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“The Effect of E-Banking Service Quality on Strengthening the 
Relationship between Banks and Customers: A Comparative 

Study on a Sample of Customers in Jordanian and Foreign Banks 
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 الحنون القلب ذلك إلى وأعطت أعطت طالما التي الطيبة الروح تلكإلى 

مسؤولا جعلني الذي
ً

  

 الخطأ وقت ... والشدة الخوف وقت الأمان كان الذي الشامخ ذلك

 إليك أبي

  

جعلتني رجلا إلى من 
ً

 السعادة ومصدر الحنان ينبوع ..... بحنانها

  إليك أمي

  

  الحياة هذه مشاق معي تحملت التي دربي رفيقة

  التي وقفت إلى جانبي في محني

  إلى من صبرت وصابرت

  إلى من علمتني معنى الأمل
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 ورعايتهم حبهم في لأتفانى

 اءحبالأ لياطفأ بذلك أبي تفانى كما

  محمد وصهيب وطلال

لهم جميعا ثمرة جهدي
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ABSTRACT 

 “The Effect of E-Banking Service Quality on Strengthening the 

Relationship between Banks and Customers: A Comparative 

Study on a Sample of Customers in Jordanian and Foreign Banks 

in Amman City” 

Prepared by: 

Ramzi Talal Hassan Al-Radaideh 

 

Supervised by: 

Dr. Laith Alrubaiee 

 

The entry of many foreign banks to the domestic market, backed with a 

capital of a large and significant experience and modern banking service to make 

banks Jordanian local in the face of an unprecedented, where she worked the banks 

of Jordan to develop its e-banking services to increase their competitiveness, like 

other sectors that may contribute to improving relationship quality with customers, 

and achieve their satisfaction through the modernization of services and service 

delivery through non-traditional, according to the latest types of technology available, 

in order to strengthening the relationship with existing customers and to enhance their 

bank and work to attract new customers. So this study aimed to determine the Effect 

of E-Banking Service Quality on Strengthening the Relationship between Banks and 

Customers in Jordanian and Foreign Banks in Amman City. 

The study involved a sample of 8 Jordanian banks and foreign by 4 Jordanian 

banks and 4 foreign banks, which were distributed (350) identifying, The number of 

questionnaires recovered (318) to identify by (90.86%), were excluded (32) 

questionnaires to the inefficiency of the analysis statistical, and thus the number of 

questionnaires valid and which were subjected to statistical analysis (286) to identify 
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by (82.21%), of the total forms recovered were used approach statistical descriptive 

analysis, where it was studying the impact of the quality of services, electronic 

banking dimensions (efficiency, reliability, confidentiality, communication, 

Responsiveness), on relationship quality dimensions (satisfaction, trust, commitment)  

 

The most important conclusions including the following: 

- The direct impact of e-banking service quality on relationship quality 

between banks and customers in the Jordanian banks was higher than in foreign 

banks. 

- Three dimensions of the subset of the e-banking service quality showed a 

direct impact on relationship quality between banks and customers is reliability, 

communication and efficiency when examination of the banks of Jordan while the 

dimension of the sub-secret service quality electronic banking appeared to him the 

impact relationship quality in foreign banks. 

- Reliability and efficiency are the sub-dimensions of service quality electronic 

banking, which appeared to have a direct bearing on satisfaction in relationship 

quality when examining the banks of Jordan, while only the sub-dimension of the 

quality of banking secrecy is a direct impact on the confidence of relationship quality 

when studying foreign banks. 

- Reliability and connect the two sub-dimensions of service quality electronic 

banking, which appeared to have a direct bearing on confidence in relationship 

quality when examining the banks of Jordan, while only the sub-dimension of the 

quality of banking secrecy is a direct impact on the confidence of relationship quality 

when studying foreign banks. 

- Reliability, communication and efficiency are the dimensions of sub-quality 

service electronic banking, which appeared to them a direct impact on the 

commitment in relationship quality when examining the banks of Jordan, while offline 

efficiency and communication dimensions of the quality of banking service have a 

direct impact on commitment to relationship quality when studying foreign banks. 
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- The absence of any direct impact after responding to relationship quality as 

far as the main or the sub-dimensions. 

The study recommended: 

- The need to emphasize the importance of the efforts of banks to improve the 

quality of services, electronic banking, and manage relationships with customers, and 

the banks to foster the culture of electronic banking services among its customers. 

- The need for Jordanian banks to develop their relationship with customers to 

achieve higher levels of satisfaction and confidence to be able to compete with 

foreign banks in this area. 

- On the banks of Jordan to take a series of actions to improve the quality of 

electronic banking services in order to be a strong competitor to other foreign banks, 

knowing that there are a number of Jordanian banks not covered by the study is still 

the level of electronic banking services is low. 

- The banks are conducting studies to follow up on all that is new regarding 

the development of banking services. 

- The banks are working to create an atmosphere of trust and confidence in 

its relations with customers. 

- Need to follow up recent developments in the field of e-marketing and 

access to customers through the latest electronic means as having a direct impact on 

the quality of banking services. 
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7�(��� 5��.��
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�# 5��!���5 5<
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/� 
�
�� 5��.�� $�� ����(� 5�)�
�
��# �2007  .( �:� �
* " 5��. 	�0//�  
�� 


�7��(Zeithaml, et al 2002, 267):   

5 ����)�� :  ا�,�Iءة-أ��.�� I��� ���./�A� 5����� 8&���� $�# 5����  ��.��� $�� '��!��

5 ������ 5��.�
  5� /���� 6
���*��� $��.   

� ��!��' ��:  ا*	�+�د�'-ب:5 �>!5&�  
�  ������� 5��.�� �
�!/ $.    

5�7 ��$ �*���
6 :  ا��
�'-ج
����%��*��C�
(��� 6
��. �7 .  


 5 :  ا*س��M!'-د�?� $�� '��!�� �:�	� �
��/��� 6
��.�� 	� �
�*�� 
����
 �/�� 5�4�=� 

�
�*�� ���1�� .  

���7
: ا*ت�0ل-هـ 	�*
�/�
 5��  �
(/� $�� 	4
 ;�� %
! # �
�� �
7�/� ��� %
�(?�� 

 	
7���� 	
  ���
 / ���
1/ �
(/�) �!�/���� 5��.�� ��!�.(  

����
� ���� :	
�0 5������� �
�*�� 	
  5��
� 5
��
 / 5&�� $�� 5�7
���� (Fournier,et 

al, 1998) أ%��د �وت�;�: ث5ث  

�; �@�
�:  	� F�/��@
��#��=� 	
  5��
!��� 	� ��
��� ��1��  	
 � Y/���� J����� %

 %��=�  ���  5!�*/��� ��1�� 6
*&�/) �	�(��1996 :71.(   
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R; ���
�:  6
���  ��*��� I�
�  	
*� C�(� 9
�/ 5
&��(��
  ��*��� B�& 6
���� �&"

 5����� 	� $��".(McClain & Duncan, 2001)  

,; 9���
6�:  	
  5�
!�� 5&�*�� $�� 5�7
���� '��/�� 5 E����� %
�(Zaltman & 

DeshPande, 1992).  
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����
� /�7
�  

����$
� .�$���
�� 1�J�
� R�%�  

 

)2;1:(�	��	
�  

)2;2 :(����%� ����	
� ��=�
� 

)2;3:( �	�

� ���� 

)2;4 :(�������
6� �����	
� �	�

� ���� 

)2;5 :(�
�$.����
�� 2�� 

)2;6 :(����
� ���� 

)2;7 :($���
�����$
� .�   

)2;8 :(����$
� .�$���
� �! �$���
� ��	� �	 
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2 – 15��!��� :  

�� B
��/�� ���� �/G�� 5
��*�� �7 	�!�� ��0
��� �
�*�
   6A��/��� ������� 	�

9�: �:"� ��/1��7� ����1� ���/ $�# 6�" �/�� 6A��/�� �7 �
�� �
:
1��� 5
�
�=�  B
��/��

���/�� 	� ��/�� ���1�B
  I C��*��� ��
�!/��Transaction Marketing$�#   ���1���

�4
!�� $�� %��*�� �
 /�� %
��� �5������ $�� 	"� 5������ %
�  6
&�� 5�
�� ��=� 8� 

�
�4��� 	� �
�G/�� ��. $�� '����� 5��.��� �
�/ A�� H�� ?�� ��4���� �����  C�*


 6
&�*�
  B
��/�
] Relationship Marketing�:G�  
� 	��
 	" �!!�/ 5������ 	� ';
� 

�5
�7
�/ �� �7 C(// B���" '��  H��(�� ���7
�/�� '�

;� ����� F�� �%��*�� ���� 

'��<� �/�� 6A
(/A� X
// 
�� ��� 	� �4
: 6
���*��� 	�� C�/.� ��
(���. 

��� 	��
 �
 /�� ��: ���/�� A��/ 

��� �7 51��1�� �/�� �!
� 
�
�� �B
��/�� �/��� 

	����� 	� 	" �7 ��
�/ ��
*/�� 8� -�1�� 6

��/��� �/�� ����/ B
��/�� �7 	�!��  ��
���

�	
��*��� 	� ��. 
� �� / �!!�
 ���1� B
��/�� 6
&�*�
  	� �4��7 ��� 	� 5������ 

%��*���. 

2;2����%� ����	
� ��=�
� :  

 �;����� J� �� 6
�

  �
�/ $�#" C�(� ��" 	@�G/  	��=� �7�
� 1927  	
�

 C�*
 
J� � ��
�<*�� ���/� $�# J�  �
��
�
� ��� ;
����� �
� 1969 �#$� J�  �" 	" �; 

;
����� �
� 1989� $��� J�  ����
/� ��/�
�/ ;
����� �
� 2000 $/�� 	
��/ ��=� 

2003 6
�
* ��� '�/7 5(
.� C�
(��� 	� 5����� %
��# � !�" � ��0
��� 	�!�� 	�

 2��" I�� �6

4
(�?� 6*1/�� �!7 5
����� 5
7�(��� ����" C�
(��� 5(.���� 

 �7 5��
*��	��=� $�# )25 (3
7�(� ��.� �*  	
7�(��
�� 
 �7�(��� B���� $�# 	
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 ����������=� �
� ��. 2010 J�  
�: � " � � 	��=� J� � ������ � �����?� 

 ��� X (
��
(���C 5
���?� )3(  J��  5
���# �  )9 (  �7 ��*/ 5
 ��" J�� � H��7

 �7�(��� B��������=� $�# 57
0?
  ������  )13 ( 
�/�� J�� �� @�
�/ 
�� 

�
�/ 
�� 

 ��. 	� 5������ B�
�� 57
� �7 5
7�(��� 
�/
�
�� )641 (  ������ 
��7 )66 (  
 /��

7 5������ �.�� 5�;�� 

�
<�/ ����� 5������ [�
. 5��
*�� 5
���=� H��1�� ��� R� 
 
�


)141 ( �
� $/� 
��72010 ) �����=� �;����� J� ��2010.(  

�81/�� ��� C�
(��� 5(.���� 5��
*�� �7 �=	�� 	� 21 3
7�(��
�  2000 $�# 

25 3
7�(�
��  �7 5

�� 	
��/ ��=�2010� �&� ��� H
1/�A� �7 ��� C�
(��� 	� 

'�

; C�
(��� =�5
 �� 5��
*�� �7� =	�� 	� 5��. J��  �
� 2000$�# 5
�
�< J��  

�
�2004  �2
� X�� J� �� �;����� �=���� -
.�/�� 5<�<� C�
(� 5
 ��" ��*�� �7 

=�	�� �
� 2004  �9�:� C�
(��� �: :J�  	
� � ������� J� � '��� J� � 6
���� 

������ .�< �
� ��� �
(���C 5(.���� 5��
*�� �7 �=	�� H
1/��� �7 5

�� �
� 2009 

�* � ��( 	
7�(� $�� -
.�/ 	� J� �� �;����� �=����� 
�:� :J�  �	��= � � 

����?�� J� � � " � � ������ �
� 5
��  �7� �2010 $�� ������� C�(� �(� 

	��=� �7 5
7�(��� �/
�
�� 5��
��� -
.�/.  �7 X0�� �: 
��������)2\1( 

�� H
�/� ;
����	� �
;��� I
�!/�� '�
.=� 6������ ��. ����=� �7�(��� 

 �7 6
�:
�� ��� $�� 5
 ��=� 6��
�</�A�C�
(�H��7 X/7� 5(�� �� ��. 	� 5
���  

C�
(���̀�� �7 5&��� �J��  �
7 6�
��� ���� 6&��� �7 �'�
�� 5
���" �
E  5��!/�. 2
� 

 �/6������ �7'�
.=� '��*��   '�
�� -.� 6� X��C�
(�� B���� �7 ��*�� 5
 �� 

 ��� J��  �(
� 5
�����C�
(���	��=� �7 5��
*��  26 3
7�(�
���   ��� 5/�3
7�(� 



 

 

15 

 '���� 3

���"C�
(�
��4
/� I(/ 5
�( 5
�7
�/ B�� �7 ��*/ �5
 ��"   5��(� �7

������ �
(/&A�� ��</����� ^�/!���� H������� ;
���� J�/�
  35� � ����=� �7�(���


:��� ;�
�/
 5������ �.�� H��1�� 	� 35*��� 6603
��7  
:��� ;�
�/
 5
��
. H��7� 

155$�# ��a� C��(�� ';��" ��� �(
 
��
  �
��7  1130  8
�� 5*�/�� ���/ �;
��

5������ 6
�7
��.  

 /���)2;1:(������ �	����� ��
���� �
���� ���
� �
  �	
!� "#$ �	2010 ��� %�$ ��#�� � 

 &	��#��:  

F#5#ا  ا��G�Hا� Eس Iس�Jس�� ا��  

  >���  1930  .ا�G�H ا�
  1956 ا�G�H اPه5< اPردن<  
  .  1960��G اPردن  
  1960  . %$�ن–��G ا��7ه�ة   
  . 1974��G ا�س��ن  
  1977 .��2ی�< ا�G�H اPردن< ا  
  1978 .ا�G�H ا��*�ري اPردن<   
  . 1978��G ا&س�8$�ر ا����< اPردن<  
  . 1989��G ا�$Wس#� ا�$,�@�� ا������ ا�$,�@��  
  Fردن< �1س�8$�ر وا��$2یPا G�H1989 .ا�  
  . 1991��G ا&ت�Yد �1د�Xر وا&س�8$�ر  
  . 1995��G س2س��Z ج��ال  

ی�
�ر

*�
 ا�

ف
�ر

,
$�
ا

  

  1996 .�درات وا��$2ی F��G ا�,  
   Fردن< �1س�8$�ر وا��$2یPس1م< ا�  1979 .ا�G�H ا
  1997  .ا�G�H ا����< ا�س1م< ا�Bو�<  

��
دن
Pر

ف ا
�ر

,
$�
ا

  

ف 
�ر

,
$�
ا

��
1م

�س
ا

    G��ا P< ردن�د�  2009  س1م< ا
   G��(HSBC). 1949  
  >���  1951 .ا�G�H ا���7ري ا�$,�ي ا�
  1957 .م,�ف ا��ا@Bی:  
  G�� >1974  .س��  
  2002 .ت[�رت�دد ��G س��نBر  
  �*D$ن وا���H� G��.  2004  
  .  2004��G %2دة  
  .  2004��G ا��2ی_ ا�2^�<  
    2009��G أ�H`2< ا�2^�<  

��
Hج�

Pا
ف 

�ر
,

$�
ا

  

  >Y2010  م,�ف ا��اج  

���	
� : 1���	
� 5��
�����%������%� 5���
� ���	��   
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2;2;1  .����
� �����	
������
6��� : '�� � � 5
���/��A� 5
7�(��� 6
��.�� �
�!/ �/


 6
��.�� 9�: 5
1(/� 8
��/ �/� �5������ 
����/ �/�� C�
(��� 
���./�/ 5
���/��� 6���&

�7 2�
 �� 	� C�(/  6��/�A� 5� � $�� C�
(��� 9��� 5
���/��A� 8&����� 	�   

1;��
V� .�����
�   

'�4�� 
�/��" �/�� 5���� I�� � ';��" ��� 	Z7 �5
���=� J�� �� 5
*�� �7 6
������ 

 $�# 81/�� C��(��1023 �
� �7 �;
�� 2009 � 
!� 662 �
� �7 �;
�� 2005 5 ��  

 6��  5
��� ���11%5������ '�/7 ��. .  

 ��� ���� C��( ;
�� $�# 81/�� 5
7�(��� 57
<��� ��D� 	" 5������ �7 %
��5846 

 � 
!� 5���8267��� 5������ '�/1� 5 .  

 	G  5�7
�� ��� ��a� C��(�� ';��" ��*  5(
.�� 6

4
(�?� �
�/65.8%  ';��=� 	�

 5 ��  � �� 5�7
�� 
�
�
 �5�(
*�� 5�7
�� �7 '�����9.4 % 5 ��  %
&�;�� �< 	��7.8 %

 ;�
�// A 6
�7
���� �&
  6�
� 	
� �74.% ����� �7 X0�� �: 
���)2\1( 

 �����)2\1 ( ��a� C��(�� ';��= �7������ 8
;�/�����	
�      :�����6� 5���
� ���	�  
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.�����
� 2��0 �! 9��� ��
� .�	�

�:  

• a� C��(�� ';��" ^*  �7 '�7�/� ����1�� ��!��� H��
?� 5��. �� 
• ��!��� I����  
•  H��
?� 6
��.) 3��!� / 6
�
� /6
�
�*/( 
• �
(��� 	� �
�1/�A� 
• � C�� I�� �(/.� I
� 
• 5�
*�� 6
��.�� �
/��7 �
��/)  �9

���� �%
 ������ ����.��� 6 
<�� �.��� 6��/�#.....���( 
•  5
�
�/4A� �;
7 5&
�  6
��.)5&
� �� �
�&" �
��/ �5&
� �� 6
��� �5&
� �� 6
���*�( 
•  	
  ����=� �
��/��6
 
�� 
• ����=� �
��/  %��� 6
 
�� $�#C�(��� . 
• �/7� I�� 6
�
�  
•  �/
 I
�� C�� I����
��#�
� �
   
•  -
.�� ����� �&��� �

�/�
�*�
   

2; �����
� �����
� /��$�
�  

 6
*��/ 5 ����� 6��( 2
� �3����/ 5
���/��A� 5
�� �� 6
��.�� �<�" 	� 6
��.�� 9�: �*/

 '�

; $�# 5�
��� 	��� 5�
��� ���� $�� 5
7�(��� ��/��
*� '���#� 	4
 ;��J�� �� H��7 .

 
�.
�
/� 5
�� �� 5
��*�� H��� �7�(��� I
���
  5!�*/��� 6
���*��� 5��.�� 9�: �7�/�

'�
(!�� �4
���� 5��. ��. 	� 	�) I���G  .  

�	�

� ����	:  

 5� !/���� �" 5������ '�
(!�� �4
���� ��. 	� J� �� 8� �4���� � ��� ';
� 5��.�� 9�: �7�/

 	� %��*�� 	��/�8
��� ���� 	�) ���  ��/
 
�� '���#  

1 . $�# '�
(!�� �4
���� 5��. ��!�/  
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"\  5��.Push SMS :  %��*�� $�# J� �� 	� 
��
��# �/
 	�0//�6
 
���� 6��
*�# �

6
 
���� $�� ;�
�/�
  6��
*�# �6
 
���� $�� 5
�
��� 6

��*�� 6��
*�# � 6��
*�#

 6��*��  

I\  5��.Pull SMS : �/
J� �� $�# %��*�� 	� 
��
��# /�  	�0/SMS 	� ��*/�A� 

�
(��� �6
��� 2�< �." 	� �
�1/�A�� �I
�� C�� I��  

3; .������ 5�� :  

 �*/"6��/�A� � � 5
�� �� 6
��.�� " 	
�=� 	� 5
�
� 6

�/�� 	� 9�7�/ 
�� 5
�
� 5
�:" 6��


���� 6
���*�� ����/��A� ���./��� 5
��
1���F�." 6
��.� I
���� C�� I��� I  

�	�

� ����	 :   

1\ ������./�A� 5� � ���./�� 5
�
��#�� �" 	� 3

��
 5�
� 	
���� 8 �" ���� $�� 6
 
��

�/�
 �� ;
��.  

2\ 	
�=� 	� �
� F�/�� : � �H
 /# �


*� )128\bit encryption ( �:� 	��0�

C��
� % '���? �07" 5(�7 �7��� 
��6
.  


��.�� 6��/�A� J�  �7� 5
���/��A� 6
�5
�
/�� :  

• 6
 
���� 57
� �
(�  -.��.  
• I
�� C��.   
•  I
���� 6
���*�)5�
���� � 5�4���� '�4
1�� �
*�"(.  
•  ����=� �
�
��� � 
!� 6��*�� C�( �
*�".  
• 6
�
� �/7� I��.   
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• 	���*�� �

�/ I��.   
• B�(� J
� I��.   
• ���� $�� 5
��� 87� ����" I��I
.   
• I
���� $�� ������ 87��� ��" �
��#.  
•  '�
(!�� �4
���� �1� � 5 
/�.  
• I
���� C�� I��.   
• ����� ;���� �

�/.  
• 6
 
���� 	
  ����=� �
��/. 

4; 20��
� 5��
�:  

 6
��.�� 	� ���� ��� �� I
���
  5!�*/��� 6
��.�� 	� �
�*�� ���./�� 5
�
��# �7�



���� �'��*/��� 5
7�(���:   

�	��
� .�	�

�: H��1�� 8&���� ��a� C��(�� ';��" 8&��� � 6
��.� ^������ � J

'�
���� � ��
����� 6
���/&A�  

��
�	 ��3
� .�	�

�:�
(��� 6��
�1/��  �5
�
� 6

��� ��� �.) ^�� � I
�� C��

@�
1�� � � ��(� ���/*��� @�
1�� �&� �" ����� �&��� �

�/.  

E+ L�	� �Q� W�	#! I�0� ��� \�$���
� �=�#	' ��
� ����	
� /�� �	 9��� .�	�

� -

����	
� -E=� ���

� �������
�� L���	
� "#! ()��
�.  
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2 ; 3����  �	�

�:  

 	��
 
�� �	
*� ^�E ��" 	�� 5*1�� B
!�/� ;��
 ��� �" �
�� �: 5��.��

 6�� 	��/ �/�� 5���=� 	� 5���� �" �
�� 
��G  
�1
�*/ �" � �" 5���  5����� �
E 5*
 �

� 5��.�� ��
�� 	� ;�� 	
  ��
1/�� ��� �// �&" / 5���" �" 6
�/�� �" ����� ���./�
  �"

5��.�� ��!�) �	
0
 ��� ����2009 .(  

67��� '����� 	� � & 5
*���� 5
�
��=� 
��G  �: "5�
��� 5���/��� �" 5
�
�
�
��� 

6
��.�
  5!�*/���� 
�/�����6 ���7=�� 6

��*��� 54
 ��� ^��� �� 5�
� �" 5����� 

6
 ��/�  5*&�/�) �@
 �� 2010(  

 C�� �Gronroos ��!/�� I�
��� 
�: �	
 �
� 	� 5��.�� '��� )��1��" ( ���!/ 
�

5��.��"�1
���� I�
���� �"5��.�� ��*/ C
�" �7 5 �*( 	4
 ;�� ��
 6
��.�� ^*  �7� �

��1�� I�
��� �

!/)���!/�( �<� 5��.�� '��� �

!/� F�." I���� 	� 	�<� 
 ���*�
 
�� �

�1
���� I�
���)Parasuraman, et al, 1994(.  

��./�
� X��(� '����� 5�A��� $�� 	" ����.6
 '�
�	4
 ;�� 5 E� � �/� � 	�� 	� 

G�.�� 	" �!/*� 6
��.�� 	" 6�� '����� 5
�
*�� �: �!7 6
��.�� �<�=� 51�� �#�
� �:  J�/

6
��.�� �/�� I�
�// 6
�
�� %��*�� ��/
*&�/� 	� 2
� %��=� 81/����  501.���� 51��/���

�7�/� 6
�/���� �" 5��.�� 5
���
  5 ������ 6&����  I�
����) �5�������2002.(  

	��
� ��!�� 	# '����� A ���// �7 -4
(.�� 6�;
����� �!7 
��#� �7 '��& 9�: 

���� -4
(.��$�� 6�;
� H
 �# %
0�#� 6
�
��� 5��*��� 5
��0��� %��*�� .
�� 	��
 

[
/�/�A� 	" ��/�/ '����� 5����� $�� 	� -4
(.�� 5!�*/��� 5*���
  5��.�� �" 5��!��� 

$�# I�
� -4
(.�� 5
�
/�?� 5
��*�
  5(
.�� �5
!
��/��� 6

��*��� ����7=�� �:� �/�� 
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�� '��!�� $�� 5
 �/ 
�6
� �%��*�� 6
*&�/� C�/.A� 	#� �7 ��
*��� �/�� 
:�.G
 

X��(� '����� C�/./ C�/.
  5����  5��./����)Parasuraman, et al, 1994 .(  

2;4 �������
6� �����	
� �	�

� ���� :  

 �7 	�
��� �*1���� 	��0��� 6�� 6

��*�� 	� 5����� 
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*/�� �5!<�� �I
*
/�A�� ��1/��  

12  Sin, et al,2002  5
��
 /�� �C�
*/�� �5��/���� �
!�� �6A
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2;6����
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 	" ��� �&� �5&�*���<�"/ �(
�*�� 
0���� 5!<��� ��;/�A� �: �����)Hsieh & Li , 2008 ( 

������ �7 X0�� �: 
��)2\2( .  

 ��#!�� 9����
 ����
� ���� ]#0�	 9�
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� ���� T��$	 L7��� �����
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  :'� ���8 هEF ا�*راس�  : ا�*راس�ت ا�&�6%� 2-8 
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 /.�� 5
�
��� 5������ 6��
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 /.A �*��� ��. 	� 5&�*���<"    ?� 5
7�(��� 5��.�� '���      	
  5&�*�� '�& $�� 5
���/��

	4
 ;��� C�(���.  

  

  



 

 

63 

 

/�7
� (
��
�  

����0
� .�*������  

  

)1;3 (�$���
� K=�	.  

)2;3 (�$���
� L	��	.  

)3;3 (��
� ���!�$�.  

)4;3 (�$���
� .����.  

)5;3 (�$���
� .���3�	.  

)6;3 (�$���
� .�*���N.  

)7;3 (�$���
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3;1 K=�	 �$���
�:  

  67�: 5������ 5
�
��� $�# 57�*� �<" '��� 5��.�� 5
7�(���  5
���/��?��7 5
�!/ 

5&�*�� 	
  C�(��� 	4
 ;����� ��. 	�� !�5��
 �5�
* 	� 	4
 ; C�
(���  5
���=� 

C�
(���� 5
 ��=� �7 ����	 ��	!� �
��/�A� C���� ���� $*�/ 5������ �!
!�/� ��!7 8 /� 

2�
 �� Y����� �1(��� ��
��/�� ���� ��/*
 $�� 5���� '�:
��� 
�� ���/ �7 8&���� 

';�/����� $�� X���� ����
��� ��(��� $�� 6
�

 �� 	� 
(�
:�� 5
�
4��� 	� ��. 

�
�/�A� $�� 5�
 /�� �/ 
��
�(/ B7� 6���.�� 5
��*�� '��/*��� ���  	G��� 5��
*�� 6
�

 �� 


��
��/� 3

4
(�# �

/.A 6

0�1�� � 5
� �/��(� $�# 6
�
/�/�� ���/ �7 	
��/ 8&���� 
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��/�.  

2;3 L	��	 �$���
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�!� C�G/ 8�/�� 5������ 	� �� 	4
 ; �7 5��
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(��� 	� �
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���" C�
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���/��?� �:� ��
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��/��� '�
�/�� 	
��?� �� �*�� �
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���=�
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���� �������� 	
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 ��=� C�
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 (���)3*1(  

 ������ �	�
� �
������� ���,�� ���� ���
��	����� �#�� ����� �� ���
��� �	������ 

 �
  �	
!� "#$ ������� 
!#��-2010:  

� ����
5���
�  

9��
�  �5��
� 9$ P�$Q�
� ��$  I��7
� ��!  ��
V� .�����
� ��!  

1. � �*�� J� ��.  1930  80  139  
2. '�:
!�� J� \	
�� . 1960  79  120  
3. 	
��?� J� . 1974  110  187  
4.  ����=� ����?� J� �� 1979  72  94   ��

���
%� 

5�
��
�

  I�^^^^^^^^^^^^^^	�	
�  341  540  

1.  J� (HSBC). 1949  6  14  
2.  ��(��� ��
!*�� J� ��

� �*��. 
1951  14  14  

3. ������� 	
� � J� .  2004  9  12  
4. ������ 6
���� J� .  2004  8  8  

5�
��
�

���
��

%� 
  

H�]]]]]]]]�����  37 48  

��]]]]]��� H������  378  588  
������ : ������ �	��� �	����� 2010  

3;3 ���! �$���
�:  

  6��� 5�
� 5������  �

/.A� �/ �# �	
�� 5�
�� �7 5��
*�� C�
(��� 	4
 ;

  5
���=� C�
(��� 5�
/��� 6�
�7 5
����� C�
(��� �4���*��)'�:
!�� �	
��?� �� �*��–

����=� ����?�� 	
�� ( 5�
/��� 6�
�� 5
 ��A� C�
(��� �4���*�� �

/.A� �/ 
�
7

 C�
(���)�/
���� �������� 	
� � � ��(��� ��
!*�� � �*�� ������� HSBC(� 2
� �/ 

8
;�/) 350(  5�
 /��� �&� R�  ��� 6
�

 /�A� '��/����) 318  (5�
 /�� 5 ��  
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)90.86(%� �/� �
* /��) 32 (6
�
 /�� ��*� 
�/%
1� �
��/�� �4
(�?�� J�� � X (" ��� 

6
�

 /�A� 5��
(�� �/��� 6*0. �
��/�� �4
(�?�) 286 (5�
 /�� 5 �� ) 82.21(% �

	� H���� 6��
�/�A� 5�;����� �:� 5 �� �*/ 5�� !� %���? �
��/�� �4
(�?�� 

�������)3\2 (C�
(��� I�� 5�;�� �
��/�� 5��
(�� 6
�
 /�A� ��� 	
 
:  

/���) 3;2(   
�+����
� 9� ��
� ����	
� R$) �$���
� ���! 9�)  

���	
�  ����
� 9�)   ��$�
� 	
�����%   

 11.5 33 ا��Qه
ة 	+�ن

 14.0 40 ا7س��� ا8رد5�

 13.6 39 ا7س,�ن

�!
 15.4 44 ا� 


MR+ن وا��F.�  34  11.9  

�F���� ا���  8.7  25 ا�,

HSBC  37  12.9  

 11.9 34 ا� 
!� ا� �Qري ا�+0
ي

�ع+M+100  286  ا�%   
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��
  ������ 	� 2�� ��� 6
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!����� �4
����� 5
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��*�� 5
 �*�� 5
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�/� �:)  �@���� �C�(��� H�� ��*��� ��� ��*�� 5��� ��
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1��� :� ��. 	� ��

& �/)9 (6��!7. 

2-  5
�
�/�A�: � ��. 	� ��

& �/)7 (6��!7. 
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�/�A� :� ��

& �/ ��. 	�)6 (6��!7. 

4-  5
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(/A�  :� ��. 	� ��
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���  - ب�
� ����  : ��. 	�)3 (�
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0� :� ��. 	� ��
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���7" 5�
� 6
 <�� .$��� �E��� 	� ��� ���� ����& 5
�

& -�(.  �
!�� 5 �
���� 
1�"� 

	�� 	� 5
�
��� 5
!
 �/�� �*
) Alpha (� �" �" 
��
� 0.60 5�� !� �7 2�� �� 5!�*/��� 

���*�
  5
���?� 5
�
��?��) .Sekaran, 2003 .(
��� �: X0�� �����
 ) 3\3.(  

/���) 3;3(  
/	��	 .��� 2�$�6� �#
��
� ����% �����$6� ) P���	 S������ �7
�(    

DH'ا�  B�Hد  ا�B% أ�(� �0$�  ا�(�7ات  

1  �@�
�  7 0.940  

2  ���
�  7 0.954 

3  9���
6�  10  0.958  

4  ���� ����� ����
� ����  24 0.968  

5  �*�7�
�  9 0.927  

6  ����	�!6�  7  0.935  

7  �����$6�  6 0.858 

8  ���$
�  4 0.906 

9  /���6�  3  0.899 

10   ���� ����������	
� �	�

� ����    29  0.958  

11  ���� ����%� �$���
� ����  53  0.969 
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�� �
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F�/�� 	
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�
4���	
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  6��!7 @

!� �* �� ���1�� ������ 6��!7� �
* =� 5
�
4��� J���� �
* = '��" 

5������ ���� �# I���� �
;/ 	� 5 ���� 5�� !��� 

4
(�# 5��
 ���) 60 (%I�� Sekaran .

��:� ��
 $�� 5
�
��# 6
 < Y4
/��� �/�� 	��
 	" I/�// ��� B
 �/ �
 /�A�5.  

5;3 .���3�	
� ����M�	��
�� ����% ���! �$���
�:  

  	�0// 6��
�/��� 5
7����
��� 5������) 5 (6��
�/� �: �� 	� �C�(��� H�� 

 �@���� ��*��� �����*�� 5��� ��
�*/�� F�/� .�������) 4\3 (	
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/���) 4;3( ]@�� L���� ����� ���! �$���
� R$) .���3�	
� �����3	��
�  

�&���  �
�/���  541��  ��� ���7" 5�
*��  5 ���� 5
�4���  

����"  156 54.5  

1 C�(��� H��  
� ��"  130  45.5  

H������  286  100  

���  139  48.6  

2 @����  $<�"  147 51.4  

H������  286 100  

25�&G7 5��   23 8.0  

26 – 35� 5�  105 36.7  

36 – 455��   48 16.9  

46 – 555��   55 19.2 

3  ��*��  

 	� �<�"55  55 19.2  

H������  286 100  

	�� 
�7 5�
� 5
��
<  48 16.8 

��� �  65 22.7  

@�
���
�   127 44.4  

�
/��
�  28 9.8  

4 �:D��� ���*��  

9���/��  18 6.3 

H������  286 100  

 26.6 76  <م2�b c`2م

 41.6 119  م�e0 c`2ع �Xص

 17.8 51 رجF أ%$�ل
5 ��*�� 5��  

f��^  40 13.9 

H������  286 100  
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�
�/ Y4
/� ���� )3–3 ( 	G )156 ( 	� �: 5������ �� 
�/�� 	�� 5�
*�� ���7" 	�

 5 �� ������ 5
����� C�
(��� 8� 	
��
*/���)54.5 (%  8� 	���
*/
 	�� �&
 ���

 ��a� C�
(���	
�� 5�
�� �7 5��
*�� 5
.    

  
7��E��
��� �
�/��� 2
� 	��5 R�  5������ 5�
� �7 2
�=� 5 �� 	Z7 @���� )147 (

 5 �� 6����)51.4 (% 5�
*�� ��� 	�.  

 5
��*�� 541�� 	� �: 5�
*�� 2�< 	� �<�" ��*�� �
�/�� 
�""26 – 355�� "  R�  �!7

 �:���)105 ( 5
�� �)36.7 (% *�� ��� 	� 5
��*�� 6
41�� 5�
*�� ���7" ����" 6 �
!/� 5�


��"� �5! 
��� 5
��*�� 541�� ��/ �/ 5
��*�� 541�� 	� �: ��� �&" 	� �&"255�� " R�  �# �

 �:���)23 ( 5 �� �)8 (% 5�
*�� ��� 	�.  

�7��E��
��� �
�/��� 5 ���
 �)��
�*/�� F�/���� ( 	� �: 3
 
�!/ 5�
*�� 2�< 	Z7

� 	
�(
��� 5
��A� 5
*�
��� '�
���� $�"@�
���
�  " �:��� R�  2
�)116 ( 5 �� �)40.5 

 (% 541�� 	� ���&"� 5�
*�� ��� 	� " 	�� 
�7 5�
� 5
��
< " ��* )38 ( 5 �� �)13.3 (%

5�
*�� ��� 	�.  

547 	" ���
 �
7� ��*�� 5�� �: 5������ �/��0/ ���� �
.=� �7��E��
��� �
�/���  

"�& C���-
. H
 " 541�� 9�: 	� 5�
*�� ���7" ��� R�  �# �$��=� �:)119 ( 5 �� �

)41.6 (%  547 
�
�/ 5�
*�� ��� 	�"����� C��� " ��* )76 ( 547 �<"�
��" ��� " ��* 

)51 ( 547 3��
."� " I�
� " ��* )40 ( I�� �)26.6 (% �)17.8 (% �)13.9 (% $��

����/��.  
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6;3 .�*���N �$���
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� ��.�*��� ��
� �+�	�!� ()��
� �� 2��0� �$���
�. 

�!� �/ "�. 6
!7����� 5�;��� 	� 5*�
� B���� ���=� 5�<�/���� I/�  5
��� ��� 	� 
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(��� J��� �
��/� �

!�� 5�����
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���
��� 	� ��. 8
;�/ 

6
�
 /�� 5������ 8��� 6
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 ��� 
�� �/ �
��/ 8�/�� 5�
�� 5�������2�
 �� � & 	�  �/� 
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 �" 5������ %
� � '��" 5������) 5�
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�����
  . �/�
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0�" 54
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((./��� '���Z  

�
��=� B
��/��� �%
(�?� �7 5*�
� B���� ���=� 0�� �: 
��B����� �7 X)2(� �/� 

B
 �/ '��" 5������ $�� 5�
� 5������ '������� 2
� �/ 8�� 6
�

 �� 
��
��/� $�# 6
���*� 

�(�� Y4
/��� �7 ����� 5(
. �/� 
��
��/ 

4
(�# ���./�
  Y�
�� �� �4
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� 9��
�$� ���
�� �� �#!� ����� 2��)� �
 ����  ����

�����	
� ���	�
 ����� 
12  

1.27552 5.5692 1.44630 5.0705 �	�

� ���	 �Q� �	Y	 ��� -��!�� �7� �� ��	�  �������
�� �����	
� 13  

1.40161 5.3462 1.41613 5.0321 
�����
� 9!� �	�
 ���� ���	
�   �������
�� .�	�

�� ��#	���� ��E
�

���	#
 
14  

1.44196 5.4538 1.35208 5.0641 �	�

�� ��
�! ��� 1�
 ���	
� �E=
  �������
�� �����	
� 15  

1.57691 5.3308 1.37705 5.1154 
L��	 "#! �����	
� .�	�#�	
�  �
�=$
� �	� ��� /�'� �	J�	 ���	
�

�=�����	 
16  

1.04763 5.5516 1.19880 5.0879  ���$)
� 0$�
� 9��
� 1����	
� ���)�6�� P���	
����	�!6�  
  

 ����	
������%�   ��#)	
� ����	
�  ���7
�   9��
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 ���)�6�
1����	
�  

0$��	
�  
���$)
�  

 ���)�6�
1����	
�  

0$��	
�  
���$)
�  

���7
�  

1.49186 5.6615 1.46538 5.3013 �����	
� �	�

� �����  ���	 "#!  �������
��249��
� �� �!�$  17  
1.27074 5.4615 1.28933 4.8333  �������
�� �����	
� �	�

� �����	
� 5������)� /� ��#� 18  

1.34142 5.4462 1.44528 4.9615  
�	�

� 9���
� "#! �����  1E
� .��
� ��  �������
�� �����	
�

�=�
N ,��)� 
19  

1.41634 5.3308 1.34039 4.9423 2�)�  �������
�� �	�

� ��	�

� R#0
 ����$ �����$ 20  

1.46819 5.3154 1.54208 4.7821 
�����	
� �	�

� 9��
�$�  �	 ����
� "
N ,��)� 6  �������
��

�=�
� 
21  

.55984 1.5231 .68361 1.6282  �������
�� �����	
� �	�

�  6 )y�#! �	���( 22  

.98973 4.7897 1.00880 4.4081  ���$)
� 0$�
� 9��
� 1����	
� ���)�6�� �����$6� P���	
  

1.25040 5.6923 1.20467 5.5192 
 �������
�� �����	
� �	�

�  .�	�#�	
� 9��
�$� �*�$�� ]	$� 6

���
'
� 
23  

1.14495 5.7385 1.17140 5.1218 
 �������
�� �����	
� �	�

�  "#! I�0��� ���
�
 ]	$� 6

���
'
� ���	�#�	 
24  

1.16665 5.7308 1.33718 5.2244 
 �������
�� �����	
� �	�

�  �! ���	�#�	
 ��
��
� ���	)
� ����

�����	
� ���	��� 
25  

1.29270 5.5846 1.27656 5.2179  �������
�� �����	
� �	�

� �����	
� .��	#�
� ����� �� ��	G 26  
1.02456 5.6865 1.13768 5.2708  ���$)
� 0$�
� 9��
�� 1����	
� ���)�6� ���$
� P���	
  

1.51510 5.5538 1.26837 5.3974 T���' L	 �0#� /	���� ���	
�  �������
�� �	�

� �! �����
� 27  

1.51864 5.1385 1.31736 5.0064 
���	
� "
N /���
� �
�=$
� �	  �����	
� .�	�

� /�
 �	

 �������
�� 
28  

1.65708 5.1462 1.44574 4.9872 
.��'	 ��� �!�$� K
��� ���	
�  .��#	�
� ����� �� �==����

 �������
�� �����	
� 
29  

1.44005 5.2795 1.21553 5.1303  ���$)
� 0$�
� 9��
� 1����	
� ���)�6�� /���6� P���	
  

.78720 5.4326 .94441 5.0051 
 ���$)
� 0$�
� 9��
� 1����	
� ���)�6�� P���	
 �	�

� ���� �����	
�

 �������
��  

 ���� Y4
/� �
�/ )4 – 5 (  J�� �� 5
7�(��� 5��.�� '��� @

!� ���/� H
1/�� $�#

5
 ��=�) 5.4326  ( 5
���=� J�� �� 9�
��  5��
!�)5.0051 (  5
��1�� �
* =� 2
� 	� 
�" �

 ���
 2
� ����7 �*  �� 6��!7� �* �� ����:  

 @

!� ���/� H
1/��  "��� '%
1 " J�� ��5
 ��=�)5.7068  ( J�� �� 9�
��  5��
!�

 5
���=�)5.1788   (  �*  @

!� 6��!7 8
�� 	"� � " '%
1���  " 5��
 ��� )9 (  F�/�� 6��
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 J�� �� 5*1/�� 5
�:" 5
 ��=� 
��
  )7 (  
�: 	
/�!7� 5
���=� J�� �� 5*1/�� 
��� " 5��.��

 5
���/��?� 5
7�(���  B!�/5
�
� 5
�
*1  5
7�(��� �/
�

/�� � �/� "  � " �/� . $�� %
� 

� �
�/� 5
���/��?� 5
7�(��� 5��.�
  5
�
*�� '����
  �*�� 5! 
��� " 5
�:=� 5���/�

 @

!� 6��!1�� 6
���/� 8
�� 	" J�� $�# 57
0# �5
 ���� " '%
1��� " J�� ��5
 ��=� $��"  

5
���=� J�� �� 
�/��
�� 	�.   

 @

!� ���/� H
1/�� " 5
�
�/�A� " J�� ��5
 ��=�)  5.5516  ( J�� �� 9�
��  5��
!�

 5
���=�)5.0879( @

!� 6��!7 8
�� 	"� � " 5
�
�/�A� " 5��
 ���)7 ( 5
�:" F�/�� 6��

 J�� �� 5*1/��5
 ��=� @

!� 6��!7 J�� 8�� � 5
���=� J�� ���   " 5
�
�/�A� " J�� ��

=�5
 �� 5
���=� J�� �� 
�/��
�� 	� $��" 6
���/� 
��  .  

 @

!� ���/� H
1/�� " 5 
�/�A� " J�� ��5
 ��=�)  4.7897  ( J�� �� 9�
��  5��
!�

 5
���=�)4.4081  ( 	"� �5���/� 5
�:" F�/�� �7 	
*!
 	������ )5 (  �*  @

!�� 6��!7 "

 5 
�/�A� " �(" 	� )6 ( �/�� 6��!7 J�� �� 
�/
���/� 6�
� ��

!� 6�5
 ��=� $��"  

 	" 	� �E��� $��� 5���*� 
�
7 5�
��� 6�
� �/�� '�!1�� 
�" � 5
���=� J�� �� 
�/��
�� 	�

 �: J�� �� ���� ���� 501.�� 
�/
�:" F�/�� "5
���/��?� 5
7�(��� 5��.��  ��/*
 A


�
��"  J�� �� 
����/� R�  2
� �5
 ��=� ) 1.5231 (  5
���=� J�� ���)1.6282 .(   

 @

!� ���/� H
1/�� " 5
���� " J�� ��5
 ��=�)  5.6865  ( J�� �� 9�
��  5��
!�

 5
���=�)5.2708  ( @

!� 6��!7 8
�� 	"� � " 5
����  " 5��
 ��� )4 (  F�/�� 6�� 6��!7

 J�� �� 5*1/�� 5
�:"5
 ��=��/� J�� 8�� � 5
���=��   @

!� 6��!7 �� " 5
�
�/�A� "

 J�� ��5
 ��=� 5
���=� J�� �� 
�/��
�� ���/� 	� $��"  .  
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 @

!� ���/� H
1/�� " �
(/A� " J�� ��5
 ��=�)  5.2795  ( J�� �� 9�
��  5��
!�

 5
���=�)5.1303( @

!� 6��!7 8
�� 	"� � " 5
����  " 5��
 ��� )3 (  F�/�� 6�� 6��!7

 5
�:" J�� �� 5*1/��5
 ��=� '�
.=�� 5
���=� J�� �� 5*1/�� 5
 �� 5
�:" 
�� 	
/�!7 
��
  

 '�!1�� �:� 5
 ���� 5
�:=� 5���/� "6���� 5
" 5���  Y�
*
 C�(���  �7 
�����"# ;
��

5
���/��?� 5
7�(��� 6

��*��" @

!� 6��!7 6
���/� 8
�� F�." 5
�
� 	�� � " 5
���� "

J�� �� 5
 ��=� 5
���=� J�� �� 
�/��
�� ���/� 	� $��"  .  

 ������ )4 – 6 (  �
 /.� ��./�� 2
� � 5
�
<�� 5
��1�� 5
0�1�� �
 /.� Y4
/� 	
 
t 

 5
7�(��� 5��.�� '��� ��
4��� �* �� ��� ���� 	
/�!/�� 	
/�
� ����/� 	
  B�1��

�
�/�A� � '%
1��� 5
��1�� 9�
* "� 5
���/��?��
(/A�� 5
���� � 5 
�/�A� � 5
.  

 /��� )4 –  6 (   
  �������
�� �����	
� �	�

� ���� 2�� ��@�7
� ����
� K�����+������ ��!�7
�   

 ��#)	
� 5���
� ��������%��   
 

���
�  
2��  

��0$��	
�   

 1����	
� Q0

�

2�7#
  

 ����  

���)
�  
 ����
�t  

 T��$	

�����	
�  

�*�7�
�  0.52806 0.11884 284  4.443  0.000  

����	�!6�  0.46374 0.13451 284 3.448  0.001  

�����$6�  0.38162 0.11878 284  3.213 0.001  

���$
�  0.41571 0.12918 284  3.218  0.001  

/���6�  0.14915 0.15702 284 0.950  0.343  

�����	
� �	�

� ����  

 �������
��  
0.42754 0.10409 284  4.107  0.000  
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 ������ Y4
/� �
�/ )4\6 ( $�#:  

      5
4
(�# 5�A�  ���*� B�7 ���� 0.05   @

!��  "  '%
1��� "     5]
���=� J�]� �� 	
 

5
 ��=�� 5 ������ 5�
!�� 2
�   )t = 4.443 (  50
*/�A� �/ �/��� 5
������ 
�/�
�� 	� � �"

 5
��*��� F�/��  
�: 
�  )sig = 0.000 < 0.05 (.   

   B�7 ����    5
4
(�# 5�A�  ���*�0.05   @

!��  "  5
�
�/�A� "    5]
���=� J�� �� 	
 

5
 ��=�� 5 ������ 5�
!�� 2
�   )t = 3.448  (  	�� )sig = 0.000 < 0.05 (.   

      5
4
(�# 5�A�  ���*� B�7 ����0.05   @

!��  "  5 
�/�A� "    5]
���=� J�� �� 	
 

5
 ��=�� 5 ������ 5�
!�� 2
�   )t = 3.213  (  	�� )sig = 0.000 < 0.05 (.   

      5
4
(�# 5�A�  ���*� B�7 ����0.05   @

!��  "  5
���� "     5]
���=� J�]� �� 	
 

5
 ��=�� 5 ������ 5�
!�� 2
�   )t = 3.218  (  	�� )sig = 0.000 < 0.05 (  .   

       5
4
(�# 5�A�  ���*� B�7 ���� ���0.05     =� J�� �� 	
  �
(/A� @

!��   5]
���

5
 ��=�� 5 ������ 5�
!�� 2
�   )t = 0.950  (  	�� )sig = 0.343 > 0.05 (  .   

           ������ 	� �
.=� C(�� 9���
 
�� 9��" Y4
/��� $�� 3�%
� � )4 – 6 (    2]
� �

             J�� �� 	
   5
���/��?� 5
7�(��� 5��.�� '���� 5
4
(�# 5�A�  ���*� B�7 J�
�:5
 ��=�  

 � 5
���=�� '�
 * F�." 5
�
<�� 5
��1�� 5
0�1�� �� &  .  

�����
� ��$���
� ��@�7
�:   

H2 :" 
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* ?  5
���/��?� 5
7�(��� 5��.�� '���� �<" J
�:) �5
���� �5
�
�/�A� �'%
1���
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�/�A� ��
(/A� ( 
:�
* Z  5&�*�� '��� $��)��;/�A� �5!<�� �
0��� ( 	4
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  A ���./�� �/ 5
0�1�� 9�: �
 /. 
�/4;�/ �/ 	" �*  � ��*/���� �
� �� �����A� �
��/

 ��
 
��� 5
��7 6

0�7 '�� $�#:  

"
�%� ��!�7
� ��@�7
�  

H2;1  :����	
� �� ����
� ���� "#!  �������
�� �����	
� �	�

� ����
 ��� 5��+.  

   ������)4 – 7 (5
0�1�� �
 /.� Y4
/� 	
 
 
�
7 ��./�� �/��� $��=� 5
��1�� 

 ��/*��� �
�/���� 5
���/��?� 5
7�(��� 5��.�� '��� �!/���� �
�/��� 2
� �
� �� �����A�

 6
�

 �� ���1�� $�� �̀� 5
 ��=� C�
(���� 5
���=� C�
(��� �
1�/�� �/� �5&�*�� '���

C�
(��� ����.  

 9�� /��� )4 – 7 ( *  

�<" �
 /.� Y4
/� 5&�*�� '��� $��  5
���/��?� 5
7�(��� 5��.�� '���   
 ���)�6� /	��	 

����	
�  
R

2   
 /	��	
���)�
� 

F   
���$)	
�  

DF 

 .����
���)
�  

Sig** 

T��$	  
�
6�
�  

 ��3�	
�
/��$	
�  

β  
 Q0

�
1����	
�  

t 

���$)	
�  

Sig** 

T��$	  
�
6�
�  

�����%�  0.520  167.122   )1 \ 154(  0.000 

� ���
 �	�

�

 �����	
�
 �������
�� 

0.721  0.058  12.928  0.000 

 ����)%�  0.064 8.813  )1 \ 128(   0.004 

 ����
 �	�

�

 �����	
�
 �������
��  

0.254  0.122  2.969 0.004 

 ����
����	
�  

0.255  79.009   )1 \ 284(   0.000 

 ����
 �	�

�

 �����	
�
 �������
��  

0.505  0.059  9.849  0.000 

* F�/�� ��� 5
4
(�# 5�A� �� �
<G/�� 	��
 ( α ≤ 0.05)    
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 ���� Y4
/� �
�/ )4 – 7 (  C�
(��� �7  5
���/��?� 5
7�(��� 5��.�� '��� 	G 

 _��/ 5
���=�)R
2
=52% (   C�
(��� �7 _��/ 
��
  5&�*�� '��� �7 6
7�/.A� 	� 

5
 ��=�  )R
2
=6.4% (   C�
(��� ���� ���� )R

2
=25.5%( . �
<�/� �����A� [���� 	"�

5
���=� C�
(��� ���*� 	
�
�/��� 	
  5&�*��) F=167.122 (  C�
(���� 5
 ��=�   

)F=8.813 (  C�
(��� 57
��� )F=79.009 (  �
 /.A 5
��*��� 5�
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��� $�� 5
���/��?� 5
7�(��� 5��.�� '���� ��
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���=� C�
(��� �7 5&�*�� '

)= 0.721β ( C�
(����5
 ��=�)  = 0.254β ( 3
*� C�
(��� ������)= 0.505β ( ��*
 
��

 '��� �
;/� 5
���/��?� 5
7�(��� 5��.�� '��� �!/���� �
�/��� 	� '���� '��� '�

;
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��� ��� �<=� 5�
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� ��� �
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���=� C�
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(���5
 ��=��  )t=9.849 ( 57
��
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��*��� 5�
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!��� ��� C�
(���)sig<0.05 (  �"
�%� ��!�7
� ��@�7
� /��� y�#!�.  

 ��@�7
���!�7
� �����
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7�(��� 5��.�� '���� �<" J
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* ?  5
���/��) �5
���� �5
�
�/�A� �'%
1���
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�/�A� ��
(/A� ( C�
(���� 	4
 ;�� 	
  5&�*�� '��� $�� ".  
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��/�� ��*/��� �����A� ��./�� �/ 5
0�1�� 9�: �
 /.A  ) Stepwise - 

Regression(5
7�(��� 5��.�� '���� 5
��1�� �
* =� �: �!/���� �
�/��� 2
� �  5
���/��?� 

)5 
�/�A� ��
(/A� �5
���� �5
�
�/�A� �'%
1��� ( �
1�/�� �/� �5&�*�� '��� 8 
/�� �
�/����

 C�
(���� 5
���=� C�
(���5
 ��=� ������ C�
(��� ���� 6
�

 �� ���1�� $�� �̀�  
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0�1�� �
 /.� Y4
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��� ����
� K��������
� ���� "#!  �������
�� �����	
� �	�

� ���� �����    
���)�6� .�	��	  

����	
�  
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 /	��	
0����6�  

R2   
 /	��	
���)�
� 

F   
���$)	
�  

DF 

 .����
���)
�  

Sig** 

T��$	  
�
6�
�  �#)�	
�  

 ��3�	
�
/��$	
�  

β  
 Q0

�
1����	
�  

T 

���$)	
�  

Sig** 

T��$	  
�
6�
� 

0.678 0.460 131.277 
 )1 \ 

154(  
0.000 "
�%�  ����	�!6�  0.678  0.048  11.458 0.000 

����	�!6�  0.490  0.056  7.107  0.000  
0.725  0.526  84.884  

 )2 \ 
153(   

0.000  �����
�  
/���6�  0.318  0.056  4.609  0.000  

	�!6�����  0.374 0.065 4.683 0.000 

/���6�  0.257 0.057 3.605 0.000 

�����%�  

0.740  0.548  61.408  
 )3 \ 

152(   
0.000  ��
��
�  

�*�7�
�  0.218 0.075 2.717 0.007 

�����%�   0.293 0.086 12.061 
 )1 \ 

128(  
0.001 "
�%�  ���$
�  0.293  0.092  3.473 0.001 

0.447 0.200 70.794 
 )1 \ 

284(  
0.000 "
�%�  $
����  0.447  0.050  8.414 0.000 

���$
�  0.302  0.058  4.915  0.000  
0.499  0.249  46.999  

 )2 \ 
283(  

0.000  �����
�  
�*�7�
�  0.266  0.062  4.333  0.000  
���$
�  0.145 0.060 2.618 0.037 

�*�7�
�  0.253 0.062 4.150 0.000 

 ����
����	
�  

0.518  0.268  34.434  
 )3 \ 

282(  
0.000  ��
��
�  

/���6�  0.214 0.063 2.690 0.008 

•  F�/�� ��� 5
4
(�# 5�A� �� �
<G/�� 	��
( α ≤ 0.05)                       
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 )4 – 8 (  $�� ;
��/�� �/
�� ��*/��� �����A� �
��/ �����
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(��� ���
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� ���*/��� �����A� �
��/ ����� 	� '�
.=� 5������ 	" 5
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(/A� �5
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���/��?� 5
7�(��� 5��.�� '���� 5
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<�� 5������ [���� 	"� 5&�*�� '���)F=61.408(
�/��
!� ���  8�  5
��*���

)sig = 0.000 <0.05( 5�!/���� 6��
�/��� ��
 ��� �<=� 	� 3�� 	"�  )= 0.374β ( 5
�
�/���

�)= 0.257β (� �
(/��)=0.218β ( 5�
& 5��
!� ��� 5
4
(�# 5�A� 6��� 5
��*� '%
1���

 �
 /.�t 5�A��� F�/�� 8� 
��� ��� 5 ������  5
4
(�?�.  
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�" 5
7�(��� 5��.�� '���� �
���� ���1�� �* �� 	Z7 5
 ��=� C

 _��
 ���� 5
���� �: 5
���/��?�)R
2
= 8.6 % (  5&�*�� '��� �
�/� �
& �7 6
7�/.A� 	� 

 5
��*� �
 /.� 5�
& 	��� 5
4
(�# 5�A� ��� �
�  ������ �: 
�: �����A� [���� 	"�

 [������)F= 12.061 ( 5��
!��� ��� 5�
& 8�)sig = 0.001 < 0.05( �7 5
���� �
�/� 	"� 

 C�
(���5
 ��=����!�  5&�*�� '��� $�� �<D
 )= 0.293β  ( 5�
& 5��
!� ��� ���*� �:�

�
 /.� 5
4
(�?� �/
��*� �
 /.�)t=3.473( 5�
& 8�  5
��*��� F�/��Sig = 0.001). (  

������ [���� 	G  	
 /
 C�
(��� 57
� 5�
� �7� 6��
�/��� �0
 ����� 5<�
<�� 5

 3
*� X0�/ �
(/A�� '%
1��� �5
���� 5�!/����)R
2
= 26.8%( 5&�*�� '��� �7 6
7�/.A� 	� 

 5�
& 2
� ���*� 5<�
<�� 5������ [���� 	"�)F=34.434( 8� 
�/��
!� ���  5
��*���)sig = 

0.000 <0.05(�!/���� 6��
�/��� ��
 ��� �<=� 	� 3�� 	"�  5)= 0.145β (� 5
����)= 0.253β (

� '%
1���)= 0.214β ( 5�
& 5��
!� ��� 5
4
(�# 5�A� 6��� ���*� �
(/�� �
 /.�t 

 5�A��� F�/�� 8� 
��� ��� 5 ������ �
��� �5
4
(�?�:  

 "  �����	
� �	�

� ����
 /���6� \�*�7�
� \���$
� ��!�7
� ����_
 ��� ����

 "#!  �������
�� �����)N �
6� T��$	 ��! ����
� ����0.05 ����	
� ����
� .  

 ��
��
� ��!�7
� ��@�7
�  

H2;3  : ��
(/A� �5
���� �5
�
�/�A� �'%
1��� 
:�
* " B7� 5
7�(��� 5��.�� '���� �<" J
�:

5 
�/�A� (
0��� �* � 
!7� 5&�*�� '��� $��.  

 �����A� ��./�� �/ 5
0�1�� 9�: �
 /.A ��
��/�� ��*/���  ) Stepwise - 

Regression (  5
���/��?� 5
7�(��� 5��.�� '���� 5
��1�� �
* =� �!/���� �
�/��� 2
� �
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�/�A� ��
(/A� �5
���� �5
�
�/�A� �'%
1��� ( �/� � 
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 C�
(���� 5
���=� C�
(��� �
1�/��5
 ��=�� ��  C�
(��� ���� 6
�

 �� ���1�� $�

 ������ )4 – 9 ( 5
0�1�� �
 /.� Y4
/� 	
 
.  

 9�� /��� )4 – 9 ( *  

�<" �
 /.� Y4
/� 5&�*�� '��� $�� 5
7�(��� 5��.�� '���� 5
��1�� �
* =�  /
0���  

���)�6� .�	��	  
����	
�  

R 

 /	��	
0����6�  

R
2   

 /	��	
���)�
� 

F   
���$)	
�  

DF 

 .����
���)
�  

Sig** 

$	T��  
�
6�
�  �#)�	
�  

 ��3�	
�
/��$	
�  

β  
 Q0

�
1����	
�  

T 

���$)	
�  

Sig** 

T��$	  
�
6�
� 

0.579 0.335 77.504 
 )1 \ 

154(  
0.000 "
�%�  ����	�!6�  0.579  0.060  8.804 0.000 

����	�!6�  0.377  0.082  4.239  0.000  
�����%�  

0.614  0.377  46.376  
 )2 \ 

153(   
0.000  �����
�  

�*�7�
�  0.288  0.093  3.237  0.001  

�����%�   0.313 0.098 13.943 
 )1 \ 

128( 
0.000 "
�%�  /���6�  0.313  0.066  3.734 0.000 

0.408 0.166 56.613 
 )1 \ 

284(  
0.000 "
�%�  ���$
�  0.408  0.055  7.524 0.000 

���$
�  0.284  0.064  4.489  0.000  
 ����

����	
�  
0.450  0.202  35.910  

 )2 \ 
283(  

0.000  �����
�  
�*�7�
�  0.227  0.069  3.584  0.000  

•  F�/�� ��� 5
4
(�# 5�A� �� �
<G/�� 	��
( α ≤ 0.05)                       

���
  ������)4–9 ( 5������ $�� ;
��/�� �/
�� ��*/��� �����A� �
��/ �����

� '�
.=� [���� 	" 5
���=� C�
(��� ���
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� � ��*/��� �����A� �
��/ ����� 	

 '���� 5
��1�� �
* =� 	� �:� '%
1���� 5
�
�/�A� 5�!/���� 6��
�/��� �0
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�
<�� 5������
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*� ��1/� 5
���/��?� 5
7�(��� 5��.��)R
2
= 37.7%( 
0��� 8 
/�� �
�/��� �7 6
7�/.A� 	� 

������ 	"� 5�
& 2
� ���*� [)F=46.376 ( 8� 
�/��
!� ���  5
��*���)sig = 0.000 <0.05 ( 

 5�!/���� 6��
�/��� ��
 ��� �<=� 	"�) =0.377β (�             5
�
�/���) = 0.288 β (

 5�
!  �/��
!� ��� 5
4
(�# 5�A� 6��� ���*� '%
1��� �
 /.�t 8� 
��� ��� 5 ������ 

 5�A��� F�/��� 5
4
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 ��=� 5
7�(��� 5��.�� '���� �
���� ���1�� �* �� 	Z7 

 _��
 ���� �
(/A� �: 5
���/��?�)R
2
= 9.8 % (  �
�/� �
& �7 6
7�/.A� 	� 
0��� 	"� 

 [������ 5
��*� �
 /.� 5�
& 	��� 5
4
(�# 5�A� ��� �
�  ������ �: 
�: �����A� [����

)F = 13.943 (  5�
& 8� 5��
!��� ���)sig = 0.000 < 0.05 (  C�
(��� �7 5
���� �
�/� 	"� 

5
 ��=� 5�
!  
0��� $�� �<D
  ) = 0.313β (  �
 /.� 5�
& 5��
!� ��� J��� ���*� �:�

  �
 /.� 5
4
(�?� �/
��*�)t=3.734 (  5�
& 8�  5
��*��� F�/��Sig = 0.000). (  
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� �." ���� 6��
�/��� �0
 ����� 5
�
<�� 5������ [���� 	
  	
 /
 C�
(��� 
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*� �����1
 
� ���!�� '%
1���� 5
���� 5�!/����)R
2
= 20.2 % (  �
�/� �7 6
7�/.A� 	� 

 5�
& 2
� ���*� [������ 	���
0���)F=35.91( 8� �/��
!� ���  5
��*���)sig = 0.000 

<0.05 ( ��� �<=� 	� 3�� 	"� 5�!/���� 6��
�/��� ��
 ) = 0.284β (�  5
���� ) =0.227β (

 5�
& 5��
!� ��� 5
4
(�# 5�A� 6��� ���*� '%
1��� �
 /.�t F�/�� 8� 
��� ��� 5 ������ 

 5�A����
��� �5
4
(�?�:  

 "  "#! �������
�� �����	
� �	�

� ����
 �*�7�
� \���$
� ��!�7
� ����_
 ��� ����

 �@�
� �����)N �
6� T��$	 ��!0.05 ����	
� ����
� .  

 �����
� ��!�7
� ��@�7
�  

H2;4  : ��
(/A� �5
���� �5
�
�/�A� �'%
1��� 
:�
* " B7� 5
7�(��� 5��.�� '���� �<" J
�:
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�/�A� (5!<�� �* � 
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�/�� ��*/��� �����A� ��./�� �/ 5
0�1�� 9�: �
 /.A ��
�  ) Stepwise - 

Regression (  5
���/��?� 5
7�(��� 5��.�� '���� 5
��1�� �
* =� �!/���� �
�/��� 2
� �
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�/�A� ��
(/A� �5
���� �5
�
�/�A� �'%
1��� ( �/� � 5!<�� ���1�� �* �� 8 
/�� �
�/����
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(���� 5
���=� C�
(��� �
1�/��5
 ��=�� ���1�� $�� �̀�  C�
(��� ���� 6
�

 �

 ������ )4 – 10 ( 5
0�1�� �
 /.� Y4
/� 	
 
.  

 9�� /��� )4 – 10 ( *  

�<" �
 /.� Y4
/� 5&�*�� '��� $�� 5
7�(��� 5��.�� '���� 5
��1�� �
* =�  /5!<��  

���)�6� .�	��	  
����	
�  
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 /	��	
0����6�  

R
2   

 /	��	
���)�
� 

F   
���$)	
�  

DF 

 .����
���)
�  

Sig** 

T��$	  
6�
��
  �#)�	
�  

 ��3�	
�
/��$	
�  

β  
 Q0

�
1����	
�  

t 

���$)	
�  

Sig** 

T��$	  
�
6�
� 

0.579 0.335 77.533 
 )1 \ 

154(  
0.000 "
�%�  ����	�!6�  0.579  0.064  8.805 0.000 

����	�!6�  0.383  0.075  4.964  0.000  
�����%�  

0.637  0.406  52.253  
 )2 \ 

153(   
0.000  �����
�  

/���6�  0.330  0.074  4.275  0.000  

 ����)%�  0.211 0.045 5.986 
 )1 \ 

128( 
0.016  "
�%�  ���$
�  0.211  0.116  2.447 0.016 

0.375 0.140 46.424 
 )1 \ 

284(  
0.000 "
�%�  ���$
�  0.375  0.063  6.814 0.000 

���$
�  0.283  0.073  4.426  0.000  

 ����
����	
�  

0.403  0.160  27.437  
 )2 \ 

283(  
0.000  �����
�  

����	�!6�  0.174  0.070  2.721  0.007  

•  F�/�� ��� 5
4
(�# 5�A� �� �
<G/�� 	��
( α ≤ 0.05)  

 ������ 	
 
 )4 – 10 (  5������ $�� ;
��/�� �/
�� ��*/��� �����A� �
��/ �����

� �����A� �
��/ ����� 	� '�
.=� [���� 	" 5
���=� C�
(��� ���
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� ���*/��

 '���� 5
��1�� �
* =� 	� �:� �
(/A�� 5
�
�/�A� 5�!/���� 6��
�/��� �0
 5
�
<�� 5������
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*� ��1/� 5
���/��?� 5
7�(��� 5��.��)R
2
= 40.6 % (  5!<�� 8 
/�� �
�/��� �7 6
7�/.A� 	� 

 5�
& 2
� ���*� [������ 	"�)F=52.253 (  8� 
�/��
!� ���  5
��*���)sig =0.000 <0.05(  
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 5�!/���� 6��
�/��� ��
 ��� �<=� 	"�)=0.383β (�          5
�
�/��� ) =0.330β  ( �
(/��

 5�
!  �/��
!� ��� 5
4
(�# 5�A� 6��� ���*� �
 /.�t F�/�� 8� 
��� ��� 5 ������ 

 5�A��� 5
4
(�?�.  

��� 5 ���
  
�" C�
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 ��=� 5
7�(��� 5��.�� '���� �
���� ���1�� �* �� 	Z7 

 _��
 ���� 5
���� �:  5
���/��?�)R
2
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�/� �
& �7 6
7�/.A� 	� 5!<�� 	"� 

   [������ 5
��*� �
 /.� 5�
& 	��� 5
4
(�# 5�A� ��� �
�  ������ �: 
�: �����A� [����

  )F = 5.986 ( ��
!��� ��� 5�
& 8� 5)sig = 0.016 < 0.05 (  5
���� �
�/� 	"� F�� C�
(��� 

5
 ��=�5�
!  5!<�� $�� �<D
   ) = 0.375β (  �
 /.� 5�
& 5��
!� ��� J��� ���*� �:�

�
 /.� 5
4
(�?� �/
��*�)t=6.814( 5�
& 8� 5
��*��� F�/��Sig = 0.016) .(  
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 /
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�" 5�!/���� 6��
�/��� �0
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�
<�� 5������ [
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*� �����1
 
� ���!�� 5
�
�/�A�� 5
����)R
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= 16.0 % (  �5!<�� �
�/� �7 6
7�/.A� 	� 

 5�
& 2
� ���*� [������ 	"�)F=27.437 (   8� �/��
!� ���  5
��*���)sig = 0.000 <0.05( 

�!/���� 6��
�/��� ��
 ��� �<=� 	� 3�� 	"� 5 ) = 0.283β (� 5
���� ) =0.174β (  5
�
�/���

 5�
& 5��
!� ��� 5
4
(�# 5�A� 6��� ���*� �
 /.�t 5�A��� F�/�� 8� 
��� ��� 5 ������ 

 �
��� � 5
4
(�?�:  

 " "#!  �������
�� �����	
� �	�

� ����
 ����	�!6� \���$
� ��!�7
� ����_
 ��� ����

6� T��$	 ��! ���
� �����)N �
0.05����	
� ����
� .   

 �$	�

� ��!�7
� ��@�7
�  

H2;5  : ��
(/A� �5
���� �5
�
�/�A� �'%
1��� 
:�
* " B7� 5
7�(��� 5��.�� '���� �<" J
�:
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�/�A� ( ��;/�A� �* � 
!7� 5&�*�� '��� $��.  
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 ��
��/�� ��*/��� �����A� ��./�� �/ 5
0�1�� 9�: �
 /.A  ) Stepwise - 

Regression (  5
���/��?� 5
7�(��� 5��.�� '���� 5
��1�� �
* =� �!/���� �
�/��� 2
� �

) 5 
�/�A� ��
(/A� �5
���� �5
�
�/�A� �'%
1��� ( � ��;/�A� ���1�� �* �� 8 
/�� �
�/����

 C�
(���� 5
���=� C�
(��� �
1�/�� �/�5
 ��=�6
�

 �� ���1�� $�� �̀�  C�
(��� ���� 

 ������ )4 – 11 ( 5
0�1�� �
 /.� Y4
/� 	
 
.  

 9�� /��� )4 – 11 ( *  

�<" �
 /.� Y4
/� 5&�*�� '��� $�� 5
7�(��� 5��.�� '���� 5
��1�� �
* =�  /��;/�A�  
	���)�6� .�	��  

����	
�  
R 

 /	��	
0����6�  

R
2   

 /	��	
���)�
� 

F   
���$)	
�  

DF 

 .����
���)
�  

Sig** 

T��$	  
�
6�
�  �#)�	
�  

 ��3�	
�
/��$	
�  

β  
 Q0

�
1����	
�  

t 

���$)	
�  

Sig** 

T��$	  
�
6�
� 

0627 0.393 99.880 
 )1 \ 

154(  
0.000 "
�%�  ����	�!6�  0.627  0.309  5.757 0.000 

����	�!6�  0.429  0.066  5.856  0.000  
0.683  0.467  67.007  

 )2 \ 
153(   

0.000  �����
�  
/���6�  0.336  0.065  4.593  0.000  

����	�!6�  0.320 0.077 3.750 0.000 

/���6�  0.279 0.067 3.669 0.000 

�����%�  

0.697  0.486  47.964  
 )3 \ 

152(  
0.000  ��
��
�  

�*�7�
�  0.205 0.088 2.394 0.018 

0.327 0.107 15.319 
 )1 \ 

128(  
0.000 "
�%�  �*�7�
�  0.327  0.116  3.914 0.000 

�*�7�
�  0.260  0.120  3.002  0.003  
�����%�   

0.382  0.146  10.846  
 )2 \ 

127(  
0.000  �����
�  

/���6�  0.209  0.078  2.408  0.017  

0.445 0.198 70.253 
 )1 \ 

284(  
0.000 "
�%�  �*�7�
�  0.445  0.061  8.382 0.000 

�*�7�
�  0.315  0.066  5.478  0.000  

 ����
����	
�  

0.511  0.261  49.938  
 )2 \ 

283(  
0.000  �����
�  

/���6�  0.282  0.051  4.894  0.000  

• 	��
 F�/�� ��� 5
4
(�# 5�A� �� �
<G/�� ( α ≤ 0.05)   

 ������ ^�*
 )4 – 8 (  $�� ;
��/�� �/
�� ��*/��� �����A� �
��/ �����

�� 	� '�
.=� 5������ 	" 5
���=� C�
(��� ���
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� � ��*/��� �����A� �
��/ ���
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7�/.A� 	� 

 5�
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� ���*� 5
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