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Abstract

This study aims to investigate the contributions of knowledge management in
improving the quality of banking services of the five dimensions, as well as
what is the impact of demographic variables on the quality of banking services,
in banks under study.
To achieve the objectives of the study was designed two questionnaires, one
directed to the workers as employees on one hand and as internal customers on
the other hand, and numbered 65 workers, and the other directed to external
customers where the number reached 97 customer.
To test the validity of hypotheses that were put forward were followed
descriptive analytical method and used statistical analysis tools, depending on
the output of SPSS program.

The study found the following results:

» There is a statistically significant relationship between knowledge and the
quality of banking services management requirements;

* There is a statistically significant relationship between the processes of
knowledge and quality of banking services management;

* There is a statistically significant effect of spirits between knowledge and the
quality of banking services management requirements;

* There i1s a statistically significant effect of moral knowledge among the
operations and quality of banking services management;

* There were no statistically significant differences in the quality of banking
services related to gender differences for workers;

* There are significant differences in the quality of banking services due to the
variable age, years of experience, educational qualification differences for
workers;

» There were no statistically significant differences in the quality of banking
services due to the variable age differences for customers;

* There are significant differences in the quality of banking services related to
gender, educational qualification differences, and function for customers.

Key words: knowledge, knowledge management, quality of service, the quality
of banking services.
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< 5% 10l (6f €0,01 23 Apslusall dygiaadl ANV AN (g 5ine Ao 43T L 12ag
Lsime AN giue s pall Al Aball Al Jiiy (g hall) paall dpiajd (miy e
oMl Loy Jhadll #asan (oS5 8 Lagli) cangs Bpal) dalasll
:(b) il Jad aaiy) Jad dlalae Jral dpcilly Ciiagiin (ubila) JLad) v/

Ty = 6,688 :(gsluii b dalaall Lpilly 4 punall e Laay Cuingiin Hlidl ohal xie
Teab = 2,0003 : ed ccuidgiin (uliie Jpan (e daydiall (Tipp) Asanall dagll L
gy b ) Jaall syl bad Aoles dae 4 G e 13 Jay Ty > Ty 20 Laadls
to) 1 0,00 23 Ay sbosal) Ayginall VAN (55 dad 50ST Lo Va5 dlle dilian] dygina
A2 (ssime 3gam pall Sl Abad) Al Jiiy (g stall) adell dpajd (md ) adles co < 5%
agudl aal) jlaaiyl dad Alabee Jual dygina
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todal) Jasy Jadd) 7 dgadl) Aygina JLad) -
Feal = 44,732 155l Lgunall e Laay pld LA el vie
Frab = 4,000 : sed ¢ pid (ubia Json (ge A pdivsal) (Frgp) Wsanall dadll L
8293 sall AR Luyal Baag ducpinge Jiialll Aalae 1 e 138 Ju Foyp > Frap 1O B
AV gsie dad 43T La 1385 A8 yaall Cleadll 335y ddprall QLS) (adidn dglee
Lyl Jiig (Aggpieall) arell Gz (miy addes cor < 5% 1) @l 0,00 23 Ay slusal) 3yl
S Bl ad syl bad dlilas ygiae e (et S AL
tAgdpaal) cilasdl) Baga Ao Adpal) adg Ades iU 2
teh WS zasail) (oS A A ) lprially Gyl 2y Al cfpiia @
(Bie) Al 8yaiel A padl) Gladdll 305 Jicity
: odhal) Jaswy Jadd) gz dgalll Alslaa (oS @
2Aalal) dcal) aad) Javed)  dadll jlassy) Alabee 2l
y = 0,989 + 0,638 - 952

 odial) Jageuy (adl) zigail) ani o
s kel N A8l Ay —

assiall Lhaliy¥) A e dadll o2a JXN 7y, = 0,634 :(goled bliy¥) Jalae dad )
A padl Gladll sasas A pall Al ddae G Bagasall Aansally
 oaal) Sy add) gz dgaill 4y pucadth §a8Y) Al —
RZ 3021 Jalre Gl 55 A yeaal) lendl) 3a5a Ayeal) 2 Aglee i 1 Adjpes dal (1
R2 = (1,,)" = (0,634)2 = 0,402 (g5l waill Jalaa dad
Adypad cladll o judl 3 aalud Al Al dlee G o sl Jalead dadll 38 J
Gloadll saga it 8 Jas ) AV Qalsadl (e b (%59,80 Lifs «%40,20 Ly
Lol U5 WLl e Unal o) 2 3gaill A Layas o) ally A yadl)
%5 4ygina ggiua dic Japud) i zigaill §a8all allaall 4ygina Ll -
1(a) 3l dalrall duilly cuisgiin (Qubila) LEA) v/

Ta = 4,100 sk 5 all Aabeall Luilly &y pusnall 4 Lday Cuidgiins sl ¢lal N
Teab = 2,0003 @ ¢d cuidgiin (ulie Jsan (e daydiusal (Trap) Asanall dal) L

ddle dlas) dgina aia @ Sall el dad O e 13 Jy Tegy > Ty 20} B
< 5% 10l (6F 0,00 23 Apslusall Ay giaadl ANV AN (g 5ine Ao 43T La 12ag
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Lsine AN Ggiue dsms gl Al Al duapll Jiss (g dall) aaall dumpd iy 4oy
ol gy ol #asaill 0S5 Wla) gy Bpall dalaal
:(b) el ad jasi¥) Jad Alalaa Jead Aty ciiygin (ubie) L8 v/

Tp = 6,508 :(s5lui b dalrall dpuilly 4y guunall i Liday Cingiin )L o)l 2ie
Teab = 2,0003 : s cuidgiiv (ulibe Joan o Anjdiona) (Tigp) Aganall dasll L
gy b haped) el syl b Asles dae A O e 13 Jay Tegy > T 20 s
to) 1 0,00 23 A sbosal) Ayginal) AV AN (55 Gl 5081 Lo Naas Alle diliaa] dygina
A (g5t s pal Al Abad) A @l Jiiy (g hall) paell Aund by addes co < 5%
Lapd) dadl) jlasiV) Jad dlales Jual dysine
totial) Jasd] ad 7 igadl) dygina HLad) -
Feal = 42,348 (55l dysunall aind liday ,id lidl sl 2ie
Frap = 4,000 : ¢ < iid (ubia U e Aol (Frap) asaaall el L
8293 gal) 4Dl Luhyal Baag due gimse Jifiaill Aabas G e 13 Ju Fegp > Frap 181 Badl
AV gsie dad 45T Lo 13y A peaal) Cileadll 3asag 48 ymall luiSly e dglac
Lyl Jaits (Aygsiall) adell Gz iy addes cor < 5% ) 6f 0,00 2 Ay slusal) &yl
LSS Tl ) jlaaiV) dad Alalee Lygiae o a3 ALad)
tAgdpaal) cilasdl) Saga Ao Al opias Lles il .3
fol WS hgall (& b Ja ) curially Cappatl) S Al e @

(850) Aayli i€ Ayl lenil) 5058 Jisizy
(87mil) Aliusa 3y A prall (35 Aglee Jidh 25
o) Jaswy Jadd) gz dgalll Alalaa (oS @
sl Aaaall jaadl Jasa)  Jadll lassy) dlabes 32

y = 1,237 + 0,541 - 523

 oaal) Ty (Jadd) 7 dgall) apidi o
sAdal s ) ABNat) Aufyy —

Aansgiall L)Y 4D e daill o2 JX 7y, = 0,602 (g5 BliyY) Jalas A ()
A padl Glaadll Basay Adjrall o)A dlas (G 3393 5al) dnnsally
 oahal) Sy Jadd) gz dgaill 4 pucad) 508 Al —
eyl Jalae iliny a5 L peaall @ilexdl] 335 Ajaad) 585 Ades el oS Adjae Jal (e
R? = (ryy,)” = (0,602)% = 0,363 155k wssaill Jalaa had )
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A yadl Gladll sasa i 8 aslad el 580 dglee O o aanill Jalead Al 028 J
Gloadll sasa el 8 Jaw A gAY Qalsall e yud (%63,70 Liss %36,30 Ly
cosbil) ¢ B L) e Uaal ol zasail) 3 gy ol Alls 4 peadll
%5 dygina ggiua dic ) i zigaill §ya8all allaall dygina LAl -
1(a) Sad) dalnall dpilly cuiagiias (ubida) JLEA) v/
T, = 5,573 1(sbuii s yall Aaleall Apilly &y pusnall 4iad liday Cuidgiins Hlial) shal die

Teab = 2,0003 : e «uidgiiv (uliba Joan e Anpdivadl) (Tipp) sanall dadll Ll

ddlle dilas) dygina qiai @ all daadd) e O o 13 Jy Tegy > Ty 23} B
A< 5% ol sl 0,00 23 Lygldl) dysinall ANV AN (g 5ise dad 45T L 12a g
Lsine AN Ggiue dsms gl Al Al dum ) Jiss (g dall) aaell dumpd iy 4oy
ol Jagy ol #asaill (S5 A Wla) gy Bpall dalaall
:(b) sdiall Jad asiy) Jad dlalae Jral Lpailly cilygiin ((ubia) JLidl v/

Ty, = 5,986 :(s5bui b daleall Lpuilly 4y guunall diad Laay Cuidgiin HLa) elyal die
Teab = 2,0003 : s cuirgiiv (uliie Joan o Anjdiona) (Tigp) Aganall dasll L
gy b haped) el syl b Asles dae A O e 13 Jay Tegy > Ty 20 s
tol 6l 0,00 11 Ay slusal) 4y sinall ANVl (55ise dad 43T Lo 1205 cAille dglias) 4 sina
AV (gime dgas pall Al ALl dusdll iy (Ashall) paall dun s iy ey 0 < 5%
dapy aall syl ad Alibee Jaal ysine
podiall Jasead) Jod g dgadl) dygina L) -
Feal = 35,832 1(g5lust dysunall 4 liaay ,i lidl el 2ie
Frab = 4,000 : o3 ¢ pih (ubia Jsan (e Anpdiusal) (Frpp) sanall dedl Ll
8393 gal) A Ayl Baag due ginge Jiiall Aslae G e 138 Ju (Fgp > Frgp 18 B2l
Lyl AV goiie dad T L 13y Adypadl claadl)l sagas ddymall (a0 dlec
Al A il Jiiny (Aggjiaall) adall dpajd miy addes ca < 5% o f 0,00 =1 A5l
LSS Dol Tl jlaaiV) ek Alilbee dgine e aii Al
A paal) cilasdl) Baga o Abpall gudaiy )l Ades L0 L4
fol WSz hgall (€ Jam ) crially a5 Al Sysia @
(85%%) Aayli i€ Ayl ilenil) 5058 Jiaizy
(35mea) Al 3y Adpmal) bty )5 Alee Jid 1y
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1 odial) Japey Jadd) g dgadll Adalaa (pgSi o
) Araal) aad) sl dad jlasV) Aol 22l
y = 0,500 + 0,771 - x4

todal) Jas) ol g dgail) 4l @
skl Y ABal) Ay —

idas sial) Aulalii Y1 ALY e dadll o3 JX a7y, = 0,641 :gshd Bliy¥) Jalas dad o
Agdyad) Gleadll Basay Al Gk (a)sh dlas (B sasall Aangally
 odial) Sy el gz dgadll 4 pacadtl 5081 Al —
Jalre Sl o585 2 peaall Cilasall 3aga Abjaall Bl caysi ddas il oS Adjaa Jal (e
RZ paatll
R? = (1yy,)” = (0,641)2 = 0,411 :(gsbuis yanil Jalan dod
Gloaall Baga il 8 adlud Ajeal) Badii caysh dglee G o panill Jalead daill 028
Baga i B Jax ) gAY Jalsall g yuh (%58,90 Lify (%41,10 Ay A jadl
coobil) T ) e Unal of z3sail) 3 gy ol Alls 3 peaall cileaal)
%35 dysina g gime de bl i zigaill §ya8al) alleall dygina jLd) -
1(a) Badl dalrall dLuailly culagiion (abiba) JLa) v/

Ta = 1,626 (sl 5 yall Aaleall il &y punall 4iad lday Cuidgiins sl slal N
Teab = 2,0003 :ed ccizgiin ubite Jsan (e dadivndl (Tigp) Asaaa) dadll Ll
Lo 1aag dpilan) dyginay aiaiy ¥ @ o) daleall 2 G e 138 Jay Ty < Trap 20 Baadl
cadal) dum s Jib adde s e > 5% o (ol 0,109 :d Aysluall 4y ginall ANV (g 5ine Lo 43]

i)z dgaill (g lgida (Say el Jaledl 4o oli Ul

:(b) el ad j)asi¥) Jad Aalaa Jeal dpuadlly iy giin (ubiba) JLas) v/

Tp = 6,630 :(s5lui b daleall dpilly 43 guunall e Liaay g Hliia) e hal die
Teab = 2,0003 @ ¢ «cuidgin Gulie dsta 0o Aapdival (Tipp) Wsaaall Ladll Ll
@iy b ) addl jlaaiyl bad Aoles dae 4l G e 13 Jay Ty > Ty 23 Laadls
tol 610,00 = Ay slesd) Lyginall AV AN (ggivne dad 43T Lo 12y cille dlan) 4 gina
A2 (ssiue 3gag pal Sl Abad) Ayl Jiiy (g stall) aaell dpad (md ) adles co < 5%
dapy Jhaall sl bt Al Jadd dsine
: otial) ) ok g dgall) dygina Jlgdl —
Feal = 43,955 (g5l dysunall 4 laay ,i Hlidl shal 2ie
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Frab = 4,000 :¢d ¢ pid (ulia Joan (e Aapdivndl) (Fiap) Aganal dagll L

8393 gal) A Ayl Baag due singe Jiial) Aslae G e 138 Ju (Fegp > Frgp 180 B2l
Agginall AN (ggise Ao 43S0 Lo 12ag A paal) cilardll 5asas Adpmall Badad ayysi dplee (o
Al A il ity (Aggjtaall) adell Ay iy addey ca < 5% :of T 0,00 11 skl
CJSS lay laal) syl bd Alilae 4ygie e et Sl

Al Jae 3aUal sl jlaady) Judad @Gl Ctlad)
Joie i JS il Al o cddpeaall cileadl) sagas ddymal) )3 o AR Al )

o Ao S Aaalis g2 3a0 U et ¥ A padll Gladdll 335 Ao (Adjadl) 3)la) Slilae)
dslain iy chapuy zased S5 (8 ddpadl Gladll 3an Gouad o Apall 3l Glilee
A pad) ladll s3ga 3 Db bi5all Adjaall 5y Cliles Lo iy daae g dgad (oS
tAgdpaall cilardll Baga Ao A all 5y cilbiles il ¥yl

feh LS aawiall g dgaill opsS3  Jan Al clstially Caypeil) S5y sdadal) cpiia L1

(85588) a5y Ayl ilardl) B2sa Jisi 1y

(85%e) Alisa 5ywie€ A yral) L)y papdi Jidi 1 g

- (3yuil) Al 5y30eS A paall ()R8 Jaa 1 X

o (3ruak) Al 530S A jprall Baadais wsi Jiai 1y

) ALY Bl Y cBlalaa Jgan Jalad .2
V) Jsaal) s

ey Lo Altieall ol piall G 4800 Lol V) M alaa —

il 3 yially Al 3ymie JS G AN Ll ) - elae —

ALl Bl W) cBlalaa a8 :(24-111) 28, (§ganl)

&) pitial) y X1 X X3 X4
y 1 0,644 0,634 0,602 0,641
X1 0,644 1 0,418 0,328 0,490
X2 0,634 0,418 1 0,392 0,478
X3 0,602 0,328 0,392 1 0,509
X4 0,641 0,490 0,478 0,509 1

Spss zalin clajhda o ol Gllal) dae) (e @ yuaal)
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Asieall Chsiall G 48N Llsyy) clelas a8 oL Badl (24-11) &) Jsall DA (e
i) i) e spie ol elal) o Jie oS ¥ s cAiga IS day)Y]
: odal) aaial) dad o dgall) Adslaa (e .3

(eSS 3 Stepuise oapall jlasty) Adpl 4 Afaially coaaiall plast) GHla sas) Jesius
Op 4Dl alay) Wl apall JhaadV) Caa Jidy Cus .z dseill dualll gl Calide

My S @l g ey Walgyl ASY) Al clpaially sl paiall
el )aniy) A8y o dag paal) A UM Abiaal) gz Madl) i :(25-H1) a8, (gant)

Zagaill Ay ) dasal) Jalaa | Jalaa & iial)
sy | s Byual)
y; = 0,883 + 0,641 - x; 0,644 | 0,415 X1
y; = 0,336 + 0,498 - x; + 0,394 - x, 0,766 | 0,586 X1, X3
y; = 0,014 + 0,390 - x; + 0,307 - x5 + 0,339 .x, 0,819 [ 0,672 | xy,x5,x,
y; = —0,213 + 0,334 .x; + 0,250 - x5 + 0,293. x, 0,833 | 0,694 | x1, X3, X3, X,
+ 0,235.x,

Spss galin clajda o ol ldall M e aaall

ok Lo (25-111) 28, Jsaall (e Laadls

%41,50 » a5 5T Aty Al syaial) o & sl el Adiad) 5yl e

o) Joms waail Jalas g 1) I 533 Lap)D z3sal) ) oy Alisall 5pial) 3l vie

Aalil) 3 puiial) it e b Leaaagl lealad oy, X3 Gieiiall Of gl R3Sy, = 0,586
¢%58,60 dsny y
SV dears aanill Jales g liny) ) o bagps zasall ) x, kil sypaial dil) xic o
Y Al spaiall Cilpad i palid X, X3, X, haial of 6 REy ooy = 0,672
¢%67,20 4

el ol aaat Jales ST Leblsy zasatll 8 53sale Aiid) dayY) clpsiall JS 0580 Laxie

.%69,40 ouds iyl Jae spallall &
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Al DA ey apall el Aiph aadiuly i) bl Ga A5 28 ¢
O5S ¢ oNall aaidll ek sV 23l (365 8 Aag)Y) clpiall JS dpeal iy lgle Jaasdll
st Jalea ST Lt o
: sdiall aaiall ol dgall) Adalaa ceSi .4
A Axpall o) aaxiall ad jlaail) Alabes 22
y; = —0,213 + 0,334.x; + 0,250 - x5 + 0,293.x, + 0,235.x,
: odkal) damial) ol o dgalll ani .5
Akl ) ABNad) Ay o
fgobad daaiall ad Tl )¥) Jalas 4 )
O Basasall Apaylall ALl Y] ABL) Al 38 e dadl) o3 U5 Ry xoyoy = 0,883
(Arall Gudais aysi Adjrall (380 Abprall Al Al QLUS)y adl) i) il
(Al laddll 352 Aaglill 5yl
p odhal) i) gz dgadll 4 pucadil) 508 Al @
A pral) (5 A prall A A prall QLSly (and ) Al sl judi & A jea Jal e
RZ 2081 Jalae oluny a5 (A el cilanal) 539m) daglill 5 piial) (A el (Baadais a5
R? = (Ryy,x,xax,) = (0,883)2 = 0,694 :(ssus saxiall yonil Jalan ind )
Al syl e 8 aali Al chaidl G e soatl) Jelead dagll oda Ju
Ayl Jae spalal) a8 Jas 30 @AY dalsall e e «%30,60 iiis «%69,40 Ay
loo Lo legi piine (iala sa asenll o (ulil) ol L)l clasl o) 2 3gaill 3 Ly ol Al
el 2 3 gaill Adaus giall Apponadill 5l e Jy
%S5 Aygina ggiua dic adiall adl) zigaill §ya8all allaall Aygina Ll e
1(a) Bal) Aaleall dpilly ciiygiin (ubida) LI -
Ty = 0,861:g5kuii 3 yall Aabeall pilly &y gusnall 4iad liday Cuidgiins Hlal slyal die
Teab = 2,0003 @ ¢d «idgin Gulie dsta 0o Aajaivall (Tipp) Wsaaal) iadll Ll
Lo 1aag cdilan) dyginay aiaiy ¥ @ al) Jaleall 20 & e 138 Jay Ty < Trap 20 a3l
aaall Gz d Jiii adde 500> 5% 1) (ol 0,393 13 Aysbusall 4y ginall ANV AN (5 5iuse L 4]
i) 2 3saill (g lgida Sy jal) Jaledl 4o oli Ul
:(by) sdial) aamial) b jlasdy) bad Alalae clalaal dpailly cuid giiu (abila) JLod —
tgsbd by Glalaall Anally 4 gunal) atad Laay Cuingiin HL) o)l die
Ty, = 2,093 T,, = 3,281 T, = 3,421 T, = 3,969
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@i by aaxiall lad jlaadl) ad Asles cBlalas o O o 138 Jay Ty > Teap o) s
0,00 : Il o dygludl dygieall AVA s dad ] L ldag ddle dlan) dsiea
Al A dll Jiig (Apgphall) adall dump (i y e e < %5 1ol ol 0,04 0,02 0,01
axiall ksl dad Alabee CDalaal dygine ANVA (s5iue dgag (ali Sl
Uloas 3 dagill co Lol d5Uaie o Caidsfin HLas) Hladiuly lole Joasiall dagil) o2 o)
cuanill Jalass apaill jlaady) s aladin) Lavie Lgle
: odhal) asial) ok o dgall) Aygina LA -
Feal = 33,999 (g5l dysunall 4 laay yid Hlidl ehal 2ie
Frab = 2,520 :(g5luiié ¢ piid (uliia Joan (o Aadional) (Frgp) Wsaaa) el Ll
3293 gall ALYl Ayl Baag A piage Jiiall Aalae G Je 138 Ju Fog > Frgp 13 Bl
Grdals asi Al (A3 el Al Al QL) panadn) i) bl G
Lgaall AV (gine dad 4T Lo dag L (Adpaedl cloadll $35a) Aalill syeidly (Ajedl)
Al Apa il iy (Aggpteall) axell dpinjd iy addes ca < 5% :of i 0,00 1 A5kl
LSS damie adl) jlasiy) bad dslas Aysies Lo pati Al
obloally L Ll Al s A8 Aii)ys .6
pslsals g Ll all s 50 g gl A8MRD) U (S miay

adnial) Jadl) 7 dgaill Lty  Boudly g Luiial) ahll A8 :(12-11) 8, JS)

Scatterplot

Dependent Variable: y
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Spss zalin cilajda @ juadll
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Salls saall b Jsa d deay s Ll Dlaws of Jaad (12-111) o8, Jal DA (e
O @l Aiae sl Jhd laadV) Jiad Lagyd of e Jy ey Jlsde i) JSE
Ggha dalill 5 yaially dlid) Culyariall G A
g yial) S AUl e Bpmall ol aaial) el laad¥) g dlad ;LS
tAgugalal) dy Ao A8l 5y clles 5.1
foly LS dawiall e il oz dgail) (s 8 A ol pially Caypaill S tdapal) Cfpiia
(3500) Al 5 yaie€ A galall 2y Jiai 1y
(3rmeil) Al 530S A paall CLuiS)y padids Juad g
(8yuil) Aliiune 3030 A prall a3 il
(38) Aiisa ByiaS Adymall (335 Jidi 1 X3
(35mea) Aldiue 1S A paal) Baadaiy aysh Jiai 1 Xy
: odhal) ddaiall el 7 igal Adalaa (posi o
A Al Haial) saxiall ek jlaadV) dlalee 230

y; = —0,183 + 0,332.x; + 0,260 - x, + 0,224.x; + 0,305.x,

:odial) damial) ol 7 igalll A @
:Audali N ABNad) Ay —

fggbad 2aatal) lad Ll )V Jalas dad )
O Basasal) Apaylall Akl ) ALY Al 38 o Al o3 JN Ry y oy = 0,831
(Amal) Baadalis wysi Adyrall AT Ayl Al Adjrall QluiSly Gapdiln) i) Gyl
(Bamegalall 22y) Al 350l
odal) i) g dgaill 4 pacadil) 5)a8Y) Al —
A jaal) 5385 Ajrall Al A pral) QLS et Al pial) e o8 A jee Jal e
RZ 3aall Jalae ilias o g (A galall ang) Zaglill 8 pially (Adpaall Gualais a5
R? = (Ry,xixpnam,) = (0,831)% = 0,690 :(sslas aawial) ypaail) Jalaa Gnd
(%669 Loty Aaslil Bypaial) i aaled Akl i) G e sl Jalaad Zagl) 5328
& leaon ol s Auball Jae spallall o & Jax 0 gAY dalsal) e b (%31 LA
coebil) o 8 L)l e Uadl ol 7 3 gl
%5 Agina g gia de daial) il zisalll baiall (by)allaal) 4ygina sl —

tgsbtt by labaall unlly 4y pusnall 4 liday Cuidgiin LA ¢)yal de

Ty, = 2,690 Ty, = 2,916 Ty, = 3,016 T, = 3,920
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@i by aaxiall lad jlaadl) ad Asles cBlalas o O e 138 Jay Teyy > Teap 230 s
by ades 0l < %5 ol 6l dsiaadl ANA (g5 ad 43T L J3ag e Ailas) dygiea
Aalre CBlaleal 45ina AV (S5 s pall Al Aad) daajil) Jidi (A3 hall) panll 4
D) dad jlasi) dad
 odhal) aseial) ol o dgalll Aygiaa JLd) v/
Feal = 33,391 :(sslst Ayguonall 4iad Ly i las) el die
Frap = 2,520 :(ssbd « b (uliia Jsan (e Aapdivsall (Frgp) asaaall Lol Wl
33 5asall A Auh)al Baay due simge Jiial) Aalae G e 138 Ju Fy > Frgp 200 aadls
Grady apsi Al (A8 el A8 el QLSly (anal) Al Gyl
td Apglad) dygiaall AN (ggine dad 40] Lo Maay o (Lonssalall 2n) Aaglill syaially (48 el
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SPSS il alin il jde e ol Lggle Joand) 48lasy) Jslanll 2(02) pd) Galall

Reliability Statistics

Cronbach's
Alpha

N of Items

,845

4

Reliability Statistics

Cronbach's
Alpha

N of ltems

,894

12

Reliability Statistics

Cronbach's
Alpha

N of ltems

,993

22

Reliability Statistics

Cronbach's
Alpha N of Items
,985 38
Frequencies
Statistics
al a2 a3 ad
N Valid B4 65 65 65
Missing 0 0 0 0
Mean M 229 245 235
Std. Deviation 897 914 1,000 943
Statistics
h1 h? ha hd b5 hb h7 hg h§ h10 h11 h12
N Valid 65 65 65 65 65 65 65 65 65 65 65 65
Missing 0 0 0 0 0 0 0 0 0 0 0 0
Mean 242 234 21 229 245 226 223 240 229 2,62 257 251
Std. Deviation 864 87 897 914 1,000 815 915 1,072 914 860 684 664
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Statistics

c1 £2 £3 td i ] ¢7 c8 t9 10 11
N Valid fi5 f5 65 {5 f5 {5 f5 f5 5 {5 {5
Missing 0 0 0 0 0 0 0 0 0 0 0
Mean 2,69 2,60 2,34 2,58 2,55 2,49 251 2,63 2,46 2,1 2,74
Std. Deviation 400 862 736 830 402 773 831 928 792 914 923
Statistics
¢12 ¢13 ¢4 ¢15 ¢16 17 018 19 £20 21 ¢22
N Valid 65 65 65 65 i 65 il 65 65 b5 65
Migsing 0 0 0 0 0 0 0 0 0 0 0
Mean 2,68 1,86 238 2,55 243 1,83 271 2,66 240 2 242
Std. Deviation 886 768 896 B30 780 741 931 973 825 127 846
One-Sample Kolmogorov-Smirmow Test
3 "
) 65 65
NMormal Parameters® Mean Z2.4192 2.4776
Sid. Deviation 59365 79538
& hMost Extreme Differences Absolute 145 ASF
FPositive 145 157
Negative -.107 -, 100
Kolmogorov-Smirnovy = 1,166 G283
Asymp. Sig. (Z2-tailed) 132 OS2

a. Test distribution is Normal.

Regression
Model Summaryb
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,721° 519 512 55585
a. Predictors: (Constant), z
b. Dependent Variable: y
ANOVA"

Model Sum of Squares df Mean Square F Sig.
1 Regression 21,023 1 21,023 68,043(,000%

Residual 19,465 63/,309

Total 40,488 64

a. Predictors: (Constant), z
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ANOVAP

Model Sum of Squares df Mean Square F Sig.
1 Regression 21,023 1 21,023 68,043/,000%

Residual 19,465 63(,309

Total 40,488 64
b. Dependent Variable: y

Coefficients®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) ,606 ,237 2,5541,013

z J71 ,094 721 8,249],000
a. Dependent Variable: y

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,831°% ,690 ,686 ,44605
a. Predictors: (Constant), x
ANOVA"

Model Sum of Squares df Mean Square F Sig.
1 Regression 27,954 1 27,954 140,501/,000%

Residual 12,534 63,199

Total 40,488 64

a. Predictors: (Constant),

b. Dependent Variable: y

X
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -,216(,234 -,9221,360
X 1,113,094 ,831 11,853/,000
a. Dependent Variable: y
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,644% 415 ,406 ,61304
a. Predictors: (Constant), x1
ANOVA”
Model Sum of Squares df Mean Square F Sig.
1 Regression 16,811 1 16,811 44,732|,000%
Residual 23,677 63(,376
Total 40,488 64
a. Predictors: (Constant), x1
b. Dependent Variable: y
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) ,883 ,250 3,529(,001
x1 ,641 ,096 ,644 6,688(,000

a. Dependent Variable: y
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,634% 402 ;392 ,61994
a. Predictors: (Constant), x2
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 16,276 1 16,276 42,348(,000%

Residual 24,213 63(,384

Total 40,488 64
a. Predictors: (Constant), x2
b. Dependent Variable: y

Coefficients®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) ,989 241 4,100(,000

X2 ,638 ,098 ,634 6,508(,000
a. Dependent Variable: y

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,602% ,363 ,352 ,64005
a. Predictors: (Constant), x3
ANOVA"

Model Sum of Squares df Mean Square F Sig.
1 Regression 14,679 1 14,679 35,832/,000*

Residual 25,809 63],410

Total 40,488 64
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ANOVAP

Model Sum of Squares df Mean Square F Sig.
1 Regression 14,679 1 14,679 35,832/,000%

Residual 25,809 63(,410

Total 40,488 64
a. Predictors: (Constant), x3
b. Dependent Variable: y

Coefficients®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 1,237,222 5,573,000

X3 ,541 ,090 ,602 5,986/,000
a. Dependent Variable: y

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,6412 411 ,402 ,61527
a. Predictors: (Constant), x4
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 16,639 1 16,639 43,955/,000%

Residual 23,849 63(,379

Total 40,488 64
a. Predictors: (Constant), x4

b. Dependent Variable: y
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) ,500 ,308 1,626(,109

x4 771 ,116 ,641 6,630(,000
a. Dependent Variable: y

Correlations
y x1 X2 x3 x4

y Pearson Correlation 1|,644” 634" 602" 641"

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

N 65 65 65 65 65
x1 Pearson Correlation  |,644” 1{,418" 328" 490"

Sig. (2-tailed) ,000 ,001 ,008 ,000

N 65 65 65 65 65
X2 Pearson Correlation  |,634” 418" 1{,392" 478"

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

N 65 65 65 65 65
X3 Pearson Correlation  |,602” 328" 3927 1{,509”

Sig. (2-tailed) ,000 ,008 ,001 ,000

N 65 65 65 65 65
x4 Pearson Correlation  |,641" 490" 478" 509"

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

N 65 65 65 65 65

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

Adjusted R Std. Error of the

Model R R Square Square Estimate

1 ,644% 415 ,406 ,61304

2 ,766b ,586 573 ,51978

3 ,819° ,672 ,655 46694

4 ,833d ,694 ,673 ,45451

a. Predictors: (Constant), x1

b. Predictors: (Constant), x1, x3

c. Predictors: (Constant), x1, x3, x2

d. Predictors: (Constant), x1, x3, x2, x4

e. Dependent Variable: y

Coefficients®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) ,883 ,250 3,529(,001
x1 ,641 ,096 ,644 6,688(,000

2 (Constant) ,336 ,238 1,413],163
x1 ,498 ,086 ,501 5,790/,000
X3 ,394 ,078 ,438 5,063/,000

3 (Constant) ,014 ,229 ,063 ,950
x1 ,390 ,082 ,392 4,757],000
X3 ,307 ,073 ,342 4,199],000
X2 ,339 ,085 ,336 3,978,000

4 (Constant) -,213],248 -,861],393
x1 ,334 ,084 ,336 3,969(,000
x3 ,250 ,076 ,278 3,281(,002
X2 ,293 ,086 ,291 3,421|,001
x4 ,235 ,112 ,196 2,093,041

a. Dependent Variable: y
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,833° ,694 673 ,45451

a. Predictors: (Constant), x4, x2, x1, x3

ANOVA"
Model Sum of Squares df Mean Square F Sig.
1 Regression 28,093 4 7,023 33,999/,000%
Residual 12,395 60(,207
Total 40,488 64
a. Predictors: (Constant), x4, x2, x1, x3
b. Dependent Variable: y
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -,213],248 -,861],393
x1 ,334 ,084 ,336 3,969(,000
X2 ,293 ,086 ,291 3,421(,001
X3 ,250 ,076 ,278 3,281],002
x4 ,235 112 , 196 2,093(,041

a. Dependent Variable: y

Model Summary”

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,831° ,690 ,669 ,45805

a. Predictors: (Constant), x4, x2, x1, x3

b. Dependent Variable: y1
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ANOVAP

Model Sum of Squares df Mean Square F Sig.
1 Regression 28,023 4 7,006 33,391/,000%
Residual 12,589 60(,210
Total 40,612 64
a. Predictors: (Constant), x4, x2, x1, x3
b. Dependent Variable: y1
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -,183],250 -,732],467
x1 ,332 ,085 ,334 3,920,000
X2 ,260 ,086 ,258 3,016(,004
X3 ,224 ,077 ,249 2,916(,005
x4 ,305 ,113 ,253 2,690(,009
a. Dependent Variable: y1
Model Summaryb
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,797% ,636 611 ,50789
a. Predictors: (Constant), x4, x2, x1, x3
b. Dependent Variable: y2
ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 27,009 4 6,752 26,177/,000%
Residual 15,477 60(,258
Total 42,487 64

a. Predictors: (Constant), x4, x2, x1, x3

b. Dependent Variable: y2
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) -,096(,277 -,348(,729

x1 ,302 ,094 ,297 3,217(,002

X2 ,289 ,096 ,280 3,019/,004

x3 ,255 ,085 277 2,9941,004

x4 ,246 ,126 ,200 2,520(,047
a. Dependent Variable: y2

Model Summary”
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,834% ,696 675 46946
a. Predictors: (Constant), x4, x2, x1, x3
b. Dependent Variable: y3
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 30,219 4 7,555 34,279],000%

Residual 13,223 60(,220

Total 43,442 64

a. Predictors: (Constant), x4, x2, x1, x3

b. Dependent Variable: y3
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) -,3001(,256 -1,1741,245

x1 ,362 ,087 ,352 4,170],000

x2 334 ,088 321 3,781,000

X3 ,222 ,079 ,239 2,822|,006

x4 ,234 ,116 ,187 2,011{,049
a. Dependent Variable: y3

Model Summaryb
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,830% ,689 ,668 ,44358
a. Predictors: (Constant), x4, x2, x1, x3
b. Dependent Variable: y4
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 26,094 4 6,524 33,154/,000%

Residual 11,806 60(,197

Total 37,900 64

a. Predictors: (Constant), x4, x2, x1, x3

b. Dependent Variable: y4
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) -,258],242 -1,068(,290

x1 ,315 ,082 ,327 3,839(,000

x2 ,255 ,084 ,262 3,046(,003

X3 ,296 ,074 ,340 3,980,000

x4 ,196 ,110 , 168 1,783],080
a. Dependent Variable: y4

Model Summaryb
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,822°% ,676 ,654 ,48063
a. Predictors: (Constant), x4, x2, x1, x3
b. Dependent Variable: y5
ANOVA®

Model Sum of Squares df Mean Square F Sig.
1 Regression 28,869 4 7,217 31,242(,000%

Residual 13,861 60(,231

Total 42,730 64

a. Predictors: (Constant), x4, x2, x1, x3

b. Dependent Variable: y5
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -,208],262 -,795],430
x1 ,347 ,089 ,339 3,899/,000
x2 312 ,091 ,302 3,442(,001
X3 ,258 ,081 ,280 3,202],002
x4 ,205 ,119 ,166 1,723(,090

a. Dependent Variable: y5

Mormal P-P Plot of Regression Standardized Residual

Dependent WVariable: v
1
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Normal P-P Plot of Regression Standardized Residual

Dependent Variable: y1
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Normal P-P Plot of Regression Standardized Residual

Dependent Variable: y2

0,6 éimfs)

Expected Cum Prob

T T
0,0 0,2 0.4 0,6 0.8 1.0
Observed Cum Prob

202



Normal P-P Plot of Regression Standardizmed Residual

Dependent WVariable: w3

Expected Cum Prob
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Normal P-FP Plot of Regression Standardized Residual

Dependent Variable: yv4a4
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Normal P-P Plot of Regression Standardized Residual

Dependent Variable: vS5
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