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O ABSTRACT O

The purpose of this search is to identify the relationship between the expected and
perceived service quality dimensions on customer loyalty in the Syrian banking sector. In
this search, the searcher used service quality dimensions (Tangibles, Reliability,
Responsiveness, Assurance and Empathy) for studding its relationship with customer
loyalty.

A survey study of bank customers in Syrian Coast was conducted; the total number
of valid questionnaires was 384. Reliability and validity were tested.

The findings of this search were:

e There are significant differences between the expectations of customers of
commercial banks in the Syrian coast to the dimensions of quality of service, and
awareness of these dimensions.

e There is a significant relationship between customer expectations for service
quality dimensions, and their loyalty to the commercial banks in the Syrian coast.

® There is a significant relationship between customer perception of service quality
dimensions, and their loyalty to the commercial banks in the Syrian coast.

Keywords: Perceived Service Quality, Service Quality Dimensions, Banking Service,
Customer Loyalty,

*Associate Professor, Department of Business Administration, Faculty of Economics, University of
Tishreen, Lattakia, Syria.
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.888 5 Lol ds Cala
846 4 comndl) oLeiaYly Calalail) Cula
AS)adll deadll 3aga aladd
.851 4 s palall Ealall sl
.865 5 Agdlaad) § dalacy! cula
.948 4 Aty e cils
917 5 Lol dsl Cala
.819 4 ol aleiaYly Calalail) Cula
912 5 el £Y

(18 _taa) SPSS galisl) alaiialy laay) Julatl) 1 juaal)

e ¢(0.949 ; 0.726) on cingly 38 #lis S W Jales dad O Gilad) Jsaall DA e Caalidl 5

Wpid) Aadll o el sy (Jte il el @i Gl 3 andisdl L) Al Glesans O ing

Ealll Galdy 15 «(0.70) oo ST o585 of ((Narver and Slater, 1990; P 5) gl sl Jlls Llas)
Ahall 3108 s Laly Alia) Al e o A L) dlla Gl
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:ABlial)y galidl
oty Gpand I Aubll e el e3all 138wy Gaald) o6 38 e Lafil] i e 2l
:Ahagl cislaay) Yl
aill ¢(s)lmall Calaily ¢ bl Jansgll) diiagll Cleliany) Clua ) Gl (e eial) 1aa Cangg
) it e e JSIg cGuplial Ble (e Byle JST (il Al
Jae dijlaadl B (Aadgiadl Augalall Aplall ulpadl a) Sl psial) (s AN ALY
() Jaall B Aagma Lgaills Allg (4 3 62 1) Al & (XT) Auh

pasalall il s Jsa Oisasall SiblaY Lkasl) clslasy) (3) o) dsaadl o
il | Ta@ | Gl | L W )
Yodpud) | lmall | ol

73 1.566 3.65 Gals Clis sedae 3 Capad) CilSa adigi 1
74.4 | 1.321 3.72 | e DA cll Giles iy CDgasi dgag adgh | 2
Ly daasll e Jpeanll ol i)

A Cipead) b dediio

1 75 1.250 3.75 el sl Gl il G adgm
3 74.2 1.171 371 | ey Chsyra Cipeaddl ihaal) adsd) Gl odsn | 4
] Jgasll
74 1.242 | 3.70 T palall aad S Java il

(18 J)ua) SPSS galipll alidiuly ibaay) Jolatll : jauaall)

G Al Jae Ciyliad) b Gad i) G galdl) Zold) Culsall aad @bl (4 1) oo ALY (s

Oe Al Ay agd Gfismad) O Gaiis (375 = 3.65) o andll 1 ALY dglual) Glasgidl Cagls

S8 adls Gl Gpladl edlee s Al IS e Aangial) Zaloall 4550 Jilay 2el) 13gy Alaiall ileasl)

s (1.242) ilme Cilailys (3.70) ASU Jawsgiall &y Cum cilausgio Gy dussalall Lpalall Cailsall 2
((2:50 e Bl) el diiall Asdlsal) Ay (3o

100 (5 + %) 4Badl YA G A0 Jglaad) Bg Joaadl 13 & Ll adl) Gilua 25 481 *
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Jaa dijlaal) B (Aadgidl Adlaadl o Lalac¥) ) Jiiual) jadal) el ) ALY -

ALfaad o Lalde) sy Chsasi Jss (ofisnad SblaY Lubuasl clplasy) (4) o) dssal oo

i il ol sy Ll s A
Yodynill @)kl sl
3 75.2 1.358 3.76 Bye sl e i IS0 Aadd) oyl (so% of 2o
1 77 1.332 3.85 | (s iy Cipad) 8 4 lledl 25 ol B35 |6
cserl il ) ae Rl dend aail) ¢ Undl
2 75.4 1.288 377 | ey ) claadll JS iy Copndll o3l of g | 7
Ll g
4 74.8 1.243 3.74 oapalls dilaall 75y Capadl silhge oy of wdgs 8
Conn Baddl) i 3 485 apanls ojladly Jaaal) e
lala
5 71.8 1.208 3.59 e 4 Jal Ule Lolaial Cipenall say of adsn 9
cdaend) 4alss
74.8 1.138 3.74 Alaadl f Aplacy) aed JSH Jass sidl)

(18 lsa) SPSS galill aladiuly Suasy) Judadl) : jaaall)

G Al Jae Cajladl b Aadgiall ddlaadl o dolae¥) s adly (9 ) 5) (e ALY Guis
Oe Al Ajee g sl G cpos ¢(3.85 = 3.59) Gu aadll aa ALY dglual) cllaugall Caagl
ALY S e Al Al Ao Jalay axill 13gs daleiall cileadl)

(3.74) AU Ll gl Cus ddangio Ay Anlaie¥) 2 s &l Gh Cpladl e (g5
(2-50 o o) Gulall dgial) 4l gal) dnpy 355 a5 (1.138) @l il

b (Aadgiall Jaead) Bacluay Llaiad) doju s) JEiwadl pidall (el AN ALY -z
(M) Joad) B Lagyma lgadlii Allg (13 12 <11 10) ALl & (X3) Lahal) Jaa Cijlaal

i) A il Cisasi Ja Oignaal) LAY bl clelasy) (5) o) dosall o

il | Yodgall adll | CGalad) | dawgll P g
@lad) | sl
4 68.4 1.276 | 3.42 | Lzl dhlal gsesiy Cipadl ilige (f adsn 10
i o lgils alaadl) i vl e
3 70.6 1.251 | 3.53 | chlaliaV Cipadl 3 oilga) cuminy of g | 11
Ao oy Chludinl)y (gol&All (o 3lls ape JS
1 75 1211 | 3.75 | oo ostatin Y5 05ty ¥ Gipadl ilige Of aign | 12
il e o)l
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2 72.4 1.277 | 3.62 saclusal Copenall Jd (e st @llia G xdgs 13
sa5a g dagyus Alale ladd iy ¢ Sleall
Jgle
71.6 928 | 3.58 Jsan) 2 lisa s Llaia) Ao jus 22 IS Jass i)

(18 J)lua) SPSS gealipll aliiiuly by Jalaill 1 juaal)

Jae Cajliadll 8 xdgial)l Jrand) 3acluses laial) deju 2xb adls (13 ) 10) (e ALY (i
Uyra 2l Gfigmnall G Gaiis (3.75 = 3.42) o 2xdl) s ALY dplaall il giall Cingli Cum Al )
Ly ge Al dasall An )35 (10) Jised) e Adangial) alsall Ay Jilay 221 13y Ailaiall ilardll e Aasla
(3.58) S Jawssial) s um Alle Aoy Aplae¥) axd il adls O Cijliadll edae a5 (gAY ALY
1(2:50 e Bl eliall diiall ABblsal) Ay o A5 ¢(0.928) (gilme il

Ll Jae cijlaall B Jaeal) aa (Aadgiall LYty 4G a)) Jiaall psiial) Gud A1) ALGY) -0
t ) Jgdadl A Aag aa gadli Allg (18 <17 <16 <15 14) 4Ll a (X4)

el g LTl AR Gy Cinmags Jsa Ofigasal) bl Libagl) s Lasy) (6) by Jssad) com
il aaill Ghay) | Ll ) A
%iwall | (laall | sl
4 63.8 1.264 3.19 | Liasis Lldia) Jaeall any Cipnd)) G aisi | 14
1 73.8 1.283 3.69 dulie Cipad) ol Jeadl Glels G odgs 15
ceDleall wreal
2 68.8 1.190 3.44 Sl oo Janll Galias 4l Capead) G adgs | 16
g Ll aslelaial

3 67 1.213 3.35 Cayaall ojisy 528 alaials Aoy dllia & adsn | 17
.M‘\J\.Aaj
5 63.8 1.264 3.19 Glalall Gl 3 oslelall agiiy of adss 18
cedeall Lalal)
69.8 1.047 3.49 O A&l axad IS Jass sial)

(18 Jsa) SPSS gualiyd alaiiuly ibasy) Julail) : jaaal)

Conslii G Auhall dae Cijlaall 8 dadgiall L)y A8 s a8l (18 ) 14) (e ALY (i
el e Al Ay agad) Gfisaall G Gais ¢(3.69 = 3.19) G 22 13a Ay Aplual) cilass gidll
A gl O jlad) (Sae gyy ALY IS o ddan sl Aalsall Ay Jia e 13gy daleial)
Aablsa) dapd (o8 s ¢(1.047) (e Cibails (3.49) S dangiall Al Cun idanigia Ay oleYs
(2-50 (e JH) uliall dyivial)
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L) Jae ijlaall b (Aadgial) Jped) ga cibleil a) i) patal) (e 3 ALu)-
tAY) ) B g e Lgaili Ll (22 21 20 <19) ALl 4y (X5)

aal) ga cilalail) ity Ciagi Jsa Crligaaall SllaY Lbagl cislasy) (7) 6 dssad com
il | Tl | Galat) | el Jlsadl) R\
%odgaall | lmall | bl
4 63.8 | 1.264 | 3.19 | s Cipadl po clliles ve (LU jeis | 19
cellaa¥) e slas daadl)
1 73.8 | 1.283 | 3.69 | e 5 cllay Copad) L8 oulalall dolu | 20
2 68.8 | 1.190 | 3.44 o i1 U (e Cipendll silh e 21

e lazl)
3 67 1.213 3.35 | clelislly ddyadl Capaall B oslalall el | 22
el e a3 )
68.2 | 1.024 | 3.41 Jraall o Cilalell aad IS Jaus sial)

(18 Jsa) SPSS galiyd alaiiuly ibasy) Julail) : juaal)

G bl Jae Gjladdl 8 dseall ge calalaill a2d a5 @il (22 L 19) e 3 (us
Of Al Ajee g sl G cpos o 3.69 =3.19) gu 2l 1aa ALY dgleal) cllauiall Cingl
Sl adly O Capaall ¢dae (535 ALY dglle o Ao il Aalsal) days Jiday el 13 dileiall cileadl)
G s ¢(1.024) gilme Cibailyy (3.41) JSU Davsgial) &l Cam cilaugio Gapay Jrenll pe Calaledll aa)
(2-50 e JH) (ubiall diall 2a)gall Ay

Lahall Jan cijlaall B (A9)aal) Augalall Aalal) uilsadl a) aulill il (s A1) ALY -
i) sl A Alagaa gadli Allg (26 25 24 23) ALY & (Y1)

Agugalall Gila cimagi Jga Odisasall Shilay diuash) clslaay) (8) by Jgaad) Com

i il *asdl) CahaN | daugll Jlgasl) A8l
%odgauadl) | laall | sl
2 70.8 | 1.178 | 3.54 CGaly ia jedae b Gl (iila 23
4 65 1.248 | 3.25 | Uzl sz DA el Giey lals o lead ang | 24
& et lElls Laxal) e Jseaall
s Gyl

100 (5 + %) 48adl J3A G Joaad) 138 b Apadl) 28)) Giloa o3 81 °
100 (5 + %) 4Badl J3A G A0 Jglaad) B9 Joaadl 13 & Ll adl) Gilua 25 a1 *
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3 70.4 | 1.218 | 3.52 el il oyl il e 25
1 71.6 1.174 3.58 yasll Jems Cagyra Capaall dlaall adsall | 26
)
69.4 | 1.001 | 3.47 fussalal) 2nd IS0 Lol

(18 Jsa) SPSS gualind alaiiuly ibasy) Julail) : jaaall)

Al Jae Cijlad) 8 Al Augalall Apalall cuilsad) s adls (26 ) 23) oo ALY uis
Al Adjpe pedl Gfisaad) G cpig (3.58 = 3.25) Ga el 138 ALY dgleal) Glaugiall Ciagly Cua
Al Bl Gladll edlee gy ALLY) Lulle e Dlall Aaloall Ay Jiday 2241 13y dileid) cilarall e
(1.001) ilme Cihailys (3.47) S Jansgiall by Cus cilasgia dayty dssalall Lalall cailsal) a2h il
{(2-50 oo ) Gubiall diiall A8 gall Aaps (o A

Ll Jaa dijlaal) b (AS,0al) Adlaaal) o Lalaie¥) aad) alill jdall Gadd ) ALY -
1Y) Joaadl & Lagaa Lgailis Allg (31 <30 29 (28 (27) ALY & (Y2)

Aflaad) Gl Cisagi Jsa Ofisasal) LY diagh csLasy) (9) oy dssal) G

i il 2l Glayl | das)) hsaall g
%dudll | laall | sl

5 68.2 1.169 3.41 Bye sl e dn IS Leadl) Capend) 55 27

3 71.2 1.172 3.56 pai] e Unal (o5 Ay Copendl 8 3 pad) el S5 28

dieadl le ) ae 488150 et

4 69.8 | 1.256 | 3.49 | .oasall cigll e ey A cilessll OS ay Cipendl o3l | 29

2 72.6 1.121 3.63 tvul) deaddl e [aalls ddlaall &3 Copadl galhga ER 30
dlala o szl o 8 Rty <l

1 73 1.172 3.65 Gaenll anls e 40 Jal Llle Lolaial Coyemall (52 31
70.8 .950 3.54 Alaadl o dolacy) aed S das sl

(18 J)ua) SPSS galipll aladiuly ibany) Jalatll : jauaall)

G Al Jae Caliadl 8 Adlaadl S Lolac¥) a5 adly (31 ) 27) e ALY Guis
Oe Al Ay agd Gfismad) O Gadis (3.65 = 3.41) o il 13 ABLY Aglual) Glasgidl Gl
ARG Al o ddlal) dagall dayn Jilay 2l 13gs dalaial) cileasl)

(3-54) < hugdl il Cus ddle day Aol s g adly Gh Gladl $See (g5
(250 (e ) Guliall Apvial) dablsall An )0 (& a5 (-950) lime alailyy
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Cijlaall B (Ag)aal) Juaad) Baslunay Lladiad) dopu a) aolil) il (s ) ALY

C

) Jgadl B Aagsma g2l (Allg (35 <34 (33 (32) Al o2 (Y3) Lubal) Jaa

Alatl) A8y il cisast Jsn lpasall GlaY dubuasl s liasy) (10) ) gl (o

il ol Glay! | Ll ) A
%ohuall | plad) | sl
4 73.2 1.478 | 3.66 o delge (e Jasally GhUAL ()gashy Cijunall sila g 32
Ngia e lgiyly calardll

3 75.2 1.186 | 3.76 D5 gy (S ilaliaY Capadll (8 il sall Cumiiy 33
Aoy chladial s g5l e

1 77 1.152 | 3.85 | .cllh e o) e opsldin Yy s aly ¥ Gopend) silige 34

2 75.4 1.132 | 3.77 | @lexd aitg s Maad) saelosal Cipemall J (go dlaxid lia | 35
Adle sasa cildg dagpus dlale

75 1.157 | 3.75 el Baclisay Alacia¥) de jus ad S Jas gial)

Jae Cajlad) 3 3550 Qaenll sacbiss Llaial] deju 2ad @dly (35 L 32) oo A1 (i

(18 Jsa) SPSS gualind alaiiudly ibasy) Julail) : jaaall)

Ujea 2l Gfigmnall G s (3.85 = 3.66) e el 1aa ALY dpliall il giall Cin gl Cum Al )
e g5 ALY S e Jhudl e Adlad) dsilsa) dapn Jila aal) 1ag ddleid) cileadl) e Al
Ghre Glaily (3.75) I hugial jl Cua daugie day Aolae¥l ad g adly G Caliad)

(250 (e i) Guliall Al 43sall dn )0 (3585 a5 (1.157)
Ll Jaa Cijlaal) 8 Jrand) aa (A5l la¥ly A8 a) auldl) psial) Gudl ) ALud)-L

) dpiad) b g e g il (40 39 (38 37 (36) i) (1 (Y4)

e pon Uy AR Gila i Joa Oipasal) SblaY Duagl s Lasy) (11) o Jgsad Oy

i il 2l Glay | L)l lsaall g
%duadl | @ladl | el

4 74.2 | 1.314 3.71 Lass Lldial Juenl) Capadl)  Jasy 36

1 79 1.180 3.95 ceSlanl) prend dpulic Copadll al Jeall Gle b 37

74.6 1.279 3.73 Aad ) Ll aslelaia) gl e Jeal) dalias asal Capadd) | 38

2 75 1.131 3.75 aBlan Cipenall 0585 5258 alaials ke cllia 39

3 748 | 1.111 | 3.74 #Dlaall Lalall cilalall CGopmal b pslelal) agiy 40
75.4 1.045 3.77 QL5 A& aedl S Jass il

(18 Jsa) SPSS gualiyd alaiiuly ibasy) Julail) : jaaall)
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G Ayl Jae Caleaall 8 send) ae A0l L A8 ax) &8l (40 () 36) (e ALY s
Oe Al Ay agd Gdismad) O Gaiis ¢(3.95 = 3.71) o il 13 ABLY Aglual) Glaugidl Gl
g dhy o Gjlad) edae gy Al S e dangiall 488l da)0 Jida a2 13gy Aalaiall cileasl)
A s a5 (1.045) (lae Ghaily (3.77) A bawsiall gl s e dapn oY)y A8 2
(2-50 oo i) (sbiall Ayl 48 sal)

(Y5) dahpall Jaa cijaal) b (AS0a) Jpard) pa cillanl and) il el (i Al AL o
() Joad) (B Aag e Ladlis g (44 43 42 41) ALY 4y

s pon CiBlatl Gl i Jsa Ofgasal) SlilaY dubagh s Lasy) (12) ) dysal O

il | e CahaN | Jaw)) Jgasll A8l
Yodnsdll | (Hlaadl | luall

-/ -

67.8 1.236 | 3.39 | .elaa¥) e sl daadll (s Copaall po clleles die GLYL i | 41

4
3 712 | 1.242 | 3.56 ot B ey Cipeadl i plelal) sl 42
1 | 746 | 1.147 | 3.73 daall e 2813 IS8 Cpien Cipemdl il ga 43
2 74 | 1.218 | 370 | e Aadl daded) e liSlly B padl Cipead b opslelall el | 44
s Slaal)
71.8 | 974 | 3.59 oand) pon Cialal) 3ed S Lasisial

(18 Jsa) SPSS gualind alaiiuly ibasy) Julail) : jaaall)

G Al Jae Caladl 8 30 Jheall ge Calaleill axd adly (44 ) 41) e ALY (uis
Of Al Ajee g sl G cpos ¢(3.73 = 3.39) Gu ol s ALY dgleal) cllaugall cagls
ah il ) G Gyl D (5305 ALY dalle o ddlal) A8 pd) daje Jilay 2 13g ddleial) cileasl)
el dayy 3585 Ay ¢(.974) @lme Galyails (3.59) LU lagiall &l Cus Uaugie Ay calilal)
(2-50 oo i) (sliall i)

46 45) L) & (L11) duhall Jan cijlaall Juaad) oYy aalil] piial) (i Al ALLY)-o
t A Jgand) 8 duag pa Lgailid llg (49 (48 47

Al Jaa cijlaall Jrad) 69 Jga ciganall clilay Lbuagll cilplaay) (13) 4y Joaad) cpu

Gl | adl | Gbad) | el Jpad I
Wil | (glmall | lal

2 74.4 | 1.148 | 3.72 | .0pAY) ) 4 Jalafi Al Capendll cilend e alad) DS J8 | 45

5 | 718 | 1.179 | 3.59 dapaill e Giny Gl dlijas ga Jabailly s 46

4 73.6 | 1.204 | 3.68 | .clijas e dpnbaidl) aglleel leleyy S @Dy Bliaal g | 47

100 (5 + %) 48l JOA (e Jsaall 138 o8 Al ) Cilosa o5 28l
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3 74.2 .990 3.71 Aeadll Dbl & JGY1 LAl e Gopenall 138 i 48
" S yadll
1 74.6 | 1.058 | 3.73 Aol gl A lae ae ST Al Jlacly ot 49
73.6 | .962 | 3.68 Jsanl) £¥5 pial IS Jass il

(18 Jsa) SPSS gualind aladiudly ibasy) Julail) : jaaall)

Lplual) Gl giall Gl Cun bl Jae Cojliaddl (Slaall Y5 (49 I 45) oo A8 i
Sl 2l 13g Aaleiall laral) (e A8yl Adyra gl Ofisnadd) G cpiiy ¢(3.73 = 3.59) g 2 12 ALY
il dan Ale Cipliadll 8 4S50 asal) e e Daadl oY G aad agle s ALY aaa o Allal) AEsal) da o
(2-50 e ) uliall Avial) A3 sal) An gy (3585 a5 (-962) @)l Cibailis (3.68) ASH Jaus il

) aluad lad) Ll

tAs¥) Asudl) dpuda il

Lold) Culgad) 22 gyl Jalud) 3 dplaill Cijliad) edlee Cilalg G Aysine cldEa) Gllia aa g
el 13] pgSaly ¢assaldll

A(X1) A salall Lpalall Cailsall 222 Agylatll Cijlaall eDlee a1 Jiicual) icial)

(Y1) s el Fpalad) gl 22 Aplaill Cijliaall e3lee o) aulil) tiiall

) el L il T Test jLas) gilis (14 ) ad) Jgaadl
Paired Samples Statistics

Mean N Std. Deviation| Std. Error Mean
Pair1 x1 3.7096 384 1.24260 .06341
yl 3.4720 384 1.00116 .05109

Paired Samples Correlations
N Correlation| Sig.
Pair 1 x1 &yl| 384 126 .000

Paired Samples Test

Paired Differences

95% Confidence Interval
Std. Std. Error of the Difference Sig.
Mean [ Deviation Mean Lower Upper t df [ (2-tailed)
Pair 1 x1-yl] .23763 | .86017 .04390 15132 32394 | 5.414] 383 .000

18 sl SPSS galin) aladiuly dbasy) Julail) milhs Lo Uy ,cald) 93] Gt juaall

sinas g8 bloyl say (0.726) Y15 X1 gpsiall G Bliy¥) debee G lad) Joanll (e gy
AL Apajil) Gy aaell Ay (miy Jullyy P— value = 0.000 < 0.05 dad (s ,5% Vs i
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okl Cailsal) aedl gsall Jalud)l & dplaill Cojliadll odee Gladg (u dygine QDA ag 4l
L2l 13¢] agShaly s saldll

1A A Al dua Al

S Anlae) 22l gpall Jaludl b Ayl Cojlad) (D ciladg cp Lsiee ) Gls aa g
caall 13¢] agSaly ¢dlaanl

- (X2) ddlaad) § dalae) 2 Alail) Cojlad) ¢Dlae il Jiial) yiial)

(Y2) ddlaadl 5 dalae¥) 22 dplaill Cojlad) ¢dlae &) i) yial)

A0 Ao il A )dll T Test jLad) gilii :((15) ad) Joaadl
Paired Samples Statistics

Mean N Std. Deviation| Std. Error Mean
Pair1 x2 3.7417 384 1.13815 .05808
y2 3.5479 384 95014 .04849

Paired Samples Correlations
N Correlation|  Sig.
Pair 1 x2 & y2| 384 .854 .000

Paired Samples Test

Paired Differences

95% Confidence Interval
Std. Std. Error of the Difference Sig.
Mean | Deviation Mean Lower Upper t df |[(2-tailed)
Pair 1 x2-y2 [.19375( .59340 .03028 13421 25329 16.398| 383 .000

18 sl SPSS galin) aladiuly ibasy) Julail) milhs Lo Uy ,dald) da) Gt juaall

Ginas s bloyl say (0.854) Y25 X2 gpsiall G Bliy¥) debee G bl Joaall (e gy
A LAY Gy, aael) dpmjp i ULy P- value = 0.000 < 0.05 Zad &y 5% AV (ssine
S Ayl sl gysadl daludl G dplaall Cojliadl odlee Glads oy Lgie Gl g 4l
call 13g] 2y cdlaanl

SN de 8l L Al

i) Aoy 22 sl daludl L Alaill Cojliadll eDlee Cilads g dysine OGS Gl a5
L) 13 peShals ¢ Jaanll 3ac Lusag

A(X3) Jsenll 5ac Lisa s lain¥) Aoy 22 Aplaill Cojliaall Dlee e Jilal) yiciall

A(Y3) Jaenll 8ac Lisa s stV Aoy 22 Aplaill Cojladl) Slee ) caglil) il
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LY Ao 8l Az 8 T Test Lidl milis :((16) a8 Jgaad)
Paired Samples Statistics

Mean N Std. Deviation| Std. Error Mean
Pair1 x3 3.5814 384 92896 04741
y3 3.7572 384 1.15781 .05908
Paired Samples Correlations
N Correlation|  Sig.
Pair 1 x3 & y3] 384 373 .000
Paired Samples Test
Paired Differences
95% Confidence Interval
Std. Std. Error of the Difference Sig.
Mean | Deviation Mean Lower Upper t df | (2-tailed)
Pair 1 x3 - y3] -.17578 | 1.18328 .06038 -.29451 -05706 | -2.911 |383| .004

18 _)aa) SPSS galisl) alaiialy baay) Jubadl qilii o 5y, caldl 232) Gt jiaal)

Gsinay Cumia Ll 55 (0.373) Y35 X3 il g W) Jalae & i) Jsaall e ey
AL plajdl) Jibly anell Ay jd iy Jullyy P— value = 0.004 < 0.05 dad (s ,5% AV i
i) ey 22 gysad) Jaludl 8 dplaill Cojliadl sdee Giladg G Asiee DGR aag 4l

-2 13gd agShly ¢Jsanl o Lisa

rdagll e A dpda il
Gl 3 gypd) Jalul b Al Giladl Olee ilads g dsie DA s aag
221 13¢] agSl; ¢ i) LiiaYs
- (X4) sl aLeally Calalaal) 2 Apladll Cijladl sSlae iladsh 1 Jiual) gical
(Y4) ail ALy Callel) 2 Apladl) Coladl oSae @l gyl ial)

Aaylyl) Ay l) A dll T Test HLad) gilii :(17) o) Jsaad)
Paired Samples Statistics

Mean N Std. Deviation [Std. Error Mean|
Pairl1 x4 3.4995 384 1.04709 .05343
y4 3.7776 384 1.04500 .05333
Paired Samples Correlations
N Correlation|  Sig.
Pair 1 x4 & y4| 384 330 .000
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Paired Samples Test

Paired Differences

95% Confidence Interval

Std. Std. Error of the Difference Sig.
Mean [ Deviation Mean Lower Upper t df | (2-tailed)
Pair 1 x4 -y4]-.27812| 1.21046 06177 -.39958 -.15667 | -4.503 (383 .000

18 _)aa) SPSS galisl) alaiialy baay) Jabail qilii o 5y, caldl 238) a t jiaal)

Gsiray Camaa i) sa5(0.330) Y45 X4 cppsnad) G BaloyV) Jalas G i) Jpaall (e ey
Aad) dudajdl) Sy aaal) A =iy s P— value = 0.000 < 0.05 4ad (s 5% AV (s
alaa¥ls Calaleil)l 22 (ol Jalull 4 dplaill Cijliadll odlee Glads o dsine Gl g 4l
el 3] g€y ¢ adll
tAald) de 8l A 8l

s A8 2 gall Jall) b dladl) Coliaall Olee Gl o sine QA dla g

a3l 13g] agShyals

- (X5) QL5 A8 2 Aylaill Cojladl) (Dae il g Jiiual) yial)
(Y5) QL5 48 2 dylanll Cojliadll eSlee Sl taqlil) yiall

Laldl) Ao @) A B T Test Ladl milii o 18) a8 Jgaad)
Paired Samples Statistics

Mean N Std. Deviation| Std. Error Mean
Pair1 x5 3.4180 384 1.02408 05226
y5 3.5944 384 97490 .04975
Paired Samples Correlations
N Correlation|  Sig.
Pair 1 x5 & y5] 384 261 .000
Paired Samples Test
Paired Differences
95% Confidence Interval
Std. Std. Error of the Difference Sig.
Mean [Deviation| Mean Lower Upper t df | (2-tailed)
Pair1 x5-y5|-.17643| 1.21577 | .06204 -.29842 -.05445 | -2.844 | 383 .005

18 sl SPSS galin) aladiuly dbasy) Julail) milhs Lo Uy ,cald) da) Gt juaall

Gsizas Capman b)) 5a5 (0.261) Y55 X5 oyl o Bloy¥) Jales O bl Jsaall (e gy
AL Auajil) Gy aaell Ay (miy Jullyy P— value = 0.005 < 0.05 dad (s 5% Vs i
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o)

p6Shals ¢ ola¥ls AR 22 (gypud) Jaludl B Al Cijlad) edlae sl G Aagine SR a5 4l g
WA N

aeNs Oy daadll am Al edleall Ciladg Ga Lsiee ADe Sllia aag (ANEN i) Al
cosedl Jaludl 8 Alanll Cayladll

A(X) Leasll 53 ala eDlaall Clad gz Jiaal) yiiall

(L11) aplail) Coyliaall ¢ Denll ¢V taulill icial)

Pl LS Ayl Al Az il jlaailg Jaly¥) Jidas A il

A0 Lot ) dpuia A Jal ) Judas il (19) a8y Jgaad)

Correlations

X L11
X Pearson Correlation 1 .378*
Sig. (2-tailed) . .000
N 384 384
L11 Pearson Correlation .378*" 1
Sig. (2-tailed) .000 .
N 384 384

**. Correlation is significant at the 0.01 level

18 _)aa) SPSS galisl) alaiialy baay) Jabail qilii o 5y, caldl 232) Gt jiaal)

A LY dalee A O L1T ol rially X Jiisd) i) o 28l Bl V) Jilas (ye gy
.473.3)}: Al 528 ot;:\\} ,u.})yu.d\ O M:JM .La\..ﬁ)\ 4;).) g ‘:J:; dd.\” \-\A} (0378)

A Aaayi) Apapdll ani¥) Jlad il £(20) by Jgaad)

Model Summary

Adjusted Std. Error of
Model R R Square | R Square | the Estimate
1 .3782 143 140 .89227

a. Predictors: (Constant), X

ANOVAP
Sum of
Model Squares df Mean Square F Sig.
1 Regression 50.614 1 50.614 63.574 .0002
Residual 304.126 382 .796
Total 354.740 383

a. Predictors: (Constant), X
b. Dependent Variable: L11
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Coefficients?
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.240 187 11.969 .000
X .403 .051 .378 7.973 .000

a. Dependent Variable: L11

18 _laa) Spss gualis) alaiialy baay) dail gl o 5l caldl 238) G 1 jsaal)

) Tliiad Apll) Auagyl) dasdl) LAY z3sadl dadia il ANOVA ol Jilas Jpan (e oy
Lsinall (g5ine die Aygina a5 (6.69) Aalllly Adsaall el e (63.574) Aadllls dygunall (F) dad ¢l
(14.3%) s iy adf 1 (0.143) 2ol a0mil) Jalas G J5 WS laitipe 480 (s5ine & 61,(0.000)
Giladgsi b Aalall cihrtll ) gysad) daladl 8 Al Cijliadl edaal) oYy 3 Alalall cibrill o
Gl Jsaall e ety LS, el 8 3355 o) Jalsad 25my 85 Log deaal) 5a5n 2l Cijladll o2 edlee
Jial) 13¢) Beta Jalas dad cialy Cum eDlanll ¥y 8 % dandl) ssa sl Cijliadll ¢dee iladg
Gsina ic (2.58) Al Asaall Z Gad (e el 25,(7.973) AxdLly dysenall (1) 3 AV 5,(0.378)
(0.403) (sslusis dysina B Jaall 4 31 LS ,(0.01) AV

O Ragine Wle dlin aag il (gl AN Al Lpdadl Gy cpnal) Taasd byl e Gl
@sall Jaludl 3 Aplaall Coyloaall a5 (s daddl) 53 sl ¢ Daall Ciladss

aes Cmy daadl) saga dlal Dlaall Glhal Ga Apsies ADle s aag AEGN dagi)) Al
c@osmal) Jaludl g dglall Cajladll

A(F) Bexdll 3apn slasl e Daad) @l)ya) : Jiical) icial)

(L11) dplail) Cajlmall ¢ Dlaall oV :aplil) yiiall

pol LS A Ayl L pall Hlaaiylg Bl ) Jdat dagm culS

R Aty Aoyl Sy Jalas quits (21) ady Jsaad)

Correlations
F L11
F Pearson Correlation 1 .813*
Sig. (2-tailed) . .000
N 384 384
L11 Pearson Correlation .813* 1
Sig. (2-tailed) .000 .
N 384 384

>, Correlation is significant at the 0.01 level

18 sl SPSS galin) aladiuly ibasy) Julail) milhs Lo Uy ,cald) da) Gt juaall
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o)

LY Jales e G LLTT sl psially FoQiid) piall oy 2800l bV dudat e ety
f\_m)la ADal) 28 o\;ﬁ\} ,u.a‘):\’.'lAS\ O 4_1&55 Ja\.u)‘ :\;)J Q99 ‘:J:; d.).\” \.\A} (0813) GA

AN Ayl Apa il )ani¥) Gulad guilii 1(22) o) Jgaal

Model Summary

Adjusted Std. Error of
Model R R Square | R Square | the Estimate
1 .8132 .661 .660 .56077

a. Predictors: (Constant), F

ANOVAP
Sum of
Model Squares df Mean Square F Sig.
1 Regression 234.617 1 234.617 746.100 .000%
Residual 120.123 382 314
Total 354.740 383
a. Predictors: (Constant), F
b. Dependent Variable: L11
Coefficients?
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 119 134 .892 .373
F .983 .036 .813 27.315 .000

a. Dependent Variable: L11

18 _laa) Spss gualis) alaiialy baay) bail qilii o 5l caldl 238) a1 jsaal)

Gl Tl AN gl A i) HLEAY z3sall Lndla ild ANOVA il Jilas Jsaa (he ey
G die dygima Ay (6.69) Aadllls Adsaall ied ce (746.100) Aadllly dsusd) (F) e ¢l
ot i€y 4l ) (0.661) A&l apantll Jales G i LS, ladiiye 480 (s50sn &1 sl ,(0.000) st
& Aalall eyl ) gyl daladl 8 dylaill Cajliadl odaall ¢V b dlalall <yl (e (66.1%)
Jsaadl e g WS lameall (3 3355 o] Jalsal dgny (85 ey ,Aeasll Baga sl Cijlaall 03 oSl i)y
gl Beta Jalee Ao cialy dum edandl o¥5 & i deadd) 5aga 2l Cijbad) Slee @by G Gilud)
(2.58) W Adsanll Z ded e el ooy ,(27.315) dalllly dypund (t) dad Ay ,(0.813) il
1(0-983) (sslasis dugina B Jsall dad & LS ,(0.01) WY (s5iann 3ic

O Aggine ADle llia aag ail of AN dawi)l) Lua)il) S caaml) dpiajd iy ol o Gl
cgsnd) Jalid) 8 Glaill Cojliaall aghls g cAeadl] 3aga dlall ¢ Dlenll &)
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tGlbuagilly clalitiuy)

ralaliiia)

olaly bl sdy bl Slaa) Jdaill s s caalll L a6 ) dasd) Auhall e Gl
AV il ) Jeagl) 2 duhal)

S dplaey) a2l gyl Jalull 8 Al Coliadll odlee lads Gp Aygine DA 251
caxl) 13¢] agShaly iflaadl

At e 22 (gysad) Jaludl 8 dplaill Gojladl) odlee e o dygine GRS 2052
L) 13 peShals ¢ Jpanll Bac L

alaial)y Calalaill sl gysudl Jaldl 8 dylaill Cojladl) ¢Dae laig o dysina A) 2253
a2l 13¢] agShaly ¢ padill

(Ol ls A8 22 (gyeull daludl 8 dplaill Cojladll Dae Ciladg o Ayiee QLGS aag—4
casll 13¢) agShol;

G Al Cojlaall ags Gms cieadll Baga el Dlaall Gilads G Lysine WD Al 2a5-5
cysadl Jalud)

G Al Cplaall aghs Gus deadl) sasa el eDeadl @y G Aysiee ADle Gllin 2256
cysad) Jalud)

tluasil)

Jaludl b Aplaill Cojleaall 5))0) Gald) aag Sl Gl laals Lawall Ll ml8 e 2Ly
JUNCCIRE PR DVRPIPA]

clanal) @l olat ¢ asll Uiy (s5ine o Cayaill 8y5 s o Dlanll Lot Al iladi) 5350y alaiaY) @
&b 0al eVl A aal Oy Jeall tie Lia)ll A5)n () Jmasll Gl lle 335a 3 Rk s 5% (s
cpeall ki Agas (e lele 3G 25l cAandll Baga lad e axd 9 Al L) lieY)

il iy Clals Apeag lgilend saga ull bpaie ol ehals Luhall Jae Cijlad) old 5)5 a0
cluhal) Gl il ¢ g 8 A ) laddll 33sa Caunt e Jaally (LeDlee

S A i sleladl o ccnliadl dlee lgady ) elsu LelaY) ISEY) gaise
okl (e Alle dapy o dudlial) sand Ay Jl 6 Lagaed diipadl clodl) sasal aiud) (el
cDleall e gy )

i cAasid) ilardll 3agn (gsie e Capmill 5)50 JSns Cipead) J8 e lubally Cusadl o)l @
Ly Ja¥) dlsh e ol Jal e clldy clgialled Cancall Laliis olgisiiy leae i) 56l Lalis aaad o Sa
bl Jaad) Cilaal anl (e yiing (52ly Jpanl ¥y GBiind ) Ysems oDlaal) pa
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