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Abstract of the study:

This study aims to know the relationship between the quality of services provided by the
Telecommunications company Mobily in Jeddah and customers’ loyalty to it. The study relied on the use
of a questionnaire as a tool for collecting data, through 36 employees At the same time, they are users.

The study data was collected using a questionnaire that includes the dimensions of the service
quality measure and the customer satisfaction measure, and is specific to the personal data of the study
population. Each dimension was mentioned and the level at which they were reached was high. This study
contributes to the literature by examining the relationship between electronic service quality (tangibility,
reliability, security, responsiveness, empathy) on customer satisfaction.

After processing and statistical analysis of the data using the SPSS program, it was concluded that
there is a direct and positive correlation between service quality in all its dimensions and customer
loyalty. Then the study concluded that there is a discrepancy between the answers of the study sample
members. Based on these results, a set of suggestions were presented to contribute to increasing and
improving the quality of service provided by the telecommunications company Mobily under study, with

the aim of increasing customer loyalty and attracting new customers.

Keywords: service quality, service quality dimensions, customer satisfaction.
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3.3. Research Design:

In this template, we'll present a structure that covers five important
methodological matters (as outlined above). This structure is loosely based on
"research onion."

1. Research philosophy: positivist.
2. Research approach: deductive
3. Research strategy: case study.
4. Research choice: Mono Method.
5. Time horizon: cross-sectional.

6. Data collection and analysis techniques: Questionnaires.
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e sanall
35 21.639 R
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I3 A gine ABMe 2a gl e Jy Lae 0,05 0 Bl p-value ded o Qi) Jsaad) (e eaay
el se A8 Gudailly Jranll L) 5 dpalaie V1 G Ailian) 41Y0
((H3) ol A0 Lo &) o
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((H4) Gall day) ) dpa 31 o
hse AS Al eMandl (5l p3land) Lia g Aglatiat) (m Axilaa) A1Ya Cld 4 gina 48NS 33 g8
Ao gl A ) dSlaal) - B2y B cYLaTU
Cld A giee A83e 2 gl e Jay Lae 0.05 o0 i p-value ded of dilaall Jsaall (e peuay
(eb e A8 5l Guailly Jranll L ) 5 AtV G Ailian) A1V
1(H5) daaall ducalidl) dpia il @
hlige AS Al e3laadl 5l p3lant) Lia g cibalail) (pa dpilian) NS 13 4y gina dBDe s 4
Ao ) 4y ) Aslaal) - Bay A cLaU
G Ay sine ADe 22 58 Y 4l ey lae 0.05 (e ST p-value el ol Jisall Jsaall (e gty
el se A8 Gudailly Jrasll Lia ) 5 alalaill (4 Al A1V
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(W) i) e Saall Lia 5 Jaioall yuriall danald) 53 ga Zaudl) i jusciall (g i Y1 48 ghmn COlaa 1(14) b)) Jsan

(Jiiall paial) ) dasidl 3aga (X) Gilibas) &l yaiial)
0.520 Bl Y Jalaa (sl ysidall ) edlaad) Lay( Y)

(2024)Ealdl rad

(kandl L 5) @il 5 (Aeadd) 53 52) Jiiasall il yiall cp (5 sl ¥ Lol y¥1 ()
835 O Ak A 25 Ao Ju laa ¢ (0.520) 5o Bl Y Jalas () Cua cdillall Al jall
lasls lia of L S5 ¢(0.01) (5510 (5 sin i 5 () gy Bl ) s el L) 5 ilaaalll
Al ol ol yuria Gl L 5 il ol ol puaia Gl Lgaladia) Sy Al bl La My Ll
Adag ye Al

aed dadialliaral) 53 ga (e e Dhandl Lia ) o ddal) 53 5m dladl il (15A) ab) Jsaa

s oeladl JOMeladlf T | .Sig | Tol | VIF

Gl yaadl aylasd a,laadl
B Std. Beta
Error

X1| dawgalll 0.283 [ 0.058 0.267 [4.869(0.000(0.469|2.130
X2| daslaicyl| 0.014 | 0.054 0.014 [0.250(0.803|0.452|2.213
X3 OLla¥i) 0.074 | 0.059 0.090 [1.249(0.213]0.274{3.643
X4 Ll 0.075 | 0.056 0.097 (1.334(0.183(0.266|3.758

Caslad 1.281
Roasdil| bl Y Jolas 688.
R2 asaadill Jolaos 0.473
R2 Adjusted Jaad| ssaadill Jolas 0.465
"F" jLaal dasd 55.872
42 9120 (S g 000.
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Altall ) i) Lol 8 JSS andiial 23 saill Ay gina O Y ey Galadl Jsaad) (g

F (55.872) dad cly Gy Ladiall daxdll 8353 Co oSheall Liajy o 555 1 (4aadll 52 i
G el slim ) ey il ellim 3 gaill (3 Ly « 5% (0 S (85 (0.000) L sine (5 sivsas
Cra 43l Ay ol 5 sl (3lay Lagh Lol ) ) BLas 8 Uiae Ly Lae A0V Lgd il 5 danall 33
Laalusall 5 ¢ (688) &b dxylill 5 Alitasall < yuriiall (G (R) 22xiall Lol YY) delas Lo () Laa Ll
83 pall Aliiedd) &l i) of Jiay 1385 ¢ (473) 0) aly (2) waail) Jalas LeusSay ll 5 L Dl
(Aaelaill Laadll 33 ga (e e Dlandl L) 2ldll el (e %47.3 o yldie Le puais (ALl

<kl 5 (10) oo Sl aaia JS(VIF) ol adia Jale (ld <o W dagii
il yriall (g Badeie dplad A8Me aa 55 Y 4l iy Lee e JS1(0.1) e ST (Tolerance
aal sasiall lasal) Jilad il e gi s 3 salll 12 il e slaie W) Eaalill ¢Sy Gy dnpia il
dalaie Y1 XS5 ¢ (0.000) 4 sine (5 sinan 5 0.283 lasil Jalaay A salall Jia dlisall ol jaial)
& sinsars 0.074 i) delray G G5 ¢ (0.004) & sine (5 sisars 0.148 lasil Jaleny
.(0.000)4; 512

A58 o Gukilhy daadll sasa e e Mleadl Lia ) o (JSS) deasd) 5o sa sl 3l Lul8
ezl Ly Ao dandll 50 ga dlaol il HLadY 4 gl D el ASLaal) - 32a & YLD L se
Stepwise ) il laasy) Jilad oglud e slaie V) a3 ¢ agd daaial) daadll 3350 (e
85l Jal gall aal tans ) slu) 13s Caagay ¢ all s daia 520 JLEAY (Regression
oAl dadiall Aeddl 335a (e e Dhaall Ly e
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A dasialldaral) 53 a0 e Dkaadl Lia ) o daaall 33 5a ladl il (15A) 4B Jsas

s SMalalL OMelall| T .Sig | Tol | VIF
S il dy laad dayland
B Std. Beta
Error
X| deaall 3asa| 0.685 | 0.039 0.672 |17.654|0.000|1.000{1.000
Caaliadl 1.484
Rooaill bla,y/ Jolzo 672.
R2 ssaaill Jolao 0.450
R2 Adjusted Jaal) asuaill Jolas 000.
"F'" laial) daad 55.872
4 920 (S 9o 000.

(2024) &l : jrad

Aol Aliisal) @ ppaial) Ll 8 JSS andiial) 23 gaill 4 gina O (V) ey Gl Jsaad) 0

Lo Cialy s ¢ agd dadiall daxall B35 0o eDkeall Lia ) e i ) (JSS) deadd) sasa
oty 5uill il 23 palll & Mallys ¢« 5% (0 Bl (2 5 (0.000) 4 st (s sinses F (55.872)
358l ety Lad Lal ) ) Aa) d Lacluy Lae A Led ailitl) 5 deadll 5350 (e o Dleall Lia )

s dalill 5 Alial) cl ypaiall G (R) dasiall Tl y¥) Jale 3 Gf JaaDlall (g 43l 4y 0l

O 22 1385 ¢ (0.450) s (2) sl Jabea LgniSiny Sll 5 Ld Aol daalisdll s (672)

e Seall Liay il il (e %45.0 olaia Lo i ) (JSS ) deddll 52 5a) Aiiiesall il yuaiall

Lanall 33 s ooyl e Aitsall ) puriiall aaf sasiall oyl Jlas il e sis Aeaddl 325 oo

e daxal) 53 sa alad il ety @l 5 ¢(0.000) 4 sine (5 sivsars 0.685 sl Jalray (JSS)

A yal) ASLeal) 3an B VLA L g 38 5 (e pgd Al Laddl) 535a (e eDlaall sl
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syl SPSShilasyl gl yll daja aladiuly Lilias) clilall Jidas 23 Juadl) 134
inasll slany) duljall Jae 23ty SPSS V28 Jhasy) diladl gty 5 ¢ zali 0 28
el Al all A (e &y sllaall LA pan 8 alasiuly LAWY Baa Jlad) Jee 5 il 5 Al
Jalas ¢ gl 23 gaill daeDle (305 Canall Sl i o | el &3 i) dal e elld ) ddlayl
) )y g il A LA 5 ¢ Aiban ) miliill (e 28U « SPSS 28 hall lasiyl
ezl (5a) ¢ Bardl Ly alral 5 de2adl 53 s dlaal (s Al AV I3 A3 a5 sl & Jia
il 33 9a e e Daall eliay o daadll 5 ga aland ,alS s gy g Al jall Jae cYLATY) 38,4
Hse AS 0 g5 dan srall A jall ASlaall — Baa (8 VLA L ge 4S50 (e agd dadiall
a8 e aelud Jual) il s Slae yg Clindat j 635 cdeddd] ann@ll Aaall ) ueadl) g Glanall
Al

61

MiDOcEAj




|

&A,d\ SEEEY :U“"&‘ M.“ .5

Glaliliud) § Clua ¢ill g

Mipoceail




-

*daddall
Gloa gl  Asleayl cd Hall dalel) culindail) g 4 H 1ol daalual) Joadl) 138 J 4Lty
r A il e dalald) 5 cdalsio) el jall 5 i jall 3 gaa g

24,18 daablial)
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ol se VL) 4S50 e IS e 5 8 0 el 0 Ty i 1 A5

4 land) daalocall

S s L ge 4 gl YL S5 e Leal) bl 8 sl dpaal (4SS
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83 g Opeandl Jpanll Lia ) (8 HLaTins) A4S 58l Sy celly ) ALYl | Sl
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1.4

sdlanl 5 ladall 53 sa s 5 U ueitall a5l Ao Al ) a1 die glagall 3gaad) ]
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sl e 493 sad)

8 il e A sl VLAY RS i) 1 el SUail) e Al st Agalf dgand) 2
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project management

Questionnaire
To whom it may concern/
Hello, mercy and blessings of Allah Almighty,

| am pleased to put in your hands this questionnaire, which is part of the
preparation of the graduation thesis for the bachelor's degree in project
management, entitled "The impact of quality of services on customer
satisfaction, by applying to the Saudi Telecom Company Mobily in Saudi
Arabia - "under the supervision of Dr. Mona Mustafa Al-Ashry ,"Therefore, |
ask you to cooperate to achieve the goal of this work, so please kindly
answer the questions contained in this questionnaire, bearing in mind that
the information provided will be treated with strict confidentiality and will
never be used outside the scope of scientific research.

Please accept my highest respect, thanks and appreciation.

Supervisor Researcher

Dr. Mona Mustafa Al-Ashly. Fatima Mohammed
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(b e et A ARY) A 8 (X) ddle aca s o SH el )l)) sidaadl
Note: (Please kindly put an (X) in the answer box that expresses your

opinion)

Mial cha 3 pibaa b cild jra b Apaddl) clibyd) iuaddl) cil ;Y
First: Personal Data: Personal data are indirect identifiers,for examples.

:( Gender)uaall o
(Female)il o
(Male)_s> o

(Age) =l o

.(Under 30 years old) 430 o« & o

.(From 30 to 40 years old) 440 )30 &+ o
. (Over 40 years old) 4w 40 o= S ©

: (Educational Leve) sl s sl o
.(Secondary) ¢ st o
.(University) = o

.( Postgraduate ) Lle <ilul o

( Years of experience with Mobily bt s <YLl xa 3 all & g @
:Etisalat)

. (less than 5 years) <l sis 5 e Bl o

.(From 5to 10 years)< s 10 M 5+ o

.(More than 10 years)<l sis 10 o» SSI o
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- e 200 gl VLAY AS L8 8 Ay g IV Cleaal) 33 sa ¢ Ll

Second: The quality of electronic services in the Saudi Telecom Company

Mobily»

This is a set of phrases related to measuring the level of quality of

A0 o Gukilly (sl b5 Dleaadl 33 g (5 sie ety (Blai O jlall (e A sena o2
alal Luslia o) yi e 3 jle IS (o bifi) ga ane ol bl oo da j0 Al Ay gmad) L se VLAY

R ENY

electronic services and customer satisfaction with the application on the

Saudi Mobily Telecom Company, choose the degree of your approval or

disagreement with each phrase what you deem appropriate in front of the

answer:
(38 5 Gllse | ylaa | Glge 8 Bady (3l ga s daadl) 3aga Jo¥) sial
B Agree | Neutra | Disagree | Strongly disagree Quality of Servic | First variable
Strongly ' Gleaadll b 3l cilalia) o
agree )MJSMJ@LG BJPQ\..J

Customers need high
quality services

continuously

A Claxall 55 gl ¢ Aol apasill (Dbgull o dawgalall |1
1. Tangible: are facilities, interior design, devices and equipment
.personnel

Ay Al avaail)
s Al e CLaTY) A8 i

(badil) adia aa Juady!
The interior and
exterior design of
Mobily facilitates
communication with
service providers.

M_lDQCEAﬂ!




clarall Ll ga 4S5 850
PRt sl Q\j&.}ﬂ\\g
Aaddl)
Mobily provides
modern equipment
and equipment to
provide the service.

ey g il o3
e el Jlal) clud g
Aaadl) e,g.ﬁﬁ
Availability of
applications,
software and
communication
networks that help
provide the service.

LA JLia Gea
Service providers
take care of their
appearance and good
reception of
customers.

dalitla oSlal AS ) 3 g0
M g cathat dpalia g Adikai g
_QLA.\&.“ eﬁub
The company
provides organized,
clean and suitable
places to order, wait
and receive services.

2. Reliabi

lity: Itis t

he ability of the ser

il iy ool e daadll 5 508 4 rdgalaieY)
vice to perform and provide the service.

2

dau) g (AS pill Al
_34.\;.43 JU.@.MJ
The company's
mission is clear,
easy, and specific.

1
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JSdi Uil el a gdl 2

30 gall g cililSay) (389 03 sia
B8 giall

We prepare our
mission in a
balanced manner
according to the
available capabilities
and resources.

30 28 Al s 3

Lelas duala g giaiinn g Lgaid
L2 e e sl

Mobily's mission
includes its values,
beliefs, what it works
and the most
important features of
it.

Juay il sa 485 ks 4
A Gilalal) ) gl
M| belas éu

Mobily aspires to
deliver its message
to employees for the
purpose of raising
the efficiency of
performance.

(il ga A8 4 Al Jadis 5
sl g 53lend) llias o
Mobily's mission
encompasses the
interests of
customers and the

public.
Aediall deadll o 450 1 olaY,3
3. Security: Trust in the service provided.
480 o) da) b sl ady 1

Aaadl)
The customer feels
comfortable while
receiving the service.

&h 94 ag s Cladd i 2
s clala g il s

MiDocEAf




Mobily's services are
commensurate with
the requirements and
needs of the
customer.

Cilaglra aa AS ) Jalas 3
Aoyl 33330
The Company treats
the Client's
information
confidentially.

cila ghaal) dadl g Aaua palods 4
O A Guy Aadial)
The authenticity and
integrity of the
information provided
contributes to
gaining the trust of
customers.

hbige A4Sy gik ga lliay 5
LCladdd) apals B Alle ¢ ya
Mobily's employees
have high
capabilities in
providing services.

Aadl) iy elal e Gaddl) adiall 5508 s dglaiuY) 4

4. Response: It is the ability of the service provider to perform and provide the service.

g pally Cpplh gal) ey 1
Aaadl) H‘.ﬁﬁgé&w\‘g
Employees are
flexible and simple in
providing service.

pliad L ga 48 4 2

e Jalaill £ U] ol 30 cilala
A )

Mobily company
seeks to fulfill the
needs of customers
while dealing with the
company.

Ay (bl ga 48 i o 3
ke 35 3l il
elial) <8 o) gA YRy
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Mobily responds to
customers' wishes
and responds to their
complaintsin a
timely manner.

das Luval adld dlaxied) aa g
O
There is always a
willingness to help
customers.

cilasdl) g8 Ll ga A4Sy B gs
053 Lgaliag Al
Mobily provides all
the services that the
customer needs.

ok s 3 8 sl OS5 ¢ adid S G s 3 pe Jaladll cilalasl)

5. Sympathy: Dealing with the customer personally, as if the customer is private and private.

A4

addd) alaiay) 4 yad) g
Lgiadlaa g ¢ andl cilullay
e@J Giladdld ﬁﬁij
The Company
provides personal
attention to customer
orders, processing and
providing services to
them.

1

S o 508 cplatal) gl

& sOaal) J pan dulee

UL PREY

Employees have the
ability to facilitate the
process of customers
accessing their
services.

| Chlgall dasd S e g
48 jpal el LS 8 g
cilasdl) 58559 agilalial
PULEEWEN
The Citizen Service
Center provides
sufficient time for
customers to know
their needs and
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provide them with
appropriate services.

A, B g slalad) sy
& Maxll Zg.uﬂ\ oyl
A ll) agh g b g
Employees of the
company estimate the
individual cases of
clients and their
personal
circumstances.

e AS AN Jue cilebu quulii

3 PYTIF NVEN
The company's
working hours are
suitable for all
customers.

strongly
Agree

38 5e
Agree

Alaa

Neutra
|

G4 5a e

disagree

825y (38 5a p&
Strongly disagree

Jeandl L
Customer satisfaction
A L)l (e (5 5iua e s

Lme Land ol Jaanl) 28y
Hacad) s dileall ailalyial 40
It is the highest level of

satisfaction that a
customer perceives
regarding a particular
service to meet their
stated and embedded

needs.

A )
Second

variable

Bad il ga 4S5 Jglas
L La,
Mobily tries to achieve
customer satisfaction.

dajlia Ll ge 48 i Jglas
dslad) padliy (b3 (g gls
Aadial)
Mobily tries to follow
up on customer
complaints and provide
appropriate solutions.
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T hlhse dS,d o
BB (o pgl g pa LSS
Al
Mobily invites them to
present their ideas and
opinions from time to
time.

ol () (il g A8y Jglas
e Jardly G clala
Lesbadl
Mobily tries to
understand the needs
of customers and work
to satisfy them.

aisaaly Ll ga 255 o
Gl (B Saatall b 5049
Aadiall daddl) de ¢
Mobily feels their
importance and their
distinguished role in
improving the quality of
service provided.

il sila g £ )l AS ) aigs
Aadiall dadddl oo Lgiily )

The company is
interested in the
opinions and
suggestions of its
customers about the
service provided.

Gladdl) oo S| ) el
Adlial) cils Had) Lgasii Al
You are more satisfied
with the services
provided by competing
companies.

hbige A8y g8k ga o gl
G leadin alida Je o 04
Loy s J8d Gib
Mobily employees
respond to various
customer inquiries
promptly and quickly.
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| 592 s Sl o
dasd ol dalaial) il glaall
S
Mobily provides all the
information related to
any new service.

& sy (bl 9 A8 s Jala
Lalil) cila glaall g dali
LAk L
Mobily treats customer
information
confidentially.

10

to complete this study.

a5

O aSllad 33 i g i) 1 Al e eyl 8 Alledl) aSiaalid il g HSEN ) ja oS

Al saa SLaiy jLiieY)

Thank you very much for your effective contribution in answering the

guestions of this questionnaire and your answers will be taken into account

ki) oyl

MiDocEAf
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SPpSS z=bin il L;Amjl\ sbaa) :( 3) ke

uiad)
Frequency | Percent| Valid Percent | Cumulative Percent
Valid| 16 44 .4 44 .4 44 .4
BN 20 55.6 55.6 100.0
Total 36| 100.0 100.0
Statistics
dall
N Valid| 36
Missing 0
Mean| 56.
Std. Deviation| 504 .
Ol
Frequency | Percent| Valid Percent| Cumulative Percent
Valid| %3000 12 33.3 33.3 33.3
44030 14 38.9 38.9 72.2
440 0 10| 27.8 27.8 100.0
Total 36| 100.0 100.0

Statistics
sl
N Vald| 36
Missing 0
Mean| 1.94
Std. Deviation| 791 .
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GVl Ll se a3 paldl <l giud
Frequency | Percent| Valid Percent | Cumulative Percent
Valid| s 50 10| 27.8 27.8 27.8
S5 10 J 5 ose 11 30.6 30.6 58.3
& gis 10 o S 15| 41.7 41.7 100.0
Total 36| 100.0 100.0
Statistics
(o Alse OYla po 5 sl S pics -
N Valid 36
Missing 0
Mean 2.14
Std. Deviation 833.
adail) (o ghaall
Frequency | Percent| Valid Percent| Cumulative Percent
Valid g5k 4 11.1 11.1 11.1
DS 21 58.3 58.3 69.4
Ul 11 30.6 30.6 100.0
Total 36| 100.0 100.0
Statistics
retdell s sicaal]
N Valid 36
Missing 0
Mean| 2.19
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Std. Deviation| 624 . |

1Y) el 55 56! (A3 araail) «Denil) o A galall 1

Reliability Statistics
Cronbach's Alpha | N of Items
932. 35
3kl
oatia pa Jla) Jgm il sa LG AS 180 o Al A avaall)
R PXEN]

Aaadl) apadil Apaal) <l jugadll g climalilil ge 45,5 g

At i o 30 L Jus) St g a9 bt B 56

(b Y Jiand Couun g b sgdia; dadid) (adha ity

Lbaddl) o) g M g callal duaalia g Adudas g dalile oSlaf 4S i) 865

__EJ.\MJcaJQ.MJ £M\J6kﬂ‘ :ULMU

BAgiall 50 gall g CULSRY) (389 (o3 gia Sy Lillay oL a gk

SR e La ag Lglas duala g Lgtliing g Lgasd (Ll ga 4S5 D) (paals

1) oS ad ) (2 A cylatal 1) Lgiion ) Jlaaly (Ul s 4 5 el

Losgaalls sdaa) s o (Lliga AS 0l Al Jads

JAandl) 48N U da) 0 Gl e

Ol clala g cilthiia s il ga 48 il ciladd Gualiss

o el 903 la glaa aa AS A Jalas

LAY AR Sy Aadial) il glrall Aadh 9 daua adlud

_&héﬂ\ﬁﬂi‘ﬁ@b Q\Jﬁuighy“ﬂyhyﬂﬂq

eal) s il
3.94

4.17
4.25
4.44

4.19

el il yaiy)
0.754

0.697
0.649
0.652
0.710

Aandl s g elal Jle 3axall 3 )08 o sdalaiey) , 2

4.1

4.25

3.97

4.03

4.20

4.25

4.1

4.42

4.06
4.28

0.785

0.554
0.878
0.609

0.531

- Aediall Laasll 8 46D 1Y, 3
0.554

0.575
0.604

0.955
0.659
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Aeaall g plof Ao danall adiall 5508 & (Alaia) 4

Aadil) a0 (B Al g A g paly Gl sal) ey 4.06 0.754

AS i) aa Jaladh) s U il 3l clals sliad Ll ge 48 3d el 4.08 0.604

sial) cBgl) (B agy S o 3l il ) Anlly (Ll e AS ) a6 4 0.926
ALY BaoLual adly M) da o9 4.14 0.683

L0500 Waliay Al clasdl) IS Blbge 4S8 84 4.03 0.941

0ald 5 3 8 s S ¢ pad U5 0 513 ae Jaladll rilalaill 4

g Slardl) 4 g Lgtiatlaa g ¢Mand) il (ad ) SlaiaY) AS & sy 4.14 0.593
pilasd o eMaal) Jpan Dles Jogudt o 50 cplalall gl 4.06 0.754
clasdl) by agilabia) 48 aal poleall ASY gl Gl gall 2asd S 10 B 4 0.828
g daliall
i i) aghs pdh g o 3lanll A3 jil) LAY AS Ha) (B ¢ glalad) a8y 3.94 1.068
oSl aan g AS ) oo el cuulil 417 0.609
L ) el Ly

Laai oLy Jrendl 4850 (3 L ) (g (5 5n e 8
Hacaal) g dilaal) ailalgainlil dima

LAY Lo jidas L gedS yd Jglas 419 0.786

Asaliall Jolal) aafi g il 3l (o gl daglia i e 48 1 Jglat 3.92 0.893

L AL BB G agdl g b NS 2l Lge 48, o5 3.83 0.878

lesbid) Je Jaall g bl clala agdi of Ll ga A Jglas 4.22 0.681

Aladial) sl de g8 cpent B aaial) ab ) ga agiaal ilige A8 el 4.19 0.710

Aadiall Laad) oo il cila, e g £ )0 AS A aigs 3.89 1.008

Aldlial) S i) Ltk L2l ciladid) oo S ) el 3.92 0.770

s S8 i Gl jladiad cilida  Jo 30 L ge AS 4 ik ga a gl 3.97 0.696
No-Baat]

Sata daad o Albial) il glral) aaan b ge S i p0ES 4.06 0.715

Ol I AalA) e glaal) ae Al Ay il ga AS i Jalai 4.25 0.770
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Correlations

ﬂﬁ gﬁ &MU 3-’3)“”" ol gal) ey Ay "9.\&&: 3 gighy ;\S)ﬁ Joad
L Aaaaly

i B Alalnt) 9 A5 g yal Cplh gal) ey Pearson 1 “656.
Ay Correlation

Sig. (2-tailed) 000.

N 36 36

Ol ) (BRALL S il glad Pearson “656. 1
Correlation

Sig. (2-tailed) 000.
N 36 36

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

Correlations

i g Lgiadlaa g g 3lanl) Clallay aad ) alaiaY) AS i) g
¢ il L ILa (sl Llsa A4S J g

padi g Lgiadlaa g s3hand) Glllny eadiatd) alain¥) AS ) i 5 “ Pefluson 1 492
o sl onelation

Sig. (2-tailed) 002.

N 36 36

L3l Ly (Biatilil sa A gl Pearson 492, 1
Correlation

Sig. (2-tailed) 002.
N 36 36

.Conrelation is significant at the 0.01 level (2-tailed) .**
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ANOVA
Sum of Squares| df | Mean Square| F .Sig
Between Groups 363.|] 3 121.(182.|001.
Within Groups 21.276 (32 665.
Total 21.639|35
ANOVA
Sum of Squares| df [ Mean Square F .Sig
Between Groups 13.054( 3 4.351]16.220(000.
Within Groups 8.585(32 268.
Total 21.639(35
ANOVA
Sum of Squares| df [ Mean Square F .Sig
Between Groups 5131 2 2.565(5.129(011.
Within Groups 16.508 (33 500.
Total 21.639(35
ANOVA
Sum of Squares| df | Mean Square F .Sig
Between Groups 12.847|( 3 4.282(15.5871000.
Within Groups 8.792(32 275.
Total 21.639|35
ANOVA
1 et Lo
Sum of Squares| df | Mean Square F .Sig
Between Groups 5.5685( 2 2.79215.740|007.
Within Groups 16.054 (33 486.
Total 21.639|35
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Summary (column %)

#Total
Column (%) Frequency
1 A gale
by 3l ge ye2 2.86 1
o 22.86 8
B sa 54.29 19
B (38 5e 20.00 7
#Total cases 35 35
Summary (column %)
#Total
Column (%) Frequency
2 A gala
e 14.29 5
Fse 51.43 18
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Summary (column %)

#Total
Column (%) Frequency
By (38 5e 34.29 12
#Total cases 35 35
Summary (column %)
#Total
Column (%) Frequency
3 A gala
e 8.57 3
Gl se 54.29 19
508 3 5 37.14 13
#Total cases 35 35
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Summary (column %)

#Total
Column (%) Frequency
4 4 gala
Al 5.71 2
GHsa 40.00 14
535 38l 5a 54.29 19
#Total cases 35 35
Summary (column %)
#Total
Column (%) Frequency
5 Ay gala
Ao 17.14 6
G 5o 48.57 17
535 38l 5a 34.29 12
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Summary (column %)

#Total

Column (%)

Frequency

#Total cases

35

35
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