
I ... 
1J 't'l 't'l 4 

m1~m~niim~eJ.J "firuJlTrm-n11Ku'1n11~ ii t:H~ @i E1n1::u 1 un11iW~t%uh 1iu'1n11 
q 

limm1mm11;l.JLfl11::vfl;l1"ll1'W~rn.hm i.~~h Lit un11i Lfl11::vl LLL'l:: EJTI'lJ 1 EJ t:-1 L'l n11Y1 WI f;lEJ'lJ 
q 

f;l3J3J~~1U~b~ EJ1"1iEI.Jrl'lJi1LL1h huL@iL'l::i1 t:-~liEJL~LiLL'lJ 'lJ f;lEJ'lJ fi13J L 11 Ub fl~eJ-:1 ij Ell Ufi11'Yh 
q ~ ~ 

iiE.Jflf-:~d 1W~mnu11'lJ11mLu'lJf;leJ'lJm3J "il1u1u;f-:~i'u 393 -nW~ EJW~11m1W~eJun~ufm.JL'l:: 1 oo 
q 

LLL'l::U13J11h::3J1L'lt:-!L'l~1 E.1 hhLLn13JY11.Jl;lti~ 

t:-!L'ln11lbfl11::vf"lieJ3JL'l"ll EI.Jn11~n~1iiE.Jflf.Jd miEJLWil Lfl11 ::vf LLL'l:: U 1::3.11 L'l t:-1 L'l n11 
~ ~ 

~n~1ii EJLU1U LL'lJ'lJ"ll EJ.J W~111.JU1::n mHh eJTI'lJ1EJ 1W~ mLti-:~ t:-~L'l n11i b fl11:: vf "1i eJ 3J L'l eJ EJ n b 11 u 4 
~ ~ 

~1 u ~ 1 "1i eJ3JL'lrf1 LU"ll eJ.J t:l'W~ eJ'lJbb'lJ 'lJ f;lEJ'lJ m 3J 
~ ~ 

~1U~ 2 n11lbfl11::vf fi113J ~WI b ~ U~1 Ufl rn..n1 ~n11Liu'in11 "lJ El-:1 liU 1 fl11 E11fl11 
q 

i;l.J bfl11::vf l;l1"ll1'W~rn.hn 
q 

~1U~ 3 n11lbfl11::vlfi113J~Wib~U~1Ufi1::'lJ1Un11~WI t%ul;, b ~ Eln Liu'in11li'U1fl11 

mm11;l.J Lfl11::vl l;l1"ll1'W~rn.1L'ln 
q 

f;l.Jbfl11::vf l;l1"ll1'W~rn.1L'ln "il1LmnW~13J b~~ l;ln1u.n1~ EJ1EJ 1::~un11~n~1 EJ1~~ 11EJL~ 
q q 

LU~EJ@im~eJu LbL'l::U1::b.nYJm11iu'1m11W~mL-;Jmb-;J.J"iJ1U1U fi113J~ LLL'l::f'hfeJEJL'l:: ~.JW~111.J 
@ieJi.ud 

WI111.J 1 bbf;lWI.J"iJ1U1ULLL'l::feJEJL'l::"lJ El-:1 t:l'WieJ'lJbb'lJ'lJ f;leJ'lJn13J "il1LLUfiW113Jb ~~ 
~ 

148 

245 

393 

37.70 

62.30 

100 



"'i'l3J 

tl"ltl • 
~lnil 20 i'J 
20- 29 i'J 

30- 39 i'J 

40- 49 i'J 
50- 59 i'J 

mnni1 60 i'J 

"'i'l3J 

. 

54 

97 

268 

28 

393 

~1'1-111'l·L 

4 

89 

156 

92 

41 

11 

393 

24.70 

68.20 

7.10 

100 

1.01 

22.65 

39.70 

23.41 

10.43 

2.80 

100 

23.41 "lil~ent.J 20-29 i'J "il1u.1u. 89 flU. ~~Lllu.femiil::: 22.65 "lil-'ltllt.J 50- 59 11 "il1mu. 41 • • 

,_. ____________________________________________________ __ 



~:::~un1~~nlt1 

~1n'J1t11nnu1~1 
"' "' 

tl1runn~1 
"' "' 

~-:m11t11ruru1~1 
'IJ .. .. 

~'UJ 

55 

0 

~1\.I(J'" 

54 

300 

39 

393 

13.74 

76.34 

9.92 

100 

1nn~111.J 3 ~u11 ~~EJ1JLL1J1J~EJ1JrnllR"H.!.h~qjih::ium1~mf1tl1t!:Jt!:J1~1 "'il1'U.1'U. 

300 fl'U. ~~Ltlufm.Jfl:: 76.34 1EJ.Jfl.Jll1~EJm1~nM1~1n11tl1t!:Jt!:J1~1 "'il1u1u 54 fl'U. ~~Ltlu 

fmH~:: 13.74 LLfl::~"ih::ium1~nM1~.Jn11tl1ruru1~1 "'il1'U.1'U. 39 fl'U. ~~Ltlufm.Jfl:: 9.92 cu cu cu QJ 

Q.; d Q..oo d 

unm:.~w unrrnM1 

~un .J1 uu 1~m EJn "D''U. 

1i1n11R1ui1t Li1"1JEI.Jn11m1 
q 

d 
EIW) 

11 

135 

54 

184 

9 

393 

2.80 

34.35 

13.74 

46.82 

2.29 

100 

fl:: 13.74 um1rm/ un~n'M1 "'il1'U.1'U. 11 fl'U. ~~LU'U.fEJtJfl:: 2.80 LLfl::~'U.G) (LL~h.J1'U.LLfl:: 

fui1.JJ1i.tl) "'il1'U.1'U. 9 fl'U. ~~LtlufEJtJfl:: 2.29 

!_. ____________________________________________________ _ 



·nul~L"ihJfilm~e:n4> 

~hni1 15,000 lJTYl 

15,001 - 30,000 lJTYl 

30,001- 45,000 lJTYl 

45,001- 60,000 lJTYl 

mnni1 60,000 lJTYl 

1"'13J 

56 

0 

';:11"'1" 

53 

178 

98 

45 

19 

393 

13.49 

45.29 

24.94 

11.45 

4.83 

100 

30,000 lJ1'Yl -;!1U1U. 178 ~~alJu.1m.n~: 45.29 'Hh'liih'I3J1~El11£/l~L~~tl~e:Jb~EIU. 30,001 -

45,000 lJ1'Yl -;'l1U1U. 98 flU. ~~uiJu.fmJi.'l: 24.94 ih1t1l~L~~ti~EIL~EIU. ~1nl1 15,000 lJ1'Yl 

-;l1U.1U. 53 flU ~~lLlJU.fEltJi.'l: 13.49 ~11tll~b~~ti~EJL~EIU. 45,001-60,000 lJ1'Yl -;11U.1U. 

45 flU ~~lLUU.fEltJi.'l: 11.45 LLi.'l:11tll~b~~ti~EIL~EIU. 3J1nnl1 60,000 lJ1'Yl '111U.1U. 19 flU. 

~~u1Ju1t~r.~i.'l: 4.83 

~1U.L~U.~·hn/ fl EIU. 

·1h1:~d'b~u.n1 '1111:,hL'f1lf11rn111nfl 
'IJ 'IJ 

86 

200 

103 

4 

393 

21.88 

50.89 

26.21 

1.02 

100 

"' "il1nm11~ 7 v.lu11 crWJt~u bblJlJL'ft~um3J 1.h u.1 ~ ru1 iu1n11'111 1: ~ ii.b~ u.n1 '1111::: ,h 
'IJ " 'IJ 

'111u.1u. 103 flU. ~WJblJu.fEJtJi.'l::: 26.21 u1m1~1U.b~u.~hn/ f1EJU.'111u.1u. 86 flU. ~WJbllu.fEJtJi.'l::: 

21.88 LLi.'l:::u1m1111:::L1l'Yl~U.6J (u1:::um.md') ,]1u.1u. 4 flU. ~WJdJu.1EJtJi.'l::: 1.02 

,,,_. ____________________________ _ 
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I .d ~ ~ Q..o A. ~ t,.l ')g., A. 

G'f"l"'Yl 2 111'i'1L~'i1::::\'l'i::::~1J~'113J~~HVI"~1"~H\Ul1'W11TH'WU"'mTl~fl\l 5"1 ~1 'i • 
e:J1~1'it'f\JL~'i1::::'lf G'f1~1ff"rtl\IJ~n 11ilr.J 1"lffi1Lu~EHbf=l!:ff'J'I.Ufl r.J\IL1JtUJ1fil1~1U l fil 1:: iu ~1'11 :JJ . ~ 

~lil L ~U"ll El-\1 m"lfu1-m1~1UfHMTVm11 1iu1m1"ll El-\11JU 1fl11El1f111~\l Lf111::'1f ~"lJTVh~ru.tG=ln 
'IJ • • 

lil111-\J 8 Lb~fil-\Jfl1Lu~r.JLLG=l!:~1ULfl r.J-\JL1JU:JJ11il1~1U 1::i1Jf111 :JJ~ filL~ Ufl llifl1'V.Jn1 1 hKu"1n11 
~ . 

.. 
~rn.n1-w n1'i 1..1ui-n1'i 

I ~ L 'l.H.I\l L1J" 
~1LM~E.I 

• 3J1~'i~1" LLU~~~ iih~u -
SERVQUAL MODEL 

.... 
X S.D. 

1.wnmtlu1U1l11:JJ"lJEJ-\111"1m1 (Tangibles) 4.01 .588 mn 4 
'IJ 

2. f111:JJU1L ~EJnEJ'1ih'1~ (Reliabilities) 4.04 .638 mn 2 

3. n11fi1EJ1J ~UEJ\1~ Elf=lnfl1 (Responsiveness) 4.00 .651 mn 5 
'IJ 

4.m11if111:JJL~mTuLLrlf=lm'h (Assurance) 4.06 .633 :u1n 1 
'IJ 

s.m1fimLf=l::L-ihhf=lnfi'1 (Empathy) 4.02 .644 mn 3 
'IJ 'IJ 

~ 
4.03 .582 LU~tl 3J1n 

111nfil111\l 8 'W1Jl1 ~fi1El1J LL1J1J~EJ1Jri1:JJLL~Iil\lf111:JJ~ Iii L ~ U~ Elf! f:U.fl1Wn11 1 ~11"1n11 
'IJ • 

11ilr.J11:JJmi1u1::iumn iifi1Lu~r.Jd1:JJEJU~ 4.03 ( ~= 4.03, S.D.= .582) LriEJ~~11lli1LUU 
'IJ 'IJ 

11EJ~1U ~1u~iif11Lu~EJ:JJ1n~~lil ~EJ m11if111:JJL~mtuLLnf=lmi1 (Assurance) iifi1Lu~EJ 
• 'IJ 

4.06 (~= 4.06. S.D.= .633) 1El-\Jf=l\I:JJ1~EJ m1:JJU1L~EJnEJL11~i.~ (Reliabilities) iifi1Lu~r.J 
4.04 ( ~= 4.04, S.D. = .638) m1fimLf=l::L"li1hf=lnfi'l (Empathy) iifi1Lu~r.J 4.02 ( ~= 4.02, 

'IJ 'IJ 

S.D. = .644) f111:JJLUU1U1l11:JJ"lJEl\111"1n11 (Tangibles) iifi1Lu~r.J 4.01 ( ~ = 4.01, S.D. = 
'IJ 

&:it I .d -
.588) LLG=l::n11filfl1J~UEJ\I~EJG=lnfi'1 (Responsiveness) :JJfnLuf=lr.J 4.00 ( x = 4.00, S.D. = .651) 

'IJ 

(Tangibles) 

1J ~ tttl~~~ ~'113JL wr'l.JB1'i3J~e:J\l1J1n11 (Tangibles) X S.D. ... 
.c::t. <V .d .d 

1. 1J1n11~1nwu.n\11U1ltnm1:JJfi11:JJL"1W1"151tlJ 4.05 . 711 mn 

2. EJU n1rnLLG=l:: Lfi~EJ\11"JfLhun\11U.iifi11:JJ't1u.~~ r.J 4.04 .643 mn 
• 

3. ~" ~1u.1 r.J f111:JJ~::Iil1m ViEJ\IWEJ~1'VIfu f=lnfl1 4.02 .714 mn 
'IJ 

4. iiih r.J'VI1mj Elfi11:JJU\11J EJmfu.lil EJU.n11 1iu1m1 
3.94 .777 mn ... 

"151i!L~U 

"'" 4.01 .588 LU~EJ 3J1n 
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111nm11.J 9 V-~1J11 ~<11e:J1JU1J1J~e:J1Jm11u~~.J1'1'1111~ ~ L v; u~ e:JI'I ru.111V-1n11 1 ~u1n11 
'IJ • 

1uu11ir.~cj}1ui'I'1111LUU1Uli1111"1Je:J.J1J1n11 (Tangibles) t~ r.~ 1111 a ci1 u 1:: ~u 111 n ihh LU~ r.~ 
'IJ 'IJ 

1'111e:JtJyj 4.01 (~= 4.01, S.D.= .588) L~e:JlL1'111::lfLUU11r.J"1Je:J'V-11111"1Je:Jyj~~1LU~r.l1'111111n 
'IJ 0 0 0 

d. 4 ~=::it. Q..<o d. d. d t .::::1 -

'Y1~<11 l'le:J 111n11111nV-~Un\l1UliU11'111111'1'1111L"lfr.J'1"1f1GJ 111'11LUi.'W 4.05 ( x = 4.050 S.D. = 

.711) 1e:J.J~.Jm~e:Je:JUn1ruLL~::LI'I~e:J.J1"1fi.hun.J1U~I'I'1111rlU~aJr.J ~~1LU~r.l 4.04 ( ~ = 4.04, • 0 0 
dA 0 d 0 Q..oo fi; .c:t I d -

S.D.= .643) 11~.Je:J1U'1r.JI'I'1111~::~nm'V-Ir.J.J'V-Ie:J~'VI111~nm 111'11LU~r.l 4.02 (x= 4.02, S.D.= 
'IJ 

.714) LL~::~ihr.~'VI1e:J"1Je:JI'I'1111U.JWln.ffu~e:JUn111"1f111m1i~L11U ~~1LU~r.J 3.94 ( ~= 3.94, 

S.D. = .777) <11111~1~11 

(Reliabilities) 

fil'l1l.l'l.b tifuilu H'l.v 1c;l (Rei iabilities) X S.D. LU.JiUHi 

1. V-~Un.J1u1~111m1~m11'Ylmhu1um<1!1~1uL~mnu 3.97 .754 mn 
'IJ • "" 

2. m1 1i ¢htJ1m~1~1'1'1111rJm1 e:J.JLLliurh 4.05 .707 mn 
'IJ 

3. m11i111n11"1Je:J.JV-~Un.J1U~I'I'1111'1-hL~e:J~e:J 4.09 .726 mn 

4. rhu1cj}1u111m1Yi~111~1~1uL~mnuaci1.J~~1L~:ua 4.02 .747 mn 
"" 

5. m11i111n11"1Je:J.JV-~1Xn.J1UL1'11.Jh1~ 4.07 .730 mn 

"" 4.04 .638 t"au l.l1n 

111n<11111.J 1 o 'V-11111 ~~au u1111 ~e:J11b1111LL~~.JI'I'1111~~ L v;u~e:JI'I ru.111 V-I n 111 i 111n1 1 
'IJ • 

1uu11ir.J~1UI'I'1111U1L ~e:J~e:JL'1l11 1cj} (Reliabilities) 1<11r.J1'111e:Jci1u1::~umn ~~1LU~ r.~ 1111 a ci Yi 
'IJ 'IJ 

4.04 (~= 4.04, S.D.= .638) L~fllL1'111::lfLUU11r.J"1Je:J'V-11111 "JJari~~1LU~r.J1'111111nri~~ ~e:J 
• 

m11~111n11"1Je:J.J'V-11Xn.J1U~I'I'1111U1L~e:J~e:J ~~1LU~r.J 4.09 (~= 4.09, S.D.= .726) 1e:J.J~.J111 
~e:J m11~u1m1"1Je:J.JV-~Un.J1UL1'11.J11JLcj) ~~1LU~r.~ 4.07 ( ~= 4.07, S.D.= .730) n111i 

¢htJ1m~1~1'1'1111rJncj}e:J.JbbliU£h ~~1LU~r.l 4.05 (~= 4.05, S.D. =.707) u1m1yj~111<1!1~1U 
'IJ "" 

L~r.J'1rlUe:Jci1.J~~1L~11e:J ~~1bU~r.J 4.02 ( ~= 4.02, S.D. = .747) LL~::V-~1Xn.J1U1iu1n11~nfl1 
'IJ 

'Ylnrhu1um<1!1~1UL~r.l'1rlU ~~1LU~r.J 3.97 (~= 3.97, S.D. =.754) <11111~1~11 . ... 
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(Responsiveness) 
I .... 

nT'H?IelUilf'l-Ul\l(;lflnmn (Responsiveness) .. 
1. li'U.1~T:rih::uum11iu1nT':iYi1'1~L1'1 

2. YJUn.J1U.~~'11:1JYJfmJLLCl!:L~h.Jh 1iu1m1eH.iLI.l:IJ e:J 
'IJ 

3. ~1uu1m1'1~1u~'11:1Ji.l::~'1n1u.m11iu1m1 
'IJ 

4. ~1uu1m1i.l11l11m "Jllfl·Jn11u1m1'1~~1 E..J 
'IJ 

X 

3.89 

4.07 

4.06 

3.96 

4.00 

S.D. 

.816 

.712 

.721 

.745 

.651 

tu.la~a 

mn 

mn 

mn 

mn 

ann 

-;nn~111.J 11 YJU'h ~~e:JULLU1Ji.le:J1Jtl1:1JLti.l~.J~'11:1J~~t~u.~e:J~ru.n1YJn111iu1n11 
'IJ • 

1u.tf'11iE..J~1U.n11~e:J1J i.lU.e:J.J~e:JClnfl1 (Responsiveness) 1~ E..J 11 :IJ e:J ci1 u.1:: i 1J :IJ1 n ~ fi1 tQ~ E..J 
'IJ 'IJ 

1'1:1Je:Jci~ 4.00 ( ~ = 4.00, S.D. = .651) L~e:Jlt~11::itlJU.11E..J"Ji'e:JYJU'·h "Ji'e:J~~fl1LU~E..I1'1:1J1J1n 
'IJ 

~i.l~ ~e:J YJUn.J1U.~~'11:1JYJfe:J:IJLLCl!:L~:IJh1iu1m1e:Jcitl.l:IJe:J ~fl1LU~ E..l 4.07 ( ~ = 4.07, S.D. = • 'IJ 
.712) 1e:J.JCl.J:IJ1~e:J ~1uu1m1'1~1u~'11:1Jff::~'1n1u.m11iu1n11 ~fi1tU~E..J 4.06 ( ~= 4.06, 

'IJ 

S.D.= .721) ~1uu1m1ff1:1J11m"lllrl.Jn111J1n11l~~1E..I ~fl1LQ~E..J 3.96 ( x= 3.96, S.D. = 
'IJ 

.745) LLCl!:li'U.1m1~1!:1J1Jn111iu1n11~1'1~t1'1 iJfi1tU~E..I 3.89 ( x= 3.89, S.D.= .816) 

(Assurance) 

X S.D. 

1. YJUn.J1u.~~'11:JJfttCl::t"Ji'1 hm1u1m1~~~nru."t1"1.1 e:J.J 
'IJ 

li'U1 m1 e:J ti 1-J i' ~ L '11 u rh 1 i d1 ~ ~ 11 :IJ t ~ e:J~ u 1 um 11 i u 1m1 
.761 4.02 mn 

2. YJun.J1uYJfe:J:JJ1if11111mf1~'1 E..Jm1:1Jt~:IJ h L3h~e:Jn 

ul)u~ 
4.06 .728 mn 

3. YJUn.J1u1iu1m1~'1E..Jn1m:JJ11E..I1'Yl~~ ~.Jtt~~f.JtL1n~ 
1iu1m1 

4.07 .709 mn 

4. u1m1~'1E..Jm1:JJrJn~e:J.JttCl::1mf1m1:1J~1J"lle:J.JCln~1 4.09 .721 mn 
_______________ 'll ______ ~------------~'IJ------4-------+------~-------

t"~h.J 4.06 .633 ann 

'111n~111.J 12 'Y'JlJ'Jl ~~e:J1JLL1J1Ji.le:J1Jtl1:1JLLI.l~.J~'11:1J~~L ~U~e:Jfllli111 YJn111 iu1n11 
'IJ • 

1utf'11iE..J~1Um11i~'11m~mTumi Gm ~1 (Assurance) 1~ E..J 11 :IJ e:J ti1u 1:::iu :JJ1n ~fi1 LU~ E..J 
'IJ 'IJ 

,,_. ________________________ _ 
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0 0 

Yi~~ fiEJ u1m1~""H.Jfl'111lfln~EJ.:JLLt'l:::i'm~1m11l~1J"JJEJ.:Jiilmi1 ij~1m~t~ 4.09 ( ~ = 4.09, S.D. 
q 'U 'U 

= .721) 1El.:Jiii.:J3JlfiEJ ~Un.:J1U1'!Ku1m1~'1tJTi1t~11l11£11'1'1~~ i.:JLL~flf.:JLL1n~1"lfu1n11 ij 

~1LU~£.1 4.07 (~= 4.07, S.D.= .709) ~un.:J1U~fEJ3J1'!K¢i1tl'1m~1~'1£Jf1'113JL@13JhL~L~Eln 

tllju~ ij~1LU~£.1 4.06 (~= 4.06, S.D.= .728) bb~::;~un.:J1'1-tijf1'111lj'LL~:::L"lhhn11'1J1n11 
I!-J~~nrn"t1"JJEJ.:Jlfu1m1EJr.l1.:Ji~L';JU'I'h1'1KLn~m11lL~mTu1um11iu1m1 ij~1 Lu~ t~ 4.02 ( ~ = 
4.02 0 S.D. = .761) ~11l~1~'1J 

(Empathy) 

n1';l~\lmta:~:t~1L~an~1 (Empathy) 
-

S.D. utla~a ... ... X 

1. ~u-n.:~1u~LLii!1~hii!mi111t~uf1f1iil 3.98 .774 111n 
'U 'U q 

2. ~u-n.:~1ut@11lh'lil m 'VI~EJ~mi111 t~Uf1f1iil 4.08 .696 111n 
'U q 

3. ~u-n.:~1uL-ii'lhf1'111l~EJ.:Jm1"JJa.:~iilmh1.~ 
'U 4.07 .734 mn 

EJr.l1.:Ji'~L';JU 

4. ~un.:~1un~.:~-iJ a11~'ll11 ~1LLri~mh'Ylnrhu 
'U 'U q 

4.03 .755 mn 
1'!K'Y111'1J t~ tJ~1.:J 

5. ~un.:J1u1'1Ku1m11u'lil.:JL'1ii11~iilmi1~:::~'1n 
'U 

3.97 .765 mn 
1iu1m1 

"' 4.02 .644 tuaEJ 3J1n 

';11nm11.:J 13 ~u-h ir~a'IJLL'IJ'IJ ~aum3JLL~~.:Jf1'111liil~L v;u,~af1rnn1 ~ n1 11 iu1n11 
'U q 

1uu';J~ t~~1um1f~mLt'!::L-ir1 hii!n~1 (Empathy)) t~ t~1'13Jar.l1u1:::~u1l1n ij ~1 LU~ t~ 1111 a r.l ~ 
'U 'U 'U 'U 

4.02 (~= 4.02, S.D.= .644) LnaiLfl11::~blJU11£J-iJ€l'W'IJl1 -iJa~ij~1LU~£.11'13J1l1n~~~ fieJ 
q 

'WUn.:J1UL@13Jh"JiltH'VI~flt'ln~111£.1'1Jflfl~ ij~1LU~tJ 4.08 (~= 4.08, S.D.= .696) 1fl.:Ji:'l.:J1llfifl 
'U q 

~un.:J1UL-ir1hfll13J~fl.:Jn11"1Jfl.:Jiiln~1l~€lr.l1.:Ji~L';JU n~1LU~tJ 4.07 ( ~= 4.07, S.D.= .734) 
'U 

~un.:J1ULL~.:J-irfl1liil'li1'1~1LLriiiln~1'Yln'Yhu1'!K'Y111'1J t~tJ~1.:J n~1LU~tJ 4.03 ( ~ = 4.03, S.D. = 
'U 'U q 

.755) 'WUn.:J1U~Lbiil1~hG'ln~111tJ'IJflfli:'l ij~1LU~tl 3.98 (~= 3.98, S.D.= .774) LL~::; 
'U 'U q 

~un.:J1U1'!Ku1m11U"Jil.:JL'1G'l1~iiln~1~::~ln1"lfu1m1 ij~hLU~tJ 3.97 (~= 3.97, S.D.= .765) 
'IJ 

~'l'"fi 3 n1';l~tA';l1::::vi'A'l13J ~ Gl t ~'l-4.611 '"n ';l::; U'l'l-4.n1 ';lGlG'I ~-u"l~ t~ 21 n 1'2fu ~ n 1 ';l 

fi'U1A1';i211A1';ia~tA';i1::::vf a1il1~"rtmtan 1'1f~1LU~r.JLLG'l:::~'1UL~ tJ.:JL'IJU3Jl~19llU l ~1:::~'1J 
q "' 
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1. iifi1111VI~1nVI~1r.J~Tu.~tu.:;feJfimimiu (rll\1/ 
'IJ 

t11utl1\l/ :fimiTu. ieJ\I"ll"~ eJtln100 ~hirJeJU) 
q q q 

.d .d 'i.o'dl Q..<o 

2. 11fl1111 L "ll"tJ1"D"1ru~1U'Yl eJr.J eJlvW 
"' 'IJ ... ' ..:::j ~ .d d 

3. 11eJ~11~ eJnLU tl'Ylb VI 111::::~11 

4. iiV11111~::::~1n~1Jlr.J~1U.ffu~eJW b~eJUL"lJn11Li 
u'1m1~1u~ub ~mL~:::: L'1uc-hn 

4.35 

4.37 

4.32 

4.01 

4.26 

.602 

.567 

.617 

.756 

.520 

' "' mn'Yl ~~ 
q 

"' mnm~~ 
q 

I 'i." A ~ .d Q..<o 

~1nm11\l 14 'Y'lU11 ~~eJ1JbLUU~eJu r1111 LL~~\IV11111fl~ L VIUL nu1 nu n1::::u1un11 
'IJ 

~~~uh b~eJn 1iu'1nl1"1J eJ\Ili'U.l V111 eJ1 V111 ~\I bfl 11 ::::~ ~1"1J1~"Mru h n ~1 u.n111'u ffl 1111 
q 'IJ 

!ileJ\Inl1 t~u1111e.H.iLu1::::iu111n~~~ iivilbU~r.J1111~ 4.26 (~= 4.26, S.D.= .520) b~eJ 
'IJ q 

i Lfl11:::~d:J U11u"Ji' eJ'Y'lU':h i eJ~ iivilLU~ tJ1111mn~ ~~ ~ eJ ii "11m~ u 1 "111 ru !il1 u ~ eJ ci e:n i r.J 
q "' 'IJ 

' ' ' ,:t, d - A d <j; A d .d I 

11fllbU~r.J 4.37 (x= 4.37, S.D.= .567) 1eJ\I~\1111fleJ :IJV11111VI~lnVI~lr.J~1U~Ub"ll"eJ'YleJr.J 
'IJ 

eJlir.J (~fl\1/ tl1utl1\l/ ~mr1u ieJ\I"D"~ eJtln1oo LnrJeJu) iifi1Lu~ u 4.35 ( ~ = 4.35, s.D. = 
q q q 

'Lo' I I I 
.c::f Q..<o d .d d I .d d -

.602) 11eJ~11~eJnb1JtJ'YlLVI111:::~11 11V11LU~tl'Yl 4.32 (x= 4.32, S.D.= .617) LL~::::V11l:IJ 

~:::~1n~Ulr.J~1wffu.~eJW L~eJU.L"llm11iu'1m1~lu.~u.L~eJLL~:::L'1u.c.hn iivi1Lu~u 4.01 (~= 
4.01, S.D. = .756) ~111~1iu 

... ... 
S.D. utl-n~a n 1 1 G1l 'W>'H'l t1 a 3J -n X .. 

1 . 1!il1u"li' e111~~1n ~eJ t<JJ '!Yrul t 'Y11'Yl vnr I'Yll\l~eJeJeJu1mr 3.59 .954 mn 
'IJ 

2. i.~1u"li'eJ11~~1nm1t11::::"D"li11~u.:rfi'Ylr.J/ 1mLV:/ 
'IJ q 

3.58 .848 mn 
Event/ eJeJnU'Yl 

'IJ 

3. 1~1u"li' e111~'1i11 ~1~1n'Y'lumlU.liU.lm1 t~ r.J ~1\1 4.03 .788 mn 
'IJ 

4. 1!il1u"Ji'eJ11~~1n~mi'1liU.lm1~Lflr.JLiu'1m1 4.09 .781 mn 
'IJ 'IJ 

"' 3.88 1.034 t"-nu 3J1n 
I <j; A ~ d Q..<o 

~1mn11\l 15 'Y'lU11 ~~eJ1JbLUU~eJUtl111Lb~~\IV11111V1~bVIU.Lnr.J1nun1::::U1U.nl1 
'IJ 

i~~u.hL~eJn 1iu'1m1"lleJ\IliU.lm1eJlm1~\ILV111:::~ ~"1J1~'!Yrut~n ~1u.n11flU.VI1"li'eJ:IJ ~ t~ r.J 
q 'IJ 

1111eJciLu.1:::iumn iivi1LU~r.J1111eJci~ 3.88 (~= 3.88, S.D.= 1.034) L~eJiLV11l:::~bUU.11r.J 
'IJ 'IJ 
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4.09 ( ~= 4.09, S.D. = .781) 1eh'lfl.J111~e:J i.~1u"JJmJfl"liTHfl1-;J1nvn!m1UliU1fl11 hw cn1.J 
'II 

ii~1LU~r.J 4.03 (~= 4.03, S.D.= .788) i.~1u'li'mJfl-;J1n~e:Jt~Mnn1'Y11rl~U /'Y11.J~tJtJe:JULflU 
'II 

ii~lbU~tl.yi 3.59 (~= 3.59, S.D.= .954) bbfl::L~1u"JJmJfl-;J1nn111h::"lf1L~iJ~ufi'Ylr.J/ 'HHLvi/ 
'II q 

' 
Event/ e:Je:JnU'Yl ii~lbU~tl 3.58 (~= 3.58, S.D.= .848) !fil:IJ~1iu 

'II 

n Tlth:: Lll'U 'YI1 \1 L ihm 
X S.D. LLU&HH~ 

1. ~1U1l1'V'l~nMrne:J.Jfln1iit:-~fl~e:Jm1~~~u h 1iu1m1 4.24 .669 "' mn'Yl~~ 
q 

2. ~1ut:-~~cnnru.sn L-riu acn11~e:Jmrl'm~u~hnt acn11 
.,; 

~e:Jmrl'm~mi iit:-~fl~t~m1~~~uh1iu1m1 4.25 .628 :IJ1n'Yl~~ 
q 

'II 

IJ-' c. ~ a..- d A Q.l 

3. ~1Un111J1n11fltl 'V'IUn.J1U:IJW.l1:1Jb'1l"r.J1"lf1qj ~11.J 
4.11 .716 

1h::r1uh iit:-~fl~e:Jm1~~~uh1iu1m1 
mn 

4. ~1Un1::U1Un11Liu1m1Yiiir~1111~::~1n 11~L11 ii 

t:-~fl~e:Jm1~cn~u1-;J1iu1m1 
4.01 .720 mn 

.. 
L"&UJ 4.15 .554 ann 

~~~uhb~e:Jn 1iu1m1'1J e:J.Jli'Ulm1e:J1m1~.Jbfl11::vf ~'1J1~Mru.1fln ~1Un111h::bilU'Y11.J b ~ e:Jn 
q 

1~r.J11:1Je:JciLU1::iumn ii~1bU~r.J11:1Je:Jcifi 4.15 ( ~= 4.15, S.D.= .554) Lrit~iLfl11::vfd]u 
'II 'II 

11r.J"JJt~'V'lu11 "JJt~Yiii~1LU~r.J11:1JmnYi~~ ~tJ ~1ut:-~~cnnru.sn L-riu acn11~t~mlim~u~hnt acn11 
q 

~rJmd'm~uriiit:-~fl~rJm1~~~uh1iu1m1 ii~1LU~r.J 4.25 (~= 4.25, S.D.= .628) 1rJ.Jfl.Jm 
'II 

~rJ ~1U1l1'V'l~nMrnrJ.Jfln1iit:-~fl~rJn11~~~uh1iu1n11 ii~1LU~r.J 4.24 ( ~= 4.24, S.D.= 

.669) ~1um1u1m1~rJ wt!n.J1Uiifi11:1JL~r.J1"lf1t1J ~11.J1h::r1uh iit:-~fl~Eln11~~~uh1i 

u1m1 ii~lbU~r.JYi 4.11 (~= 4.11, S.D.= .716) bbfl::~1Un1::1J1Un11Liu1n11~iir~1111 
~::~1 n 11 ~ b 11 ii t:-~fl~ rJn11~~~uh 1iu1n11 ii~1LU~ r.J 4.01 ( ~ = 4.01, S.D. = .720) 

cn111~1iu 
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n1~~~i"Lvtaan1iu~n1~ X S.D. tttlar.~a 

1. <il~~uhJ~·;n:J~ULEI~ 4.14 .804 mn 

2. <il~ ~uh11u1mhLm::u1cr~ L~ £J 1-iu~nTi 4.06 
'U 

.749 mn 

3. <il~~uh!·.h11nu~1EJu~1'1 4.22 .696 mn 

4. <il~~uhJLl'l11::~111l"'il1LUU 4.15 .860 111n . .. 
4.14 .531 titm..J aJ1n 

I q,., .Q ~ ,:::1 Q..l 

-;nn~111~ 17 l'l1.111 t:-J~Ell.ILLl.ll.I~Ell.l rl11! LL~~~~111!~~ L '\1\UL n £.11 n1.1 n1::1.11Un11 
'U 

<il~~uhL~EJn 1iu~m1"l..EJ~liU1m1EJ1m1~~L~11::~ ~1"1.11~~rui~n ~1u n11<il~ ~u h L ~ EJn 1-i • 
u1m11~£J111!Elr.i1u1::<ii'u111n nfi1LQ~£.1111!Elr.i~ 4.14 (~= 4.14, S.D.= .531) LrleJ~h~11::~ 

'U 'U 

LlJU11£J"JJEJl'l1J'i1 "JJEJ~nfl1LQ~£.1111l:IJ1n~~~ ~ El <il~~ul;rh 11 rl 1.1 ~1El1J ~ 1'1 n fl1 LQ~ £.1 4.22 • 
(~= 4.22, S.D.= .696) 1El~~~1!1~El <il~~uhJLl'l11::~111l"'il1LUU nfi1LQ~£J 4.15 (~= 4.15, 

S.D.= .860) <il~~U1-;J~1£J~ULEI~ nfi1LQ~£.1~ 4.14 (~= 4.14, S.D.= .804) LL~::<il~~UhJ-;J1n 

fl1LLU::u1cr~L~£J1iu~m1 iJfi1LQ~£.1 4.06 { ~ = 4.06, S.D. = .749) ~111~1<il1.1 
'U 

ATM Lml!L(j]EJ{L"D"Elfll.'f 1iU1m1'Yln~"l..1 • 
2. ~111l~~l'lflh~1Ut:-J~(jl.rlmovl L-riu eJ(jl11~Elmflm'3u~hnt 

3. ~1111~~YlEI hJ~1Un11u'1m1LL~::n1::1.11Un111Vi'u~m1 

4. LLU::u1u EJn<iieJ'V'i1EJ1'1XieJ1l~nuu~~~~u~~uh 1iu~m1 
'U • 

5. ii~1111i~ h~-;J::n~um1iu~m1an~~~ 1ueJu1~(jl 

4.18 

4.19 

4.18 

4.27 

4.06 

.642 

.665 

.703 

.713 

.530 

I V Q ~ d Q..oo 

mn 

mn 

mn 

a.nn 

-;J1n(jl111~ 18 l'llJ11 t:-J(jlfl1JLLUU~El1Jrl11!Lb~~~~111l~~L'V'iULn£J1nu n1::1.11un11 
'U 

<il~~uhL~EJn hru~m1""LJEJ~liu1m1mm1~.Jb~11::~ ~"1.11~~ruhn ~1Ul'lrj~fi111!VJ ~~ n111i • 
u~m11~£J1111mi1u1::<ilumn iifi1LQ~£J111leJrJ~ 4.06 ( ~ = 4.06, S.D. = .530) LrleJiL~11::~ 

'U 'U 

Ltlu11 £JieJl'l1.111 "JJEJ~iifi1LQ~£.1111l:IJ1n~~~ ~EJ iim111i~ h~-;J::n~u 1111 iu~n11an ~~~ 1 u • 
EIU1~(jl iJfi1LQ~£.1 4.27 (~= 4.27, S.D.= .713) 1El~~~:IJ1~El ~11:JJ~~WEJhci1Un111J~n11 

LL~::n1::1.11Un111'!Xu~n11 iifi1LQ~£.1 4.19 ( ~= 4.19, S.D.= .665) ~11:JJ~~l'lflh~1U 
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c.J~'ilnmsn L-riu El'il"i1'ile:Jmflm~u~.hn/ El'il"i1'ile:Jmflm~unLL~:: uu::u1ue:Jn~m-'11e:J1i-iJmJ~nu 
~ ~ 

u""~~u~~uh1iu1m"i ii~1LU~tJLu1::iu L~ tnnu~ 4.18 ( ~ = 4.18, S.D. = .640, .730) • 
u~::fl11:1J~-'IY·mhwi'1u"lie:J-1'Y11-'In1"i~·hn-ne:Ju/"liT'i::VId' ~1'\.i~ ATM bfl1Ub1ile:JfL"D"e:Jfi ~ liU1fl1"i 

~ 

.d1 .d - oa... 

'Yln~"lll :1Jfl1LU~£J 3.46 ( x= 3.46, S.D. = .772) 'i11:1J~11il1J • 

e:J1fl1"i~-'~ Lfl"i1::\{ ~1"1JT~h!·m1~n L'iltJLi~iHin11i Lfl"i1::\{n'iln e:Jf.JL.:n-1~'1'1 (Multiple • • 
Regression Analysis) ilLLt.ha~"i::L~mi flruJn~m"i1iu1m"i'il1:1JilLL1J1J SERVQUAL Model • 
5 ~1ut.h::ne:JUwlltJ . 

x1 flll:IJbUU"iUli"i"i:IJ"lle:J-11J'1n11 (Tangibles) iic.J ~~ e:Jn"i::lJ l Un1"ii'il ~uh b~ e:Jn 1i 
~ 

u1m"il:fU1 m"ie:J1m"i~-'~ Lfl"i1::i ~"ll1ViMm1~n 
• 

X2 fl11:1JU1L~e:Jiie:JL11~1.wi' (Reliabilities) ijc.J~~e:Jn1::u1um1i Cil~uh L~ e:Jn 1iu'1n11 

liU1fl1"ie:J1m"i~-'!Lfl"i1::\{ ~"ll1ViMmhn 
• 

X3 n1"i'ile:J1J~Ue:J-'I~e:J~ml1 (Responsiveness) ijc.J~~e:Jn"i::1J1Un1"ii'il~Uhb~e:JnL"J5 
~ 

u1m"ilimm"imm"i~-'~ Lfl"i1::\{ ~"ll1ViMm1~n 
• 

X4 n11Lifll1:1JL~mTumi~n~l (Assurance) ijc.J~~e:Jn"i::UlUnl"ii~~uhL~e:JnLi 
~ 

u1m"il:fU1m"ie:J1m"i~-1 Lfl"i1::\{ ~"ll1ViMm1~n 
• 
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~1~lJl..h::m,t 
~1~lJ1h::m,~ 

el1bbU-:i rl'ilrl<JE.JtH'l.J 
rl'ilrl1l£J t-statistic Sig 

(Variables) 
lJ1'il1":Tu 

f3 Beta 

~lfl.:JYi (Constant) 1.593 14.468 000*** 

X 1 ml1.1l'U u·n..J li111.1'1HN u'1m1 (Tangibles) .119 .150 2.430 .016* 
'IJ 

X2 ml1.1til L ~El~ El ~b1';1 i.i (Reliabilities) .178 .244 3.460 .001 ** 

X3 n11~ EllJ ~UEl.:J C3i m~mi'l (Responsiveness) .086 .120 1.812 .071 
'IJ 

X4 m1LlKf11l1.1L~mYumiiilmi'l (Assurance) .055 .075 1.112 .267 
'IJ 

X5 m"JfimLiil:::L-ihL';liilmh (Empathy) .181 .250 3.541 .000*** 
'IJ 'IJ 

R .777 

R2 .604 

Adjust R
2 

.598 

.c:l Q..O o Q..o ~A .c:l Q...l 

*1.1Utl~lf1qj'Yll.:J~rl~'Yl1:::~1J 0.05 

**iium~l~ru'Yll.:~~n~Yi,.:::iu o.o1 ... 

"illnm1l.:J 19 LL~~.:J~iilm"Ji Lf11l:::vfm1rl~t1EltJW'VIf1lli'lHJ.:Jf1runTrml1LlKu'1nl1 ilu 
q'IJ q 

ml1.1LUU11Jli111.1'1J El.:J1J'1m1 (Tangibles) ilUf11l1.1UlL~El~Ell"ll-;ui.i ( Reliabilities) ilUnl1 
'IJ 

~EllJ~UEl.:JtliEliilmi'l (Responsiveness) ilUn11Lif11l1.1L~mYuLLniiln~l (Assurance) ilu 
'IJ 'IJ 

m1fimLiil:::Lilhiiln~l (Empathy) ~f'hi'EltJiil::: 60.40 (R Square =.604) ff1U~L'VI~El~n 
'IJ 'IJ 

39.60% L]j U~'YlTIW iil ilU ~U 6) ~ cr1 itJ hii.i'lll1.1l~n ~ll U-:1 lUli tJ it Lri Ell Lf11l:::vf fll 
'IJ 

im..J1:::~'Yl~t1~t1EltJ (J3) ilu~ii~'YlTIWiil1.1ln~~~~El ilum1fi n LLiil:: L il h iiln ~l (Empathy) 
q 'IJ 'IJ 

vrhnu .181 (J3 = .181) iiutJ~l~qj'Yll.:J~n~~1::iu 0.001 <?i'lUf11l1.1UlL~El~Elli'hi.<?i 

(Reliabilities) Lrhnu .178 (A = .178) iiutJ~l~ru'Yll.:J~n~~1:::iu o.o1 ilUf11l1.1Ltlu11..lli111.1 p ... 'IJ 

'llEl.:~u'1m1 (Tangibles) Lrhnu .119 (~ = .119) iiut~~fl'ty'Yll.:J~n~~,.::iu o.o5 m1.1~liu 



... 
t'f3J3J@l~1'WI 

q ... 

(Hypothesis) 

X1 f11'UHU'U;n.lll1111"l!Eh:JU'1n11 (Tangibles) 
" 

Xz f11111li1 L ~El~ e:J L1111 i.~ (Reliabilities) 

X3 n11~ EllJ ~'U.e:J.JC3l u~mi'1 (Responsiveness) 
" 

X4 m1Lif11111L~mTuLLri~m11 (Assurance) 
" 

Xs m11'imL~:L"lhh~mi'1 (Empathy) 
" " 

*iiitt~~1flqj 'Yl1._'1~ii~.Yh-::iu 0.05 

**iiitt~~1fi'ryrm~ii~.Yh::iu 0.01 

***iiitt~ ~1fi' ry '1'11.,'1 ~ii ~Vi 1::iu o .oo 1 
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•hi:.n .. h-:::~~rJ 'il mw 
t-value a·n..J~~ 

tl1'1J111'il1p!.1 Beta q 

.. 150 2..430* ~\lt:-1~ 

.. 244 3..460** ~\lt:-1~ 

.120 1.812 1~~\lt:-~~ 

.075 1.112 1~~\lt:-~~ 

.250 3.541 *** ~\lt:-1~ 

111n~111.J 20 t:-~~m11Lm1:~~1111~~1'1-1. f1UIJlTVm11Liu1m1~~.Jt:-~~C3lun1:1n un11 
q ... q 

~~ ~uh L~un 1iu1m11l'l-1.1m1mm1~.J Lf111:~ ~"ll1oW1fru1~n ~m1r1 ui"u1 tJL~i.Jd 
q 

~1111~~1'1-1. X1 f11111LU'l-1.11h1111"llu.JU'1m1 (Tangibles) t:-~~n11'Yl~~uU'V'lU'i1 ~\It:-~~ 
q ... " 

C3l eln 1:u 1 un11i ~ ~u h L ~ un 1iu1 n111l'l-1.1 f111 u1 f111~.J Lf111:~ ~1"ll1~1fru hn ihi 1 
q 

i11th:~'Y1~fl~rlumrhnu .150 (Beta= .150, t-value = 2..430) ~.Jt:-~~~111~1111~~1u ur.h.Jii 
q ... 

Q..oo o Q..oO AA .:::1 a.,.. 

utJ ~f'lqj'Yl1.J~rl~'Yl1:~u 0.05 

~11~~!1'1-1. X2 f111:1Jli1L~El~ui.ih1~ (Reliabilities) t:-~~n11'Yl~~EllJ'V'llJl1 ~.Jt:-~~C3lu 

n1:U1Um1c;l~~uhL~un 1iu'1m11l'l-1.1fl11u1m1~.JLf111:~ ~1"ll1~1fru h n iif"h imh:~'Yl ~ 
q 

1 Q..oo I Q I d Q.oO 0 Q.,oo 

rl~rle:JtiL'Yllnu .244 (Beta= .244, t-value = 3..460) ~\lt:-!~~111~1111~~'1-1. Eltl1\111'1-l.tl~f1ru'Yl1\l 
q ... ~ 

QA.cl Q..o 

~rl~'Yl1:~u 0.01 

~1111~~1'1-1. X3 n11~ulJ~'U.u.JC3lu~ml1 (Responsiveness) t:-~~n1TYl~~ulJ'V'llJll 
q .. " 

L~~.J t:-~~C3lun1:U1'1-l.n11i~~uh L~un 1iu'1m11l'l-1.1fl11u1fl11~.J Lm1 :~ ~1"ll1 ~1fru 1 ~ n ii ~1 
q 

i11th:~'Yl~fl~rlumrhnu .120 (Beta= .244, t-value = 1.812) L~~.Jt:-~~m11~1111~~1umh.Jii 
q ... 

Q.; 0 Q..O QQ .r=t .... 

-u.tJ~f1t!J'Yl1.J~rl~'Yl1:~u 0.05 

~1111~~1'1-1. X4 n11Lif11111L~mTuLLri~mi'1 (Assurance) t:-~~n11'Yl~~uU'V'lUll 
q .. " 

1~~.Jt:-~~C3lun1:trmm1c;l~~-u.hL~un 1iu'1m11l'l-1.1fl11e:J1fn1~.JLf111: ~ ~1''ll1 ~ ~ru 1 ~ n ii ~1 
q 

i11th:~'Yl~fl~rlum rhnu .075 (Beta = .075, t-value = 1.112) L~~.Jt:-~~~111~1111~~1umh.Jii 
q ... 
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LUJ:JJ~hnu X5 m1i'inu~::b"li1h~n~1 (Empathy) ~~n11'Yl~HHJ1J'V'l1Ji1 ~--,~~!ila 
q d ~ ~ 

n1::1J1Um1<il~~uhb~an 'liu1m11iU1m1EJ1m1~\l bf111::\{ ~"ll1Vi'l!l-rn 1 ~ n ~ ~1 i:w u 1::~'Y1 ~ 
' 

rt~rtam rhnu .250 (Beta= .250, t-value = 3.541) Gi\l~~~1:JJ~:JJ~~]1U aci1\l~UtJi.%1iqJ'Y11\l 
' 

~~~ih::<ilu 0.001 


