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2. Analytical instrument.
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Reliability Coefficients

N of Cases = 220. 0
N of Items = 43
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Descriptive Statistics

Mean Std. Deviation | Analysis N
V2.1 3.00 1.036 220
V2.2 2.69 .954 220
V2.3 2.48 .986 220
V2.4 2.18 .937 220
2.5 2.24 .861 220
2.6 2.55 1.043 220
2.7 2.28 .980 220
2.8 2.54 .972 220
V2.9 3.18 1.034 220
V2.10 2.69 .964 220
v2.11 2.90 1.014 220
V2.12 2.80 .994 220
V2.13 2.67 1.128 220
2.14 2.65 .993 220
V2.15 2.78 1.038 220
V2.16 2.90 1.102 220
V.17 2.79 .897 220
V2.18 2.73 1.050 220
V2.19 2.45 1.156 220
V2.20 291 .809 220
V2.21 2.68 1.056 220
\2.22 2.46 1.013 220
V2.23 3.29 1.199 220
\2.24 2.63 1.009 220
V2.25 2.44 .876 220
V2.26 2.50 1.018 220
\2.27 2.85 1.083 220
\2.28 2.77 1.004 220
V2.29 2.52 1.040 220
v2.30 2.62 1.081 220
v2.31 2.61 1.052 220
V2.32 2.65 951 220
V2.33 2.71 1.121 220
V2.34 3.04 1.187 220
v2.35 2.67 1.128 220
V2.36 2.74 .998 220
V2.37 2.98 .941 220
V2.38 3.07 .891 220
v2.39 2.37 .959 220
v2.40 2.25 1.088 220
Vv2.41 2.23 1.117 220
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Communalities

Initial Extraction
V2.1 1.000 721
V2.2 1.000 .813
V2.3 1.000 .688
V2.4 1.000 774
2.5 1.000 .817
V2.6 1.000 797
2.7 1.000 .746
2.8 1.000 .745
2.9 1.000 .629
V2.10 1.000 .648
V.11 1.000 .740
V2.12 1.000 .690
V2.13 1.000 .949
\2.14 1.000 .764
V2.15 1.000 .864
V2.16 1.000 .858
V2.17 1.000 778
V2.18 1.000 .765
v2.19 1.000 .814
v2.20 1.000 .708
v2.21 1.000 775
V2.22 1.000 .759
V2.23 1.000 .689
\2.24 1.000 .618
V2.25 1.000 .736
\2.26 1.000 .859
.27 1.000 .746
\2.28 1.000 .713
V2.29 1.000 .763
Vv2.30 1.000 .767
V2.31 1.000 .706
V2.32 1.000 424
v2.33 1.000 .809
V2.34 1.000 .754
v2.35 1.000 .949
V2.36 1.000 742
V2.37 1.000 .739
v2.38 1.000 .660
V2.39 1.000 .760
\2.40 1.000 .760
V2.41 1.000 .743

Extraction Method: Principal Component Analysis.
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Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings Rotati
Component Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total
1 16.356 39.892 39.892 16.356 39.892 39.892 6.578
2 3.636 8.868 48.760 3.636 8.868 48.760 4.409
3 2.550 6.218 54.979 2.550 6.218 54.979 4.275
4 1.691 4.123 59.102 1.691 4,123 59.102 3.777
5 1.643 4.007 63.109 1.643 4,007 63.109 3.079
6 1.457 3.554 66.664 1.457 3.554 66.664 3.023
7 1.228 2.994 69.658 1.228 2.994 69.658 2.029
8 1.195 2.914 72.572 1.195 2.914 72.572 1.911
9 1.024 2.497 75.069 1.024 2.497 75.069 1.697
10 .968 2.361 77.430
11 .955 2.329 79.759
12 .899 2.192 81.952
13 777 1.896 83.848
14 .667 1.627 85.475
15 .587 1.431 86.906
16 .490 1.194 88.100
17 .483 1.177 89.277
18 .450 1.098 90.376
19 .402 .980 91.356
20 .383 .934 92.290
21 .372 .908 93.198
22 .301 .735 93.933
23 .290 .708 94.641
24 .277 .675 95.316
25 .253 .617 95.933
26 .223 .543 96.476
27 .199 .485 96.961
28 .185 451 97.412
29 .167 .407 97.819
30 .161 .393 98.212
31 .140 .341 98.554
32 .125 .304 98.858
33 .100 .245 99.102
34 .084 .204 99.306
35 .078 .190 99.497
36 .065 .159 99.656
37 .050 121 99.777
38 .042 .102 99.879
39 .032 .078 99.957
40 .018 .043 100.000
41 -1.70E-16 -4,156E-16 100.000

Extraction Method: Principal Component Analysis.
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Component Matrix}

Component
1 2 3 4 5 6 7 8
V2.1 775 .287 .133 .059 .063 -.023 .039 .072
2.2 742 -.275 .089 .297 -.278 .035 .041 .099
.3 .264 .460 -.283 .084 -.254 -.385 -.153 132
V2.4 .660 -413 -.327 .052 .038 .078 -.182 -.075
V2.5 .482 -.610 -.106 .275 .133 .255 112 -.076
2.6 .756 -.118 -.302 .049 .225 -.020 -.205 .148
2.7 .631 -.138 -.197 .244 -.097 -.028 -.306 .355
V2.8 791 .081 - 177 .069 -.073 -.119 -.233 .050
V2.9 -.016 722 .082 .045 .162 .233 -.033 122
V2.10 .157 .581 .314 .266 .234 -.079 -.080 -.025
v2.11 .648 .387 .014 .158 -.315 .079 .058 -.147
V2.12 .695 .245 .301 -.104 .040 -171 -.029 .025
V2.13 .639 .378 -.436 -.044 -.241 -.018 192 -.268
2.14 .697 .185 .206 -.288 114 -.275 .160 -.061
V2.15 512 -.207 .367 -.490 -171 -.240 .154 .245
V2.16 .685 -.180 470 -.149 .029 =271 .064 -.053
2.17 .720 .031 .223 -.243 -.031 131 .040 .331
V2.18 .613 -.152 .372 .052 -.053 .200 -.029 -.356
V2.19 745 -.059 -.240 -.106 .315 -.080 -.074 .001
\2.20 .633 -.052 .203 .275 -.092 .021 .166 .318
v2.21 .652 -.389 -.264 -.051 .146 -.107 .203 -.007
V2.22 .583 -.423 .084 -.258 -.291 .257 -.040 -.107
V2.23 .560 -.037 -.182 -412 .259 .268 .166 -.056
\2.24 723 .022 .011 .047 .015 -.078 -.273 -.096
V2.25 731 -.076 -.182 -377 .035 .081 -.075 -.062
\2.26 .610 -.178 .201 .388 .331 -.308 -.033 -.079
\2.27 .502 -.182 .458 -.037 .098 .249 -.358 .008
V2.28 .716 -.027 .004 -.005 .176 -.266 .306 .026
V2.29 .582 -.461 -.013 .285 -.218 -.127 .237 -.019
v2.30 .752 .002 -.191 .002 .316 -.191 -.070 -.073
v2.31 .649 .287 -.329 .106 .044 -.079 .107 .125
V2.32 .524 -.030 .051 .069 .281 127 .078 -.081
v2.33 .678 141 .048 144 .355 .256 -.023 -.193
V2.34 478 474 .162 .185 -.053 .351 117 -.108
v2.35 .639 .378 -.436 -.044 -.241 -.018 192 -.268
V2.36 712 .166 .240 -.079 -.089 -.135 -.130 -.279
V2.37 .678 -.039 -.035 .146 -.104 .223 .376 .187
v2.38 .506 .403 .245 -.026 .051 .258 .140 .303
v2.39 .650 -.145 .223 .183 -.445 -.002 -.125 -.065
V2.40 .704 .167 .018 -.244 -.242 .039 -.329 -.089
V2.41 .598 .065 -.406 -.178 -.028 .254 -.154 .294

Extraction Method: Principal Component Analysis.

a. 9 components extracted.
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Rotated Component Matri®

Component
1 2 3 4 5 6 7 8
.1 .336 .265 .369 .307 419 217 .146 .246
2.2 .249 .736 .193 173 -.003 .343 .126 .095
2.3 .187 .036 .044 .307 142 -.011 | -4.83E-05 .013
2.4 .639 .339 .004 212 -.255 .324 .027 .076
2.5 .389 .553 -.077 .029 -.233 .139 .093 .146
2.6 776 .264 115 .169 .061 217 -.036 179
2.7 .551 494 .004 .028 .087 .334 -.129 .062
2.8 .552 .285 .187 .318 .105 .351 .077 .149
V2.9 -.054 -.263 -.100 125 .720 -.041 .019 .039
V2.10 -.113 -121 .039 .102 571 .096 .045 .512
V2.11 113 .308 .133 512 .329 .249 .357 .015
V2.12 .253 .138 .544 .143 .302 .237 .264 .201
V2.13 .292 .109 .097 .898 122 .087 .080 .024
2.14 .282 .043 .694 .285 .160 .087 .195 .215
V2.15 .081 211 .853 .019 -.055 .228 -134 -.093
V2.16 .188 .288 713 -.052 -.042 .237 .349 .219
V2.17 .334 .304 .552 112 .359 .315 -.073 -.074
V2.18 134 .289 .259 .055 .022 .390 .639 .080
V2.19 .783 131 272 127 .021 .027 277 .098
V2.20 .231 .664 .285 -.027 .276 .064 .185 .053
V2.21 .620 .390 .290 .142 -.264 -112 .215 .012
V2.22 .256 341 .315 .130 -211 .462 .224 -.301
V2.23 .551 -.038 .325 274 113 .015 142 -.167
\2.24 443 .184 .210 .225 .074 .437 .162 .251
\2.25 .592 .053 .378 .337 -.011 .296 .094 -.108
V2.26 .310 .362 .218 .025 -.006 .164 .079 .736
.27 191 .146 .243 -.182 .189 .652 .096 179
\2.28 .390 .328 .498 .294 .054 -.088 .090 312
V2.29 .207 724 .196 147 -.291 .068 .184 .110
v2.30 .694 134 .264 .207 .025 .055 .240 .292
v2.31 .458 .238 123 .527 .287 .013 -131 197
V2.32 .338 .168 .158 .162 177 113 124 .273
V2.33 .518 .152 .077 .106 .335 .102 .574 .189
\2.34 .082 .201 .032 .256 .576 .090 541 -.049
v2.35 .292 .109 .097 .898 122 .087 .080 .024
V2.36 .170 .082 418 374 114 475 .251 .297
V2.37 .262 .608 .227 .350 .268 .028 .025 -.022
V2.38 .156 .209 311 117 .679 .091 .087 -.045
V2.39 .035 .533 221 .252 -.019 577 125 .099
V2.40 .358 .048 .313 .329 .135 .575 .182 -.090
Vv2.41 677 .178 .061 .232 .226 .185 -.065 -.318

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 20 iterations.
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*xkx Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

ltem-total Statistics

Scale Scale Corrected

Mean Variance ltem- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
El 207. 8364 455, 2608 -. 0109 . 8243
E2 207. 7909 454. 1844 . 0228 . 8241
E3 207. 7955 453. 1498 . 0735 . 8234
E4 207. 7318 451. 3935 . 1477 . 8226
E5 207. 8045 451. 1899 . 1411 . 8226
E6 207. 8455 452. 7979 . 0816 . 8233
E7 207. 7909 451. 8282 . 1168 . 8229
E8 207. 8136 453. 3304 . 0641 . 8235
E9 207. 8636 447. 6069 . 2635 . 8211
E10 207. 9364 453. 8133 . 0431 . 8237
Ell 207. 9545 449. 9979 . 1842 . 8221
E12 207. 8818 455. 3741 -. 0149 . 8243
E13 207. 7727 455. 1262 -. 0051 . 8242
E14 207. 8500 458. 4477 -. 1308 . 8257
E15 207. 8091 458. 1186 -. 1178 . 8256
E16 207. 9500 454, 2669 . 0245 . 8240
E17 207. 9045 454, 6895 . 0100 . 8241
E18 207. 9409 455, 3892 -. 0163 . 8244
E19 207. 7682 453. 9323 . 0357 . 8239
E20 207. 7545 454, 6427 . 0115 . 8241
E21 207. 7818 457. 0572 -. 0782 . 8251
E22 207. 7773 459. 4342 -. 1711 . 8260

E23 207. 7364 461. 5831 -. 2475 . 8270



E24
E25
E26
E27
R2

R10
R11
R12
R13
R14
R15
R16
R17
R18
R19
R20
R21
R22

207. 7227
207. 8045
207. 8364
207. 7818
209. 5727
209. 6182
209. 8136
209. 2455
209. 5227
209. 5409
209. 2091
210. 0318
209. 2000
209. 9682
210. 0000
209. 7136
209. 6318
209. 8773

450. 7036
459. 3908
451. 3521
451. 3129
431. 7253
430. 6755
432. 7277
426. 9806
430. 8168
423. 5097
430. 7689
432. 5332
370. 4895
438. 3780
429. 3516
431. 1642
433. 4848
436. 6196

. 1789
-. 1577
. 1513
. 1488
. 5131
. 5645
. 5995
. 6376
. 5373
. 6626
. 4702
. 4860
. 2945
. 3899
. 5503
. 5760
. 4679
. 4443
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. 8222
. 8262
. 8225
. 8225
. 8155
. 8148
. 8152
. 8132
. 8151
. 8120
. 8158
. 8160
. 8519
. 8183
. 8146
. 8149
. 8164
. 8174

RELIABILITY ANALYSIS - SCALE (ALPHA)

ltem-total Statistics

Scale Scale  Corrected

Mean Variance ltem- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
R23 209. 5818 432. 2992 . 4641 . 8162
R24 209. 7727 447. 9938 . 1529 . 8225
R25 209. 3455 430. 2089 . 5735 . 8146
R26 209. 5091 427. 7853 . 6434 . 8134
R27 209. 4455 427. 2527 . 6593 . 8131
Al 208. 7227 430. 7858 . 0439 . 8527
A2 209. 5636 434. 6124 . 4984 . 8164
A3 209. 3364 437. 4571 . 5093 . 8171
A4 209. 0727 451. 1180 . 0720 . 8241
A5 209. 5636 446. 8315 . 1863 . 8219
A6 209. 7455 435. 5057 . 4426 . 8171



A7
A8
A9
Al10
All
Al2
Al3
Al4
Al5

209. 4773
209. 5955
209. 3500
209. 4727
209. 4591
209. 1818
209. 4045
209. 6000
209. 6182

N of Cases =

426. 4333
426. 6256
426. 1007
434. 0130
433. 5006
435. 7841
440. 4612
440. 8256
441. 9631

220.0

Alpha =

. 6732

. 6765

. 6164
. 4683
. 5631
. 5044
. 3018
. 3410
. 3284

Reliability Coefficients
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. 8128

. 8128

. 8131
. 8165
. 8156
. 8167
. 8197
. 8192
. 8196

N of Items = 61

. 8567
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Correlations

AMAL REZZ
. 801(**) 1. 000 | Pearson Correlation REZZ
. 000 . | Sig. (2-tailed)
220 220 | N
1. 000 . 801(**) | Pearson Correlation ~ AMAL
) 000 | Sig. (2-tailed)
220 220 | N

** Correlation is significant at the 0. 01 level (2-tailed).

Correlations

RE.AM EN
RE.AM Pearson Correlation 1.000 -.068
Sig. (2-tailed) . .313
N 220 220
EN Pearson Correlation -.068 1.000
Sig. (2-tailed) .313 .
N 220 220
Correlations
RE.AM.2 EN2
RE.AM.2 Pearson Correlation 1.000 -.051
Sig. (2-tailed) . .454
N 220 220
EN2 Pearson Correlation -.051 1.000
Sig. (2-tailed) 454 .
N 220 220
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Correlations

AMNIAT.R [ AMNIAT.E
AMNIAT.R Pearson Correlation 1.000 -.014
Sig. (2-tailed) . .836
N 220 220
AMNIAT.E Pearson Correlation -.014 1.000
Sig. (2-tailed) .836 .
N 220 220
Correlations
GH.R GH.E
GH.R  Pearson Correlation 1.000 -.078
Sig. (2-tailed) . .248
N 220 220
GH.E Pearson Correlation -.078 1.000
Sig. (2-tailed) .248 .
N 220 220
Correlations
MAL.E MAL.R
MAL.E Pearson Correlation 1.000 1.000*%
Sig. (2-tailed) . .000
N 220 220
MAL.R Pearson Correlation 1.000*+ 1.000
Sig. (2-tailed) .000 .
N 220 220

**. Correlation is significant at the 0.01 level
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Correlations

RAVIEH.R | RAVIEH.E
RAVIEH.R Pearson Correlation 1.000 -.002
Sig. (2-tailed) . .975
N 220 220
RAVIEH.E Pearson Correlation -.002 1.000
Sig. (2-tailed) .975 .
N 220 220
Correlations
TAZ.R TAZ.E
TAZ.R Pearson Correlation 1.000 -.058
Sig. (2-tailed) . .393
N 220 220
TAZ.E Pearson Correlation -.058 1.000
Sig. (2-tailed) .393 .
N 220 220
Correlations
RE.DEGH | E.DEGH
RE.DEGH Pearson Correlation 1.000 -.102
Sig. (2-tailed) . 132
N 220 220
E.DEGH Pearson Correlation -.102 1.000
Sig. (2-tailed) 132 .
N 220 220




Correlations
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HAM.E HAM.R
HAM.E Pearson Correlation 1.000 -.086
Sig. (2-tailed) . .206
N 220 220
HAM.R Pearson Correlation -.086 1.000
Sig. (2-tailed) .206 .
N 220 220
Correlations
RAFTAR.R | RAFTAR.E
RAFTAR.R Pearson Correlation 1.000 -.014
Sig. (2-tailed) . .833
N 220 220
RAFTAR.E Pearson Correlation -.014 1.000
Sig. (2-tailed) .833 .
N 220 220
Correlations
SOR.R SOR.E
SOR.R Pearson Correlation 1.000 -.036
Sig. (2-tailed) . .590
N 220 220
SOR.E Pearson Correlation -.036 1.000
Sig. (2-tailed) .590 .
N 220 220
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Variables Entered/Removed

Variables Variables
Model Entered Removed Method
1 X5, X4, X2
» X4, X2,
X3, X1 Enter

a. All requested variables entered.
b. Dependent Variable: Y1

Model Summary

Adjusted Std. Error of
Model R R Square R Square the Estimate
1 7228 .521 .510 .25716

a. Predictors: (Constant), X5, X4, X2, X3, X1

ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 15.420 5 3.084 46.637 .0002
Residual 14.152 214 .066
Total 29.572 219

a. Predictors: (Constant), X5, X4, X2, X3, X1
b. Dependent Variable: Y1

Coefficients
Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 1.918 131 14.660 .000
X1 -.039 .038 -.079 -1.036 .301
X2 .082 .035 137 2.345 .020
X3 .055 .034 .123 1.612 .108
X4 192 .036 .286 5.333 .000
X5 .216 .036 .440 6.021 .000

a. Dependent Variable: Y1
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Variables Entered/Removed

Variables Variables
Model Entered Remowved Method
1 X5, X4, X2,
X3, X1

a. All requested variables entered.
b. Dependent Variable: Y2

Enter

Model Summary

Adjusted Std. Error of
Model R R Square R Square the Estimate
1 .4282 .183 .164 1.14203

a. Predictors: (Constant), X5, X4, X2, X3, X1

ANOVAP
Sum of
Model Squares df Mean Square F Sig.
1 Regression 62.516 5 12.503 9.587 .0002
Residual 279.108 214 1.304
Total 341.624 219

a. Predictors: (Constant), X5, X4, X2, X3, X1
b. Dependent Variable: Y2

Coefficients
Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 1.065 .581 1.833 .068
X1 .386 .168 .230 2.299 .022
x2 .050 .156 .024 .318 .751
X3 374 .150 .249 2.490 .014
x4 -.092 .160 -.040 -.574 .566
x5 -.036 .159 -.021 -.224 .823

a. Dependent Variable: Y2
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Variables Entered/Removed

Variables Variables
Model Entered Remowved Method
1 X5, X4, X2,
X3, X1

a. All requested variables entered.
b. Dependent Variable: Y3

Enter

Model Summary

Adjusted Std. Error of
Model R R Square R Square the Estimate
1 .6782 .460 447 .53877

a. Predictors: (Constant), X5, X4, X2, X3, X1

ANOVAP
Sum of
Model Squares df Mean Square F Sig.
1 Regression 52.863 5 10.573 36.423 .0002
Residual 62.118 214 .290
Total 114.980 219
a. Predictors: (Constant), X5, X4, X2, X3, X1
b. Dependent Variable: Y3
Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -.027 .274 -.099 921
X1 .050 .079 .051 .627 531
X2 447 .074 .378 6.070 .000
X3 .240 .071 .275 3.381 .001
X4 .329 .076 .248 4.353 .000
X5 -.099 .075 -.102 -1.319 .188

a. Dependent Variable: Y3
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Variables Entered/Removed

Variables Variables
Model Entered Removed Method
1 X5, X4, X2
» X4, X2,
X3, X1 Enter

a. All requested variables entered.
b. Dependent Variable: Y4

Model Summary

Adjusted Std. Error of
Model R R Square R Square the Estimate
1 .7662 .586 .576 .49081

a. Predictors: (Constant), X5, X4, X2, X3, X1

ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 72.986 5 14.597 60.597 .0002
Residual 51.551 214 241
Total 124.537 219

a. Predictors: (Constant), X5, X4, X2, X3, X1
b. Dependent Variable: Y4

Coefficients
Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) -.154 .250 -.615 .539
X1 135 .072 134 1.878 .062
X2 .050 .067 .040 .739 461
X3 .153 .065 .168 2.361 .019
X4 .225 .069 .162 3.260 .001
X5 .433 .069 .430 6.327 .000

a. Dependent Variable: Y4
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Variables Entered/Removed

Variables Variables
Model Entered Removed Method
1 X5, X4, X2
» X4, X2,
X3, X1 Enter

a. All requested variables entered.
b. Dependent Variable: Y5

Model Summary

Adjusted Std. Error of
Model R R Square R Square the Estimate
1 .6962 .485 472 .80121

a. Predictors: (Constant), X5, X4, X2, X3, X1

ANOVAP
Sum of
Model Squares df Mean Square F Sig.
1 Regression 129.135 5 25.827 40.233 .0002
Residual 137.375 214 .642
Total 266.511 219

a. Predictors: (Constant), X5, X4, X2, X3, X1
b. Dependent Variable: Y5
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Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .496 .408 1.217 .225
X1 -.555 .118 -.375 -4.710 .000
X2 .103 .109 .057 .941 .348
X3 .526 .106 .396 4,982 .000
x4 -.175 112 -.087 -1.558 121
x5 .933 112 .632 8.340 .000
a. Dependent Variable: Y5
Variables Entered/Removed
Variables Variables
Model Entered Remowved Method
1 Y5, Y2, Y4,
Y3, Y1 Enter

a. All requested variables entered.
b. Dependent Variable: REZAYATM

Model Summary

Adjusted Std. Error of
Model R R Square R Square the Estimate

1 91128 .831 .827 .26307

a. Predictors: (Constant), Y5, Y2, Y4, Y3, Y1
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Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 454 .074 6.114 .000
Y1 .384 .042 432 9.048 .000
Y2 .013 .013 .033 1.066 .288
Y3 191 .035 .253 5.459 .000
Y4 .182 .027 .243 6.698 .000
Y5 .063 .014 .142 4.318 .000

a. Dependent Variable: REZAYATM
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ABSTRACT:

By virtue the significance of customer oriented, The objective of he
present study is to investigate the extent of customer oriented in
municipalities of mazandaran. by using a famous conceptual
model which is called “servequal”. This is one model with five
dimensions for evaluating the quality of services indexes of
customer oriented such as: respondancy, reliability, sympathy
with  customer, tangible services &  assurance  of
services.Meanwhile, after having general review on the related
literature study according to the method of library & survey
research for gathering data & information, some tools such as
documents & especially questionnaires were used.

In the present research, the statistical samples & community were
recorded 700 & 248, respectively.

Meanwhile for investigation sample’s view, the factorial analysis
was used. The Pearson correlation was used for investigating the
effective factors on the extent of customer oriented.

Then, the regression analysis was used for analyzing the relation
between these variables.

All findings indicate that there is a meaningful difference between
the above-mentioned five dimensions & the extent of customer
oriented from the municipalities performance.

In another words, the performance of municipalities is not
satisfactory. The findings indicate that there is a gap between the
customer expectations & their satisfaction from municipalities
services.

Finally, after presenting detailed results & findings, all above-
mentioned cases were collected, discussed & compared.
Meanwhile, the applied recommendations & the related
suggestions have been presented for following the similar
researches in near future.
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