
87 

 �����  _  �����	
 ���

�	
� �����	 ��
�� ����� �����������	
� ��������
 ����	
 ) ����	
35) ���	
 (3 (2013 

Tishreen University Journal for Research and Scientific  Studies -Economic and Legal Sciences Series Vol.  (35) No. (3) 2013 

  

��	
 ����	
  ��� 
�!"�#���	
 �$
 %�& �'
  ���
��� ��

� ()�& %�& *�
+
��
���	
 ,
���	
 -��

. ����� /+ ����	 /+  

   
                                                                    0�� 1�� ���� 2)� 
��'�	
*  
                                                                    
�����

. 4

��  
��'�	**  
                                                                    5��
� /����
 /�& ����***  

  

) *
��6
 1�
��27  /3  /2012 .  9� :� /+ 
���	 # 21 / 5 / 2013(  
  

���� ;<��� ����  
  

 ������� �	 
��
�
��� 
���
�� 

���� ���� 
������ ��� ��������
��:  
� .
��
�
�� 
���
�� ������� 

� .
���� 
�� �! 
���
�"#� ���� 

� .$�
%�� ��"��
� 
&����#� 
"�� ����� 

�  .'�
(�� 
)��� ���� 

� .� �*�� +�
��#�� ,-�%��� ���� 

 ������� ��� ���.��.��&�� �	 
������� ,�� 
�� �	 /0
%�� �1� 2�"  
3�� '
 ��%&(� ��� 
����! ���4 5�4
�6� ��� '����� +3�
 2 )��
�� /0
%� 7��� ���4 +3� ��" ,� 
�� 8
 $
�%���9 / 54&�� 
��" +�4 '���384 /���;
9  
 <+� +� �%=& �! ���� $�& 
 ����� 
�
�(� 5�4 '
 � ��%�� +�! ���4� 

���� ���� ��%&! '
 � .�� ��  ���� 2�> 
������

� 

�)
�� 

���� ���� '�& 
���- 
�0"&(� $��1�� ��%  $�
%��&�3 �&��&��� �
��" 
���
�"#� �%=& /����� > ���
� $�
��%&(�.  

 �%& $� ��&��� ��"���4 2�"  $�4�(�� 
)��� �%=&'�
 $�(� ?��
�� 5�4 '
 
�
�(� =& /�� �
��& 9 
"�� �%

&����#� '��	 5����� ?��
�� �
! 9������ ?��
�� �	 � 
�� �! 
���
�"#� �%=&���� 9
 � '��
��
�
�� 
���
�� ������� �%=&  �	

8&���� ?��
�� 9���(�� @
���� ?��
�� $�
%�� 8
 ,-�%��� �%=&� '��	.  
 � A���
�"� 54&�� BC��� 2�":  54�&�� D����� ��� ���� E%&,�� 
�  �	 �3�
 ���;��0� 
������ $4
 
���%

*
��F���� ���� �0� � $�*& 

���� +��)� 
��
"��? � �1��.$�
%�� ��"   

	
 ����'	
:�����>� .
�	� 
�� ��
���� 9

���� ���� ��%&! 9$�
%�� �1� 9
���
�� 

���� ����  
  

                                                           
* �&��� ?���@A #��&B
  

�C ���A ������
 ���'A ��
�� �����A ���?)	
A .��
��  

** -
��A #��&B
  

�C ���A �'������
 ��A ��
�� �����A ���?)	
A .��
�� 
***  0	�.

��'�) ���& ���

�(DA  #��&B
  

�C ���A ������
 ���'A ��
�� �����A ���?)	
A .��
�� 



$�
%�� �1� 2�" 
���
�� 

���� ���� ���.�                                                              G�&�� 9
���&��- 9��� H�* 

88 

 �����  _  �����	
 ���

�	
� �����	 ��
�� ����� �����������	
� ��������
 ����	
 ) ����	
35) ���	
 (3 (2013 

Tishreen University Journal for Research and Scientific  Studies -Economic and Legal Sciences Series Vol.  (35) No. (3) 2013 

 
Influence of Perceived Service Quality on Customer's Satisfaction: 

A Field Study on Customers of Commercial Banks in Tripoli, Libya 

 
                                                                                                                                           Dr. Salah Sheikh Deeb

*
 

                                                                                                         Dr. Shiraz Traboulsie
**

 

                                                                                                         Jumah Ali Darbouk
*** 

 

(Received 27 / 3 / 2012. Accepted 21 / 5 / 2013) 

 

����  ABSTRACT   ����  

 

The aim of this search is to identify the influence of perceived service quality on 

customer's satisfaction in the Libyan banking sector. In this research, we are using service 

quality dimensions (Tangibles; Reliability; Responsiveness; Assurance and Empathy) for 

measuring customer's satisfaction.  

A survey study of bank customers in Tripoli, Libya was conducted. The total number 

of valid questionnaire on a sample of 384 individuals who have a current account when 

dealing with the bank. Reliability and validity were tested. 

The findings of this study state that there is a positive relation (direct proportion) 

between perceived service quality and customer's satisfaction. These dimensions from the 

customers' viewpoint were in order of importance: Assurance, Responsiveness, Reliability, 

Tangibles, and Empathy. 

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

Libya. 
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�U��	
 -��� #����) ��9� �&
��������
 #���	
  �&����( ,
���	
 /+  ��

�	
 #��(X3) 
 /I�

���	
 )18 Q19 Q20 Q21 Q22:/	��	
 #���	
 /+ �$�
�� �M�H��� /�	
� ( 

  
 ����	
 ��
 #���)7( �
(���6
 ��>��	
  #�� ��!����	
 �����6���� �&
� 0��� ,�������
.  

+����  ���&%��   -����
��4���&  

 ,��4�#�
N���%
��  

+�)�� 
%
�&����  

�������   
���

)	��
��  

18  , �� ��/���> ���4�� I�	 
��3���& ,� 
��&.  3.29 1.029  65.8 3  
-���
  
19  ,6�
 ,� 
�� &��$%;��& +�)�� 

���� 2�
 G�.  3.26  .999 65.2  4  
-���
  
20  �;6�
 $�
%�� 
%��� 

�� '�
�)� ,� 
�� .���.� '��  3.35  1.034  67  2  
-���
  
21  �;6�
 ,� 
�� 2�" ���%��� +C�� G��"��
�.  3.15  1.053  63  5  
-���
  
22  ;6�
 '���.�� # ,� 
�� �G&�- 2�" ���� �	.  3.78  1.053 75.6  1  
���"  

-���
�� ��� ���%&� $�
%�� ��"��
� 
&����#� 
"��  3.37 .698 67.4  
-���
  
�C� 4Q� $��4��� :�� 
��)  +������&�� B
���&SPSS  ��� >18(  

  
 @�)�����&%�� '

 ��,���8 ���	� &=%�  )22إلى  18( �� �	 
&����#� 
"�� $4
  �4���� 5�4 954&��

 
�&��4�� ��-���
������&%�  =&�� ���'�& �% (3.78 - 3.15) 9 <'! '�&�� 54&�� +3��" 8�� '����  �%
 +3��� '" 
)&�� 
	
& 
)�%�
�� ��
�����3� $���& �%=&�� � 
���%�� 
)	��
�� 
��2�" �����&% )22( ����
�)& '" 
-���
�� 
)	��
�� 
 ����&%�� 

9O��(�  O���/0
" ,�� 
��  <'! ��� 8��� 
���
�"#� �%=& �	-���
�� [�& 5�4 9
-���
 
���& ����� )3.37 (
&�N���%
 ,��4�� )0.698(  ��� 
����
�� 
)	��
�� 
��� M�;� ��@��)
  '
 $�!)2.50(.  
5 ( �

���	
 /�	
  #����	
 
�U��	
 -���) ��9� ��!	
���B
�( ��	
 /+ #���	
 N��,
  ��

�	
 #��(X4)  /I

�

���	
 )23 Q24 Q25 Q26:/	��	
 #���	
 /+ �$�
�� �M�H��� /�	
� ( 

  
 ����	
 ��
 #���)8( �
(���6
 ��>��	
 �����6  #�� ��!����	
����
 0��� , ��!	���B
� #���	
 N�.  

+����  ���&%��   -����
�&��4��  

 ,��4�#�
N���%
��  

+�)�� 

�&����%  

�������   
���

)	��
��  

23  +3& M�� G�%�� ,� 
�� �;6�
 G���.  3.45 1.063  69 2  
-���
  
24  �%*� ,� 
�� 8
 G�
�%� ��" '�
(�&.  3.49  1.037  69.8  1  
-���
  
25   ,� 
�� �;6�
'�&�3
 &�� 8
 +C�� $�*/0
%.  3.45  1.003  69  2  
-���
  
26  � �	 
	�%
�� F��� ,6�
��G�����;��� $� 2�" 
&��Q.  3.49  1.072  69.8  1  
-���
  

-���
�� � ������%& �� 
)�'�
(��  3.47  .833 69.4  
-���
  
 +������& �C� 4Q� $��4��� :�� 
��)�� B
���&SPSS  ��� >18(  

@�)� ����&%�� '

  )26إلى  23( )��� �%=& �	��� 8���'�
(�� $�
%�� 8
 ,�� 
�� �	 $4
 
������ 5�4 9
 
�&��4�� ��-���
�� �4��������&%�  =&�� ���'�& �% )3.45 - 3.49(9  <'! '�&�� 54&�� +3��" 8�� '����  �%
 +3��� 
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b ( /�	
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 N�( 	
 /+���,
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�	
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)27 Q28 Q29 Q30:/	��	
 #���	
 /+ �$�
�� �M�H��� /�	
� ( 

 

 ����	
 ��
 #���)9( �
(���6
 ��>��	
  #�� ��!����	
 �����6���� 0��� ,	
 N� ,.���	
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�&��4��  
 ,��4�#�
N���%
��  

+�)��∗ 
%
�&����  
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)	��
��  

27  �� �-%� ,� 
��$�
%  A�� �* A�
�
���.  3.39 1.029  67.8 1  
-���
  
28   $
" ��"���� 8�
�� 
&���
 ,� 
��/0
%.  3.27  1.116  65.4  3  
-���
  
29  �� 
4� 
 F��� ,� 
��$�
%  2��! '
F��
�
���  3.03  1.126  60.6  4  
-���
  
30  ��+3;�� ,6�
 &�-�
� G������4� �! G��
 ���.  3.30  1.117  66  2  
-���
  

�-���
�  ������%&� ��,-�%� $�
%�� 8
  3.25  .876 65  
-���
  
 +������& �C� 4Q� $��4��� :�� 
��)�� B
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31  $��! ,� 
�� ��
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�� ��� 8
 ��
�%� �.A�)	�
� A�4���  3.67  .935  73.4  1  
���"  
33  � �! ,� 
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�%���& �'
 ��-� 
4� ��� ��
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-���
  
34  $1	! ���
��#� �	 $
�%��� 8
 ��� ,� 
��.  3.45 .989  69  3  
-���
  
35  N��! # $��4� 
���
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,�  ��V �	 

$&)��
�� ���)��.  

3.44  1.017  68.8  4  
-���
  

-���
��  
�� /0
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-���
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 @�)�����&%��  '
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���� ���� 9 �4���� 5�4
��-���
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 +3��� '" 
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 #)� �� #���	
 
?I /+ �����	
 ���	
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������ $4
."  
:#����	
 
�U��	
  
��
�
�� 
���
�� �������(X1). :N���	
 
�U��	
 �1� '" $�
%��  

�)
�� 

���� ����

(Y).  
 

Correlations )11جدول رقم ال(  

 X1 Y 

X1 Pearson Correlation 1 .619
**

 

Sig. (2-tailed)  .000 

N 384 384 

Y Pearson Correlation .619
**

 1 

Sig. (2-tailed) .000  

N 384 384 

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

  
�$����� '
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�� ���  ��"��O���
 N���%
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�� ���! BC��� 2�"54�&�� +�����  $��4��� ���4�#� -��&.'���L�
�� '�&  

  
 Model Summary )12قم جدول رال(

Std. Error of 

the Estimate  

Adjusted R 

Square  

R Square  R  Model  

.56976 .381  .383  .619
a

  1  

                                                                                                   a. Predictors: (Constant), X1   
$����� '
 I1�� �M&���  <'! �� '�& -�&��#� $
�%
 

��N���� '���L�
 )0.619( �0" ���� 2�" $�� ��� 


 � 9
���- -�&����L��&�� ���4��� $
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 (R
2
 = 0.383)  <'! ��%� ���  
&���� �1�$�
% �� '" ���� 2�> ��%�
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�
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���
�� ������� 
&��& 38.3%  -)	2)&� �
�  O��! $
��%� ��%�9'�&�4�� �	 ��P� +�  �� 
�40  '
 M)4��
 b��
��� ����& 
�0%�� 
����� '���L�
�� '��� '#  <�& .���4�#� '��&� $��4� 
���� '
  
  



 )13(الجدول رقم ����
 ������ 
����� �����	
 #���� #��� ANOVA
b  

Model Sum of Squares df Mean Square F Sig. 

1 Regression 76.884 1 76.884 236.840 .000
a
 

Residual 124.006 382 .325   

Total 200.890 383    

a. Predictors: (Constant), X1; b. Dependent Variable: Y 
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 $����� �36� M&����'��&��� $��4� BC��� ANOVA 9���4�#� 
���%
 ��&��#  
�#��� O���
 <'! ��� 5�4
N���� )000(.  ���
 '
 $�! ��� 
���%
�� O)0.05( 
 <'! 2�> ��*� �
 %;��
 
)��� O���
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 ���4�#� '!� 9
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��)236.840 ( 8
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������� �3�
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�� 

���� ���� 
������ $4
.  

  
Coefficients

a              14(الجدول رقم(  

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

1 (Constant) 1.744 .117  14.925 .000 

X1 .530 .034 .619 15.390 .000 

a. Dependent Variable: Y 
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�� 

�� <'! $����� '
 I1�� (B)  N����� 
&��
)0.5309( �� .-��� �
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'���L�
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���- 
�0%�� '! 2�" �&���� 
���%
 ��&��#� .(B) ���� ��&��� �*P
 +�(z) 

�� '! ��� 5�4 (t) 

 
L��&��� 
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��)15.390(  � ��"'! ��� 
���)
�� P = 0.000 < α = 0.05  ��� ������&� $�
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�� '!(B)  
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:#����	
 
�U��	
 
���
�"#� ����  
���� 
�� �!(X2).  

:N���	
 
�U��	
  '" $�
%�� �1�

���� ���� (Y).  
  

Correlations )15  رقم  جدولال(  

 X2 Y 

X2 Pearson Correlation 1 .498
**

 

Sig. (2-tailed)  .000 

N 384 384 

Y Pearson Correlation .498
**

 1 

Sig. (2-tailed) .000  

N 384 384 

**. Correlation is significant at the 0.01 level (2-tailed). 
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)	
 ��
 #���16( Model Summary 

Std. Error of 

the Estimate  

Adjusted R 

Square  

R Square  R  Model  

.62875  .246  .248  .498
a

  1  

a. Predictors: (Constant), X2  
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�� �!! $
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� 9 +� O��9'�&�4�� �	 ��P�  �� '
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�40  b��
��� ��� 
����� 
�0%�� ��� ���.���4�#� '��&� $��4� 
����  
 

ANOVA
b                     #���� #��� 

����
 ������ 
����� �����	
  

 ( )	
 ��
 #���17  

Model Sum of Squares df Mean Square F Sig. 

1 Regression 49.875 1 49.875 126.162 .000
a
 

Residual 151.015 382 .395   

Total 200.890 383    

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

  
� �36� '��&��� $��4� BC��� $����ANOVA  N���� 
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Coefficients
a
     ��
 #���	
)18(  

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

1 (Constant) 1.861 .148  12.554 .000 

X2 .489 .044 .498 11.232 .000 

a. Dependent Variable: Y 
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����$
>	
:�!	�!	
 ��&
>	
 �� "� ���.� ����� � 
���%
 
�#� �%=& �4.� $�
%�� ��"��
� 
&����#� 
"��
��� 
������� ,�� 
�� '
 

�)
�� 

���� ���� '" $�
%�� �1� 2�" 9
���
�� ������ ��%&!
�&� 
������ $4
".  

:#����	
 
�U��	
 "�� ����
&����#� 
 (X3).   :N���	
 
�U��	
  

�)
�� 

���� ���� '" $�
%�� �1�(Y).  
 

Correlations )19جدول رقم ال(  

 X3 Y 

X3 Pearson Correlation 1 .664
**

 

Sig. (2-tailed)  .000 

N 384 384 

Y Pearson Correlation .664
**

 1 

Sig. (2-tailed) .000  

N 384 384 

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

  
$����� '
 �36� M&����  <'! ���� $)��
�� '���L�
�� '�& -�&��#� $
�%
 

��,�� 
�� �	 8&� $4
  
������

" ���
-���
 
�0 �L�& 5�4 
���-� )66.4(% 
���%
� 
��&)
 

�� ��� N���%
�� O���
�� ��" )0.01(9 $� 4��� 
� 
�� ���! BC��� 2�"+����  ���4�#� $��4� 54�&��.'���L�
�� '�&  

 

)	
 ��
 #���20( Model Summary 

Std. Error of 

the Estimate  

Adjusted R 

Square  

R Square  R  Model  

.54217  .440  .441  .664
a

  1  

a. Predictors: (Constant), X3  
  

 <'! $����� '
 I1�� �%
 

���& -�&��#� $
N���� '���L�
�� ' ).664(  -�&��� 
�0" ���� 2�" $�� ���
 O��! 
�4�� '
� 9
���-
L��&�� ���4��� $
�%
 

�� ��*� (R

2
 = 0.441) 9 '! ��%� ����� �1�/0
%  '" ����

 

���� 

�)
��
&����#� 
"�� ���� 2�> ��%� $�
%�� ��"��
� 
&��& 44.1% 9 +� O��! $
��%� ��%� 2)&� �
� ��P�
9'�&�4�� �	  ��b��
��� 
�40  '
 M)4��  
����� 
�0%�� ���#  <�&  .���4�#� '��&� $��4� 
���� '
  
  

ANOVA
b                       

����
 ������ 
����� �����	
 #���� #���  

   ��
 #���	
)21(  

Model Sum of Squares df Mean Square F Sig. 

1 Regression 88.603 1 88.603 301.429 .000
a
 

Residual 112.286 382 .294   

Total 200.890 383    

a. Predictors: (Constant), X3; b. Dependent Variable: Y 

  
'��&��� $��4� BC��� $����� �36� ANOVA N���� 
�#��� O���
 <'! ��� 5�4 9���4�#� 
���%
 ��&��# 

)000(.  O���
 '
 $�! ���
���%
�� )0.05(  

�� 
���)
&� 9N��%
 ���4�#� '!� 98;��
 
)��� O���
 '! 2�> ��*� �


(F) 
&��4
�� )301.429(  8

L��&�� 
������� �3�
�� )6.76( 
���&�� 
�1�;�� $�&�� +�%�� 
�1�	 E	� +�� 9! N! F�
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� ���.� ����� ! �4.� $�
%�� ��"��
� 
&����#� 
"��� 
���%
 
�#� ���� '" $�
%�� �1� 2�" 9
���
�� ������ ��%&

�&���� 
������� ,�� 
�� '
 

�)
�� 

���� 
������ $4
.  

 

Coefficients
a
              ��
 #���	
)22(  

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

1 (Constant) 1.167 .136  8.550 .000 

X3 .689 .040 .664 17.362 .000 

a. Dependent Variable: Y 

  
$����� '
 I1�� M&����  $�
�� 

�� <'!(B)  N����� 
&��
)0.689( 9.-��� �
!  �3	 F� N���%
��)0.040( 

�&���� 
���%
 ��&��#� .'���L�
�� '�& 
���- 
�0%�� '! 2�" $�� ���� (B) � �*P
 +����� ��&��(z)  '! ��� 5�4
 

��(t) 
L��&��� 
&��4
�� )17.362( '! ��� 
���)
�� ��" P = 0.000 < α = 0.05 > 54�&�� Z��� ������&� <'! 2�  

��
 $�
��(B)  <&%�� 
���%
.'���L�
�� '�& 
�)�)4 
�0" ���� '" � � 
�1�	 E	� 2�" '��&� ���� 
�1�;�� $�&�� +�%�

����� 
���&�� " Z��� ���.� ���� 2�N � 
���%
 
�#��%=&  

���� ���� ��%&! �4.� $�
%�� ��"��
� 
&����#� 
"��

�&���� 
������� ,�� 
�� '
 

�)
�� 

���� ���� '" $�
%�� �1� 2�" 9
���
�� 
������ $4
  .   

��$
>	
 ��&
>	
 :���

	
 "� ���.� ����N � 
���%
 
�#��%=& 4.� '�
(�� 
)��� 2�" 9
���
�� ������ ��%&! �
)
�� 

���� ���� '" $�
%�� �1�
�&���� 
������� ,�� 
�� '
 

�" . 

:#����	
 
�U��	
 � 
)��� ���'�
(�� (X4).  

:N���	
 
�U��	
 �1�  '" $�
%�� ����

���� 
��

�) (Y)  
  

Correlations )	
 ��
 #���23(  

 X4 Y 

X4 Pearson Correlation 1 .643
**

 

Sig. (2-tailed)  .000 

N 384 384 

Y Pearson Correlation .643
**

 1 

Sig. (2-tailed) .000  

N 384 384 

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

  
 $����� '
 �36� M&���� <'! � �	 8&����� $)��
�� '���L�
�� '�& -�&��#� $
�%
 

��,�� 
� $4
  
������

 ��
-���
 
�0" ��� 
���-� �L�& 5�4 )64.3(% 
���%
� 
��&)
 

�� ���  N���%
�� O���
�� ��")0.01( 

�� ���! BC��� 2�" $� 4���  54�&�� +�����.'���L�
�� '�& ��%�
�� ���4�#� $��4�  
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)	
 ��
 #���24( Model Summary 

Std. Error of 

the Estimate  

Adjusted R 

Square  

R Square  R  Model  

.55521  .412  .414  . 643
a

  1  

a. Predictors: (Constant), X4  
  

$����� '
 I1�� M&����  <'! �%
 

��N���� '���L�
�� '�& -�&��#� $
 )0.643 ( 
�0" ���� 2�" $�� ���
 O��! 
�4�� '
� 9
���- -�&���
L��&�� ���4��� $
�%
 

�� ��*� (R

2
 = 0.414)  '! ��%� ����� �1�$�
%  '"� ���

 

���� 

�)
�� 
)��� ���� 2�> ��%�'�
(�� 
&��& 41.4% 9��P� +� O��! $
��%� ��%� 2)&� �
� '�&�4�� �	9 
 ��b��
��� 
�40  '
 M)4��  '�& 
�0%�� 
������ �1�$�
%�  
)��� �����'�
(��  ���.���4�#� '��&� $��4� 
����  

  
ANOVA

b             

����
 ������ 
����� �����	
 #���� #���      
    ��
 #���	
)25(  

Model Sum of Squares df Mean Square F Sig. 

1 Regression 83.136 1 83.136 269.696 .000
a
 

Residual 117.754 382 .308   

Total 200.890 383    

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

  
 '��&��� $��4� BC��� $����� �36�ANOVA N���� 
�#��� O���
 <'! ��� 5�4 9���4�#� 
���%
 ��&��# 

)000(. 
���%
�� O���
 '
 $�! ��� )0.05(  

�� 
���)
&� 9N��%
 ���4�#� '!� 98;��
 
)��� O���
 '! 2�> ��*� �


(F) 
&��4
�� )269.696(  8
�� �3�
�� 
L��&�� 
�����)6.76( 
���&�� 
�1�;�� $�&�� +�%�� 
�1�	 E	� +��:  F�! N!

� ���.� ����� � 
���%
 
�#��%=&  

�)
�� 

���� ���� '" $�
%�� �1� 2�" 9
���
�� ������ ��%&! �4.� '�
(�� 
)���

�&���� 
������� ,�� 
�� '
 
������ $4
. 

  

Coefficients
a                   ��
 #���	
)26(  

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

1 (Constant) 1.543 .122  12.682 .000 

X4 .560 .034 .643 16.422 .000 

a. Dependent Variable: Y 

  
$�
�� 

�� <'! $����� '
 I1�� (B)  N����� 
&��
)0.5609(  �3	 F� N���%
�� .-��� �
!)0.034(  $�� ����

�&���� 
���%
 ��&��#� .'���L�
�� '�& 
���- 
�0%�� '! 2�" (B)  ��&��� �*P
 +�����(z)  

�� '! ��� 5�4(t) 
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� 
������ $4
".  

:#����	
 
�U��	
 ���� $�
%�� 8
 ,-�%��� (X5).  :N���	
 
�U��	
  '" $�
%�� �1�

���� ���� 
�� 

�)(Y).  

  
Correlations )27جدول رقم ال(  

 X5 Y 

X5 Pearson Correlation 1 .683
**

 

Sig. (2-tailed)  .000 

N 384 384 

Y Pearson Correlation .683
**

 1 

Sig. (2-tailed) .000  

N 384 384 

**. Correlation is significant at the 0.01 level (2-tailed). 
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�� $4
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���-� 
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 �L�& 5�4)68.3(% 
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�� ���  N���%
�� O���
�� ��")0.01(9  $� 4���
���! BC��� 2�" � 
�54�&�� +����� ���4�#� $��4� .'���L�
�� '�&  

  
)	
 ��
 #���28( Model Summary 

Std. Error of 

the Estimate  

Adjusted R 

Square  

R Square  R  Model  

.52995  .465  .466  .683
a

  1  

a. Predictors: (Constant), X5  
  

640�  <'! $����� '
 ��#� $
�%
 

�� -�&�� '���L�
�� '�&) N��0.683 ( -�&��� 
�0" ���� 2�" $�� ���
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�4�� '
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2
 = 0.466)  <'! ��%� ���  '" $�
%�� �1� ����
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���� 2�> ��%����  $�
%�� 8
 ,-�%��� 
&��&46.6%��%� 2)&� �
� 9 ! $
��%� +� O��9'�&�4�� �	 ��P� 
� 
���%
 ��&��#�# M��;�  <�&  �� '
.���4�#� '��&� $��4� 
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ANOVA
b           

����
 ������ 
����� �����	
 #���� #���      ��
 #���	
)29(  

Model Sum of 

Squares Df 

Mean 

Square F Sig. 

1 Regressi

on 

93.606 1 93.606 333.296 .000
a
 

Residua

l 

107.284 382 .281 
  

Total 200.890 383    

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

  
 $����� �36� M&���� '��&��� $��4� BC���ANOVA  
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�� 
���)
&�(F) 
&��4
�� )333.296(  8
 
L��&�� 
������� �3�
��)6.76(  
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�1�	 E	� +��
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���� ���� '"
�&���� 
������� , 
������ $4
.  
  

Coefficients
a                )	
 ��
 #���30(  

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

1 (Constant) 1.655 .104  15.922 .000 

X5 .564 .031 .683 18.256 .000 

a. Dependent Variable: Y 

  
 $����� '
 I1�� M&���� $�
�� 

�� <'!(B)  N����� 
&��
)0.5649( �3	 F� N���%
�� .-��� �
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���� ���� '" $�
%�� �1� (Y).  
��%�
�� �-��� ���4�#� b��
� ��&��� 2�" 54�&�� �
�"� 
�1�;�� ��� ��&��#�Multiple Linear 

Regression��
 ��L�
 '
 ���! F&��4 �	 ��.� N���� 9 $)X 8&���� ��L�
�� 

�)& P&���� ���4�#� $��4� +��� 9
Dependent Variable  
�)��
�� ����L�
�� 
"�
�
 $0� '
Independent Variables.  

 8&���� ��L�
�� '�& 
�0%�� $��
� $0� '
 G�� +���Y :
������ 
�-��� 
���%
��& 
�)��
�� ����L�
��� 

Y = α0 + α1X1 + α2 X2 + α3 X3 + α4 X4 + α5 X5 + e  
 5�4>:'  

Y ��L�
�� �� : '" $�
%�� �1� '" �<&%
�� 8&����

���� ���� 
���
��.  
X1.
��
�
�� 
���
�� ������� �%=& '" �g&%
�� $)��
�� ��L�
�� �� :  
X2 .
���� 
�� �! 
���
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�� ��L�
�� �� :  
X3%
�� $)��
�� ��L�
�� �� : .$�
%�� ��"��
� 
&����#� 
"�� �%=& '" �g&  
X4 �%=& '" �g&%
�� $)��
�� ��L�
�� �� :.'�
#�� 
)���    
X5 �%=& '" �g&%
�� $)��
�� ��L�
�� �� : .$�
%�� 8
 ,-�%���  
αi : 
 ���� ���4�#� �0
�%
 $�
�Partial Regression Coefficient '
 $�� 
 ���� $��
�� �! 9
L�
��.
�)��
�� ����  
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e �� �-��� b��
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#���	
 ) ��
31���� ���� (.���
�
 #  �������@  ���	
 �$
	
� Model Summary  
Durbin - 

Watson 
Std. Error of the 

Estimate 

Adjusted R 

Square 
R 

Square 
R  Model 

1.833 .46490  .588 .593  .770
a  1  

a.Predictors: (Constant), X5, X2, X4, X1, X3           b. Dependent Variable: Y 
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2
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�1��� �	 $ �4�� ��L��� �
�� ����L��� 2�>

���� ���� ��%&! 
 
���
��9 2)&� �
� O��! $
��%� ��%�  ����.
 '�� +�
'�&�4��& .  
  

#���	
 ) ��
32����
 .� ����� #���� ���� (�$
	
� ����B
 ��� ��)��	 

 ANOVA
b  

Sig  F Mean Square  df  Sum of 

Squares  
Model 

.000
a  110.299  23.839  

.216  
5  

378  
383  

119.193  
81.696  

200.890  
Regression  
Residual  

Total  
1  

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

 '��&��� $��4� $��� '
ANOVA  
�#��� $�
�4� '! ��� 9���4�#� 
���%
 ��&��#Sig = .000 '
 $�! ��� 9
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.000  5.242  .239  .040  .208  X4  

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