N 227 227 227 227 227 

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

ƕƙïå Ɨƪåïí ĂíǃƗƞïíǆǃå ƝƑƓƙǈǃå ǏǄƵ ýāƮơǃå þƙ Ǌƙåî íƶƕǃƓƕ íƶƕǃå åîǋ èåïǀƼ õƓ  ýāíƞǃå ǑƼûƕƓƪǃå )15 íǂâƙ Ǒƙǃåā (
îǋ õƓƕƙïåƶƕǃƓƕ èåïǀƽǃå ǉå íƓƕ ñāïíǆǃơýƓǆƙ  ǉïíƿ Ɨǀƛ99 %ƓƕƓǈƛƙƪß  çïǀƽǃåçïƬƵ ƗƶƪƓƙǃå ) ƗǒƼƓǂ èåßåïƞã íƞāƙ

ßǚǆƶǃå ƗǒƮāƮƤ ƗǒƓǆơǃƙǃå ( ÿǂǒ þǃ Ǒ āǈƶǆ Ɠǌǃ õƓƕƙïǙå ýǆƓƶǆ.ĄƓǒƑƓƮơã ă 

¶ :ñíƓƪǃå íƶƕǃåßåíǕå Ɨǈāïǆ : 
ƕǃå åîǋ ÿǆư êïíǈǒā èåïǀƼ íƶ Ǒǋ Ǒƙǃåā ÜƗǒǃƓƙǃå ƴƕïǕå ƗǈƓƕƙƪǙå ÿǆ èåïƓƕƶǃå21  Ǐǃã24: 

1- ƴƕƙƙåƤǕǄǆƵ ǑƼ ßƓõå èƓǒíǀƶǆ ǑǈāïƙǂǃǙå ƴƼíǃ 
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2- ÿǆ ïƛǂá ýǆƓƶƙǃå ǑƼ ëāưāǃƓƕ ƗǒíǒǄǀƙǃå ƴƼíǃå þöǈ ðƓƙǆƙƴƼíǃå þöǈ ƗǒǈāïƙǂǃǙå 
3- þöǈ ïƼāƙèǚǆƓƶǆǃå ðƓƞǈã ǑƼ ƗǒǃƓƵ Ɨǈāïǆ ƗǒǈāïƙǂǃǙå ƴƼíǃå 
4- Ɨƕƪǈ ƴƽƙïƙƤǕå éāíơǈǆ ïƛǂá ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ ǑƼ ßƓõƴƼíǃå þöǈ ǑƼ Ɠǌ ƙǃåăíǒǄǀ 

ǃåƞ ýāí) þƿï16( 
åïƓƕƙƤ ǙåõƓƕƙï ñíƓƪǃå íƶƕǄǃ 

Correlations 

 Q21 Q22 Q23 Q24 dem6 

Q21 Pearson Correlation 1 .389
**

 -.183
**

 .141
*
 .788

**
 

Sig. (2-tailed)  .000 .006 .033 .000 

N 227 227 227 227 227 

Q22 Pearson Correlation .389
**

 1 -.098 .327
**

 .475
**

 

Sig. (2-tailed) .000  .140 .000 .000 

N 227 227 227 227 227 

Q23 Pearson Correlation -.183
**

 -.098 1 -.043 -.155
*
 

Sig. (2-tailed) .006 .140  .520 .020 

N 227 227 227 227 227 

Q24 Pearson Correlation .141
*
 .327

**
 -.043 1 .721

**
 

Sig. (2-tailed) .033 .000 .520  .000 

N 227 227 227 227 227 

̭ϜϸцϜ ϣжмϽв 

dem6 

Pearson Correlation .788
**

 .475
**

 -.155
*
 .721

**
 1 

Sig. (2-tailed) .000 .000 .020 .000  

N 227 227 227 227 227 

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

*. Correlation is significant at the 0.05 level (2-tailed). 

) ýāíƞǃå ƝƑƓƙǈ ÿǆ16 ( Ċǒƕƙ Ăíǃ ÿ èåïǀƼ õƓƕƙïåíƶƕǃå ñíƓƪǃå Ɠƕ Ǌƙåî íƶƕǃ āƕ ǉïíƿ Ɨǀƛ ýƓǆƙơƓ99ƕ Ü% çïǀƽǃå ßƓǈƛƙƪƓ
) ÿāïƬƶǃåā ƗƛǃƓƛǃå ƗǒǈāïƙǂǃǙå ƴƼíǃå þöǈ ïƼāƙǆǒǃƓƵ ƗǈāïƗ èǚǆƓƶǆǃå ðƓƞǈã ǑƼƓƶǆ ÿƓǂ Ǒƙǃå (Ɠǌǃ õƓƕƙïǙå ýǆ 
 ĄƓǒƑƓƮơã ăāǈƶǆ Ɨǀƛ ýƓǆƙơƓƕ ǉïíƿ 95.% 

å -:(ƲƓƑƗǁä îǐƸƗǄǁä) üǐǄƴǁä ƑƮî :ǏǆƑƙǁä îǐƸƗǄǁä 
 åîǋ ÿǆư êïíǈǒāƺƙǆǃåïǒ Ǚå èåïǀƼ ƗǈƓƕƙƪñǆƤǃå ƗǒƙǓå ā Ü ÿǆ èåïƓƕƶǃå Ǒǋ Ǒƙǃå25  Ǐǃã28: 

1.þöǈ ƴƼíǃå ǑǈāïƙǂǃǙå çíǒƞ. 
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2.ǈöþ ƴƼíǃå åǑǈāïƙǂǃǙ Ɨǀƕõǆǃå  ĄƓǒǃƓơ çðƽơǆ ƪǚǃþåíƤƙ. 
3.Ɠǈá  Ćôåï ÿƵ þåíƤƙƪå öǈþ ƴƼíǃå ǂǃǙåǑǈāïƙ. 
4.ïǆƙƪƋƪ ǑƼ þåíƤƙƪå þöǈ ƴƼíǃå ǑǈāïƙǂǃǙå. 
5. ƴƼíǃå þöǈǃ ǑƕƓƞǒã ïǒƛƋƙ íƞāǒƵ ǑǈāïƙǂǃǙåèƓǆíƤǃ Ǒǆǒǒǀƙ Ăāƙƪǆ ǏǄ ýǂǂ üǈƕǃå. 

) þùùùƿï ǉƓùùǈíá ýāíùùùƞǃå ǑùùùƼ çíïåāùùǃå ƝƑƓùùùƙǈǃå ÿùùùǆ ÿĊǒùùƕƙǒ17 Ċÿá (ƞǆ ƴùùùǒǃå ïāùùơǆ ÿǆùùùư Ɨùùùƞïíǆǃå èåïùùǀƽ Ɠùùùưïƶǃå ýùùùǒǆ èùùùǈƓǂ
Ɨõƕƙïǆ  ā ïāơǆǃå åîǌƕƑƓƮơã ƗǒāǈƶǆƕƓƵ Ɨǒå) Ɨǒǃ Ɨǀƛǃå ýƓǆƙơ ǉïíƿ ƝƑƓƙǈǃƓƕ99.(% 

) þƿï ýāíƞǃå17( 
 ïƓƕƙƤåõƓƕƙïǙå ǃƓưïǃå ïǒƺƙǆ 

Correlations 

 Q25 Q26 Q27 Q28 Q29 ϝЎϽЮϜ 

Q25 Pearson Correlation  1 .342
**

 .218
**

 .488
**

 .486
**

 .879
**

 

Sig. (2-tailed)  .000 .001 .000 .000 .000 

N 227 227 227 227 227 227 

Q26 Pearson Correlation .342
**

 1 .579
**

 .436
**

 .240
**

 .760
**

 

Sig. (2-tailed) .000  .000 .000 .000 .000 

N 227 227 227 227 227 227 

Q27 Pearson Correlation .218
**

 .579
**

 1 .631
**

 .401
**

 .353
**

 

Sig. (2-tailed) .001 .000  .000 .000 .000 

N 227 227 227 227 227 227 

Q28 Pearson Correlation .488
**

 .436
**

 .631
**

 1 .613
**

 .634
**

 

Sig. (2-tailed) .000 .000 .000  .000 .000 

N 227 227 227 227 227 227 

Q29 Pearson Correlation .486
**

 .240
**

 .401
**

 .613
**

 1 .844
**

 

Sig. (2-tailed) .000 .000 .000 .000  .000 

N 227 227 227 227 227 227 

ϝЎϽЮϜ Pearson Correlation .879
**

 .341
**

 .353
**

 .634
**

 .844
**

 1 

Sig. (2-tailed) .000 .000 .000 .000 .000  

N 227 227 227 227 227 227 

**. Correlation is significant at the 0.01 level (2-tailed). 
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 ̯ϝЃвϝ϶Ϝ : ϼϝϡϧ϶:ϤϝуЎϽУЮϜ 

äƗƢ Ǔä ƕǐƮîƻǁä ƕĉƟƬ îƑƓ:ǍǁĀ 
Ɨǒưïƽǃå ƗơƮ ïƓƕƙƤå Ǐǃã ýƓǀƙǈǙƓƕ ƗƪǒƑïǃå  āǕåǃåā éơƕǃå ÿǆ ǏǃƗǄƑƓǀ: 

îøøƙà ìĀøƜĀ øøƜǐâǏƓƑ üƏƑøøƨĀǁ Ʋƺìøøǁä ǏøøǆĀîƗǀǁǗä ƑøøǉìƑƴƓƉƓ  ƕƗøøƨǁä)ƕǐîøƨǁä þøøǄǓäĀ äûîìøøǄǁ øøǄþ ƽüøøƓ ÛüøøǐǄƴǁä ƕƳîøøƨǁä Ǐøøƺ 
ïƑøøƜǆâ ÛçǘǄƑøøƴǄǁä ƕǁĀǊøøƨ üøøǄƑƴƗǁä  Āìäìøøƨ ǄƑøøƴǄǁäÛçǘ ƕøøǄÞǘǄǁä øøƓƾǁäĀÛüĀ ýìøøƳ ùøøƪǀǁä þøøƳ  Āǉƕøøǐ ÛÞǘøøǄƴǁä ƕøøǆĀîǄ 
ÞäìǓä (Ǐƺ ƑƮî ÞǘǄƳ ûǆƓ ƕǀîƓǁä Ý 

ƕāǄùƪá úùǒöāƙ þùƙåíùơǈǙå æǒǃƓùƪá ÿùǆ ÿǒ) Ǒƞǒïíùƙǃå ïåíùơǈǙå Ɠùǆǋ ïstepwise multiple regressionǙåā ( ïåíùơǈ
ǆǃåƙ) ííƶmultiple regression(ƑƓƙǈ èïǌöā Ü āơǈǃå ǏǄƵ ƓǆǌƞǑǃƓƙǃå: 

ƞǃå) þƿï ýāí18( 
 ƝƑƓƙǈííƶƙǆǃå ïƓƕƙƤǙå ǃåǑƞǒïíƙ 

Model R R Square Adjusted R Square Std. Error of the Estimate Durbin-Watson 

1 .247
a
 .061 .057 .44003  

2 .314
b
 .098 .090 .43217  

3 .342
c
 .117 .105 .42875  

4 .367
d
 .134 .119 .42539 1.970 

a. Predictors: (Constant), dem3 

b. Predictors: (Constant), dem3, dem6 

c. Predictors: (Constant), dem3, dem6, dem4 

d. Predictors: (Constant), dem3, dem6, dem4, dem5 

e. Dependent Variable: satisfy 

 :ïíƮǆǃåƙǈ ƝƑƓ ýǒǄơƙèƓǈƓǒƕǃå  ƝǆƓǈïƕ ïƕƵSPSS 

ùùǈǒƕå èƝƑƓùùƙǈǃ  çíïåāùùǃåå ýāíùùƞǃå ǑùùƼ) ûƕƓùùƪǃ18 āùùǆǈǃå ÿá (ăāùùơǒ ăîùùǃå ƴùùƕåïǃå êî Ɨǃāǌùùƪ) íƓùùƶƕǕå ÿùùǆ ýùùǂ ýùùǆƓƶƙǃå íåíùùƪā 
ÜèǚǆƓùùùƶǆǃå ǚǆǃåƗùùùǆß Üýāùùùƕǀǃåā ùùùƵþí úùùùƬǂǃå ÿùùùƵ Ɨùùùǒāǋ Üßǚùùùǆƶǃå Ɨùùùǈāïǆ  (ßåíǕå ǏùùùǄƵ ƓùùùǆǋāéùùùǃƓƛǃå íƓùùùƶƕǕå ăðåāùùùƙǃå 
ƕåïǃå ÜñíƓƪǃå ñǆƓƤǃåā ƴîāùǆǈǃå āùǋ ÿǒùƕ ĂāùƿǕåā ýùưƼǕå êå çïíùǀǆǃå êîƓùǆǈǃá ïùƛá ñƓùǒǀǃ ýƑƓùƪā íƓùƶƕǙå ƴƼíùǃåǃ Ǒùǈāïƙǂ
ƶǃå Ɠùưï ǑùƼ(ýíùƶǆǃå íùùǒíơƙǃå ýùǆƓƶǆ) Ɨǒïǒùùƪƽƙǃå Ǌùƙāƿ èùùƺǄƕ éùǒơ ßǚùùǆ )Adjusted R Square(  æïƓùùǀǒ Ɠùǆ)12%( 

ǏùùǄƵǕå Ɨƕùùƪǈǃå Ǒùǋā çïíùùǀǆǃå êîƓùǆǈǃå ǑƿƓùùƕ ƴùùǆ ƗùǈïƓǀǆÜ å êîāùùǆǈǃå ǊùùǒǄǒ (ñíƓùùƪǃåā ƴùùƕåïǃåā éùǃƓƛǃå) íƓùùƶƕǕå þùùưǒ ăîùǃ ĆçĊāùùǀƕ
ƗĊǒïǒƪƽƙ èƕïƓƿ )11% (Ƽǃå Ąåïǒƪƽƙ ýƿǕƓêîāùǆǈ ùƶƕǃå þùưǒ ăîùǃå çāùǀƕ ñíƓùƪǃåā éùǃƓƛǃå ÿǒíƙ Ɨǒïǒùƪƽƙùǀ æïƓ)10%(  ÜõùǀƼ
ǑùùƼ îāùùùǆǈǃå ïùùƪƼ ÿǒùùùơõùùǀƼ éùùùǃƓƛǃå íùùùƶƕǃå þùùưǒ ăîùùùǃå) ïíùùǀǆǃå ê :èǚǆƓùùƶǆǃå íåíùùùƪā ýùùǆƓƶƙǃå Ɨǃāǌùùùƪ ()6%(  ÿùùùǆ õùùùǀƼ
ǒƺƙǃåßǚǆƶǃå Ɠưï ǑƼ ƗǄƮƓơǃå èåï. 
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Ɠǆ ǏǄƵ ĄßƓǈƕā  Üûƕƪǀǃå ÿǂǆǒ āíƓǈƙƪǙƓƕ ý ïåíơǈǙå ƝƑƓƙǈ Ǐǃã ííƶƙǆǃå á Ǒƞǒïíƙǃåÿ: 
-ÿǆ éǃƓƛǃå íƶƕǃå ƪā íƓƶƕáƓǑǈāïƙǂǃǙå ƴƼíǃå ýƑ )ǊƨìƨĀ üǄƑƴƗǁä ƕǁĀçǘǄƑøƴǄǁä ìä(  ǑùƼ ĄåïǒƛƋùƙā Ɨùǒǆǋá ïùƛǂǕå āùǋ

ßǚǆƶǃå Ɠưï. 
- ǑƼ ǊǒǄǒä ðìƑƨǁä ìƴƓǁä ƕǐǄǉǓäÞäìǓä ƕǆĀîǄ Ǐƺ üƙǄƗǄǁ. 
-ä ƲƓäîǁä ìƴƓǁä ýƙǘǄǁä Ǐƺ üƙǄƗǄǁüĀƓƾǁäĀ ƕǄÞ. 
-) ñǆƓƤǃå íƶƕǃƓƼìƳ ýþƳ ùƪǀǁä ƴǁä ƕǐĀǉǘǄÞ  .( 
ùùĊǆáýāǕå ÿǒíùùƶƕǃå Ɠ ƗĊǒïùùƪǃå :üïíùùǆǃå ÿùùǆǕåāÜ ǑǈƓùùƛǃåā :ƗƵïùùƪǃå èǚǆƓùùƶǆǃå ðƓùùƞǈã ǑùùƼÜ  þùùǄƼùùǆǌǃ ýƞùùƪƙƗǆǋƓùùƪǆ ƗùùĊǒá Ɠ  ǑùùƼ
ơƙ Ɨƞïí íǒí ï ïíǃå ƗǃƓơ ǑƼ ßǚǆƶǃå Ɠư.Ɨƪāïíǆǃå Ɨǈǒƶǃå ßāư ǑƼā Ɨƪå 

 ƓǆǒƼ ÿĊǒƕǈāǑǄǒ  þùƿï ýāíƞǃå)19(  ƝƑƓùƙǈ ïǒíùǀƙåíùơǈǙå êîƓùǆǈ Ǒƞǒïíùƙǃå ï)stepwise multiple regression(  ûùƼā
Ɨƪåïíǃå êîƓǆǈ ǃå ƗƶƕïǕå ĄƓƽǈà ƓǋƓǈïǂî ǑƙǕå Ɨƶǒƕõ íǒíơƙǃ Ü ïƛ ïǒƺƙǆ ÿǒƕ.Ɨƪåïíǃå èå   

) þƿï ýāíƞǃå19( 
å êîƓǆǈ ïǒíǀƙ ƝƑƓƙǈǑƞǒïíƙǃå ïåíơǈǙ 

 
Coefficients 

a 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 3.491 .226  15.447 .000 

dem3 .263 .069 .247 3.831 .000 

2 (Constant) 3.278 .233  14.084 .000 

dem3 .224 .069 .211 3.273 .001 

dem6 .123 .041 .196 3.042 .003 

3 (Constant) 2.893 .293  9.887 .000 

dem3 .205 .069 .193 2.982 .003 

dem6 .101 .042 .161 2.439 .015 

dem4 .121 .056 .141 2.143 .033 

4 (Constant) 2.598 .322  8.073 .000 

dem3 .159 .071 .150 2.234 .026 

dem6 .094 .041 .150 2.280 .024 

dem4 .150 .058 .176 2.605 .010 

dem5 .101 .047 .142 2.129 .034 

a. Dependent Variable: satisfy 

 :ïíƮǆǃå ƝƑƓƙǈ ýǒǄơƙèƓǈƓǒƕǃå ǆƓǈïƕ ïƕƵ ƝSPSS 
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ùùƙǈǃå Ơùùưāƙ ýāíùùƞǃå ǑùùƼ çíïåāùùǃå ƝƑƓ) ǉǚùùƵá19( íùùƿ Ɨùùǀƛ ýƓùùǆƙơƓƕ ĄƓǒƑƓùùƮơã ăāùùǈƶǆā ǑƕƓùùƞǒã ïùùƛá íāùùƞā ǉï95 íƓùùƶƕǕ %
ǑùùƼ Ɨùùƞïíǆǃå ǑùùǈāïƙǂǃǙå ƴƼíùùǃå ýƑƓùùƪā ùùƶƕïǕå êîƓùùǆǈǃå çïíùùǀǆǃå ƗíùùƵ ƴùùǆ ûƼåïƙǃƓùùƕíùùƶƕǄǃ ïùùƛá ăá íāùùƞā þ ǑǈƓùùƛǃåā ýāǕå ÿǒ

 ăîǃåǙå Ɠǆǋíƶƕƙƪåíǀƙ ÿǆ Ǒƞǒïíƙǃå ïåíơǈíǃå ýƑƓƪā ïƛá ïǒå Ɠưï ǑƼ ǑǈāïƙǂǃǙå ƴƼßǚǆƶǃ. 
:ƛƗǆƗƨǆ ǈǐǂƳĀ 

ǐƳîƻǁä æîǐƢǓä ƲƓîǓä çƑǐƮîƻǁä üĀƓƽ îƻǁä þǐƗǐƮîƻǁä óƺîĀ ǍǁĀǓä ƕƨǐƏîǁä ƕǐƮîƻǁä þǄ ƕäĀ ǍǁĀǓä þǐƗǐƳƕǐǆƑƙǁ. 
ǆǂ Ɠƙǈ èíǂá ǑǈƓƛǃå æāǄƪǕå ƝƑƓ(ííƶƙǆǃå ïåíơǈǙå) ýǒǄơƙǄǃ -Ǖå ïùǒƺƙǆǃå íƓùƶƕá ƗùƼƓǂ ýƓùƤíƎƕ üǃîāýā- ùƙǈǃåùƪǃå ƝƑƓ ƗǀƕƓ
åǃå èùƺǄƕ éùǒơ ÜǑƞǒïíùƙǃå ïåíùơǈǙå æāǄùùƪá ÿùǆ ƓùǌǒǄƵ ýāùƮơǃå þùƙ Ǒùƙǃùƪƽƙǃå çāùùǀǒ êîāùǆǈǃå åîùǌǃ Ɨǒï Ǒǃåāùơ11 Ǒùùǋā %

 āùùǀǃ Ąåíùùƞ ƗùùƕïƓǀǆ Ɨƕùùƪǈùùǆǈǃ Ɨǒïǒùùƪƽƙǃå çíùùơǈǙå êîāǒïíùùƙǃå ïå ƗùùƺǃƓƕǃå) Ǒƞ12(%ǂ . ǑƕƓùùƞǒã ïùùƛá íāùùƞā ƝƑƓùùƙǈǃå èïùùǌöá Ɠùùǆ
 Ɨǀƛ ýƓǆƙơƓƕ ĄƓǒƑƓƮơã ăāǈƶǆā ǉïíƿ95 % íƓƶƕǕ ýƑƓƪāƗǃāǌùƪ ÿùǆ ýùǂ ǑùƼ ƗùǄƛǆƙǆǃå) ǑùǈāïƙǂǃǙå ƴƼíǃå ýùǆƓƶƙǃå íåíùƪā 

ǆǃåÜèǚǆƓƶ åǃƗǆßǚǆ Üýāƕǀǃåā þíƵ úƬǂǃå ÿƵ Ɨǒāǋ Ɨǈāïǆā ßǚǆƶǃå Ǖåǃå Ɠưï ǑƼ (ßåíßǚǆƶÜ Ɠǀǆ ĄƗǈï  ƴùǆùƵ íāùƞā þí
ǃ ăāùùǈƶǆ ïùùƛá ÿùùǆ ýùùǂƗǒïùùƪǃå ÿùùǆǕåā üïíùùǆǃå ÿùùǆ ýùùƕƿ üǃîùùǂā ýùùǒǆƶǃå ƗƵïùùƪǃå ǑùùƼ Ɠùùƞǈãð  ï ǑùùƼ èǚǆƓùùƶǆǃåßǚùùǆƶǃå Ɠùùư 

)ǑǈƓƛǃåā ýāǕå ÿǒíƶƕǃå(ƕƓƪǃå ýǒǄơƙǃå ƝƑƓƙǈǃ ĄƓǆƓǆƙ ûƕƓõǆ åîǋā Üƞǒïíƙǃå ïåíơǈǙå) û.(Ǒ 
íƞǃå ā) þƿï ý20( 
å ïǒíǀƙ ƝƑƓƙǈííƶƙǆǃå ïåíơǈǙ 

Model Summary 
b
 

Model R R Square Adjusted R Square Std. Error of the Estimate Durbin-Watson 

1 .369
a
 .136 .112 .42695 1.986 

a. Predictors: (Constant), dem6, dem1, dem5, dem2, dem3, dem4 

b. Dependent Variable: satisfy 

 

Coefficients 
a
 

Model 

Unstandardized Coefficients Standardized Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 2.710 .451  6.006 .000 

dem1 .016 .054 .020 .302 .763 

dem2 -.031 .055 -.038 -.562 .575 

dem3 .165 .074 .155 2.235 .026 

dem4 .142 .061 .166 2.337 .020 

dem5 .097 .048 .137 2.023 .044 

dem6 .091 .042 .145 2.164 .032 

a. Dependent Variable: satisfy 

 :ïíƮǆǃå ƝƑƓƙǈ ýǒǄơƙèƓǈƓǒƕǃå  ïƕƵ ƝǆƓǈïƕSPSS 
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ä îƑƓƗƢäƻǁþǐƗǐƮî ƨǐƏîǁäþǐƗ ƕǐǆƑƙǁä ƕƙǁƑƙǁäĀ: 
H2 : ìƑƴƓà ùǂƗƢƗøǐƺäîƷĀǄǐìǁä çäîøǐƸƗǄǁä ùǘƗƢƑøƓ ǏøǆĀîƗǀǁǗä Ʋƺìøǁä üƏƑøƨĀƕ ÛîøǄƴǁä ÛðǆøƜǁä) ƕøǁƑƟǁä ƕøǐƳƑǄƗƜǗä Û

.(ǏǄǐǂƴƗǁä āĀƗƨǄǁä 
H3 :ƑøøøƮî ùøøøǂƗƢǐ øøøƜǁä) ƕøøøǐƺäîƷĀǄǐìǁä çäîøøøǐƸƗǄǁä ùǘƗƢƑøøøƓ ÞǘøøøǄƴǁä ÛîøøøǄƴǁä Ûðǆä ƕøøøǁƑƟǁä āĀƗøøøƨǄǁä ÛƕøøøǐƳƑǄƗƜǗ
Ɨǁä.(ǏǄǐǂƴ 

ơƮ ÿǆ ûǀơƙǃå þƙǒƪÿǒƙǒưïƽǃå Ɨ ïƓƕƙƤå ýǚƤ ÿǆ  ïíǃå íƓƶƕá ǑƼ ƗǒƑƓƮơã ƗǃǙí èåî ûāïƼ íāƞāǃ ĄƓùǀƼā ƗùƪåǄ ïùǒƺƙǆ èå
ƺǆǒíǃåǂ ƗǒƼåïơ ǏǄƵ íƶƕ ýå ăíƓơá ÿǒƓƕƙǃå ïƓƕƙƤå úǒöāƙƕ çí) ïǒƺƙǆǃANOVA(. 

1-ǀǁǗä Ʋƺìǁä üƏƑƨĀ ìƑƴƓà ùǘƗƢä ÞǘǄƴǁä ƑƮîĀ ǏǆĀîƗ:üǐǄƴǁä ðǆƜǁ ăƑƾƺĀ 
ǒùùƕǒÿ ýāíùùƞǃå  ǉƓùùǈíá þùùƿï)21 (íāùùƞā þíùùƵ ûāïùùƼ ăá èåî ƗùùǃǙí ƗǒƑƓùùƮơã ǑùùǈāïƙǂǃǙå ƴƼíùùǃå ýƑƓùùƪā íƓùùƶƕá ǑùùƼ  ĄƓùùǀƼā 

ïùùǒƺƙǆǃ ùùƞýùùǒǆƶǃå ñǈ ƙùùƪƓƕǃå ßƓǈƛ) ýāǕå íùùƶƕ ăîùùǃå (üïíùùǆǃå ÿùùǆǕåā Ɨǒïùùƪǃåǒǀǃå èùùǈƓǂǆƙơǙå ƗùùǆƓ Ɨùùǒǃƙǃƴùùǒðā F  ïùùƬǒƼ
 Ǌùùǃ ƗùùǄƕƓǀǆǃåùùƿáÿùùǆ ý 5%Ü  ā üǃîùùǂùùĊưƙǒƠ ýāíùùƞǃå ÿùùǆ  íāùùƞā þíùùƵ ïùùƛáǃùùƞ ƗùùǃƓơ ǑùùƼ ǉƓùùưï ǑùùƼ ýùùǒǆƶǃå ñǈüùùǈƕǃå 
.ñāïíǆǃå 

ǄƵāüïíǆǃå ÿǆǕåā ƗĊǒïƪǃå ýǆƓƵ Ċÿá Ɲƙǈƙƪǈ Ǌǒ õǀƼ  āƕƙƵå ǏǄƵ ā íƓùƶƕá íùơá ǉïƓíùǃå ýƑƓùƪǙå ƴƼ ïƙǂǃǑùǈā  Ǌùƙƞïí úùǄƙƤƙ
 úǚƙƤƓƕýǒǆƶǃå ñǈƞ. 

þƙǒƪ ǑǃƓƙǃƓƕā ǏǃāǕå ƗǒƵïƽǃå Ɨǒưïƽǃå ýāƕƿ ǃƪǒƑïǃå ƗǒưïƽǄƛǃå ƗƗǒǈƓ :ǑƑðƞ ĆýǂƬƕ 

H2-1 :ƙ ƴƼíǃå èƓǆíƤ íƓƶƕá úǄƙƤǑǈāïƙǂǃǙå  Ċǒïƪǃå ýǆƓƵ Ɨǌƞüïíǆǃå ÿǆǕåā Ɨ  úǚƙƤƓƕýùǒǆƶǃå ñǈùƞ Ǚ ÿǒùơ ǑùƼ Ü
ƕ úǄƙƤƙƤƓƕ íƓƶƕǕå Ɨǒǀñǈƞ úǚƙ .ýǒǆƶǃå 

 āǃ ǏǃāǕå ƗǒƵïƽǃå Ɨǒưïƽǃå ôƼï:ƗƛǃƓƛǃå ƗƪǒƑïǃå ƗǒưïƽǄ 

H3-1 :ƤƓƕ ßǚǆƶǃå Ɠưï úǄƙƤǒúǚƙ ñǈƞ ýǒǆƶǃå. 
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å) þƿï ýāíƞǃ21( 
 Ƽā ßǚǆƶǃå Ɠưïā ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā íƓƶƕá úǚƙƤåǃå ñǈƞǃ ĄƓǀýǒǆƶ 

ơƙ :ïíƮǆǃåǄƕƵ ƝǆƓǈïƕǃå ýǒ ƝǆƓǈïƕ ïSPSS. 
 
 
 
 
 
 
 
 

ANOVA  

 Sum of Squares Df Mean Square F Sig. 

ϡЮϜϹЛ ЬмцϜ 

Between Groups 1.275 1 1.275 4.390 .037 

Within Groups 65.322 225 .290   

Total 66.597 226    

ϫЮϜ ϹЛϡЮϜсжϝ  

Between Groups .133 1 .133 .419 .518 

Within Groups 71.635 225 .318   

Total 71.769 226    

ϩЮϝϫЮϜ ϹЛϡЮϜ 

Between Groups .005 1 .005 .026 .871 

Within Groups 41.121 225 .183   

Total 41.126 226    

ЙϠϜϽЮϜ ϹЛϡЮϜ 

Between Groups .123 1 .123 .438 .509 

Within Groups 63.333 225 .281   

Total 63.456 226    

 ϹЛϡЮϜ

ЁвϝϷЮϜ 

Between Groups .022 1 .022 .054 .817 

Within Groups 92.513 225 .411   

Total 92.535 226    

 ϹЛϡЮϜ

ЀϸϝЃЮϜ 

Between Groups .175 1 .175 .335 .563 

Within Groups 117.510 225 .522   

Total 117.685 226    

ϝЎϽЮϜ 

Between Groups .144 1 .144 .702 .403 

Within Groups 46.263 225 .206   

Total 46.407 226    
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2- ùǘƗƢä ìƑƴƓàƑƨĀ ǏǆĀîƗǀǁǗä Ʋƺìǁä üƏƕƟǐîƪǂǁ ăƑƾƺĀ ÞǘǄƴǁä ƑƮîĀ  îǄƴǁä:ƕǐ   

ǃåýāíƞ  þƿï)22 ( 
Ƥå ƴƼíǃå ýƑƓƪā íƓƶƕá úǚƙ ĄƓǀƼā ßǚǆƶǃå Ɠưïā ǑǈāïƙǂǃǙåƗǒïǆƶǃå ƗơǒïƬǄǃ 

ANOVA  

 Sum of Squares Df Mean Square F Sig. 

ЬмцϜ ϹЛϡЮϜ Between Groups .101 2 .051 .171 .843 

Within Groups 66.496 224 .297   

Total 66.597 226    

сжϝϫЮϜ ϹЛϡЮϜ Between Groups .195 2 .098 .305 .737 

Within Groups 71.574 224 .320   

Total 71.769 226    

ϩЮϝϫЮϜ ϹЛϡЮϜ Between Groups .239 2 .119 .655 .521 

Within Groups 40.887 224 .183   

Total 41.126 226    

ЙϠϜϽЮϜ ϹЛϡЮϜ Between Groups 2.833 2 1.417 5.235 .006 

Within Groups 60.622 224 .271   

Total 63.456 226    

 ϹЛϡЮϜ

ЁвϝϷЮϜ 

Between Groups .512 2 .256 .623 .537 

Within Groups 92.023 224 .411   

Total 92.535 226    

ϜϡЮ ϹЛ

ЀϸϝЃЮϜ 

Between Groups .368 2 .184 .351 .704 

Within Groups 117.317 224 .524   

Total 117.685 226    

ϝЎϽЮϜ Between Groups .296 2 .148 .718 .489 

Within Groups 46.112 224 .206   

Total 46.407 226    

ƝǆƓǈïƕ ïƕƵ ƝǆƓǈïƕǃå ýǒǄơƙ :ïíƮǆǃå SPSS. 

ǒùùƞǃå ÿǒùùƕ ýāíþùùƿï )22 (Ǚí èåî ûāïùùƼ íāùùƞā ǉïíùùƿ Ɨùùǀƛ ýƓùùǆƙơå íùùǈƵ ƗǒƑƓùùƮơã Ɨùùǃ99 õùùǀƼ ƴùùƕåïǃå íùùƶƕǃå Ɨùùǒǆǋá ǑùùƼ %
 ā Ɨùùǆßǚǆǃå) ĄƓùùǀƼā (ýāùùƕǀǃå  ïùùǒƺƙǆǃ èùùǈƓǂ éùùǒơ ïùùǆƶǃåùùǒðāƙǃ ƗùùǒǃƓǆƙơǙå Ɨùùǆǒǀǃåƴ F  ïùùƬǒƼ ÿùùǆ ýùùƿá1 Ü%Ɠǂ ÿǒùùơ ǑùùƼùùǈ è
Ɨùùǒǆǋá ùùǌǈǒƕ ƓùùǆǒƼ úǚƙùùƤå Ǚā ƗǒāƓùùƪƙǆ íƓùùƶƕǕå ǑƿƓùùƕ ƓƗùùƑƽǃå úǚƙƤƓùùƕ Ǒùùƙǃå Ɨùùǒïǆƶǃå ƞǆǃå Ɠùùǌǒǃã Ǒùùǆƙǈǒæùùǒ ā Ü ýǒƞùùƪƙ íùùƶƕ

 ýāƕǀǃåā Ɨǆßǚǆǃå Ɨƞïíǃ ǑùƼ ßƓùƞ Ɠùǆ ƴǆ ûƼåāƙǒ Ɨƶƽƙïǆ ƗĊǒāǈƶǆùƮāǃå ýùǒǄơƙǃåùǒơ ÜƗùƪåïíǃå èåïùǒƺƙǆǃ Ǒƽ ǉîùǋ þùƑǚƙ þùǃ é
ǃåçïǒƕǂǃå ƗĊǒïǆƶǃå èƓƑƽǃå èƓǆíƤ .ÿƪǃå ǑƼ 
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 āǈǃƓƕ Ýßǚǆƶǃå Ɠưïǃ Ɨƕƪþǃ ýǒǆƶǃå Ɠưï Ɨƞïí úǄƙƤƙ ƕƕ ǉïǆƵ úǚƙƤƓþíƵ Ǐǃã ïöǈǃƓ  ƗǒƑƓƮơã ƗǒāǈƶǆF  Ǒùƙǃåā ïùƬǒƼ
 ƗǒāƓùùƪǆ ƗùùǒǃƓǆƙơǙå Ɠùùǌƙǆǒƿ èùùǈƓǂ) ùùùǃ0.489Ü( þƙǒùùƪ ǑǃƓùùƙǃƓƕā  ýāùùƕƿ ïƽǃå Ɨǒùùưïƽǃå ƗùùǒƵH2- 2  Ɨùùǌƞ ǑùùƑðƞ ýǂùùƬƕ íùùƶƕ

åā Ɨǆßǚǆǃåýāƕǀǃ Ü ā ïƼƗǒƵïƽǃå Ɨǒưïƽǃå ô H3-2 ƪåïíǃå ǉîǋ ÿǆ.Ɨ 
ЯКм ϸϝҶҶЛϠϒ сҶҶТ РыϧҶҶ϶Ϝ ϹҶҶϮнт ъ :ϭϧзϧҶҶЃж йҶҶумϝҶҶЂъϜ ЙТϹҶҶЮϜ ЭϚЮϽϧЫсҶҶжм )зϫϧҶҶЂϝϠ ϣҶҶв̭ыгЮϜ ϹҶҶЛϠ ̭ϝЬнҶҶϡЧЮϜм( ϶ϝҶҶϠ Рыϧ

 ̵тϽгЛЮϜ ϣϳтϽЇЮϜ.ϣ 

Рыϧ϶Ϝ ϹϮнт ъ  Рыϧ϶ϝϠ ̭ыгЛЮϜ ϝЎϼ сТгЛЮϜ ϣϳтϽЇЮϜ.ϣ̵тϽ 

3-ƏƑƨĀ ìƑƴƓà ùǘƗƢäǁä ƑƮîĀ ǏǆĀîƗǀǁǗä Ʋƺìǁä üƕǐƳƑǄƗƜǗä ƕǁƑƟǁä ùǘƗƢƑƓ ÞǘǄƴ:   
) þƿï ýāíƞǃå23( 

Ǚå ƴƼíǃå ýƑƓƪā íƓƶƕá úǚƙƤåå Ɠưïā Ǒǈāïƙǂǃǚǆƶǃ ĄƓǀƼā ßåƗǒƵƓǆƙƞǙå ƗǃƓơǃ 
ANOVA  

 

 Sum of Squares Df Mean Square F Sig. 

dem1 Between Groups .001 1 .001 .004 .950 

Within Groups 66.596 225 .296   

Total 66.597 226    

dem2 Between Groups .024 1 .024 .077 .782 

Within Groups 71.744 225 .319   

Total 71.769 226    

dem3 Between Groups .119 1 .119 .651 .421 

Within Groups 41.007 225 .182   

Total 41.126 226    

dem4 Between Groups .037 1 .037 .131 .717 

Within Groups 63.419 225 .282   

Total 63.456 226    

dem5 Between Groups 3.819 1 3.819 9.685 .002 

Within Groups 88.716 225 .394   

Total 92.535 226    

dem6 Between Groups .291 1 .291 .558 .456 

Within Groups 117.394 225 .522   

Total 117.685 226    

Satisfy Between Groups .564 1 .564 2.770 .097 

Within Groups 45.843 225 .204   

Total 46.407 226    

å ƝǆƓǈïƕ ïƕƵ ƝǆƓǈïƕǃå ýǒǄơƙ :ïíƮǆǃSPSS. 
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) þùƿï ýāíùƞǃå ÿùǆ ÿǒƕƙǒ23 (ùǃƓùƿāïƼ íāùƞā Ăíùǆ ïƓùƕƙƤå Ăí ƗùǃǙí èåî èƑƓùƮơã ƗǒýƑƓùƪā íƓùƶƕá ǑùƼ  ǑùǈāïƙǂǃǙå ƴƼíùǃå
Ǆǃ ĄåíƓǈƙùùùƪåǑƵƓùùùǆƙƞǙå ƴùùùưā ) ýùùùǒǆƶǄǃùùùƵǕå ƗùùùƼƓǂ ǑùùùƼ èƓùùùƿāïƽǃå ǉîùùùǋ íāùùùƞā þíùùùƵ ÿǒùùùƕƙ Ý(êāðùùùƙǆ þá æðƓ Ɨùùùƪāïíǆǃå íƓùùùƶƕ

íùùƶƕǃå ßƓǈƛƙùùƪƓƕ ùùƤǃåơǙå Ɨùùǆǒǀǃå èùùǈƓǂ éùùǒơ ßǚùùǆƶǃå Ɨùùǒāǋ ÿùùƵ úùùƬǂǃå þíùùƵ ǑùùƼ ýùùƛǆƙǆǃå ñǆƓ ïƓùùƕƙƤǙ ƗùùǒǃƓǆƙF  ïùùƬǒƼ
ǃå åîǌǃ ƗǄƕƓǀǆíƶƕǃå 0.2 ÿǆ ýƿá Ǒǋā %1 Ü% ìĀøƜĀƓ üĀøƾǁä þǀǄǐ ǏǁƑƗǁƑƓǗä ƕøǁƑƟǂǁ îøƙà ƕøǐƳƑǄƗƜǁ ǈøƬîƟ Ǐøƺ üøǐǄƴǂ

.ǈƗǐĀǉ ùƪǀ ýìƳ ǍǂƳ 
 ĊǆáƤƓƕ ûǄƶƙǒ ƓǆǒƼ Ɠǃ ïƛá íāƞā ïƓƕƙƵƓǆƙƞǙå ƗǃƓơǄƼ Ɨǒ ïƓùƕƙƤå ƝƑƓùƙǈ èǈǒƕƼ Ýýǒǆƶǃå Ɠưï ǑANOVA  åîùǋ íāùƞā þíùƵ

ơƓƕ ïƛǕå ǉïíƿ Ɨǀƛ ýƓǆƙ95) %ä ìǆƳ üƑǄƗƟ90 Āǐ %îƙà ìƜ ( ƗǒƵïƽǃå Ɨǒưïƽǃå ôƼï ǑǃƓƙǃƓƕāH3-3 ùƕ ƗùǄƑƓǀǃå úǚƙƤƓ
ƶǃå ƓưïǚƙƤƓƕ ýǒǆ.ƗǒƵƓǆƙƞǙå ǊƙǃƓơ ú 
4-ƑƴƓà ùǘƗƢäƗǀǁǗä Ʋƺìǁä üƏƑƨĀ ì ǏǆĀîǘǄƴǁä ƑƮîĀ Þǂǁ ăƑƾƺĀƗƨǄǏǄǐǂƴƗǁä āĀ : 

) þƿï ýāíƞǃå24( ýƑƓƪā íƓƶƕá úǚƙƤå  ĄƓǀƼā ßǚǆƶǃå Ɠưïā ǑǈāïƙǂǃǙå ƴƼíǃåƪǆǄǃǑǆǒǄƶƙǃå Ăāƙ 
ANOVA 

 Sum of Squares Df Mean Square F Sig. 

dem1 Between Groups 1.264 3 .421 1.438 .232 

Within Groups 65.333 223 .293   

Total 66.597 226    

dem2 Between Groups .633 3 .211 .661 .577 

Within Groups 71.136 223 .319   

Total 71.769 226    

dem3 Between Groups .289 3 .096 .526 .665 

Within Groups 40.836 223 .183   

Total 41.126 226    

dem4 Between Groups .932 3 .311 1.108 .347 

Within Groups 62.524 223 .280   

Total 63.456 226    

dem5 Between Groups 2.007 3 .669 1.648 .179 

Within Groups 90.529 223 .406   

Total 92.535 226    

dem6 Between Groups 1.364 3 .455 .872 .457 

Within Groups 116.321 223 .522   

Total 117.685 226    

Satisfy Between Groups .383 3 .128 .618 .604 

Within Groups 46.025 223 .206   

Total 46.407 226    
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 ÿǒƕǒ ýāíƞǃåǉǚƵá ) þƿï24(  ǑƼ úǚƙƤå íāƞā þíƵ ā ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā íƓƶƕá Ɨǒǆǋáǃ ĈƓǀƼǄƪǆƙ ĂāǃåǆǒǄƶƙǑ 
ǃǆ þíƵ Ǐǃã ĄåíƓǈƙƪå üǃîā ýǒǆƶǄƽǃå Ɨǒāǈƶǒƕ ĄƓǒƑƓƮơã ûāïƞǆǃå ßǚǆƶǃå ÿ ǏǄƵ ÿǒƕǒƗǈƓƕƙƪǙåǋ Ü ĄƓǆƓǆƙ ûƕõǈƙ Ɨƞǒƙǈǃå ǉî

ïƕƙƤƙ Ǒƙǃå Ɨǒưïƽǃå ǏǄƵ ǃå Ɠưï ǑƼ úǚƙƤå íāƞāúǚƙƤƓƕ ýǒǆƶ åāƙƪǆå ǉ ÿǒƙǒưïƽǃå ôƼï þƙǒ ƗƞǒƙǈǃƓƕ ÜǑǆǒǄƶƙǃ
 ÿǒƙǒƵïƽǃåH2- 4  āH3- 4  ÿǆå ǉîǋǃ.Ɨƪåïí 

 ƗơƮ ïƓƕƙƤå Ǐǃã ýƓǀƙǈǙƓƕǁä ƕƨǐƏîǁä ƕǐƮîƻǁäƕƴƓäî ǃå åîǋ ǑƼéơƕ  ā óǈƙ ǑƙǃåǏǄƵ: 
 ìƜĀǐîǐƙƉƗ Ǐƺ úîƺ üƏƑƨĀ  ǏǆĀîƗǀǁǗä Ʋƺìǁä ǏƺƕǀîƓǁä ûǆƓ ÞǘǄƳ ƑƮî-ǐîĀƨƑ  îǐƸƗǄǁä üõ ǏƺäîƷĀǄǐìǁä çäƕǐƺ 

 Ɠǈǋùǌǈá ǏǄƵ ƗĊǒƼåïƹāǆǒíǃå èåïǒƺƙǆǃå ïāí Ɨƪåïí Ċþƙ Ċíƶǆ èåïùǒƺƙǆ Ɠ ÜƗùǃModerator Variables  ïƓùƕƙƤå þƙǒùƪ ǑǃƓùƙǃƓƕā
ǚƶǃå ǏǄƵ Ɠǋïƛáå ýƑƓƪā ÿǒƕ Ɨƿ ƴƼíǃåǈāïƙǂǃǙƓƕƙƵƓƕ ßǚǆƶǃå Ɠưïā Ǒ ïăāǈƓùƛ ýǀƙùƪǆ ïùǒƺƙǆ Ɠùǋ ā Üǈã Ċþùƙ ôïùƺǃå åîùǌǃ ßƓùƬ

 ïǒƺƙǆýƮƓơ ÿƵ ƝƙƓǈ íǒíƞ ïǒƺƙǆǃå æïư ) ñǒƑïǃå ýǀƙƪǆǃåƴƼíǃå ýƑƓƪā( ƕ ýǂǏùǄƵ ǑƼåïƹāùǆǒí ïùǒƺƙǆ  ýǂùƬƙƼ Üåíùơ
 Ɠǈǒíǃƴƕïá  ƝǆƓǈïƕ ǑƼ èíïā Ɠǆǂ Ǒǋ çíǒíƞ ĆèåïǒƺƙǆSPSS: 
1-å ýƑƓƪāƴƼíǃ _ǆƶǃåï. 
2-ƪāå ýƑƓƴƼíǃ ƞǃå_ñǈ. 
3-ƴƼíǃå ýƑƓƪā ƗǒƵƓǆƙƞǙå ƗǃƓơǃå _. 
4-ƓƪāƴƼíǃå ýƑ ǑǆǒǄƶƙǃå Ăāƙƪǆǃå_. 

ýǒǄơƙǃå êîāǆǈ ÿƓǂā Ǘå ǑƑƓƮơå ǏǄƵ:ǑǃƓƙǃå ýǂƬǃ 
 
 

 

 

 

 
 

 



65 
 

 

 

 

 

 

 

 

 

 

) þƿï ýǂƬǃå9( 
ýǒǄơƙǃå êîāǆǈ ýíƶǆǃå ïǒƺƙǆǄǃ ǑƑƓƮơǗå 

á ûùǀơƙǒ Ǐùƙơāùƛíùƶǆ ï ý íāùƞā ǑùƺƕǈǒƗùǃǙí āî ïùƛá ÿùǆ ýùǂǃ Ɨùǒāǈƶǆ: ä îøǐƸƗǄǁäǄǐìøǁäĀ ǏƺäîƷĀ ƲøøǄ ǏƺäîƷĀǄǐìøǁä îøǐƸƗǄǁ
üƾƗƨǄǁä îǐƸƗǄǁä ǑƼåïƹāǆǒíǃå ïǒƺƙǆǃå åîǋ Ċÿá Ɲƙǈƙƪǈ ƓǋíǈƵ Ü ýíùƶǆ ïāí ǊǃƴƕƓùƙǃåā ýǀƙùƪǆǃå ÿǒïùǒƺƙǆǃå ÿǒùƕ Ɨùƿǚƶǃå ǑùƼ 

)Hayes,,2017(. 
Ƥåǃå ïƓƕƙ:ǏǃāǕå ƗǒƵïƽǃå Ɨǒưïƽ 

H4-1 : Ǘä Ʋƺìǁä üƏƑƨĀ îǐƙƉƗ Ǐƺ úîƺ ìƜĀǐ ǏǆĀîƗǀǁ ƑƮî ǏƺƑƓ ÞǘǄƴǁäǘƗƢǆƜǁä ùð. 

 ïƞƎùùƕāÿǒƕāǄùùƪá ßå åíùùơǈǙå æǒǃƓùùƪá ÿùùǆ) Ǒƞǒïíùùƙǃå ïåíùùơǈǙå Ɠùùǆǋ ïstepwise multiple regressionǙåā ( ïåíùùơǈ
ǆǃåƙ) ííƶmultiple regression( Üǈǃå ǏǄƵ ƓǆǌƞƑƓƙǈ èïǌöǑǃƓƙǃå āơ ) ýāíƞǃå ûƼā25(. 
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) þƿï ýāíƞǃå25( 
ǃå ïåíơǈǙå āǆǈǄǃ Ǒƞǒïíƙǆǃå êîǆ ûƼā ýíƶƙ ïǒƺñǈƞǃå 

Model Summary 
b
 

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

1 .370
a
 .137 .133 .41782 

a. Predictors: (Constant), ЭϚϝЂнЮϜ 

b. Dependent Variable: satisfy 

 

ûƕƓùùùƪǃå ýāíùùùƞǃå ÿùùùǆ ÿĊǒùùùƕƙǒ )25( Ǚå ÿáƙùùùƪå íùùùƿ Ǒƞǒïíùùùƙǃå ïåíùùùơǈÿùùùǆ ýùùùǂ ïùùùƛá íƶƕ ǆăïùùùǒƺƙ  ñǈùùùƞǃå ā Üñǈƞǃå_ýƑƓùùùƪāǃå
éùùùǒơ ÜǑùùùǈāïƙǂǃǙå ƴƼíùùùǃå ýƑƓùùùƪā õùùùǀƼ ÿƓùùùǂ Ɠùùùưïǃå ǑùùùƼ ïùùùǒƺƙǃå ïǒùùùƪƽƙǃ ïíùùùǀǆǃå êîāùùùǆǈǃåā å ǊùùùƙĊāƿ èùùùƺǄƕ Ǒǃåāùùùơ ƗĊǒïǒùùùƪƽƙǃ

14%ƕǃ ïƛá ăá íāƞā ÿāí Üǀ.èåïǒƺƙǆǃå Ɨǒ 

íƞǃå) þƿï ýā26( 
å êîƓǆǈ ïǒíǀƙ ƝƑƓƙǈǑƞǒïíƙǃå ïåíơǈǙ ƙǆ ûƼā ïǒƺñǈƞǃå 

Coefficients 
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.444 .459  3.148 .002 

ЭϚϝЂнЮϜ .743 .124 .370 5.976 .000 

a. Dependent Variable: satisfy 

 

 ýāíùùƞǃå ǑùùƼ çíïåāùùǃå ƝƑƓùùƙǈǃå Ơùùưāƙ) ǉǚùùƵá26( ùùƛá íāùùƞāăāùùǈƶǆā ǑƕƓùùƞǒã ï  ĄƓǒƑƓùùƮơãƓƕíùùƿ Ɨùùǀƛ ýƓùùǆƙơ ǉï95 %ǃ ýƑƓùùƪā
ǑǈāïƙǂǃǙå ƴƼíǃå Ü ïƛá ăá íāƞā þíƵ ƴǆ ûƼåïƙǃƓƕǃ ïǒƺƙǆǄ ā ñǈƞǃå ÿǒñǈùƞǃå_ ýƑƓùƪāǃå ýāǕå  ăîùǃåǙå Ɠǆǋíƶƕƙùƪå ïåíùơǈ

ýƑƓƪā ïƛá ïǒíǀƙ ÿǆ Ǒƞǒïíƙǃå å Ɠưï ǑƼ ǑǈāïƙǂǃǙå ƴƼíǃåßǚǆƶǃ. 

ǈ ǊǒǄƵāǏǃāǕå ƗǒƵïƽǃå Ɨǒưïƽǃå ôƼï  ƗǒưïƼ ýƕǀǈāƶǃå :þíƜĀǐ Ǘ ì úîøƺ îǐƙƉøƗ Ǐøƺ ǏøǆĀîƗǀǁǗä Ʋƺìøǁä üƏƑøƨĀ ƑøƮî Ǐøƺ
 ùǘƗƢƑƓ ÞǘǄƴǁäðǆƜǁä.  ƕƜǐƗǆǁä ǇíǉĀǈ ƴǆ ûƽƙƙƙýǒǄơƙ ƝƑƓANOVA . 
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:ƕǐǆƑƙǁä ƕǐƳîƻǁä ƕǐƮîƻǁä 
H4-2 : úîƺ ìƜĀǐ îǐƙƉƗ ǏƺüƏƑƨĀ  ǏǆĀîƗǀǁǗä Ʋƺìǁä ùǘƗƢƑƓ ÞǘǄƴǁä ƑƮî ǏƺƕǐîǄƴǁä ƕƟǐîƪǁä. 
 ïƞƎùùƕāßå ÿǒƕāǄùùƪá Ɠùùƪá ÿùùǆåíùùơǈǙå æǒǃ ïǋ) Ǒƞǒïíùùƙǃå ïåíùùơǈǙå Ɠùùǆstepwise multiple regressionǙåā ( ïåíùùơǈ
ǆǃåƙ) ííƶmultiple regression( ÜƓƙǈ èïǌöǑǃƓƙǃå āơǈǃå ǏǄƵ ƓǆǌƞƑ 

) þƿï ýāíƞǃå27( 
ǃå ïåíơǈǙåǆǈǄǃ Ǒƞǒïíƙǆǃå êîāýíƶ ƙǆ ûƼāïǆƶǃå ïǒƺ 

Model Summary
c
 

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

1 .370
a
 .137 .133 .41782 

2 .397
b
 .157 .150 .41378 

a. Predictors: (Constant), ЭϚϝЂнЮϜ 

b. Predictors: (Constant), ϽгЛЮϜ ,ЭϚϝЂнЮϜ 

c. Dependent Variable: satisfy 

ýāíƞǃå ƝƑƓƙǈ ÿǆ öơǚǒ ûƕƓƪǃå ) þƿï27(  Ċÿá ǈǙå êîāǆǈíƿ ííƶƙǆǃå ïåíơ å ïùƛá íƶƕƙùƪåǃ ïùǒƺƙǆïǆƶǃå_ýƑƓùƪāǃå íùǒíƞǃåÜ 
ñǒƑïùùǃå ýǀƙùùƪǆǃå ïùùǒƺƙǆǃå ïùùƛá Ɨùùƪåïíƕ êîāùùǆǈǃå Ǐùùƽƙǂå éùùǒơ ùùǃå ýƑƓùùƪā)ùùǒƺƙǆǃåā (ƴƼí āǆǒíùùǃå ï(ïùùǆƶǃå) ǑƼåïƹ Ü èùùƺǄƕ íùùƿā

 ƗĊǒïǒùùƪƽƙǃå çĊāùùǀǃå)ơƙǃå ýùùǆƓƶǆýíùùƶǆǃå íùùǒí (êîāùùǆǈǄǃ  õùùǀƼ ăāùùơǒ ăîùùǃå ǑùùǈāïƙǂǃǙå ƴƼíùùǃå ýƑƓùùƪāǑǃåāùùơ 14%  åîùùǋ ÿƓùùǂā
ùùǆǈǃåýùùưƼǕå āùùǋ êîā  ÿǆùùưƙǒ ăîùùǃå êîāùùǆǈǃå ǊùùǒǄǒ ïùùǒƺƙǆǑùùǈāïƙǂǃǙå ƴƼíùùǃå ýƑƓùùƪā ă  āïùùǆƶǃå ǃåāùùơ èùùƺǄƕ ƗĊǒïǒùùƪƽƙ çĊāùùǀƕ Ǒ

16%. 
ƿï ýāíƞǃå) þ28( 

å êîƓǆǈ ïǒíǀƙ ƝƑƓƙǈǑƞǒïíƙǃå ïåíơǈǙ ƙǆ ûƼāïǒƺ ïǆƶǃå 
Coefficients 

a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.444 .459  3.148 .002 

ЭϚϝЂнЮϜ .743 .124 .370 5.976 .000 

2 (Constant) 1.093 .479  2.283 .023 

ЭϚϝЂнЮϜ .792 .125 .394 6.337 .000 

ϽгЛЮϜ .093 .040 .145 2.328 .021 

a. Dependent Variable: satisfy 
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 üǃîùùùǂùùùƕ ïƓùùùƕƙƤå ÿǒT- Student  íāùùùƞāùùùƛá ăāùùùǈƶǆ ïǃ êîāùùùǆǈǑùùùǈāïƙǂǃǙå ƴƼíùùùǃå ýƑƓùùùƪā ïùùùǒƺƙǆ Ü Ɨùùùǆǒǀǃå èùùùǈƓǂ éùùùǒơ
ƙơǙåïƓƕƙƤǙå ƗǒƑƓƮơǗ ƗǒǃƓǆ  ýǂǃýƿá  ÿǆ0.05. 

 ÿá ÿĊǒƕǈ Ɠǈǋāá Ǌùǃ ÿƓǂ ïǆƶǃå ïǒƺƙǆùƛ ăāùǈƶǆ ǑƑƓùƮơã ïå úǒƶùưçĊíùƬǃ  ǑùƼßǚùǆƶǃå Ɠùưï ïùǒƺƙǆ ïāí æùƶǄǒ þùǃ Ǌùǈǂǃā Ü
 ƗùùƿǚƶǄǃ ýĊíùùƶǆ ā ÿǒùùƕ ïǃåā ƴƼíùùǃå ýƑƓùùƪ ÜƓùùưåāƙǒ åîùùǋā ƝƑƓùùƙǈ ƴùùǆ ûùùƼANOVAùùǒơ ÜÿƓùùǂ é  Ɨùùǒƙƽǃå Ɨùùǒïǆƶǃå ƠƑåïùùƬǄǃ Ɠùùưïǃå

å Ɨǒïǆƶǃå ƠƑåïƬǄǃ Ǌǈǆ ǏǄƵá.çïǒƕǂǃ 
 ǈǐǂƳ ăÞƑǆƓĀƺîǆ ó ìƜĀǐ Ǘ :ýìƴǁä ƕǐƮîƻǁä üƓƾǆĀ ÛƕǐƳîƻǁä ƕǐƮîƻǁä úîƺƙƉƗ Ǐƺ îǐ ǏǆĀîƗǀǁǗä Ʋƺìǁä üƏƑƨĀ ƑøƮî Ǐøƺ

 ùǘƗƢƑƓ ÞǘǄƴǁäƕǐîǄƴǁä ƕƟǐîƪǁä. 

 îƑƓƗƢäǐƮîƻǁäƗþǐ ǐƳîƻǁäþǐƗ ƕƴƓäîǁäĀ ƕƙǁƑƙǁä: 
H4-3 : ǏǆĀîƗǀǁǗä Ʋƺìǁä üƏƑƨĀ îǐƙƉƗ Ǐƺ úîƺ ìƜĀǐä ƑƮî ǏƺƓ ÞǘǄƴǁ ùǘƗƢƑäǁƑǄƗƜǗä ƕǁƑƟƕǐƳ. 

H4-4 : ǏǆĀîƗǀǁǗä Ʋƺìǁä üƏƑƨĀ îǐƙƉƗ Ǐƺ úîƺ ìƜĀǐǁä ƑƮî ǏƺùǘƗƢƑƓ ÞǘǄƴ āĀƗƨǄǁä ǏǄǐǂƴƗǁä. 

íùùùƙǃå ïåíùùùơǈǙå æǒǃƓùùùƪá ñùùùƽǈ íƓùùùǆƙƵƓƕāǑƞǒïíùùùƞǃå ÿǒùùùƕǈ Ü ā ƗùùùǒǃƓƙǃå ýāå Ǒùùùƙǃåƙǆǃ Ɠǌùùùƪƽǈ èïùùùǌöǆƙƞǙå ƗùùùǃƓơǃå ăïùùùǒƺ ƗùùùǒƵƓ
.ǑǆǒǄƶƙǃå Ăāƙƪǆǃåā 

) þƿï ýāíƞǃå29( 
ǃå ïåíơǈǙåƙêîāǆǈǄǃ Ǒƞǒïí ǆǃåƙǆ ûƼā ýíƶ ïǒƺƗǒƵƓǆƙƞǙå ƗǃƓơǃå 

Model Summary 
b
 

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

1 .370
a
 .137 .133 .41782 

a. Predictors: (Constant), ЭϚϝЂнЮϜ 

b. Dependent Variable: satisfy 

) þƿï ýāíƞǃå30( 
êîƓǆǈ ïǒíǀƙ ƝƑƓƙǈ åíƙǃå ïåíơǈǙǑƞǒï ƙǆ ûƼāïǒƺ ƗǒƵƓǆƙƞǙå ƗǃƓơǃå 

Coefficients 
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.444 .459  3.148 .002 

ЭϚϝЂнЮϜ .743 .124 .370 5.976 .000 

a. Dependent Variable: satisfy 
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ơƙ ƝƑƓùùƙǈ ƠùùưāƙùùƕƙƤǙå ÿá ííùùƶƙǆǃå ïåíùùơǈǙå ýùùǒǄ ïƓ íùùƿƓǆƙƞǙå ƗùùǃƓơǃå ïùùƛá íƶƕƙùùƪå ƗùùǒƵýǂùùƬƕ ǑùùǆǒǄƶƙǃå Ăāƙùùƪǆǃåā  ǑùùǄǂ
ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā ïƛƋƕ Ǐƽƙǂåā ƕƓƪ íƶƕƙƪå Ɠǆǂñǈƞ ïƛá ĄƓǀ å.ýǒǆƶǃ 

 ïƼ ýƕǀǈā ƗǄǒíƕǃå Ɨǒưïƽǃå ôƼïǈ ǊǒǄƵ ßƓǈƕāþíƶǃå Ɨǒư: 
 ìƜĀǐ Ǘ úîƺ îǐƙƉƗ Ǐƺǁä üƏƑƨĀ ǏǆĀîƗǀǁǗä Ʋƺì ùǘƗƢƑƓ ÞǘǄƴǁä ƑƮî ǏƺƳƑǄƗƜǗä ƕǁƑƟǁäƕǐ. 
 ìƜĀǐ Ǘ úîƺǐƙƉƗ Ǐƺ î ǏǆĀîƗǀǁǗä Ʋƺìǁä üƏƑƨĀ ùǘƗƢƑƓ ÞǘǄƴǁä ƑƮî ǏƺǏǄǐǂƴƗǁä āĀƗƨǄǁä. 

:̯ϝЂϸϝЂ ж ϭϚϝϧ:ϣЂϜϼϹЮϜ 

1.þùùǃ ÿùùǂǒ ǃǒíǃå èåïùùǒƺƙǆǄ ƗùùǒƼåïƹāǆ Ąåïùùƛá  ĄƓùùƪāǆǄǆ Ɠùùưïā ǑùùǈāïƙǂǃǙå ƴƼíùùǃå ýƑƓùùƪā) Ɨùùƪåïíǃå ăïùùǒƺƙǆ ǏùùǄƵ  Ü(ßǚùùǆƶǃå
ƙƪƓƕƛ ßƓǈ íāƞā úǒƽõ ïƛáǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā íƓƶƕá ôƶƕ ǏǄƵÜ  ïƛǕå åîǋ ÿƓǂā:ǑǄǒ Ɠǆǂ 
- ïĊƛƋùùƙ íùùƶƕåüïíùùǆǃå ÿùùǆǕåā ƗĊǒïùùƪǃ ýùùǒǆƶǃå ýùùƕƿ ÿùùǆ õùùǀƼ ùùǒǆƶǃå ñǈùùƞƕ ý åîùùǋāùùǄƙƤǒú ) Ɨùùƪåïí ƴùùǆTella, 

2015( ǆƶǃå ñǈùùùƞǃ ÿùùùǂǒ þùùùǃ éùùùǒơ ăá ýùùùǒïāí ǏùùùǄƵ ïǂîùùùǒ ïùùùƛá ùùùǈāïƙǂǃǙå ƴƼíùùùǃå ýƑƓùùùƪā Ɠùùùưï ǑùùùƼ Ǒ
ýǒǆƶǃå. 

- ýƑƓƪā èïƛƋƙǃå íùƶƕ Ɨùǌƞ ǑùǈāïƙǂǃǙå ƴƼíǃåÜýùǒǆƶǄǃ ƗùĊǒïǆƶǃå ƗơǒïùƬǃå úǚƙƤƓùƕ õùǀƼ ýāùƕǀǃåā Ɨùǆßǚǆ  åîùǋā
) Ɨùùƪåïí þƵíùùǒGupta, 2017(Ü åāƓùùǒíðå èùùǈĊǒƕ ǑùùƙǃùùƛǕå Ɨùùƞïí íï  Ɠùùưïā ǑùùǈāïƙǂǃǙå ƴƼíùùǃå ýƑƓùùƪā ÿǒùùƕ

ßǚǆƶǃå ƗĊǒƙƽǃå ƗĊǒïǆƶǃå ƠƑåïƬǃå Ăíǃ. 
- ïƛá üƓǈǋ ÿƓǂ íǀǃƵƓǆƙƞǙå ƗǃƓơǄǃ) ýǒǆƶǄǃ ƗĊǒÜæðƵá êāðƙǆ( ƼǑ ƕ úƬǂǃå þíƵ íƶÿǒǄǆƓƶƙǆǃå Ɨǒāǋ ÿƵ. 

2. Ċǆá ûǄƶƙǒ ƓǆǒƼ ƓƕïƛƋ èåïǒƺƙǆǃå ýǒǆƶǃå Ɠưï ǏǄƵ ƗǒƼåïƹāǆǒíǃåùǈǒƕƼ Ý ïƓùƕƙƤå ƝƑƓùƙǈ èANOVA  ā þíùƵùƞ åîùǋ íā
ïƛǕå þǃ éǒơ Üǒ ýƞƪăá áƛǈƶǆ ï āă .ƗǒƼåïƹāǆǒíǃå èåïǒƺƙǆǃåā ýǒǆƶǃå Ɠưï ÿǒƕ   

3. èǄƞùùƪǆíùùƤƙǂǃǙå ƴƼíùùǃå èƓ Ǒùùǈāï Ąåïùùƛá ĄƓùùƕƞāǆ  ĄƓƽǒƶùùư  ǑùùƼßǚùùǆƶǃå Ɠùùưï Ü éùùǒơ ĉþà þĉǐøøƓƗ ýāǕå ÿǒíùùƶƕǃå:  ƗĊǒïùùƪǃå
üïíǆǃå ÿǆǕåāÜ ǑǈƓƛǃåā: ǚǆƓƶǆǃå ðƓƞǈã ǑƼ ƗƵïƪǃåè îāùǆǈ íƓùƶƕá ÿùǆƗùƪåïíǃå êÜ ùǃ þùǆǌǃ ýƞùƪƙƗǆǋƓùƪǆ ƗùĊǒá Ɠ 

 ǑƼïǒƺƙǃå ïǒƪƽƙ ơǃåǑƼ ýƮƓ  Ɨƞïí ï ïíǃå ƗǃƓơ ǑƼ ßǚǆƶǃå Ɠưư ǑƼā Ɨƪå ïíǆǃå Ɨǈǒƶǃå ßāƗùƪā Ċÿá ÿǒùơ ǑùƼ Ü
 āǆǈǃåǒƪƽƙǃ ëïƙǀǆǃå êî ïá ÿǆùưƙ ßǚùǆƶǃå Ɠùưï ǑùƼ ǑùǈāïƙǂǃǙå ƴƼíùǃå ýƑƓùƪā ïùƛá Ɨùƶƕï :Ǒùǋ õùǀƼ íƓùƶƕá Ɨǃāǌùƪ

 íåíùùƪā ýùùǆƓƶƙǃåèǚǆƓùùƶǆǃå ÜùùǈāïǆåíǕå Ɨ Üßåǃýāùùƕǀǃåā Ɨùùǆßǚǆ Üßǚùùǆƶǃå Ɨùùǒāǋ ÿùùƵ úùùƬǂǃå þíùùƵ þùùǋá ÿƓùùǂ íùùƿā Ü
 éùùǃƓƛǃå íùùƶƕǃå íƓùùƶƕǕå ǉîùùǋǁä ƕǁĀǊøøƨǄǁä ìäìøøƨĀ üøøǄƑƴƗçǘǄƑøøƴ  îǐøøƨƻƗ Ǐøøƺ ýǉƑøøƨ ĂíøøǁäĀ6%  çäîøøǐƸƗǁä þøøǄ
ÞǘǄƴǁä ƑƮî Ǐƺ ƕǂƬƑƟǁä  èßƓƞ Ɨƞǒƙǈǃå ǉîǋāùǆ ƗùǀƼåāƙǆ ƴƗùƞǒƙǈ )Firdous, 2017( )å ÜǑǋƓùƕǃ2016(  ƴùǆ

 úǚƙùùƤåùùƙǃå Ɨùùƞïí ǑùùƼƋèƓǒāƙùùƪǆ èǄƞùùƪ Ǒùùƙǃåā ïǒƛ Ɨùùƶƽƙïǆ  èðāƓùùƞƙ50% Û çøøƸǂƓ ƑøøǄǀǓä îǐøøƨƻƗ ƕøøƜîì ìƑøøƴƓ
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 ƕøƴǄƗƜǄ ƕƴƓîǓä12%ƻƢǆǄ ƕƓøƨǆ ǏøǉĀ ÛƲøǄ ƕøǆîƑƾǄǁƑƓ ăäìøƜ ƕøƮ ƕøƨäîì )Tella,2015(  çāùǀǃå èùƺǄƕ éùǒơ
ǆǈǄǃ Ɨǒïǒƪƽƙǃåêîā ùƬ ăîǃåāå íƓùƶƕǕå ýǆ Ɨùƶǆƙƞǆ èùƪǃ62% íùƿā ÜƗƵïùƪǃå íùƶƕ ÿƓùǂ ǂǕå ßåíǕå ǑùƼùĊǒǆǋá ïùƛƗ Ü

ƼƓǈǄǒǄơƙ ǑƼ Ɨǒǆǋá Ǌǃ ÿǂǒ þǃ ÿǒơ ǑÜ  ðƶǒā éơƓƕǃå ā åîǋǑùƼ ÿǒƓùƕƙǃå  ƝƑƓùƙǈǃåßāùư ǑùƼ èǚƕƓùǀǆǃå åùƙǃ Ɠùǋåïƞá Ǒ
Ƶ ƴǆ ǑƼ ÿǒǄǆƓƶǃå ÿǒƽöāǆǃå ÿǆ ííèƓǆāǄƶǆǃå ƗǈƓǀƙ çïåíã Ɨǂïƕǃå üǈƕ-ǒïāƪƓÜ  Ǐǃã:ƗǒǃƓƙǃå õƓǀǈǃå 

-åǆðǕǒïāƪ ƓǌƙƬƓƵ Ǒƙǃå ƗƓ á çïƬƵ Ăíǆ ǏǄƵ Ǌƙƕƕƪ Ɠǆā þåāƵƿå ĆïƓǆí ÿǆƙ.ïǒƕǂ ăíƓǆā ǑƼïƶǆā ăíƓƮ 
-ùùǒƺƙá ïùùǒƺƙ ƴùùǆ ÿǆåðƙǃƓùùƕ ƗùùǒƼåïƺƞǃå ûõƓùùǈǆǃå ǏùùǄƵ ǑƼåïƹāǆǒíùùǃå ÷ðāùùƙǃå ïùùƽǆǂ çƓùùǒơǃå õƓùùǆǈǒƕõ çðïƶǆ ÿùùǆ Ɨùùǒ èåðïùùƽ

.ƗǆðǕå 
-ƙƺ.ïǒƕǂ ïïư ÿǆ Ɠǌƕ ûơǃ Ɠǆā ƗǒƪƓƪǕå Ɨǒƙơƙǃå Ǐǈƕǃå ïǒ 
-ƞāƙǃå ïǒƺƙ.íåïƼǖǃ ƗǆƓƶǃå èƓǌ 
-ƞǆǃå íǌƵ Ɨƛåíơƴǆƙ ăïāƪǃå ǆíƤƕǗå ƴƼíǃå èƓ.ĄƓǆāǆƵ Ǒǈāïƙǂǃ 
- ïíåāǂǃå úƶưǒƪơƙā Ɠǌƶƿåā ǏǄƵ úāƿāǃåā èƓǆíƤǃå ǉîǌƕ ôāǌǈǄǃ ƗǄǋâǆǃå ƗǒïƬƕǃå.ƓǌƙƓǒāƙƪǆ ÿ 
ùùǋāåïïùùƕǆǃå ǉî è ăïāùùƪǃå ƴùùǆƙƞǆǃå ƴùùƿåā ñùùǂƶƙ Ǒùùƙǃå Ǌùùƕ ßƓùùƞ Ɠùùǆ ƴùùǆ ûùùƽƙƙ)Sarota,2009( ơ þùùǃ éùùǒ ýƞùùƪƙƑƓùùƪāǃåý 

ùùǆǃ ĄƓùùǀƼā çðùùĊǒǆ ƗùùĊǒá ƗùùĊǒǈāïƙǂǃǙå ǊùùǆĊíƿ ƓSarota  ïùùƪǃå éùùǒơ ÿùùǆƵǕå ǑùùƼ Ɨùùǈāïǆǃåā ýùùǆƓƶƙǃå Ɨǃāǌùùƪ āá ðƓùùƞǈǗå ǑùùƼ ƗßåíÜ 
 ƴƿāƙǆǃå ñǂƵ ǏǄƵā Ĉƪ íǀƼ ïùƛá ćýĉƞùƪǄǃ ǑƕíùƤǄ çðùƞǈǆǃå èƓǆßǚùǆƶǃå Ɠùưï ǏùǄƵ ĄƓùǒǈāïƙǂǃå  ǍøǂƳ úøĉǂƳ ìøƽ èøƟƑƓǁä ĆþƑøǀĀ

ä ƲøǄƗƜǄǁä ìøǊƳ ƕøƙäìƟƓ ƕǐƓǂƨǁä ƛƏƑƗǆǁä ǇíǉøǂƽĀ ÛçƑǄìøƢǁä þøǄ öĀøǆǁä äíøǊƓ ǏøǆäïǆƗǁǁä ǇƑøƜƗ ǏƳĀøǁä ƕ Ā ǈøƴǄ üøǄƑƴƗøǄ þ
ƲǄƗƜǄǁä üƓƾƗ èǐƟ þǄ æîǐƓǀ çäîǐƸƗ üƓƾƗƨǄǁä üǄƟǐƨ èƟƑƓǁä îõǆ ƕǊƜĀ ǄìƢǂǁ ǏǆäïǆƗǁäƑç ǀǁǗäƕǐǆĀîƗ. 

4. ÿùǂǒ þǃ) éùơƕǄǃ ƗùǒƼåïƹāǆǒíǃå èåïùǒƺƙǆǄǃƗùǒƵƓǆƙƞǙå ƗùǃƓơǃå ÜǑùǆǒǄƶƙǃå Ăāƙùƪǆǃå Üïùǆƶǃå Üñǈùƞǃå(  Ċăá íùƶǆ ïāí ý
 ǑƼ ÿǒƕ ïƛǕå çíƬǙå ƴƼíǃå ýƑƓƪāǃå Ɠưïā Ǒǈāïƙǂǃ éǒơ ÜßǚǆƶǃƗǒāǈƶǆ ƗĊǒǆǋá Ɠǌǈǆ ƓĊǒá ýƞƪƙ þ. 

5. Ċƕƙǆ ÿǒèǚƕƓǀǆǃå ýǚƤ ÿ ƕƙƪǙåāèƓǈƓ  Ɨǂïƕǃå üǈƕ Ċÿáǆ ÿƓǂ ÿüāǈƕǃå íƑåïǃåùǃå èƓǆíùƤ þǒíùǀƙ ǑƼ ç ǑùǈāïƙǂǃǙå ƴƼí
ƗǆíƤ úƶư ÿǂǃā ÜƗĊǒïāƪǃå ûāƪǃå ǑƼ åƙïǆǃå ýǂƓƬǆǃåā èǈïƙǈǙǕå þƓùƞơã ǑùƼ èǆǋƓùƪ Ɠùǌƕ Ɨõƕîùǋ ÿùƵ íåïùƼ ǉ

.èƓǆíƤǃå 
6.ÿĊǒùùƕ Ƶ ÿāǆƑƓùùǀǃåùùǄ ǑùùƼ ƗùùǒǈāïƙǂǃǙå èƓǆíùùùƤǃå ǉîùùǋ ǏƗùùǂïƕǃå üùùǈƕ  èǚƕƓùùǀǆǃå ýǚùùƤ ÿùùùǆ ā Ɨǃāǌùùƪå ƗùùĊǒǄƵƓƼþåíƤƙùùùƪ 

ûùùǒƕõƙ åùùƤǃå Ǒǂîùùǃå úƙƓùùǌǃ óƓǗå ýùùǒǄơƙǃå ƝƑƓùùƙǈ ǊùùƙǆƵí Ɠùùǆ åîùùǋā üùùǈƕǃƓƕ éùùǃƓƛǃå íùùƶƕǃå ÿá éùùǒơ ÿùùǆ ǑƑƓùùƮơ
ƕ õƕƙïǆǃåƪƓƶƙǃå Ɨǃāǌ Ǌǃ ÿƓǂ ýǆƗǒïǒƪƽƙǃå çāǀǃå  ǑƼ ïƕǂǕå.ßǚǆƶǃå Ɠưï    
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 ̯ϝзвϝϪ: ЮϜ:ϤϝуЊнϧ 

- èƓǆíƤ ǏǄƵ ÿǒǆƑƓǀǃå ƗƵƓǈƿ ÿǆ þƹïǃå ǏǄƵùǈāïƙǂǃǙå ƴƼíùǃåǆǋƋƕ ǑǑùƼ ăāùǒơǃå Ɠùǋïāíā ƓùǌƙĊǒ ǆǃå ĊǙã Üƴùǆƙƞ Ċÿá ǉîùǋ
Ǚ ƗùùƵƓǈǀǃå ǑƵāùùǃå çíƓùùǒð ǏùùǄƵ ýùùǆƶǃå Ɨùùǌƞ èƓǆíùùƤǃå ǉîùùǋ þƓùùǆá ûùùǒïõǃå íùùǒǌǆƙ Ǐùùǃã ĄƗùùǒåíƕ êƓùùƙơǈ éùùǒơ Ǒùùƽǂƙ 

åƓùùǌƙǒǆǋáā èƓǆíùùƤǃå ǉîùùǌƕ ǑƵƓùùǆƙƞǙ āíùùǈ ßåïùùƞã ïùùƕƵ üùùǃîā Ü āƞǃå ýùùǂ Ơǒùùưāƙ ǑùùƼ þǋƓùùƪƙ ýùùǆƵ òïāā èå æùùǈå
ƗưǆƓƺǃåÜ  íåïùƼǖǃ Ơǆùƪƙāà ÿùƵ ïǒƕƶƙǃƓùƕ þǌƼāƓùƤǆā þùǌƑåïùǋ ÿùǆ.èƓǆíùƤǃå ǉî ǕåƋùƬ ÿùǆ ăîùǃå ïùǆ ÿá Ǌǈ þǋƓùƪǒ
ëƓƞǈ ǑƼ Ǚå èƓǆíƤǃå Ɨƕïƞƙǒïāƪ ǑƼ ĄƓǆāǆƵ ƗǒǈāïƙǂǃƓ. 

- ǏùùǄƵ ýùùǆƶǃåùùƞǗå ƗùùƼƓǂ îƓùùƤƙå ïå ƗĊǒïùùƪ ÿƓǆùùưǃ ƗùùĊǒõƓǒƙơǙå ïǒƕåíùùƙǃåā èåß èƓùùǈƓǒƕǚùùǆƶǃå èåßåïùùƞǗå ǉîùùǋ ÿƓùùǒƕā Üß
ǆǆ þǌƪƽǈá ßǚǆƶǄǃþǌƙǀƛ Ɨƞïí íǒðǒ Ɠ .èƓǆíƤǃå ǉîǌƕ 

-ǏùùǄƵ ðùùǒǂïƙǃå ƽǃåùùĊǒïǆƶǃå èƓùùƑǃå Ɨƽƙ Ǒùùƙǃåā ƗƕƓùùƬùùǋ ýùùư ā èƓǆíùùƤǃå ÿùùǆ ÷āùùǈǃå åîƙƙ ĆýǂùùƬƕ Ɠùùǌǃ Ǌùùƞ  èƓùùƑƽǃå ǉîùùǋā Üïùùǒƕǂ
 æùùùƞǒ Ǒùùùƙǃåā ƴùùùǆƙƞǆǃå ǑùùùƼ ƗƼíǌƙùùùƪǆǃå ƗơǒïùùùƬǃå ýùùùƛǆƙƓùùùǌǒƼ ïƓǆƛƙùùùƪǙåā Ɠùùùǌƕ ßƓùùùǈƙƵǙå ùùùƤ ÿùùùǆ ýǚ ƗùùùƼƓǂ ýƑƓùùùƪā

Ɲǒāïƙǃå ƗơƓƙǆǃå.    
- üǈƕ ǏǄƵ æƞǒå ƴùǒāǈƙ ǏùǄƵ ýùǆƶǃå ƗǂïƕǃåƙǂǃǙå èƓǆíùƤǃ ï ā ƗùǒǈǑùƙǃå  ÜƓǌǆĊíùǀǒ ā üùǃîƓǂƙǃƓƕƕ ƴùǆ ýùǆ èƓùƪƪâǆǃå Ɨùǒǀ

åíǗåā ƗĊǒǆāǂơǃå èåï.÷āïƬǆǃå åîǋ ǏǄƵ ƗǆƑƓǀǃå ƗƮƓƤǃåā 
- ƗùǒǈāïƙǂǃǙå ǊùƙƓǆíƤ ïǒāùõƙ ÿƓǆư ýǒƕƪ ǑƼ Ɨǂïƕǃå üǈƕ ǏǄƵ æƞǒǃƓùƕ þƓùǆƙǋǙåƗùǒǄơǆǃå ïíåāǂ  Ɠǌƕǒïíùƙ ýǚùƤ ÿùǆ

ǒāƙùùƪǆƕ ßƓùùǀƙïǙåāùùùƕƓƞǒã ñǂƶǈùùǒ Ɠùùǆƕ ƗùùùĊǒǄǆƶǃåā ƗùùǒǆǄƶǃå ƓǌƙƓùùǄƵ ĄƓíùùƤ Ǐå ƴƼíùùǃå èƓǆǂǃǙǑùùùǈāïƙƙǃå ƴùùǆ ÜƵ íùùǒǂƋ ǏùùùǄ
åíùùùƞ èùùùƕƛƙ ÿǒîùùùǃå ÿǒǄǆƓùùùƶǃå çƋùùùƼƓǂǆ ǊùùùƑåíá ǏùùùǄƵ ĄƓùùùǀơǙ ñǂƶǈǒùùùƪ åîùùùǋ ĊÿǕ ÜƗùùùǒƕǒïíƙǃå ƗùùùǒǄǆƶǃå ǑùùùƼ þǌƙßƓùùùƽǂā þǌƙï

ƕǀƙƪǆǃåǚǆƶǃå ƴǆ ǊǄƵƓƽƙā ǑǄß. 
-ƞùƬƙǒƴƼíùǃå ýƑƓùƪā þåíƤƙùƪå ǏùǄƵ þǌƛùơā ßǚùǆƶǃå ƴ ǑùǈāïƙǂǃǙåÜ ýǚùƤ ÿùǆ ùƕƙåơƙ æǒǃƓùƪáā èåāíá ÷ƓùĊǒðǒƽ þǒíùǀƙǂ Ɨ

ǋƓǒåí ƗƮƓƤ ôāïƵ āá ǃ ĈƓǆåíƤƙƪå ïƛǂǕå ßǚǆƶǄǃ Ɨǆǒƿ èåîýƑƓƪāǃå ǉîǌ.     
- ðùùùùǒǂïƙǃå ǏùùùùǄƵßǚùùùùǆƶǃå ĂāƓǂùùùùƬ ûāíǈùùùùƮ ǑùùùùǈāïƙǂǃǙå Üá çïāïùùùùư ăáǄùùùùƪǃå ßåïǓåā èƓùùùùơïƙǀǆǃå ƗùùùùƼƓǂ îùùùùƤ Ɠùùùùǌǈǆ ƗĊǒƕ

ƙ ƗùùĊǒƕƓƞǒǗåāƓùùƞƗùùǆĊíǀǆǃå èƓǆíùùƤǃå ǉƼ Üƙǃåā ïǒāùùõƙǃå èƓùùǒǄǆƶǃ ñƓùùƪǕå ýùùƛǆƙ ßåïǓå ǉîùùǌÿǒùùƪơ ƕǀƙùùƪǆǃå ǑùùƼùùǆ Üý ƴ
 āǈƙǃå çïāïư Ċÿá Ǐǃã Ǌǒ.ƗǒǄƵƓƼ ïƛǂǕåā ƠƞǈǕå Ǒǋ íåïƼǕå èƓƶǄõƙā èƓƕƹï ÿǆ ûǄõǈƙ Ǒƙǃå ïǒāõƙǃå èƓǒǄǆƵ 
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ϝЦЮϜ ϣгϚЙϮϜϽг 

:ϣуϠϽЛЮϜ ЙϮϜϽгЮϜ :̯ъмϒ 

- āïƙùùùƪǆïà ýǒùùùùƬǒǆ ÜƝǈĲ ǁä æîäìǕä çƑøøøøǐǆƾƗ Ǐøøøƺ üøøøøǄƑǀǁä ƲøøøøƜîǄǁäƕøøøøƙǁƑƙǁä ƕøøøøƴƓôǁä æîøøøøƬƑƴǄ )a Handbook of 

Management Techniques(- ƙƞ Ɨƕƙǂǆ :Ɨǆƞï ƗĊǒíāƶƪǃå :ôƓǒïǃå Üïǒï2003. 
-ƶƪǆ íåāï ÜÿƓǆǄƪÿāïƤàā íā - ƺìǁä üƏƑƨĀ ƲǏǆĀîƗǀǁǗä  ǏƺƓ ƑǐƓǐǁþǐ çƑƟĀǄôǁäĀ ƲƽäĀǁä- ùơƕǄǃ íƓƮƙƿǙå ƗĊǒǄǂ ƗĊǄƞǆ éā

ƗĊǒǆǄƶǃå- ƞǆǃå) ñíƓƪǃå ííƶǃå ÜƗǒāåðǃå ƗƶǆƓƞ óƓƤ ííƵ (ýāǕå íĊǄå Ǒǃāíǃå ïǆƙâǆǃƓƕǙå ýāǕ ïƙƼ) Ǒưå12/7/2020( 
-íǆơǆ ÜăïǆƬǃå ïǒǋð ëƓƙƽǃå íƕƵ èǚǃå íƕƶǃåā Üăïāǈ- ƕƺîǐƬǁäǆĀîƗǀǁǕäǐƕ- ýƑåā ïåí  ÜÿíïǕå ÜïƬǈǄǃ2008. 
-ùùǒðƶǃå íùùƕƵ íùùƑåï Üæíùùǒǌǆǃå ð- ìǐƻƗøøƨǄǁäĀ ÞǘøøǄƴǁä ƑøøƮîƕøøǐƟƓîǁä îøøǐƷĀ ƕøøǐƟƓîǁä çƑøøǄõǆǄǂǁ ƕǐƾǐĀøøƨƗ îƑøøǀƺà þǐ-  ðùùǂïǆ

) Ɨǒƕïƙǃå èƓǒƞǒƙåïƙƪå2017.( 
-ƵíƤ Üûùùǒƙ Ɨùùƞǒ- ĀøøƨƗǁä ƲøøƽäĀúǐ äƓǁä Ǐøøƺ ǏƺîøøƬǄǁÞǘøøǄƴǁä ƑøøƮî ǍøøǂƳ ƑøøǉîƙàĀ ûĀøøǆ (ǍøøǁĀǓä ƕøøƴƓôǁä)- ùùĊǆƵåí :ÿƓï  íùùǃƓƤ

ƓǒơǄǃå) ƴǒðāƙǃåā ïƬǈǄǃ Ǒǈ2016.(  
-ÿǒƪơÜ  þǒơï- ìƑƬƗƽǗä ǏƺîƬǄǁä- ǃå ßƓǌƕ ïåí èåïāƬǈǆ ƴǒðāƙǃåā ïƬǈǄǃ ÿǒíáïƿå Ü :ïƑåðƞǃåõǈƪƿ ÜƗǈǒ2009. 
- ðƵ ÜëƓƙƽǃå íƕƵ- Ǐƺ ƕǄìƾǄÞƑƬƟǕä  ĀǁäìƗƨǗäĀ ǏƻƬ ǗǏǁ SPSS-  Ċíƞ :ç) ïƬǈǄǃ ƗĊǒǆǄƶǃå þðïåāƤ ïåí2008.( 

-ÜăïåîƤǕå Üíǆơá ÜǑǄǒǄƤ ŸƓùƕ ðƙƶǆǃå ĲƕøĉǐîƏäïƜǁä ûĀøǆƓǁä Ǐøƺ ƕǐƺîøƬǄǁä ƕøǐǆĀîƗǀǁǗä Ʋƺìøǁä üƏƑøƨĀ ƲƽäĀ- øǁƑƟ) óîøƾǁä ƕ
 ǏƓƴøøƪǁä(ĂîøøƏäïƜǁä - å þāùùǄƶǃåā ûāùùǀơǃå ƗùùǄƞǆƗĊǒǈƓùùƪǈǗ-  āùùƬƓƵ ÿƓùùĊǒð ƗùùƶǆƓƞï- ƗùùƽǄƞǃåǃå :ƞ :ïùùƑåð ííùùƶǃå36)2( ǃƓùùƶ þ
2017 .ó3. 

-å íāùùǆơǆ ÜǑùǈǚǒǂǃĲ  þǐøøƓ çƑøøǐǂǄƳ) ƕøøǐîƑƜƗǁä ƕƳĀøøƨĀǄǁä (ûĀøøǆƓǁä-  îǁä ìøøǂƜǄǁäƲøøƓä Ĳ  ÿíïǕå Üƴùùǒðāƙǃåā ïùùƬǈǄǃ ƗùùƼƓǀƛǃå ïåí
2008.ó Ü  .ó44-45. 

- ÜþǃƓƪ ƣǒƬǃå íåâƼ ÿāïùƤàāĲ äøǁĀǓä ƕøƴƓôǁä :ǏƺîƬǄǁä úǐĀƨƗǁǍ- ùǒðāƙǃåā ïùƬǈǄǃ çïùƪǒǆǃå ïåí ƴùƵƓƕõǃåā ÜƗå :ÿƓùǆƵ ÿíïǕ
)2020 Ü(ó.374. 
- ÜƗǂǒïƕ íǒƶƪĲîøƏäïƜǁä Ǐøƺ ƑøǉîĀôƗ úƑøƺßĀ ƕøĉǐǆĀîƗǀǁǗä ƕƺîǐøƬǁä çƑǐǂǄƳ ƲƽäĀ-  ïõá ÜƗĊǒíƓùƮƙƿǙå þāùǄƶǃå ǑùƼ ǉåïāùƙǂí Ɨùơā

Ɠƞƙǃåā ƗĊǒíƓƮƙƿǙå þāǄƶǃå ƗǒǄǂ þāǄƵā ƗĊǒïïǒǒƪƙǃå- ƞùƕǃå þá Üăíùǒǌǆ ÿùƕ Ǒƕïƶǃå ƗƶǆƓ) ïùƑåðƞǃå :Ǒƿåā2011.ó (  .ó
152-153 . 

-ùùƪíƶ ÜǑǋƓùùƕǃå ÿǒíùùǃå ëǚùùƮ ƽǆùùƙ ëƓĲ Ɠǆ Ɨùùƪåïí " ÿåāùùǈƶƕ ïǒƙùùƪƞ ƑøøƮî ǍøøǂƳ ƕøøǐǆĀîƗǀǁǗä ƕĉǐƺîøøƬǄǁä çƑǄìøøƢǁä æìĀøøƜ îøøƙà
ƑƓïǁäþƏ  ÿíïǕå :ÿƓǆƵ "- ýƓǆƵǕå ƗĊǒǄǂ- ) õƪāǕå ûïƬǃå ƗƶǆƓƞ2016.ó (  .ó112-113. 

-å ÜǑǈƓùùùõơǀǃùùùƮ) íƶùùùƪ ÿùùùƕ ƠǃƓ2015 (- ǒíùùùǀƙ ïùùùƛáǒƼïùùùƮǆǃå ƗùùùǒǈāïƙǂǃǗå èƓǆíùùùƤǃå þ Ɨǒùùùưƽƙ ǑùùùƼßǚùùùǆƵ èǚ  ǑùùùƼ üāùùùǈƕǃå
ǆǆǃåå Ɨǒƕïƶǃå ƗǂǄ ƗǒíāƶƪǃĲ  ƗĊǄƞǆíƓƮƙƿǙå  ÜƗĊǒǃƓǆǃåā26-Volume 1, Numéro 2, Pages 9. 
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- ýùùǒǄƞǃå íùùƕƵ Üïǒǋåāùùõăïåāùùǌǃåā) ýƓùùǆƞ Ü2014 (- ǄìøøƢǁä æìĀøøƜ îøøƙà ðƑøøǐƽǆĀîƗǀǁǕä çƑøøƮî ǍøøǂƳ ƕøøǐƑ :þĀøøƓïǁä  ƕøøƨäîì
ƨáǄ ƕǐǆäìǐǄîƏäïƜǁä ìǐîƓ ƕƨ- Cybrarians Journal ÜE- ISSN1687- 2215 ííƶǃå 35Ü  ïƕǆƙƕƪ2014. 

-ǏƽõùƮǆ ÜǑƼƓùǂ úùƪāǒ -ƕøƙǐìƟǁä çƑøǐǆƾƗǁä üøõ Ǐøƺ ƕøǐǆĀîƗǀǁǗä ûĀøǆƓǁäĀ ìĀøƾǆǁä-  ïùƬǈǃåā ƗùƵƓƕõǄǃ ÿǚùƪï Ɨùƪƪâǆ ïåí
ƴǒðāƙǃåā- ) Ɠǒïāƪ :ûƬǆí2011 (- ó.80-82. 
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гЮϜХϲы 

 

ǀǁǗä Ʋƺìǁä üƏƑƨĀ îƙà ðƑǐƾǁ þƑǐƓƗƨäƳ ǏǆĀîƗǄƴǁä ƑƮî ǍǂÞǘ 

æǒƞǆǃå ăðǒðƵ 

 ýāƮơǄǃ Ɨƪåïí ßåïƞã ïƓõã ÿǆư ÜƗǈƓǀƙǃå çïåíã ǑƼ ïǒƙƪƞƓǆǃå Ɨƞïí ǏǄƵ üƓùưï Ăíùǆ ǏǄƵ úïƶƙǄǃ ÿƓǒƕƙƪǙå åîǋ þǒǆƮƙ þƙ
ÿùùƵ þåíƤƙùùƪå ùùöǈþ å ƴƼíùùǃå èǙƓùùƮƙǙå èƓǂïùùƬƕ ƗùùǀǄƶƙǆ ĂïùùƤá èƓǆíùùƤ Ǐùùǃã ƗƼƓùùưã þƓùùƶǃå ÷Ɠùùõǀǃå èƓǆíùùƤ ïǒƙåāùùƼ ƴƼíùùǃ ǑùùǈāïƙǂǃǗ
ǃîā ôïƺǃ üéơƕǃå ðƓƞǈã ƶǃåèƓǆíùƤǃå ǉîùǋ ïùƛá ǏùǄƵ ßāùưǃå õǒǄƪƙā ÜõǀƼ ǑǆǄ  úíùǌǃ ÜƗǒïāùƪǃå ûāùƪǃå ǑùƼ ÿƑƓùƕðǃå Ɠùưï ǏùǄƵ

.þǒíǀƙǃå Ăāƙƪǆƕ ßƓǀƙïǙåā æāǒƶǃå ðāƓƞƙ 

åïùươ ÿùǆ āùƞïá üǃîǃƞǗå þǂƙ ƗùǆǚƵ ƴùưā ûùǒïõ ÿùƵ ǉƓùǈíá çíïåāùǃå íāùǈƕǃå ÿùǆ íùǈƕ ýùǂ ǏùǄƵ ƗùƕƓ (Ã) ñùǂƶǒ ăîùǃå ïƓùǒƤǃå þƓùǆá
þùùǂǒáïÜ ùùƙƙ éùùǒơƓùùƕƓƞǗå êïíÿùùǆ è ùùǒǂƋƙǃå ƴùùǆ .çíùùƬƕ ûùùƼåāǆ ïùùǒƹ Ǐùùǃã çíùùƬƕ ûùùƼåāǆ èƓùùǈƓǒƕǃå ƗùùƼƓǂ ƴùùǆ ƗùùǆƓƙ Ɨǒïùùƪƕ ýùùǆƓƶƙǃå ǏùùǄƵ í

ǆǄƶǃå éơƕǃå ôåïƹǕ ĊǙã ƓǌǆåíƤƙƪå þƙǒ ÿǃ Ǒƙǃåā ƗǆíǀǆǃåǑ õǀƼ. 

ƬþǂƙƕƓƞƙƪåā þǂǈāƓƶƙ ÿƪơ åïǂƓ 

éơƓƕǃå 

 

:ƕǐƬƢƪǁä òƏƑƬƢǁä :üĀǓä ýƨƾǁä 

1. ЁзϯЮϜGender: 

ïǂî Ǐƛǈá 

  

2.åЛЮϽгAge  : 

21-30 Ɨǈƪ 31-40 Ɨǈƪ 41-50 Ɨǈƪ 51 Ĳ 60 Ɨǈƪ 61 ƪûāƼ Ɠǆā Ɨǈ 
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3. ϣуКϝгϧϮъϜ ϣЮϝϳЮϜMarital status: 

æðƵá êāðƙǆ 

  

4. сгуЯЛϧЮϜ онϧЃгЮϜEducational Level: 

ƓƛƗǒāǈ íǌƶǆ ǑƶǆƓƞ ƓǒǄƵ èƓƪåïí 

    

 

ǏǆĀîƗǀǁǗä Ʋƺìǁä üƏƑƨĀ ìƑƴƓà :ǏǆƑƙǁä ýƨƾǁä 

 ýƽî
æîƑƓƴǁä 

 ìƴƓǁäüĀǓä-  îƨǁä Ā ƕǐüǐǄƴǁä üƓƽ þǄ ûîìǄǁä þǄǓä 
 úƺäĀǄ
æìƪƓ 

úƺäĀǄ ìǐƑƟǄ 
 îǐƷ
úƺäĀǄ 

 îǐƷ
 úƺäĀǄ
æìƪƓ 

1  ƴƼíǃå þƓöǈƓĄǈƓǆá èƓƵāƼíǆǃå ïƛǂá āǋ ǑǈāïƙǂǃǗå      

2 Ƽíǃå þƓöǈ ƴǆǙå ƴǒ ÿá ÿǆ úāƤ üƓǈǋ ÜǑǈāïƙǂǃǃ ûåïƙƤå éíơ ƴƿāǆ
üǈƕǃå  ïƙǂǃǙå ƴƿåāǆǄǃ ÿǒƿïƙƤǆǃå íơá ýƕƿ ÿǆ.Ɨǒǈā 

     

3 ïƼāǒ Ɠöǈ Ɨǈǆà ýǆƓƶƙ ƗƑǒƕ ǑǈāïƙǂǃǙå ƴƼíǃå þƗƿǚƶǃå ǑƼïõ ÿǒƕ      

4  ƗǒƮāƮƤ ûåïƙƤå ÿǂǆǒƗǒƮƤƬǃå ǑƙƓǆāǄƶǆ Ɨǆǚƪā      
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 ýƽî
æîƑƓƴǁä 

 ìƴƓǁäǏǆƑƙǁä-  îƨǁäçǘǄƑƴǄǁä ïƑƜǆâ Ǐƺ ƕƳ 
 úƺäĀǄ
æìƪƓ 

úƺäĀǄ ìǐƑƟǄ 
 îǐƷ
úƺäĀǄ 

 îǐƷ
 úƺäĀǄ
æìƪƓ 

1 å èƓƵāƼíǆǃå ýǌƪƙ āïƙǂǃǙå ðƓƞǈã ƗǒǈƓƶǆǃæƪƓǈǆǃå èƿāǃå ǑƼ èǚǆ      

2  ïƪ ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ þåíƤƙƪƓƕ èǚǆƓƶǆǃå ƗƼƓǂ ðƓƞǈã ƗƵçðǒǆǆ      

3 ƓƶƬǗå ǑǀǄƙ ƗƵïƪƕ ƗǒǈāïƙǂǃǙå ƴƼíǃå þöǈ ðǒǆƙƙ îǒƽǈƙ íǈƵ èåï
.èƓǆíƤǃå 

     

4 ǒƙơƙǃå Ǐǈƕǃå úƶư Ɨƞǒƙǈ èǚǆƓƶǆǃå îǒƽǈƙ ǑƼ ßõƕ üƓǈǋ ĄƓǈƓǒơá.Ɨ      

 

 ýƽî
ƓƴǁäæîƑ 

 ìƴƓǁäèǁƑƙǁä-  ƕǁĀǊƨ Ā üǄƑƴƗǁäçǘǄƑƴǄǁä ìäìƨ 
 úƺäĀǄ
æìƪƓ 

úƺäĀǄ ìǐƑƟǄ 
 îǐƷ
úƺäĀǄ 

 îǐƷ
 úƺäĀǄ
æìƪƓ 

1  ăî ÿǆ ýǌƪá íåíƪǃå ƗǒǄǆƵ èǄƶƞ ǑǈāïƙǂǃǙå ƴƼíǃå þöǈýƕƿ      

2 á ǑƼ ßƓõƤǕå ýǒǄǀƙ Ǐǃã ǑǈāïƙǂǃǗå ƴƼíǃå þƓöǈ ĂíèǚǆƓƶǆǃå íåíƪ 
ǂǆǆ íơ Ǐǈíá Ǐǃãÿ 

     

3 Ǘå ƴƼíǃåƙǂǃ Ǒǈāïíǀƶǆ  ïǒƹāýǆƓƶƙǃå ýǌƪ      

4  ƗǒǃƓƵ ßåíá çïƓǌǆ Ǐǃã ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ ƴǆ ýǆƓƶƙǃå êƓƙơǒ      
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 ýƽî
æîƑƓƴǁä 

 ìƴƓǁäƲƓäîǁä- ƓƾǁäĀ ƕǄÞǘǄǁäüĀ 
 úƺäĀǄ
æìƪƓ 

úƺäĀǄ ìǐƑƟǄ 
 îǐƷ
úƺäĀǄ 

 îǐƷ
 úƺäĀǄ
æìƪƓ 

1  ǑǃƓƤ ǑǈāïƙǂǃǗå ƴƼíǃå þƓöǈ þåíƤƙƪå ÿǆƞǗåƓǌí      

2 èƪǃ úïƮǆǃå Ɨƶƞåïǆ Ǐǃã ƗƞƓơƕ ƗǒǄǆƵ ýǂ ßåïƞã íǈƵ āá ýƕƿ      

3 ƙïƼā ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ  ƗǃāǌƪƴƼíǃå ƗǒǄǆƶƕ þƓǒǀǃå ǌǈǕƓ ơƓƙǆƗ 
á ýåāõ ƗƵƓƪǃå ïåíǆ ǏǄƵ÷āƕƪǕå þƓǒ 

     

4  úǚƙƤå ƴǆ ÿǒǄǆƓƶƙǆǃå ƗƼƓǂǃ ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā Ɨǆßǚǆ þǌƙåïíƿ
ƪƞǃåƗǒí 

     

 

 ýƽî
ƴǁäæîƑƓ 

 ìƴƓǁäðǄƑƢǁä- ǁä ýìƳ ƕǐĀǉ þƳ ùƪǀÞǘǄƴǁä 
 úƺäĀǄ
æìƪƓ 

úƺäĀǄ ìǐƑƟǄ 
 îǐƷ
úƺäĀǄ 

 îǐƷ
 úƺäĀǄ
æìƪƓ 

1 ǃå ǑƼ Ɠǆǂ ǑǈāïƙǂǃǙå ƴƼíǃå ǑƼ Ɨǒāǌǃå ÿƵ úƬǂǄǃ ƗƞƓơ Ǚ ƴƼí
ăíƓƶǃå 

     

2 ƗǒƼïƮùǆǃå èƓǒǄǆƶǃå ßåíá ǑƼ ƗǒǃƓƵ èåïƕƤ ïƼāƙƙ 

ƗǒǈāïƙǂǃǗå  Ɨǒïƪǃå ÿƓǆưǃƗǒǃƓƶǃå 

     

3  āƙã íƞƗǒƓǆơǃ ƗǒƼƓǂ èåßåïƞ ƗǒƮāƮƤ ßǚǆƶǃå      

4 þöǈǄǃ ƗǒƓǆơǃåā ÿǆǕå ýƑƓƪā Ɨƶưåāƙǆ      
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 ýƽî
æîƑƓƴǁä 

 ìƴƓǁäðìƑƨǁä- ÞäìǓä ƕǆĀîǄ 
 úƺäĀǄ
æìƪƓ 

úƺäĀǄ ƑƟǄìǐ 
 îǐƷ
úƺäĀǄ 

 îǐƷ
 úƺäĀǄ
æìƪƓ 

1  èƓǒǄǆƵ ǑƼ ßƓõƤǕå ƴƕƙƙíǀƶǆ ǑǈāïƙǂǃǙå ƴƼíǃå      

2 ðƓƙǆƙ ǃå þöǈíǒǄǀƙǃå ƴƼíƕ ƗǒǆƓƶƙǃå ǑƼ ëāưāǃƓ ƴƼíǃå þöǈ ÿǆ ïƛǂá ý
ƗǒǈāïƙǂǃǙå 

     

3 èǚǆƓƶǆǃå ðƓƞǈã ǑƼ ƗǒǃƓƵ Ɨǈāïǆ ƗǒǈāïƙǂǃǙå ƴƼíǃå þöǈ ïƼāƙ      

4 ßƓõƤǕå éāíơ Ɨƕƪǈ ƴƽƙïƙ  ǑƼ Ɠǌǈǆ ïƛǂá ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ ǑƼ
 þöǈăíǒǄǀƙǃå ƴƼíǃå 

     

 

 ýƨƾǁäèǁƑƙǁä :ƑƮîǁä 

 ýƽî
æîƑƓƴǁä 

ǘǄƴǁä ƑƮîÞ 
 ĀǄ úƺä
æìƪƓ 

ƺäĀǄú ìǐƑƟǄ 
 îǐƷ
úƺäĀǄ 

 îǐƷ
 úƺäĀǄ
æìƪƓ 

1 çíǒƞ ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ      

2  ĄƓǒǃƓơ Ɨǀƕõǆǃå ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ þåíƤƙƪǚǃ çðƽơǆ      

3 ǈá ƴƼíǃå þöǈ þåíƤƙƪå ÿƵ Ćôåï ƓǑǈāïƙǂǃǙå      

4 ǑǈāïƙǂǃǙå ƴƼíǃå þöǈ þåíƤƙƪå ǑƼ ïǆƙƪƋƪ      

5  āǒǒã ïǒƛƋƙ íƞǑƕƓƞ íǃå þöǈǃ Ǒǆǒǒǀƙ Ăāƙƪǆ ǏǄƵ ǑǈāïƙǂǃǙå ƴƼ
ýǂǂ üǈƕǃå èƓǆíƤǃ 
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:çǘƓƑƾǄǁä ƕǂƏƨà 

1. Ɠǆ  üǒáï āǋ ǑƼǒƙơƙǃå Ɨǒǈƕǃå ƗǒðǋƓƞ āïƙǂǃǙå ƴƼíǃå ýƑƓƪā ûǒƕõƙǃ ƗǑǈ  ǑƼïƮǆǃå ÷Ɠõǀǃåā ĄƓǆāǆƵ Ɠǒïāƪ ǑƼ
 ĄƓƮāƮƤÞ 

2.  ýƑƓƪā ïǒāõƙā ûǒƕõƙǃ ƗǒƼƓǂ ƗǒǄơǆ èåïƕƤ üƓǈǋ ýǋå ƴƼíǃåÞǑǈāïƙǂǃǙ 
-  þƶǈíǒƞ ýǂƬƕ ƗǒƼƓǂ èåïƕƤǃå  
- öƽơƙ ƴǆ ƗǒƼƓǂ èåïƕƤǃå þƶǈ  èƓƮƓƮƙƤǙå ôƶƕ ǏǄƵ 
-  ƗǒƼƓǂ ïǒƹā ƗǄǒǄƿ çíāƞāǆǃå èåïƕƤǃå Ǚ 
-  ƗǒƼƓǂ èåïƕƤ Ąåíƕá íƞāǒ Ǚ 
3. ǋƿã üƓǈǋ ý ýƕƿ ÿǆ ǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā þåíƤƙƪåā üåïƙƬǚǃ ýƓƕÞßǚǆƶǃå 
4. ƕƿ ÿǆ çíïåāǃå èƓöơǚǆǃå ǑǋƓǆ ýǚǆƶǃåƤƙƪå ǏǄƵ ß þåíÞǑǈāïƙǂǃǙå ƴƼíǃå ýƑƓƪā 

- å Ɨƿïƪā ûåïƙƤǙå ÿǆ úāƤǃåƗƮƓƤǃå èƓǈƓǒƕǃ 
-  ßƓǈƛá ßƓõƤǕå éāíơ ÿǆ úāƤǃåèƓǒǄǆƶǃå îǒƽǈƙ 
- õƕß èƓǒǄǆƶǃå îǒƽǈƙ ǑƼ 
-  èƓǆíƤǃå ƗǒíāíơǆƗǆíǀǆǃå 
- Ɠǋíǒíơƙ æƞǒ ĂïƤá èƓöơǚǆ 

ǘƓƑƾǄǁä çǄƗç ƲǄ:  
1.  Ɨǒǈǀƙ çïåíã ïǒíǆèƓǆāǄƶǆǃå ÜƓǀǆǃå çíǆ ƗǄƕ10 ûƑƓƿí. 
2. ïǒíǆ þƪƿ ƗǒǈāïƙǂǃǙå èåāǈǀǃåÜ  ƗǄƕƓǀǆǃå çíǆ15 ûƑƓƿí 
3.  ïǒíǆƗǒƙơƙǃå Ɨǒǈƕǃå þƪƿÜ  ƗǄƕƓǀǆǃå çíǆ15 ûƑƓƿí 
4. ƗǒǈāïƙǂǃǙå èåāǈǀǃå úöāǆÜ  ƗǄƕƓǀǆǃå çíǆ15 ûƑƓƿí 
5.  úöāǆƬ÷āïƽǃå ÿāâ Ü ƗǄƕƓǀǆǃå çíǆ10 ûƑƓƿí 

 

 

 

 


