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I N DEPEN DENT STU DY ADVISOR: CHAWALI-ANAT I-AOPOON PAT, I 1 pp.

The purpose of this research was to study the difference between personal factors

and perceived service superiority of Thai tourists.

The subjects were two hundred samples of Thai tourists who were more than 15

years old and travel aboard by using a travel agency. The instrument was The Service

Quality Scale which comprised of 5 dimensions: Tangibles, Reliability, Responsiveness,

Assurance and Empathy.

Major findings were as follows;

1. Tourists with different gender did not perceive service superiority differently.

2. There was a significant differences in the perception of service superiority among

tourists of different age groups (p<.05). The 1$30 year old tourists were satisfied

with the service than tourists in the other age groups.

3. There was a significant differences in the perception of service superiority among

tourists of different income groups (p<.01). The lower income 10,000 baht tourists

were satisfied with the service than tourists in the other income groups.

4. Tourist with different sources of expense significantly service superiority differently

(p<.01) in the empathy dimension. Tourists whose expenses were paid by others

were more satisfied with the service than tourists who paid their own expenses.

Field of study..lndustrial and Organizational Psychology..Student's signature... //
Academic yeat.......................2007............ Advisor's signature..kh..*.
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2.3 Rl1ilUil1sto{qsunrrntu?nT

clnnlrf nma{u fi flfinc1illru1rrro{tqru1il n1?uinrrt{ ludnurwdlndrda.:rTu

Insndm'ir Qullrrnlru?nre fio nrauSnmriurflutrJnlilnolilnlau{luSournn'jrncru

arau{ltolgnfir (Zimmer, 1978;Crosby, 1979; Lewis & Booms, 1983; Kotler,2000:

oq{zuri 4nqeqn, 2536; qrunil fi nrnacfud, 2542)

)t..!{tf,oaRao{rfu.rrui{urol (Gronroos, 1984: Parasuraman et a|.,198S) nrirc'jr

ngir.r[qrun1fln1ru?nlrrtuduorjfi'untril?clurfisuac1ilR1nu{.r1untu?ntfi'untiuI

n1ru?n1? Iasnrefnmro{r Bitner, Booms and Tetreautt (t990) rf,urf,u'jr Qru,n1iln1,

uinlunv nlunolqlunrruSn'rarfl ur{cudrdrgm{ q ruRlnlunrnJfr dlr{udtolq n fiT uo;

1fnquuinl fr.rrlunreqvfiqrunrnntu?nrrddriuduoqifi'uaranrnJfrrifilrutoltrinlru

f,cc1 uonc,lnfiud,r (Bolton & Drew, 1991;Carman, 1990)dsndrc'jr nTdqnfirnvfilnolq

Hr?ufi dmlrqr n nraiufq runrn nrru3ntdfi
. --n 4 - -a-=-- ,^,^r\ ^^r^--!^ 

a

dru nnnna flnasflrtfiidrq3rU Q5371nr{rc'i't qrunrnntu}n1t no n1,

nou6uo{t Rqru fiornl unrlevrfi udrnrau?nrrr?uoqjlurnrudd rfl utrJ nrlu. nts.ud

fi ruuat{ufntri tnanfl udc qrunrnntu?nt uilrsil 4rudnururnmutfl ufiatou?nrr

d,flulr1r.rrnordurnas.udiot{r6onruacufior nrnfisncuar nu{ltolqnf,r uov

{iuu?ntrfi a acrufi lrrolqlunmu?n. rdl,ilfu

2.4 uucacuinrdarf,uqnrnrnnreu6nra

nrrlluintq n f,rornn;fi rJrvfr nG anuiiotrifi rJr;BnG an{uo{ rTuftn{au nrsodrr

flqft dfi 6nGrolumtuc noiontfirfuorqnf,rluf,ruqrunlnnlauinrefi oddccrtiu o ilq{u

6o Longnecker (1 997 drlislu lT ry 1fiIon "$, 2542)

1. r!.rtrJdrflruil1fl (Being on target) firuuaunvouo{nouRllunrauilto'rqnf,r frr

aodt frrururti ru no.udour,.orntrdrgrgr lfiqnfirtf,nr.ufi ododflfiu?nrttfirJfr fh

2. rorlqfu{ ua; rfl uqrvlfi (ca re and concern) 1fr acru rfi uo n rfi ulq rJiuoTu nitfio{

lunnrunlnfvrtQnlquovacrufiornttoqnfir rartnk{qunrf, ulqdq;d'lutudo

3. rJfr ri6|aari'ufi (Spontaneityl hi6rum flfiu3nralunth arn rduo{t nouod rsrc u

rh fiu3rou1fil{qafiinunvnf,flrgrgrluntfia3ulqf,cflnutoluvrudfia.rrodrd.ru?ofrrnTr

rvlfisu



r pr,rrult, !r!,!sp / nEllr!,Ns p z ugNs!:wmrult!,1 (2002) uolle'l

pue {n-t ungp srugnn*Fo.nl,.gsrunor:sunluccupUrouqtlurr}pustmtu}p stu!,}sutu

n&uUq.eru:sl't 9 st[,]op]uull:utlstu.eflcuuuuuruUn-uunglstugnng!sorfingsuuno[:su
r "r .

lungllltluunp (eoon Atlteno ectrues) srusBgr,ur,,tuunrUnnnnttx,uucuuutrt[luc]t ntn

rms tus ru t u mu un: U segr uBU E uln Upa^ugupnp ungl ( 166 t )' le le u euler nsered

ccuu suposBrruBUy BrutugnltlstulsryusuprtutsugBoppfuy upo-uupngl ugl u cg

upounfu prl#llstu GEttt sltPsnpugtrpltstu utnutlsbtnlnsftluuglutsnpryr uygl

unfu grrlgnsuunl*,nu uu Nut u*t upunfu pnSnu:cppugru& (tuenoceg) lnoucuu'9
I

sru.grqtsru uuuru UsgoglsPtnlBproglqu:unngrunlpltPsul,Btut Escu

!u i,rEroonn$mrcu:uxPlh,ltotstunljtnltnpu|,lstuuEstu b,ugultPsnsBIs[ItBENtCU ,plrD

tlgx,luli:un upuUuuuulnumu,urq!,1:uulrlstulrgcuu (dn-nno;p3) urnuuuEstu '9

.sulrlolsrustNtunt0u:uttr,tt uBul,sgnprugtuBpl$uirnputusg,tsuu!9 lrsuu

1tlgplonursurstuuurrb:uugtuB unfl:giSuyu&eprpmpsupsblnurtculltloltctugrft

B unfu Egl.suuoErcuugnpf mg$lp:unmsrto (Oulnlog uepor6) uttfu pyncuu'r 4 b4 F

0l
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n1n 1 pJ uuudo.r'11{Qrun1il ntuSnm

Service Quality Model

I
t

Gry,l i
I

: ------ --- --- -- ---

desd*d t f,o dovjr.:ryu.j1{tRo1ila1nuftto.r{u?In nun;nTfilfu ol{u?urt

fiqntr (Customers, Expectations-Management Perception Gap) do$rli {u?uloretri

r{rhfi.rncruf,ornradufiq?lmlqnfir rvrnv{u?utfi{oqndtriqnfro'r f rhlntfi nctr

{oqndHfufi o norufi nnnr ntd

desd,rsd z fi o rr nrgruqunlilno.r nrau?nr# fi ruuadulrinrl fiu ncru nr au{'l

rosqnfirdalrsu?u,iufl {uanagernent's Perception-Service Quality Specification Gap)

tu.ri.od {u?ureo*rirhtf,od*qnfio.rnuacrufrosn,tol{u?Inn 
urilrifi n,fi ruun

m n eg ruu?o u dn m rudlun., rfr .o.rd{a tqu 
"r 

urto 6rar 
T lhitf,lfi n *e riu oquo ti r'r

rfi fl {ilo1un1tc 1{t ur{uq ilrl 1fl to{t nrru?nrt
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g1\gltu tu t!, u Upnuu scu F1nusultrlsrt l,ugru tuf rycuu sY 9 plt.olsp

!trs!,nu t u!,lpc u u gru u u n-u lt ltt u utl $s t u gru w luP lu qgrF

opropnrEuu.gft:bplt!,!sF (deg Allenp eclNes pe^lacred-suollelcedx3 .sretuolsn3)

plsplru r u rp u 0 psuu gnnl, !s ultllgyt sgnlqs u.V u &ru uugru uu oy s plLgDsP

ptrlgnu tupltFsswgrsw ng!1pluqEnlfttpnpuswgrr*

rmsplldlt tmuBotruu[tprsu],]s]srwrstslspnpu],13u!,]o]tl,tpntu.stugnswlq]'1:usou
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ofn* .srugrytl.3tunl:au$:unuEul lugBtouc,nnlgBt s:blF nulul,tBtunlust'Nut'mtcu
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plgPtrBlEs tu u l' Ftuus tN t u Bul
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fln.uEsruuNnuarsitpn z p:B:rnlno$ltlilu-u:sltlglB-b,gtflugctutpx'1 e plo:3

suuErtryF]sB]tnutur3l,0u:u11 lngcuunuu

.srugrqtsrunl]^ruruUblngu1tstung,lpluruurstpngF:ull ntutV ZZV (AttenO eclrues)

lvnonur s tp u Bg1 p o g \BErm Erppt prypu B t p: B:s u uuplps t u grsls u unluu uru U

n nr ptpl f u s1 B ul.s r u gn rq! p un u g $t e re gl u-u:.s F ! gt B-u Es t u n Et z .2B2 s

stugrytstunuturuu rnx F3tnrultg tunu,ItN!'il

urrul:ux lpllBrunrrn{,uflEr}orcuugnngfi milunu,ruuruusgrnpgrnw t .2e,23

ps-ld :B:3, nglu oslpll BUI st ugrqtlsuunlmu uru u

rUtr,BUt (qcreeseg fuoterotdg) uocugsgta-uEgtutltpl (066t) 'le le ueuernsered
n r 

(i,suegqo,d eseql e^los ol op uorlezrueoto

u e c r e rl M) str$ t P oplnpu 91 ps t u g1ltl.e wnu.,t u un: U u n fu pptt u 3 t B t us t u,u ! s' e

((,sure1qord {t1enb-ectruos sesnec

lplt6) slltpoplnpu grpstugnlttttunlruun Uunfu gru gr;tlugtpbntuu@9c1:B'z

(4,{r1enb ec!rues st }eq6) s1:ssgstugrqtlstunlutunr[,' t

og oF e muuuunousit

:ullsrugqrlsrurrptun Un-ucngn;,Eusup.stunlulnumut UItl (066t) 'le le ueurernsered

pr. gs ux u u n sB u S,nplp z6' n^u l,! l r J.,ru o1l gr^ g:,e l-rNp r p!,trsB pl Brou ull'qttt spt

et
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su u uBU! 3w grut u r,tt ufl, U ulptppru u tnrultn ( rOO t )' I e lo ueuBrnsered tmsp

srugrtrEF]sBstu]sg'I3t0u]gl:up]3tRl,Blrltt 0u (reuolsnc

aql 6u !/vrouy / 6u puetsrepu n) sw gBrEF u-ul:unbltl,lstu O t' e

, swgrlsEtutsstugrqtFlt^

Josultbsgn s$]spul .sutuuh]sruguh:ru8u^u sl,uEqtpuuu pn!,tr ],1.stugr]srlttun:U

sgru:U urUusrmrUsl,UgRBgF (sep;6ue$ .etug[]ogtt.e.ssFgn6lltl,og 6'e

B-UU sU[tNtOU tsUIStU R0 FF ]BBL-U rlt ou

tf ugs r u L s u p ap s U op: ul B Ls un-sla p u gE N t 0 u u t b t, ts Fs l, u ! B 
Pl 

B 
F*t 

N cc n UP ry t,t

u EEnlByu suFlt wunlulnl3Bt 0u (Alu nces) Bt u su FlunlsBtou 8'e

(sseu lpru ;1) gsc;,tnppFtuEruUl,

\oB LlwsrulolrnroulsnurquuErr3ru srugnfl:bptto;umtousEltblmgtNtt uE

cuugryr$ (sseuengsuodseg) cuugnnglssestulsg'Ittt ulonunourtu /'e

sBultlsuntou I uslt*uptt\pNu:ul]tt:uxtBnFx

rogr u b nucu E!oN' .etugrtq! pilfrysuugn (Ittt nerleg) ulsut !|r3t 0u 9' g

o
cu uuu hssrggrturuUcuu,u sslsrloPt spnlt !s*,unut:ull.etu gnnif

pnuUpEpcuugnsnuuturytmw stuEltglstunpupspmtuu !,Iulltcglmtoun5opl

Br0u ltf uustNtirls!, guu uuu h:uttsu,u $o (&ttqtpetc) ogsPltFlttou 9'e

EpgurnpBnhnp ruugnnglepcuSnEr:ux ultrEgsBgr

Irl nBlnsg uu uUnuou pseglc uu gnp$ (Asepno3) EU BlBy t Bs-Bltlttcu rt
nusnlwtmuumuou[nuou

jusr u rrr:s1tglop s uugnpf (ecueleduoc) cuugnpf ssr:nuccmu e'e

Btluu"*,lstugrtlu,F

pustu*,lBu1 sogl u b supoatflcsstu (uo;leclunulnoc) stt BPstu z'e

u t t, : E}3l,ou Buntolsgt.gt u grqtB

Enruuut u:pss!'stunrutyuEltucr Fln$ntnFllBx'ttugBlu,stuRsuqBPtptucrspugstu

sp Br |: uxsr u gRI,Itg,t u.stlttirnt t ungt (sseccv) s uugnrq! $u t[,ts tu' t' e
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n1fi 2ifiml4runrnntu?nt

Odginal Ten
Dimensions for

Evaluating Service
Quality

t

SERVQUAL Omensions

1 . rr1lJ1rn{u fio.rtf, Oang i bles) uilrafi { dnnrunt n1sn1il dlntnrndu fis{Ifr

)-.c.
mro{lJo qun?su n1{tl ac1x6vaznnulGrqaao ror{6r1d ldlunTf,aoiodonT r

z. rdo6otd' (Reliabitity) uil1s6{ a2lil6llJlrnlunrerirnrudrgrgrfihilflunm
A ) t t, d I t cuint 61x1r0r:ilodotf, unvfi ae1ilQnfro{ uriudr

3. n1?nounuo.r oio {iuu?n1, (Responsiveness) uil1sfi { n?1il rfi illcdqvdcs ru6o
ye - e - aU r - at

,.ttxu?n13 ua Jq 4il1 n1? urnl? tuofl 1{fi J a'J n m Rtt2

4. 421il1{2 rllq (Assurance) uursfi { q ao1 ntfi act r funvfi ilUuudxfiudfi d

orutnrir1fi{firu?ntrdolq uavrTulqluuSnrdHiu

5. n'nflnun vrfirle {fir n1ru3n1r (Empathy) uilrsfi { il qA n?il nlaqun rorlnk{d

flriu?n tfi oi a {fi r u?n tu si o v a ud fi n c 1 il fro{ n 1 run n oi r l riulil

n'n e - - I , a- -r--
rft riuntrinrulQrunfl u?n1tq Jfi niuqln{oE niln1 ntsu'j1{t n'I1il a1 au{{tiolt

fldu?nt (Consumer) unc a o6il # rfi aduq?l m nflfiu?n1 ? (Marketer) rCo rf, un T ril n iu

do.r'irl6.rnrirc unsrirtfignf,rrfiancufiwolqludqa no1ilR1nu{{no{qnfilqvfiuyrurYt

drdrgr.nn rnmrqrunlnrf,ufrrdqnf,rnuranriqutrJiauritsurTulf, 6o qrunrvrdqnfir

lf,fir (perceived quatity) qrnnrrldu?ntuJisurfiaurTumnrgrudqnf,rtf,nrau{.rti

COTPEIE}ICE

COURTESY

CREDIBIUTY

SECURITY

ACCESS

cmflrillcAflo0l

UXOERSTA'IOITIG'
KrlOIrlG TTIE
CUSTOTIER

(Customer expectations)
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qlnnolilurlltJuoyuucAaoir.rlrdarriuqrunrnnrnt?nartlu Parasuraman et al'

(1994) tfioGursnctrarouftt{.jr usinvaudotfinmunrnu{ldunnoirlfiuuriqvilavnou

trjf,.Jsncluarau{$unou;6'u unvrevd'l{dsouiutf, rcutf,unrlold:Jrvnoudrsfi'u fri

n.nd s

n1fl 3 gtJuuuto.:acruR'louillunrau?nra

Nature of Service ExPectetions

Desired Service

Adequate Service

1 . Desired Service fio ncrunrnuft dqnf,r#lnmluftl{'irqvtdiu C.rrfl u6'rd

g n fir fio.r nraunctdadrfi acru rfl utrJtf,dqytf,firuSnrt ujioac rqvtf,fu u?nrr

2. Adequate Service rf, uav fiuiud rml nrauSn rrdq vsou fifl f,

3. zoneof roterance rf,urvsvlil{rrcil,i1{tn'Junrotu{su?od.rdacrq;tfffirrTuasfiu

"- i J e lg
nTu5nrfiunlYtcygoilruM

Parasuraman et al. (1994) nsircdrqrnhrnndqvfrrnre{atf, Z rcd'u ftd

1. n1rinn1rsouiuH1un1flFn1, (Measure of Service Adequacy: uSn) UirrYu

., or#[f, i1 n r mt? n 1qil ( Perce ived Service ) nu a J uuurv riu iuri. a o': n r eG n r #
soufiJtf, (Adequate Service)

Believe Can and Should Be

Dellvered

Minimum Level

Customers Are rililling

to AccePt
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p:u uuuhncpqungL:unnu8nnaqu6rumu:rnnr1rlsruEng,Iusguwnl suu!s!,BrrJu:un
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sc'nu tu tttcu gug,uu u h:upnse{ruEru uunu 6 u gmr,i,,u Nu BrBn uu uhnt pn;,up

uuuhncpn;bplsrBrlrnnLcu l.'t

uu uhncpepbpnlcRptu g ntcucnnsun BLInBucU

qtu! t (ggY1 :{lrouedng

ac!ruas lo eJnseeN) ugrppcuugruruu!^sru:r"M,orr,suH:uapgfisg Bturtsirnflfl

u[!sornuu tu rousruntnunpBwu u gqrllrtrBpr:ururugruru ]urmr Usopngr:clurun1
(166t) 'te le ueurernseJ,d lsudgonnFDga3,gfiqtsy pxuB-ugrsugsrunu,lpsurr:slr
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ryep'g[ ry 
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ul.sLuE[3tu uuun: U n-u cBpl rsu gsru rp!,tr (roo I )' te le ueuernseJed u rb,]epl

(ec;rueg perlseo) r*!,1

suupgtug]r.stu?rtry,ttuuumt ounrut:u Bu (ecrrueg penracra6) ]swrusrurur*]1pnffi:u

. 

Blt! t (ssru :Atuor.redng ec!rues lo arnseoy{) cuugncuusorugtpmrovruklvu 'Z
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3. 6'c urj #tflun rei{rr rJ r; nou f,c Er

1) frcurJr6arv 6o tlq{sdcuqnnn ilrvnouf,cfl a f,ru fr.:d

1.1

1.2

1.3

1.4

rlrfl

o1q

mstf,

dr.nmr ri rlti 1slunrflioo du.

d'cuilrnu fio qrunrvrnmu3nt ilrvnoudcs s f,ru 6.:d

q runrn ntu?ntdrudntnen{ufroltf, fi angiotes)

Q run1il nlru?nref,runcru rdofi otf, (Retiabitity)

Q run1il nlru?nredrunl?nou6uo{t oio{iuu?nre

(Responsiveness)

qrun1fl n1?uinrtdruacrul{cr.r1q (Assurance)

4 runrn ntu?ntfiruntf{nun;rtr1r{iu ntu?nre (Empatny)

2.1

2.2

2.3

2.4

2.5

iri, ffancurdlflunrfiia

1 . q runrvr nreu?nre uurs6.r nrrtiu?nT rq n f,rlf,odrr rfl ugrJomu fi .rq n drfi 1il1t0

fi.rfftntlfiuin'r#u1otiT .:{nrqu rurrvnrrlunmunraui.tm.rrinrio.rrdr. ,rrrton.r.ro

qunrorlnldq n drnrrnmufro.: ntdunnriT .:to.rrinrio.r!fi ucudnvnulf, unvrf, unrru?nrrfi

rirlfrqn firldiuncrudvnc nunvfi ancrrfi vrolq{{qan1iln1fi mmvrito{ Parasuraman

et at. (1994) rjevnouf,cu 5 f,ru d'.rriotrjd

1.1 qrunlilnru?ntf,rudnrmrn{ufro.rtf, fiangiotes) uilrsfir dnuswmrs

n1sR'ln d.rg{ru'lrndilaftrtf, rnfu.rfio qrJnmIdt1 acruaracnou'lar{nan unv{stqd tfl,
-in1tnano6061,

1.2 Qrunlilnlru?ntfiruacrurdsfiatf, (Retiabitity) uuru6{ ncuarutnlu

nrnirnru{ry ru.dtflflunr:r.Fnt nruranrdofiotf, unvfi ncruqnfror uriutir

1.3 Arunlvrnlru?ntfirunlrnouftuo{do{iuu?nrt (Responsiveness)

uure6{ ncufir1qfiq;dcsru6o{ir.ru?nt unv{aurnra u?nrabiodrmvaen ecar5c

1.4 Qrurnilnltu?ntf,ruacrul{crrlq (Assurance) ulrs6{ qaarnrfincruf
dnn.).

uorxugmnrrnuond arurenfr rbfifiru?nT rrdolq uncfulqluGn.#1f,f,
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1.5 q.uJr1fln1?u?ntf,runtf{nuovr{r1n{iunrru?nt (Empathy) uura6.r

nqf,narrntqunrorlnk{fi61tir?n.rfioio{firuinmudnvnudfiacufrornmunnoi'xfiulil
. -- 3 ' l v )t^- r

1u.: rui{rr ii ntuSn tfi d rh a iotffInErlfru'r n rfi ffi {a urJ n ua ;rJ iu:J qr{o n tsu rqr n

lrnriortol Parasuraman et al. (1994) fidnurucrflurlnflhvilrruir 5 avd'u tf,uriurn
.l .tv)
flqn mn il1uno1{ uou unJuouilqn

2. fln{a r{cur1 n a o un 1 s 6{ Q sudnlrruvs{ruficms n{u ficodr.r i{flq{tr 6{ nd 1cqcfi
a

6vr6yrooioQnlq otun[ un:d.:nurfluodl.rillnunvrirlfintiufldats.rrhunnritfiu
A J c r e I t, . r - (r ag l qY

n qfi nmr.rfi u6 a{oo n fi un n oi'r.r fiuhldos uovfi r ntrJrvrfi ulnslduuunou nrui.rlfi
joJJea'v.Jt

rinyio.rrfrsrntn5o.ruursfisrilufo{ndcuqaaam{fndolrfiscto.r laslu{rui{ufi lfrud

2.1 rnfi uilrfi{rfl6yr1r6irrd,flu1,Jtrs6mil{1e r:Jdfluuilnrtiltf, f,o qano

fi arrfi nr R rf, uu fi lu3o rfl ums

2.2 orq urrafi.:irucudu rfl uil riu#i uoi rfi aqu6.:{ud nou uuuaou nru urjr

oonrflu a dc.rorq da ts-zsit, 2o-ao il, at- oo il unc or il{utrJ

2.3 mstfi ulrsdr matfi4nGdo#oumuinrlo.rrdsrdtfiiu urhoonrf,u a do.r

f,o drn,jr 1o,ooo urvr i.:uri 1o,oo1 - 25,ooo urv, iluoi 25,001 - 40,000 urvrunv#suoi

4o,oo1 urvr{ulrj
- i ..v. . . J a r agr i I J "- ta2.4 ?lltlto{n1[,trc19tunl3yto{ttYruc uil1gn{ n1tIq1gtunltYro{tvrg2nr{uil

fiurodr.rtr lasuil{rflu s n{r f,o oonf,rsnuto,rt rgrf,oonbiunvu?f,noonhi

rJrlst{d nr ndrqglffi qr n nr6{s

au^rtv.JJa.-
f . ilfl un{rrriuqrunlil n1?urn1tn1iln1truFo{unfl o.rttYtuzililno{1uu?n1il0{t

d -e " J . . - J
ilil{tluutEmulmrJctudcurosntu3ntfid6R (Measure of Service Superiority: MSS)

2. vr rT ufi .rflq{r,druq a aodfi an oie ntfir [q run T n nr auint

3. rir am ntfl nurluni.rfil rfl uuucurr ntg{r m?il un vr{nrurq anr nr1frfi nra

- ir- . u . J
il tnl tvt n tn 6 nounilo{ tvt g1

; a r o .. a, a - ir- v v4. rfi orfl uuuril1{rrarilrrlsrfriontinurfu nrru?nrrfi fi rhanlilnltiuito.l

rinriorrdaroiot:J
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^u "- t n .
n1ri,{sat{utuunlr.j{uri.rdrtcq (Survey Research) fi{nqrJrvn.rdrdoflntnncru

un n ril{rru,iNflq{rJdcuq n naBoyu3nmfi fi 16 fl nlil nltirJfu a.rrinrio.r rductrctY,sdfi riu

u?fn rir Lfi s c d.r fi er s n v 16 s o1ui6 d tfi un r ei {u fi.t d

ilrtrnt

u?ntrhuvrrlria.rrdectrjrdscrir{ilrrr?rFt (outbound Tour) rTuuifnritdsc nh.rdtnriYrn

rcn {rrTn {rucuila;t.n*utiidu 350 nu

a.r'a
nqilnlos1{

n {u d'co d r.rd fl nurluai.,d Unri rinrio{ rdsctrclnsdfi o1 q 1 s il {ubJdurH

u?n6fiuvrrsrio{rdsctilrdscdrstjrvtyra (outbound Tour) rTuu?firriTrdsc ntudtilf

ilfl ton {r rTn drucu 200 nu lti6 nt{1 f,'codrslunr :i{e aisd fi o n u(r.r uuuris 16 rg

(Accidental Random sampting) rvs;r,lorlunT nfiufioXn 10 frsurnil 2550 6l t t fucrnl

ZSSO C.r fi {ulfiil rcur runr rqr n{rucur1rvt r n #.ril x a 350 nu d ruc ruq 1 nq n flil6{t

yamane (1973) 6ruualfifiri1a'rlrrRolnradouwirriu .os Instfi{rucun{ufrcaeirlfiiuun

1 87 au rCo fio.r nraacuuriutlrto.rtoqn fi {a{luiun{u frcodr.r rf, u zoo nu n1ilq n?

t
c ed
R1UCiln{U

tnsfiruuahi

rJrtr nrd1i1un.tfl nu" aiod Uuti rinrior Lfi sctrctv,sdfi o1q 1 5 il {ulrt dtt

n=

1t+trle2)

ruramlndufreetir'r

turnmujrixln,
)a

aolilaolataaounsfi ruualfifi ir wirriu .os

350 = 187 nu

1+350(.05)'

n=

fi/=

e=

unudrqne n=
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r#elfievraflunrtiig

nref ntni{rrluaiod fi {utf,fr r nrnfi umurm.rf,oqnnrnrinrio.r rdscdHu?n1ilo{

uffi etudtvrrivrmrcn 4rfia taalduuusruro.udria{utf,rJiurJq.ruavfnrur{onrvvrl

6ruil n 11ia Q Url1il nlru?nretol Parasuraman et al. ( 1 994) tngUuunou nruq;nis

oonrf,u z nouficarTu 6o

noud t rfl udr n1lduc rlutoqar{cuq a an rCoy,mufi.rdnnrw n{u f,codr'r tnB

rflunlnounl.rrdgcfiuto4nluf,rutv{a o1q mtJtd nurdr.ruorirldiT Ulun1?rio'rrdflr

noud z rfl udr n urdsld{n q runrn n tu?nttosu?frrri. du. fi {o n r;vrlfiuu o

t g fio n rvy6 fi {av[nrururqr nu r ne{a q run rn n r:r.Fn1 (SERVQUAL) tol Pa rasurama n

et at. ( 1 994) uosnhsto nrvnlrir rfi u urnriaqrunrt nrru?n1t (SERVQUnU) fi dnuruv

rfluurnrilrvtrrurir (Rating Scale) S ryfru fio urndqn urn ilrunnr{ fiou uovrioudqn

Iaairnrilusia;drnufiolnralfirinriuodurrorruunounlufisaoldrErou losuli{draou

rf,u z qa 6o

1 . rv duror n cru Rr au {rlunr n rSnrrd nc rtdfir (Desired service) lfirinrio'r rdsc

nou rioufi qv6.rn nrudrio.rrdsculi.lurnmrtilrun*rriolrdsc

2. tt 6tsntt$n 1dffi f rq?l ( pe rce i ved Servicel 1firin rio I rd s c tl o uu dl q r n

riol rdsclun oludriu.darq nriruaollilrunru nrrriolrdscudcreic

nrt{Racrudrhrm.:nrru?nt (Measure of Service Superiority: MSS) Hirriu

avuuunrrlfiu?n1rq1iln1ri1fuo.:rinriu'rduo (Perceived Service) oU a'ruuac1il

nrnuillunrrti?nrtdacalf,flr (Desired Service)

Measure of Service Superiority (MSS) = Perceived Service - Desired Service
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n r*Yluur uac n t2q c ou q run.n rnio I fi olu n r fi {s

u r or rin q run rn nr ru3n m fi {o nrvvror?.rru, t 9 io n rvvrl fi {ovlnrur il 1q1 n il 1 n,

-{n4runrvrnrru?nt (SERVQUAL) no{ Parasuraman et al. (1994) mnaiaqruRlilnl,

u?nt (SERVQUAu) fidnmwrf,uurnmjevurrudr (Rating Scale) 5 rvfiu tfiuriurnd4a

rrn ilrunnr{ fios unvrioafiqn

rrnriaqrunrn ntu?nraruimonrf, u 5 f,ru tasudnvf,lufi msnvrdso d'li

1. qourrnnrru?ntf,runureo{ufro.r1d (tangibles)

Av)at2. qiln1iln1ru?ntdruttofrold (Reliability)

3. qilnlilnlruintdrunlrnounuo{trio{iuu?nt (Responsiveness)

4. q run rvr n tuin tffr unc rul{cr.rlq (Assu rance)

s. qrunrnntuSntdruntffi ua;r{rh{iunrnrSnra (Empathy)

Itu-tu
{''unounrerIoNtultracnt2cdou ailn1lrrt1 n?2 a

1 . fi {u'rJiurJqlur nriaqrun1iln1ril3n1tao.r Parasuraman et al. ( 1 994) tnauiln
elt

il1c1nn1v-ldrnqu tfitonrcflrrf.ruun zzilo1u s frT u 6o qrunrvrnrau?ntfirufi1lJ1rn

{ufiortd {rucu a {o qrunrilnlflr3nlrdrurdodstf,,{ruru s {a qrunrrrntu?ntf,ru
' !-ev' ' o 'e ^ " ncul{crllqdrucua{onlrnous{uo{ no {ruu?n1, c1u2u 4 !o 4 run1il n1?utn1?o1ur

- Y tv v q te - . -,tO
aun1il n1turn1rfi lunlrlc nunvlil tc{flJ n1flJrn1t q1u2u 5' 

r.fi{unrcnnuro..urror.r,iur.(contentValidity)tolurnr{alashi

{vra.r q ru1 fi 4rucu 3 ri ru ( fi {a un a.rnado {vms q ru1 fi tflun1 n fl u2 n n ) n mq nou

nruqnfrorluriourdr,r:Jnto.ruoioyfionevvnlfrfiacuaoando.:rluqrunruntu?nraluuoi
.91

nvdruuov:Jiuuduru'rhir{rlq.iruunyrurrvfiun{ufrcotirlfildlu.rrui{u luf,ufifinra

rJiurJl16nfios un;lf,frrr{anevynluf,ruqrunrtrnrm.t?nrefirunrtnaunualoio{firu?nt

{rucu t to lagn{ru6o#.ruln zt lo

3. {i{ur[r ur n rio q cun r n ntu?n r #tf,trjnaoa.rld Gry Out) fiurinrios rdu.il{

Gnttou?firntldtvufvrmrcn,irrTa 4rucu 50 au {tTa {rucu 25 au{ufio {rucu

25 au un;irucrurirdurjrvByrf,g{u{ur{uf,ryu.ittonr;nruoinv{o rYunvuuurcmol{o

du1 luurnr{a (Conected ltem-Total Conelation: CITC) firuuarvduncrilfirfudrdrgvrr.r

n6f, d .os tosfi iunountimarvridld
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c - -t J r , . - d- ---
3. 1 fr r ntimmvrfir t-test tf, o4 ncru un n drlru'jN ndx{.:-n{l nr taluri

nv,tronryyr{ Iasfiruuorydunmilfiristirdrgvrr.rnfifid .os vru'ir {anrrr.r?o zt {o airu
tC A JV

tn ru.n n1t'2t4fl vil1l{urJ R

g.2 rirto nevvr.:d airuq T n{o 3. t l r iruc rurirdu'rjrvfr nf,nu{uriudr;u'i rl{o
!

neymluda;{orTunvuuumlror{06u1 luurnr{a (Corrected ltem-Totat Correlation :

c t rc ) ri r u u n ry du n c r u fi rft r d r 6'19 vn r n 6 f, fi . o s ( fi {a un a.r ar n n r e6 m m v riu r n rin

qrunlflnlru?nt tnsnrimflvfrir t-test un;nrfiramvrfdrfrurJrv8ndnudtr[ufavudr.r

tonavmuoinvi'orTunvuuurcuododul luurnairrttlunrnaurn t) vru'ir{ontJ?r.i 21

{o airum rudnraririn q n,{ruru r g {o C.t rfl u qrunrn nrru?nrefirunruT rn{u froltf,

,i,rucu a fro 4runrnntu?nradruriiodotf,,{rucu S io qrunrnnmu3ntf,runt

aounuor aio{iuu?nt,{rucu e {o qrunrn nrruSntf,runcrut{cr.rlq {rucu a {o
a ' bu e' "-un1?u?n1r'{rucugioarun1il n1?utnlralunlr0qnunvtnl tc{fl' 
,., rdrucruncrrdr., (Reliability) tournr{adcsi6nmuaoaadosnrslu

(tnternat Consistency; nrn{onrrrodri.u,nrutinrriramvrilacJl{rirdurJrvfrvrf,rtoodr

tro{tarouula (Cronbach's Coefficient Alpha) tu,jr firiraa.udu.rulurnr{aqrun1fln1t
t

-eeauulinra fsorlurrirf,u .94

nrriantu?na#d,64 (Measure of Service Superiority: MSS) ryirfiu aJuuunlt

hlGntnu ntiufr o.rrinvio.r rdsr (Perceived Service) ou av uuuac u n r auiltunl r

u?nrtdncrtf,fir (oeslred Service)

Measure of Service Superiority (MSS) = Perceived Service - Desired Service

3.a mrurinrrhinvuuu
ea9

tvaua2lilruunzg
t,

nuuuuto{toa11il
.I

lJ1nvrqn 5

il1n 4

ilrunnrr 3

l,
UOCJ 2

fioad4n 1
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t. {oqndcuqaao irnmvrirrstoficsnreuqnoooo..ud ur{rucuuaviouovtsr
, . c e n )- - e t ts , J , J

uoinvdr nou drufir Ar nuno nrJ nu{cludodnms{cutdur dtons rnvs{turuslruu
.le

il1n?I1urilNAls

2. ryfruavuuunrrhiuinrtnlilnltiufu o.rrinrio.rtdGJc (perceived Service) unv

rvdu nvuuua2lxRlaili{tluntu?nr# nctldir.r (Desired service)

3. nrrinqrunlflnlflFnlrddrda (Measure of Service Superiority) (MSS) wiTrIu

avuuunlflfiu?nlrnlrnlriufuosrinriu.dro (Perceived Service) nu nvuuunzlilalnuilt

luntu?ntd ac rt#fir (Desired service)

4. clnrrfrunvuuudtfi riT lrjiram;rfuJitrurfi surduntu?n.#d,6aloder;ud'r.r

rinrio.rrdscdfi,n, olrl mstf, nurdu.ruoirlddrslunrario.tdscoitf,u lael{ t-test ror

nrfi mmvriacruuil:drcuvnqdsc (one way ANovA) ofl nraldnfi f,1unrfi rnmvri

elsn;r6aan1iln1m{ 1

n1fl{t 1

apJntilfrdfrfrTuntrimnvi

rf,'curja6arv frcuilrnru
o-J. r

6nnil tI

riln (2 ndil)

orq (a ndu)

erald (a nr!r.r)

i ,.r.
illl1no{n1t{C1g

luntrio.rrdsc (3 ndr)

- J.rr ,
n1flJtn1flraro6flgR1u

- ir- t
n1flJrn1flrato6mgR1u

- J.r- I
n1?urnlflrRtoftflgnlu

- J.r- tnlrutnlflratoRtluRlu

lndependent f- test

One way ANOVA

One way ANOVA

One way ANOVA



urnd 3

flon1?arnm;rif,oXn

nr:6{rlrdoflnurncurunnoirlrvu'jr.rftq{af{cuqnnnunvuSn'lrddrAamlnraiuf

mrrinrio.rdsetrctilu ffi {atf,rfi urcurcr{oXnlnGr nrrlduuunou nru rTu nrlr.r ficodrldrfl u

rinri o.r rd a cm sln sd u rlfru?n tritd s c fiu u?fii nlu d lvr ri vr ar tc o i r fia In Er s{.1

uuunounlutrJ#luln 250 I a Instf,iuuuudou nlxnur;rninduulirucu 2oo 1a h arfl u

hsnv eo ftiu fi{omritnuoarnnrtirnervrftoqnrflu z nau ftd

al-J.u.
nauvr 1 fl nnlt'flrnmJunornlogl{

noud 2 amnrrimm;fuJisurfi su flq{sdcuqnaounvu?nrdd6anrunrtiufr o.rrin

. J r Jr. -y " .l tv
lio{m9,t111 tnuililnourlf,vlu1tllu2 Mun

2. t nr:6mmvrfritodsntuSnmddrhatasrcilunvmsf,ru

2.2 nrrimmcfril?aurfi suritodsntuSnr#drha lasnfi fi ilanou t-res, ttu'i1{

dcu.tj*vra

2.3 nrrimmvrflujisu!fi uurilrodentu?nraddrha InsnrrirRarvrfacruurjnjmu

ntfisc (one way ANovA) tvu'jrlficurJrorq rf.r a dc.rorq

2.a nrrimmyrfujisuriieuitodsntu?nrrddr6n Insn'lairnmvrflacrru:Jeilrcu

flr{fisc (one way ANovA) asu'irlficurjrmstd a n{lmatfi

2.s nrfi mmsriujisutfi suritodsntu?nr#d6a lasrfif, fl artou r-rest rvu'ir.t

ficurJe{oon rirl'lfirs z ndr

2.6 aronr:Emnyrincuunn rirlavu'irdq{rrdcuq a aarnvu?nr# fi rG 6n1u n1,

fi r ft o.r rinrio ud s cmctv, s
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dtucuuazfaent tntn$u ilcatix.inuunnlualq r#aufisuln fr'il1tt uawtfit

,erd t toqnrfctrho.r n{r frcodrr

{oqori'ctrho.rndufrcodr.r uonllugiluuuto$luru rtnrhsnv unnl1un1fl { 2

n1€rl,{ 2

nriuficodr.t

urtr ter
c9alucu touoJ

c
c1ulu ioso:

cqlucu I,ognt

a1q

15-30fl

31 -45fl

46-60il

oo il{utrj

15

37

38

4

7.5

18.5

19.0

2.0

16

38

40

12

8.0

19.0

20.0

6.0

31

75

78

16

15.5

37.5

39.0

8.0

94 47.0 106 53.0 100.0

u ll,finuflstn
drn'ir 1o,0oo

10,001 - 25,000

25,001 - 40,000

4o,oo1 urvrdutrj

12

22

31

29

6.0

11.0

15.5

14.5

11

33

32

30

5.5

16.5

16.0

15.0

23

55

63

59

1 1.5

27.5

31.5

29.5

89

111

0

41

53

0

47.0

20.5

26.5

0.0

I
58

0

53.0

24.0

29.0

0.0

100.0

44.5

55.5

0.0

irlfirtrlunrt
..1ilo{ttlgl

oonf,csnutol

rgrfioonti
- v av

lj?lfnoon til

47.O 106 53.0 200 100.0
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ndrficodr.rrflutnatrcJ,i'tucu 94 nu nrAur!.: iruru 106 nu finrfluinso t 47.0
t

uov 53.0 ntrdrdu fi of, qrarurorq nudr r{culudnriu#rodrlorqr;udrl 46-60 il

4rucu 7g au orqrvu'lrl 31-45 il {T ucu 75 au harflu$oanY 39.0 uos 37.50 nrudrfiu

ro,ia{til1 rflundr.rorq 15-30 il un; OO il{utrJ hnrfluiauor 15.5 unu 8.0 nTudrdu

qr n nrrf, q r3rutcdufl stfi ilu'ir ndr.r dcodr.rr{'lu1u qi fi mstfi 25,00 1 - 40,000

uryrirucu 63 au harflufosay 31.s ?o{rn{ril1 fimstf, 40,001 urvrdulrj 4rucu 59 au

unvrratf,ryu.jrl t0,001 - 25,OOO urm {rucu 55 au hnrflu5oeoz 29.5 ttov 27.5

nrndrfiu d,rufirnriuficotir.rdiiflrrtf,oirn.ir 1o,oo0 {rucu 23 auharfluhsn:*' 11.5

lug{rudu rr or ri rldi T nluntria.r rdur r{oulu qi rfl uffi ufi oo n ri rldi r stun m

riosrduchlaarfluloeav ss.s unylosov aa.s aoniTldirsludcudrol d.rtunrfiftrfldfi

rinrios rdsc auladu?fvroo n riT l{druluntdo{rdeclfi

nsufi 2 nraimerurintrin qrlfi asital nrfi {a

z. t nreimflcriitodsnrtu?n1adf, reatasmiluncfl gdru

a1m{ 3

rh nds nt ru? n'r rfi d rA a1rl, nN uar n Et dtu ffh nd a nt rui nt tfi d td a d a rh nd a nt tfu f

n vmsf,ru

nrru?nrtfidrhalnsrou -4.n

nr mr?nr tfi f, rG a firuct n rn{u fio.rtd

nrnr?nr#fi rhnfiruactr rdodotf,

nrru?nr#f, rhaf,T unT rf{nun;r{rtq{fu ntuSnrr

uillsluq allongl

lunrnr?nra

q1nn1m{ g iranyfa;duritodsntfirfnrnr?n.tdf, ,Aatrsreil rnvfl sdlu

nud,r rinrioudschifiryratqlunrru?n.rfif,,enf,.uacT lrdodatf,urndqa (ut= -2.08) t{cu

f,rudrinrio.rrducbif, {nolnfioodqa f, o n'rru3n'lrdd,A af,.untfrnun-rf,rhffunt

-0.59

-2.08

{.67

-0.90

-0.05

- y , ) --y-q-.^
n1 flJ:r n1 ?au n2 il n 1 Laa d nQlN n1 nuzt runt ruint t 1

nr::r?nr# d rd a firunmut{rr.rlq

u?nre (M= {.05)



2.2 i,rrrt'wrf dtode nrruBnredfi th alnamu uncms dru rlj?au rfi aurcu'irl

wrnufir ucclildt1a

n1fl{ 4
d d , i - Jr- o Y , - -

Lilfltlu milu m nndnlflttnltn n La fr lnilnu uailna dru fiui1n fft axl?t uaan au fi t
, J - Ja- a , J e I . r, . . al - - - -.^-^, , y-q-

(fhndsnlnJinlrfrdnfi da ffi ndetnl'iuin1rutn1':au dlet nlnas n21u n1 nu?n tunl?

uinnl

tTrrlxlg

(n =94)

lrraur!.r

(n =106)

MSD

R
n̂l rt!ln1?u tnl tYt R lo fl

f,ruorrto{ufro.rtd

f,ruacrurdofiotf,

f,runrenou6uo{rio

aililrn1,i

f,ruarut{ct1q

-4.23

-0.46

-2.32

-0.45

-0.94

13.18

3.540

4.299

2.687

3.048

-4.33 12.417

-0.71 3.220

-1.83 3.747

-0.89 2.412

-0.86 2.947

0.055

0.522

-0.859

1.219

-0.189

-0.050

f,runtfin un vrirln {iu n r a

urnl?

@if,uucnfiofincrufilrro1q1unrru?nre,rirrodgdrflunu6otrif,oro1q
lunrnrSnt

q1nn1r-l{r a iramvrfldrilq{rlilas{lanoiontu?n.#f,,6atas1dn6f, t-test Clamnra

imncf iludr ilq{rln atrifi andontfirfnT ru?n.rdd,eatiitasriuunvr, c!f,ruadr{fi

riadrdrgvrr.rafif,d.os

2.g iraflcditodsnril?nrrfi fi rhr rrj?autfi gutu'irsndlolq ?t{ 4 e1qaaa

2.3. t imn;rfujisurfi suritodsmsnrru?ntddrhatasmu f,csnfi f,

-0.06 2.821 -0.04 2.825

i mn;riacuuilnjetuvrr{fi sc (one way ANovA)
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n1€n{t 5
,).1 .l
ritnda dcutfieuwuNln?t1u rhnctu natnndatrulntStu uauitqtqauatdlEnxafil?
- Jr- o , , J, y .. I --- =-- - l<q-4- -,- -1-- v viintfi d6 alnfl nu ?JuiN nqNolqfr n1n nu (m nailn1?uin1?n n La fr no n1 Laas mtfl I

- I , ) uO
n1 tu ? n 1 ?au n2 s a', Lad Et nc 1N m nu{nlunt tui nn 1

dcmrq SD SE Min Max

15-30il

31 -45il

46-60il

4.065 12.236

-5.467 13.834

6.936 11.479

-1.938 7.122

2.198

1.597

1.300

1.781

-39

-50

-47

-20

21

12

11

7oo il{utrj
j Ja 1- - .. - , rl dq - 4-i,ruil1sru{ dtodefi riluu'l nnofr acufr .trrolqlunT ru?nt, dtodufi rfl uouholrifr .:nolq

a-
lun1flJrn1,

q1nn1fl{t s rdoirarwriritadsmlnrru?nrrdf, rhntns?eilrvudr.rn{lorqd

oirrriu nud,r n{r.ro1q 15-30 il (nz= 4.06s) finruf,.ryrolqlunrmrintddrhnlaemil{.r

dqa luvrr.rnr.rrTutru ndlorq 4660 il (tr,t= -6.930) finctrhif,rnolqluntuSnltdd6i

tnercrq.rdqa ror nduorq oo il {utrJ (M= -1s38) fiac'urtrifisvrolqluntuSnr#drda
- dJ
tngrzxnlT4n

n1fl{t 6
- t , . d , 1-----!^^^di .;-q^^.^--.--.--^'^-^:^.^ I

nlrtmrl1uaeluuurrJfrtunlltdtt2'ttlnfilladrntru?mttfrdtdAtnsnu wuixnauolr4fi

sittffu 6'rnduntru?in',#dte d da rhndant#t fintruinrau frQa ritrudu orru omu{n

Tuntniinrr)

uudrncruuilnJacu dt

a;udr.rn{u

nrulun{u

2,902.165 3.000

29,562.155 196.000

967.388

150.827

6.414***

32,4il.320 199.000

*** p<.001

M
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q1n n1fl { o iraarvrf,i,rflq{rrfl r{f,ruarqr{.ramoionrru?ntddrhnlaslds{fi f, one

way AN ovA dr arn nr:i rnm;ri nu,j r #.r a n {uo rqfi ri*adato.r nr aiu in lui nr rd d 16 n

; fru .oo t riu6o fi odr.rriouudl n{rd usr n oi rlqr n n{undrfiust
i

duodr.rfi rftr dr A'rgvrrs nfi fi

n1fl,! 7

ud an il a n1 tn na ou n a rjrovh nda ntrui nt tdd td ahem uluuoi a t n{u o tE ffi t nd a nt t

iinttdd 6 d do rh nda nufufntru?ntnu frca Fi', rud, or',u n't auftTuntflintillnsTi

dilrt Bonferroni

ndrdcmrq 15-30il 31 -4sil 46-60il

15-30il

31 -45il

46-60il

oo il{utrj

-9.531**

-11.000***

-6.002

-1.469

3.529 4.998

** p..01, *** P<.001
. Jl

uil1gruq Rtoasilrfluucnfiafi acrufi wrolqluntu?nre, dtadsdrfl unuaohif, svrolq

luntuinre

c1 n n1 fl { z uis|-raar vrfar o ntuJisu tfi su tl a { dcui6ms Bonferroni vru'jr n {u

o1q 31-45 il (rrz= -s.467lfiacrutrifi.rvro1q1unrau?nrrddrhalaaeru6n'lrn{lorq ts-

3O it 1u= 4.0G5) otirsfirftrdrdrgvrr.rnfifidr;fru .01 uovnu'jr ndrorq 46-60 il (L''= -

6.936) fi acutrifi .rnolqlunrnr?n. tdf, ,e nlrurcu 6 n'lr nduarq 1 5-30 il (M= 4'065)

odr.rfirftrdrfrrgvrr.rnfif,drvfru .oor rdurdscrTu tnondudul triuuncruunnrirllunrmaf,

2.3.2inncftilittutfi su itodglolnreu?nr#A,a a #lunutn{u fro'rtf, f,cs

ch f,i ra m vfacruurj:rjacuYrr{ tdsc (one way ANovA)
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n1€-t{t I
rh ndu dcutdat ruurl n?i1u dt nqut nat 

^roduuu'r^tXtu 
uauitqt qa uavri.tEnnon m?

uintrfrdp a dtudtutn{ufroild lrhndantru?nrrddtila da rhnda nr{uintruintt

au frc a rh nd, or ru or ru ft7untruint I
n{uarq SESD Min Max

15-30fl

31 -4sil

46-60fl

oo il{utrj

1.581

-1.027

-1.179

0.188

3.394

3.280

3.314

2.401

0.610

0.379

0.375

0.600

-10

-11

-12

-5

7

5

6

4

ilil1stuq RltoOuY

a-
tun1rutn1t

q1nn1m{ a rfioirnn;rflritodstornrnr?nr#d,An#.uarutn{ufroltdrsu'ir.r
, ), -nqxolqilnlsnu nu.jr nduorq 15-30 il (M= 158t) finmuf,wrolqluntuSntddrha

f,ruotnrn{ufro.rtf,q.rdqr,luvrr.:nnrfu{u n{uorq 4660 il (trz= -1.179) fincrutrifi.r

yro1q1un9u3n.tdf,,enfi.u6rutn{ufr0.:tf,6.rdqn uo, nduorq 31'45 il (u= -1.027) fi

acuhif, lnolqluntu?n.rdf, ,6 nfi.uorutn{u fro.rtf,drd4 n

nrtt 9

ntti nnyfamu uJ nlnuntt tdauta t rh nda ntru?ntdd td n fruatu na{u frodd

rwittn$uatelioittffu lrhndantru?n'rrddrdd da ri'rndant#uintruintau frca

.)u
d1 Laas no 1u nt nuc tTunt rui n t t 1

uudracruuil:rJrcu FMSdtss

a;udrsn{l

nT ulunrlu

197.135 3.000

2,073.420 196.000

65.712 6.212',*',

10.579

2,270.555 199.000

*** P'.001

q1nn1m{ g iramvrf,irflq{uilr{firuorqtkanrionT ru?ntdf, rdaf,ruerutn{u

fialtf,Iasl{efif, one way ANoVACrarnnrfirnnvf nu'ir #.r a nduorqfiritodato'qn1?
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firintuin.rdfi r,Aaf,.ueunrn{ufiostf, unnoitfluodtfiriudT drgvn.:n66drvdu .00 t

!, t d . t I . i . . J . d! !--v- - -arlu6o notir{[ouuu{nqilfi unn nl{c'ln nqx0uotll{Nuu61arufl 1{fi nn

n1m{ 10

ud nn tt a m in naau na $tavh ndentruint rddtd a dtud tu t niu fradfrTuuoiatn4xo't e1

, J - )a- a , : uv . - y---, .41 --..v.q.
ffhLadfn1ruintfi d,Fifl da ri1 ndgmriulnlflin'nau axt n1 Laas n21N n1 nuN lunl?

u?ntt )tnr!#wt Bonferroni

nqNolq 15-30il 31 -4sil 46-60fl oo fl{ulrj

15-30il

31 -4sil

46-60il

ooil{utj

-2.607"*

-2.760**

-1.393

-0.153

1.214 -1.367

** P'.01
. J.lnr a d a

uil,tsrui! Rtansilrf,uucn6ofi ncrufi .rvralqlunteu?ntt, dtqdsdtflunufiotrifi lrrolq

luntu?nt

q1 nnlm{ t O uioirnmsfan ntrilisurfi sumu { f,ooi6m.r Bonferroni nu'jr n{u

o1q 31-45 il (u= -1.021)finmutrif,.ryralqluntu?ntddrha f;ruourrn{ufro.:tfi6.rndr

n{uorq 15-30 il (ru= 1.581) odr.rfirfudrA'rgvrrrnfifidrvfiu .01 unrilu'ir n{uorq 40-00

il (na= -1.1z9) fincrutrif,lnolqluntu?nlrdd,ha f,runrutn{ufra.rtf,4rndrn{lorq

1s-30 it (M= L set) odNfiriudrdrgvn.:ofifidavriu .ot rdudscrTu taan{u6ul trivru

ncruunndtlunT .:afif,

2.3.3 iram;rfluJisurfi sudtadsto.:nrru?nr#f, ,aa #ruacrurdofiolf, dosnGf,

i mmvfncruuil:rjrcuvrrl #sc (one way ANovA)
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n1fl{r 11

.)),1
rh nds dcutii st ruuul nttlu rh nctu na'r a mdauut at1ru ua*itqtqn ua dlqnsofi 1?

Ja- v i. rv., 1- - - .)<:-<- -' 4 ---v--y----r-
u?ntfifltd a dtunctu fiada76 (rhndantruin1fi dtd fr da FnLaasnl??ulnlnJ?n1tau

frca rh nda a21N m n inTuntru?ntt1

nailo1g SESD Min Max

15-30il

31 -45i!

46-60fl

oo il{ulil

0.161

-2.507

-2.577

-1.938

4.267

4.291

3.680

2.462

0.766

0.496

0.417

0.616

-12

-16

-13

-5

7

4

3

2

. rl.io a d a
uil,tsruq alronslirfluu'Jnnofrno1ilfr{flo1c1unrru3nra, rirtodefirflunufiotrifi.rnalq
a-
lun1rurn1?

.l - c. .l - Ja - - I -- J-<^1 ?- -.--)^ -q1nn1 m{t 1 1 rilOi mm3il dltod gto{ n1?U'n1ryl AtO fi n1Ua21ilt{0 nO m?vurJ1{t

, J, -nn'lorqfroirrrru nudr n{uorq 1s-30 il (M= 0.161) finctrf,orolqluntu3n1#dtfirl

druacru rdofiotf,6.rdq a lunt nn f,utT r.r n{uorq 46-60 il (u = -2.57 7 l fi acrutrifi .r

mlqlun, ru?nrrdf, rhaf,ruaotrrdofiotf,o.rdaa rot ndmrq 31 -45 il (tl= -1.938) fi

amutrif, .:no1qluntuin1#dG af,luamx tiodotf,drdq n

n1fl{ 12

nt fi rnn nfn2 1N uJ nlrlun 1 I Lds2 ta i ri t nd a ntnii nt rd d td a fr u ac t u dod ald wu it t
, J, u -. J - Ja^ t , J uy- - v . J

neluotEfi ni1nfiu (FhndantflJint?i dtd f, fra mlaaetnlriulnlnJ?n1'aun?iln1nail

n numnuinTuntruinn)

uudracuu:J:rjrcu MSdfss

,ril,iNndil

n,ralundil

188.959 3.000

3,042.916 196.000

62.986

15.525

4.057',*

3,231.875 199.000

*'P'.01

F



c1nn1r1{r r z iramvr[.jrflq{cJilrrf,ruorqe{.rarodonr:r.Fnredf,,And.uo'rt rdo6o

t#Ias1{n6f, one way ANoVA C.rannTrirnn;f nudrr?.r a n{r,orqfirita6mo.rnTiufl

n,rruin,rrdf,Gnf,run,rrurdofiotf, unndrrfiuotir.riiriodrdrgvrr.rafif,drvfru .ot riufiofi

n,lt1{t 13

ufr aa;ilan aaauna rfin tntru?ntrddtd a drunc tu dadaldTuuoiatnriuatq { rh ndu nt t

uinttdd6 a da rhndttnnfufntru?ntnudca ritrrdu orru omuit'lunttu?nn1 tarfid

15-30fl

31 -45il

46-60il

oo ildutrj

-2.668.

-2.738"*

-2.099

-0.070

0.569 0.639

*P<.05, ** P'.01
. JJ

uillsruE atonayrrf,uurn6ofi acrufi snolqluntu?nt, ritodsdrfl unufiotrifi lvrolq

lunrmFnrr

c1 nn1 n{t t s rdoi rnm;rfarn ntriliaurfi sutls{ ficaiGtol Bonferroni vru'h n{l

o1r{ 314s il (ru= -z.soTlfinmutrifi.rnotqluntu?nrrddr6rtf,ruacrurdo6olfiE.rn'l'r

n{norq 15-30 I (u=0.161) odr.rfirftrdrdrgnr.rohhdr;fru .05 uovnu'jr n{lorq 46-60

fl (ru= -2.760)finctrtrifisnolqtuntu?n.rdd,Aaf,.r^..udu6oldq.rn'jrndr.rorq 15-30

il (u= 0.101) otjr.:firiudrdryvrHn6fidrvd'u .Ot rdurf,scfiu Inan{udu1 trivruncru

unnoitlumrrafifi

Z 3.a innvriujiuutfi aufitodstosnreu?nr#fi ,a n f,runrmaueualdo

{i1u?nt f,rs nfi ffi ralvrfa?1u uilril rcuvpl rdsc (one wav AN ovA)

.40
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n1fl{t 14

rhnda dcutdatwutnn,,E1u rhactu aa'r rrodr*',rtgtu uazdtqtqauafitEaffinnlt

u?ntrdd6 a frtun'naouauavia{fituinnldtndanniintridril a da rhndilnt#uf
e , ) ---y q, --

n1?u? n1?au neg n1 Laag n21N n1 au2t runtruinn1

n{uorq SE Min Max

15-30fl

31 -45fl

46-60il

1.387

-0.853

-1.256

-0.938

2.578

2.524

2.371

1.526

0.463

0.291

0.268

0.382

5

3

3

1

-4

-9

-10

4oo il{ulrj

ilil1arun ritofi sfi rfl uurnfiofi acrufi .rnolqlunreu?nt, itodsfi rfl unufiotilf, .rno1q
a

a-tunlrurnl,

J - G. J - jre-Y-- - - - - | 
"eq1nn1f1{ t a fiolmmc{fi'lto6EJto{tn1?uan1rfi amfl a1un1?nou8luo{no{run1?

u?ntr;u.ir.rn{lorqddr.rrTu nudr n{uo1rl 1s-30 il (u= 1.387) fiacrufi.rvrotqlunt

u?ntddrh af;runtnounuo.r rio {fir nrru?nreqldq n lunrl nal fiu{ru n{loT q 46-60 il

(M= -1.256) fincrutrif,wralqluntu?nrrdf,16nfiruntnaucuo{rio{iunmu?n.r6odqt

uov n{mrq 3 1 -45 il (u = -0.853) fi actrtrifi lnolqlunrru?n.rdfi ,A n f,.un1rnounuo{t

oio{iuntu?nmdrdqa

n1t1{t 15

ntfi nnafnnx ulnJ nuntt tdactavh ndantniinttdd td a frunn aou duan da

{firu? nnrni tt n $xo t t1d oit,t r*u 1 rit nda ntru?ntrdd td a da rh nd a nt #u lnt rui nt r

au frc il rh nd, o r', o o, 
^u 

itlu n t nii n n 1

uudramuu:Jnjrcu MSdtSS F

rvudrrn{l

nralundr.r

161.669 3.000

1,138.551 196.000

53.890

5.809

9.277***

1,300.220 199.000

*** P'.001
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q1nn1ll{ t s irnmvf'j1flq{cJilr{firuorqrhaorionrniSnrrddrhadrunT r

nounualoia{iunrru?nrrlnsldnfifi one way ANovA isannrfimmvf uu'irris a n{r.r

.a. ; v tt - Ja- Y r Yu - . u I d
olrlIfi1todsno{n1?ruln1r1J?nTTRtn6 nlunlrnou6uo{n0{?uutn1?llnnn1{nuogl{lJ
o c - --J ' e ) , J . J t d
riodrfrrgvn.rafif, firsfiu .oor riufiofioeir.rrioauii.:nriufiunnoir.rernn{lSuodr$i
eCY--
urJ61Rqn1{0nn

n1fl{t 16

ud nt ct an a d ou n Er qixo n rh nda nt rui n t rdd 6 a dtunl ?nou frua t ria {firui ntrTuud a t
. , .t - Ja- a , J e e . y -r -4- . - - -nqualE @1 ,naa n1flJ7n1 7n an Fl no n1 naenl?fi4n1tu?n1?au nzs n1 nas n21u

m nuinTunlnJinlr) lairddffi,, Bonferroni

nduorq 15-30il 31 -45il 46-60il oo il{ul:J

1s-30il

31 -45il

46-60il

oo il{utrJ

-2.240***

-2.6/,4***

-2.325

-0.403

-0.084 0.319

*** P'.001
, i J.r - d a

uil1aril4 nlronsilrf, uucneofi actrfi wrolqlunrau?nt, ritafi udrfl unudahifi .:vrolq

luntu?nt

c1 nn1 m{t t O rdoiramvfarn ntrillisu rfi sums { frca66to.r Bonfenoni nu'jr ndt

o,rq 3 r -45 il (l,r= -0.853) fi acrulrif, lnolqluntu?n.#d,eaf,.un1?nousruo{tdo

{fi.ru?ntE.rn'hn{mrq 15-30il (u= 1.382) otir.rfirfud'lfrrgvrrmfif,drvdu .001 nriil

o1q 46-60 il (ra= -1 .250) fi acutrif, snolqlunreu?nT #drhadtuntnououoloio

{iuu?nreq.rn'jrn{uorrl 1s-30 il (nl= 1.387)otjr.rfirfudrdrgvrr.refihdrvdu .oot
rrlvo.)Irra--

rlilurdrJ2 Ru tas nqxou'l tlrilu a11ilun n n1{ tuvrl{t6 nn

2.3.s imnvriujiflulfi suritadaro,{n1?u?n1#A,aa f,ruacrut{rNlq f,cunfifi

i mrwfnctruilailmuvrr{fis,r (one way ANovA
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n1€-ut 17
,;,;,t

rh nd a d cuii eN ruurn n ?i1u dt nc tu a a t a ndouu t ntStu ua ui t ry q n ua z d 1 q Nt a n n1 t
- Jt- e

n'r ru? nt tfr d td n d ru nc tulhi dq lrit nd u nt rui n, rd d 6 a do d t ntr n'niu f nlnu? n t t
L J va -au nlen1 Laail n21N n1 nnN lun1flt ?n17)

nnilo1g SD SE Min Max

15-30il

31 -4sil

46-60il

oo il{uhj

0.161

-1.080

-1.346

0.063

2.557

3.204

3.032

1.806

0.459

0.370

0.343

0.452

-9

-9

-9

-5

3

4

3

2

uillstuq ritodsdtfl uucnf, ofi ncufi rvralqtuntu?nt, dtododrfl unufi otrif, .:nolq
a-
lun1flJrn1,

q1nn1m{ t z uioirnmvriritqdsro{tn1ru3n1#f, r,6afi.uncrlt{m.r1qr;u'irlnsil
J,e.r--d-

orqfirir.:flu vru'jr n{uo1tl 15-30 il (u= 0.161)fiacruf,.rrolqluntu?ntfif,rGndru

ncut{cT.rlqq.rdq, tuvnrnnrTu{tr nriuorq 46-60 il 1na= -1.346) fincrutrif,.rm1qlu

nTruinr#f,rdafiruncrut{cr.r1rq.rdq, unv nduarq 31-45il 1t'a= -1.080) fintrr.rlrifi.r

vr olqtu n r ru3 n r ed d rh n f, r un c r ul{c r.:1q d rd g{ n

n1fl{t 18

- e t t d , J - Jl-nlpi nnnfnctu uJrununln Lniletoinl ndantruinttfr dtd a fruactulintTq ftuitt
-.1-.-.- .-,- ^1-.^^^-.!---i<q-t . 7 u s - ,, , Jnqgolqn n1n nu @1 Laafl n1flJ?n1ni nui il da m LadEt nnfit f ntruinlnu ilceffh nda

mrrtlmnuin'luntruinnl

ruusfuacuuilflJrqu MSdfss F

ar
tyul1{nnlJI 67.695 3.000

1,712.305 196.000

22.565

8.736

2.583

nrstundrJ
i

1,780.000 199.000
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c1nn1m{t r e iraarsfdritq{rJilr{ffruoT qe{.rarndonrmr?ntddrhancrut{cr.rlq

tosl{nfif, one way ANovA d.raranrfirnarvrirudrr?.r a n{uarq hiiarariontfirfnm
- J.r^ ),ulntfi duiRnrunmul{rt1q odNfi rftrdrdrgvrrlnfifi d.os

2.3.6 iramvrflnJiaurfi suritodsrornmu?nr#A,a a drun'n['{nunvr{rle{iu

nreu?nrtfirsnfi fiirnfl ;rfnmuurj:rJmuvnlfisc (one way ANovA)

n1fl,{t 19
,J,),)

rhmlda s{cutiiln tuurn nrilu rhn2tu nat nndownntgtu ua*itqtqnuadtqnffinnl?
- Ja- I 9e u. vu - -. J - )t- - , J

u i n1 fl n n fl n 1un 1 q1 n ual fi 1 n qflu n1 tu ? n1 t @1 na il n1 ?u ? n 1 ?n a n Fl aa n1 na il n1 I
e 9 - Y , ; ea
fu i n t rui n t nu dc t! ri t nd s a 2 1 N a nu i.t7u nt rui n n 1

n{uorq SE Min Max

1s-30il

31 -4sil

46-60il

oo il{ulrj

ilil1arilE ritodadrfluucn6ofiactrfirnolqluntu?nT e, rirrodsdrflunudolrif,rvrolq

1unrru?nt

nrcr 20

nt ri mrt ninnu uJ nJnuntt rdamo$h nda ntru?nt rfi d td a frrunt${n ua tdila {iu
n t ru7r n t nyu i t t n $u o t e1d oi x riu 1 rh nd en t ru? n, d d rA a 6 a rh nd u n'r #u f n t rui n t t

e.J
au dc a rh nd s n c tu a mu *7unt ru? n n 1

0.774

0.000

-0.577

0.688

2.906

2.927

2.752

1.922

0.522

0.338

0.312

0.481

-8

-7

-9

-2

5

5

5

5

uurirncrruilnJrcu MSdtss F

rvu.jr.rnrir

nralun{n

51.605 3.000

1,525.895 196.000

17.202

7.785

2.210

1,577.500 199.000
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qlnnlrN 20 iram;ri'irflq{uilrsfrruoT qd.raariantu?nmfi f, ,Aaf,.untffi unv

r{r1e {iunreuSnratacJldnfifi one way ANoVA C.raronrr6rnmvrfnu'irril a n{uorqlrifi
. u y - ir - .9 v9 y-q-!y- ^^^-!^- . de Q e -a

aro oia nti,uintuSntfi fi rh adrunmffi un;r{rh{iu nrauSnt otjr{fi riudr d'ryyrrm6 fi

d.os

2.a imcrcriitodffi ernrau?nr#A6e tilisutfi suecudrqndunsliff

unnoiT.rfru

2.4.1 inrryrinJ?aurfi eu ritodsmr ntu?nrrd d rh alnsmil dcsnfi f,

immvrincruuilrilrcuvn{ 6sc (one Way ANovA)

n1€-l{t 21

,J.J,l'
rhnda dcutfirJt ';uuulnli1u rhnctu nat nndouut ntgtu uauitqtqnuatdlEn'ilonn1?

Jt- o , . tvJ, e -, J - )t- a , J
ui n 1 ?fr d td fl ln s ?2 N Nu 2 1 n n qN 7 1 il lnn a 1 n nu @ 1 Laa en 1 lu 7 n 1 ?n n La fr na m na g n1 ?

u 9 - I . J ua
fu f n t rui n t nu dc fl f i t nd a n c t u n t nu itTu n t rui n n 1

n{r.rmatfi SE Min Max

drndr 1O,OOO u1m

10,001 - 25,000 ulYl

25,001 - 40,000 ulYr

4o,oo1 urv,{utrj

5.588

-3.873

-4.725

-6.983

13.295

12.876

11.060

13.298

3.225

1.736

1.331

1.731

-39

-47

46

-50

21

17

I
11

. j i- a d -uil,tsrur! ntanflilrf,uucn6oiincufi.ruolqlunrru?nt, rirradsfirfluaudolrifi.:no1q

lunmuSnt

c1nn1m{t z t rdsirnmvrfritodaro{tn1flFn.rdf, ,Aatrsmuevu'itn{unotf,d

sir{fru nudr n{lmstddrn'jr 10,000 u1fl (M= s.ses) fiacrufirnolqtuntrj?n.tdfi,Aa

Iaarcuq.rdqo luvrrrnr.rriu{rl ndrmut# 4o,oo1 urn {ulil (M= €.983) fincT r.rtrif,r

mlqlunrau?nr#dr6alnaacr4.rdq, no, n{umutdro,ool - 25,ooo u1il (M= -3.873)fi

amr.rtrifi .rrolqluntu?n.rfi f, ,e nloemildrdont
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n1fl{r 22

nt ri mn ninc u uJ nJnuntt tda,)tavh nda ntru? nttd d td ataa n u wu i x ntlu nrflfrd

uansixffu lri,rndantniin'rrddrea da dtndsnt#uintru?nt,rru dcafitrrdrorru

ntauitTuntruinttl

uudlacruuilnlmu ss F

rvu.lrlndrl

nralun{u

2J09.U2 3.000

30,354.978 196.000

703.114

154.872

4.540**

32,464.320 199.000

**P'.01

q 1 n n 1 11 { zz irrlt lwi,ir fl q{rr fl r { dr um stf, d{ fl n aio n r aui n. rd f, ,e at, It rc u ta s

Us{6fi one way ANovA C.raonT firnmvf nu'irr?.r a n{umatdfiiT rodsmsntfirfnt

u?n ld d rd al n s rc r un n oi t rTuo d r.rfi riu d r 6'19 vr r.r n h hd rv du . o t riud a fi o d r.: rio sud.l

. J . , j . 4u 9-r^---
n{r.rfi unn oirmr n n{u6uodr.rfi risdr frryvrrln6f,

nrerl 23

udanilan nrtauna qjnt ri'rnden'truinlrrddreat t nuTuuoianqunalfr Gh ndan:rr

u?nt#d6 n 6a rh ndannfitfntru?ntffiu d2e fitrudrorru onuitTuntru?ntt1 tasii

ltot Bonferroni

. mstf, drn'ir 1o,oo1 - 25,ooo

10,000

25,001 .

40,000

4O,Oo1 urvtdu

hJ

10,001 - 25,000 ulYl

25,001 - 40,000 ulyl

4o,oo1 urndul:J

- 9.461*

-10.313.

-12.571*'

-0.852

-3.110 -2.258

* p. .05, *'P. .01

. J J.
uilrarilq ntoasmrfluucnfionctrfi urolqlunrru?nt, Artodsdtfl uouHotrif, lmlqlu

n1il?n1?

I
$

df

drndr 1o,ooo ulYr

{
n
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c1nn1r1{r zg rdoiram;riarantr:JirJuLfisumrJrif,rsiGmr Bonferronivru,ir ndrft

{fimatfi 1o,oo1 - 2s,ooo u1il (M= -3.873) fiacrrtrif,rnolqluntuSntfifir6nlasr?il{{
9d r,rrJ . de 2 u -o-J v -- . ,

nmnqx{xmsmnrn.ir 1o,0oo u1il (M= 5.588) odr.riirhdrd'ryvrT.rnfif,drvd'u .os nqil4

firrstf, 25,ooo - 4o,ooo ulyt (M= 4.t2s)fincrutrif,.rvrolqlunrmr?n.rdd,6atrsroil{{
,- rr,i . du u a

n'jr n{u{fimalf,drnd1 1o,ooo u1il (M= s.sBB)adr.rfirftrdrdrgnr.:ofififirvfiu .os uov{

fiflatfi 40,001 urvr{utrJ (M= -G.983) fincrutrif,.rvrolqluntu?nredfirhalnarcuq.rn.lr

ndr.r {fi mutfi dr ndr 1 0,000 u1il (M= s. s8B) otiNfi rirrdrdrgvrrscfi hdrvd'u .o r

f,csnfi f,arancfacriluila:Jmuvnrds2 (One way ANOVA)

n1e1{ 24

2. q.2 i$nvriuJ?sulfi su ritodstor nr#ufntu?nr#f, rh a f,runruan{u fro.rtfr

,J'J,.1 '
rh nd a d cuii rN rruUN 1 n ?;lu rh nc u a a t n Lndauu 1 nttr u uav ri t g q n ua d 1 

E 
affi n n1 ?

-t---l<.- ?--,- y s te t ) - )a- a , J e eutnltnnLaFl n1u$1N1?nTunonln @1Laasn1flJin1?frdLd'l da aladgnl?fuin1?iin1?
e , J u.

au a1 g n1 Laa8n2 1N n1 nu2n lun1lu rn1 ?)

mstfi SESD Min Max

drn'ir 1o,ooo ulYr

10,001 - 25,000 u1il

25,001 - 40,000 ulyt

4o,oo1 urn{ul.rj

1.765

-0.800

-0.362

-1.322

3.849

3.412

2.925

3.451

0.934

0.460

0.352

0.449

-10

-12

-9

-11

7

6

6

5

tlll1gluqrirradefirf,umnfioa.Jrrrfilyro1qtun1?U?n1?'i.'Ft,mt

n1ru3n1,

q1nn1t1it za rdoirnmvrfritodeno{tn1ru3n.#f,,6af,.ufi1x1ro{ufio.rtf,r;u.jr.r

n{urratfifiriT.rrYu nu'lr n{urstf,drn'ir 10,000 u1il (M= 1.705) fiactrfi.ryrolqlunt

u?n td d rh a f,rueru rn{u frortfi6.rdq n lunt n n fiuiru n{umatf, 4o,oo 1 urvr {utrJ

(M= -1 .322) fi amutrif, lyrolqtunrru?nr # d rha #runutn{u fro.rtf,q.rdq a uo v n{l
nslf,zs,ool-4o,ooo uln (M= -0.362) fiamr.rlrifi.rrrs1qtun,rru?n.#d,6af,.unutn{u

fr0.:tfrd'rvi4n

I
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n1flrt 25

- J , t - . i - ia-ntrl nnain2lN urJnJ rlunln Ldlr')nan d1 Laail n1run1in a n fi d1ud1u :rla{u frailfr

?JUl 1{ nEN nil nn Un n n1n nu @ 1 nail n1 ru in1 fr a 6 f, da d1 LAd fl nlriu i n 1 ?Ui n1?AU
9 , J u.

nlg n1 Laa a n21N a 1 nu N Mn 1 ru I n 1 t )

ruild{nllrlrujnJrcu dtss MS F

?yu.iNndn
ar

nluLunnx
!

131.873 3.000

2,138.682 196.000

43.958

10.912

4.029*',

2,270.555 199.000

** p. .01

c1nn1m{t zs irnm;ri'irflq{silr{f,ruo1qd{amrionr:u?nr#f, rh afirunrillrn{u

fro.rtfi tntr1frnfif, one way ANovA C.rannrfiraer;f nu'ir rii a n{lnslf, fidtadsto.t

ntiufnmuSntfin-rhadrunrutn{ufro.rld unnoirrfiuoth.riiriadrfrrgvrr{666drvfru

.orriufi ofi os'r{fi osud.rn{udunnoir.rmnnq'uduodr.rfi rft rsirfrrgvn.:nhf,

nrerr 26

ust N ilan n aauna Sllr,t rh nda nruint tdd 6 a frtuntu tniu froildTuuoiat n'riu na\fr
.l - Ja- . , J

1 rh nd u n t rui n t tfr d td a d a rh nd Et n t tiu i n t rui n t n u d2 eA t tad a o n u o mu itTun t t
uinttl tnaidffi t Bonferron i

me1f, n1n21 10,001 -25.000 25,001 -40,000 4O,OO1

10.000 til
10,000 ulyl

-2.565.

-2.127

-3.087** -0.960

10,001 - 25,000 ulyt

25,001 - 40,000 u1?t

4o,ool urvr{ul:J

* 
P < .05, ** P. .01

uillslur! dtodsdtfl uucnfioncT rf, rnolqluntu?nt, itodsdrfl unufi otrifi lyrotqlu

n1rutn1t

0.438



49

q1nn1t1{t zo rfi oiram;fsrnntrilisurfi uuma{f,caiGtor Bonferroni rru'jT n{u

{fimutfi 10,001 - 2s,ooo ulyt (M= -o.Boo) fiactrtrif,.rno1q1unrru3n.#f,,6nfi.u

armrn{ufro.rtf,q.rndrn{u{fimatf,drn.ir 10,000 uryr (M= Lzos) odr.:firiadrdrgnrl

nfifidrvfru .os uovn{u{finelf, 40,001 urvr{utJ (M= -G.983) fincrutrifiryrolqlunt
- Jr- I u b tb

ulnTrfidr6adruotnrn{uf,o.r1ff6.:n'jrn{u{fimstdd1n.i1 1o,o0o u1ll (M= r.zos1odr.t

fi riudrdrgnr.rnfi fi drcfiu .o t taan{udu1 trinuamuunndtluyrr.rnfi f,

2.4.3 i ramvriujiEru rfi su dr rads n'l ru?ntfi d rh n frruactr rdofi otd f,canfi f,

imnvfncuuilnJrcuvrr{fiEJc (One Way ANOVA)

n1m{ 27
,JtJ,t'
rhnda shuiiailuuul a?i1u rhactu nnt amdownt ntgtu ua*itg1auadtqnffii n1!
----^^-,!q1..- ?-- -- - - 1-<,lg-, i - Ja- t . J u,. -urnlTnnlaf, nlunzlNlxaoaln @1laailn1?un1?nfiuif, na Filladunl?iuin1?uin1,:au
9 , i uo -n%t n1 na g n2 1N a 1 nu N lun 1 nJ t n1 ? )

mstf, SD

rirn'ir 10,000 u1il

10,001 - 25,000 ulYr

25,001- 40,000 u1fl

4o,oo1 urvr{utrJ

-0.412

-1.727

-2.159

-2.780

4.976

4.183

3.681

3.909

1.207

0.564

0.443

0.509

-12

-13

-13

-16

7

4

3

3

uillatur! ritodedrf,uuon60nztrfi.rno1q1un1fl,?n1r, dtodsdrfluurdulrif,.troLl,

nrru?nrr

q1nn1m{ zz rdoirnmvriritodstornreu?nr#drhlf,'runctrrdodotf,avu'ir.:

nduratf,doitriu vtu'ir n{rarald40,001 urvr {uhJ (M= -2.780) finmutrifi.:vrolqlu

ntu?nr#n'rd n f,runcrurdafiolfi4.rd4 n taadn{lmolf,d1 n'i1 1 o,ooo u1r (M = {.4 1 2)

fi actrlrif, .rnolqlunrru?n.rdd,6a fi.uactrrCefi otf,ri'rdn a
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n1fl{t 28

- - . t - . J - .Jl- v I t nv
n1n mnJfi n21u uunJnunll ng2lan n1 taafl n1 flJ ?n1tn ala Fl n1un2 1N t ilooo laftuc 1n

, nyJ . e ) - )a- . , J u e - e
nEN n g Lnn un n n1 n nu @1 Laas n1?u n 1 tn n n fi no a1 nail n 1 I ru in 1 flJ, n1 iau ftl g
,JU

rh nd en c', N m n u inTun 1 nJi n 1 ? )

ttu6i{ne1iltujr:Jrcu MSdtss

,Jil.i1{ndilt

nrulundil
i

83.466 3.000

3,148.409 196.000

27.822

16.063

1.732

3,231.875 199.000

clnnlrN ze iram;f,irilq{silrrf,ruylslds{.raooiontu?nr#drGaf,rua?1u

rdodotfrIasldafif, one way ANoVA draanrfiramyf nu.irr?s a ndr.mrstf,trifil.rnrio

ntiuintu?n1# drA fl filuncru rdofiotfiodr.rfi rftrdr drgn,r.rnaad.os

2.4.q iyirrtvfrrjiau rfi sudtads n'nu?nrrfi dGa f,runtnounuo{rioriiul?nma

#osn6 ffi rn mcfacliluilailrcumrl rfr oc (one way ANoVA)

n1€n{ 29

-,--1- J- J , ih nda dcu tii EN tuuu 1 n$1u rh nc tu na t n ndouu 1 n ?t1u ua J ri 1 gn 
E n ua J d1 q an a n n 1 ?

u?n t rfr d 6 a dtun n nou auo via {iuu? n'n t h nd t n t tui n t rfi d 6 a 6 a rh ndu n n iu f
- I t d u6

n 1 nJi n 1 t au d c a ri t nd a n 2', N m nu ii'lu n t ru? n n 1
mslfi Min

drn'ir 10,ooo ulYt

10,001 - 25,000 u1m

25,001 - 40,000 ulYr

4o,oo1 urvr{utrj

3.235

-o.927

-1.014

-1.153

1.751

2.364

2.033

2.572

0.425

0.319

0.245

0.335

5

3

2

3

-1

-10

-9

-9

uil1sluq ritodsdrfluucnfioaoT rfi.rno1q1un1flFn1?, rirron'fldrflunufiotdf,.rnolqlu

n1ru?n1,

e1nR1?1{t zg rdoirnmyrflritodcJsorntu?nr#d,Aafi.untnounuosdo
Ve - rr,i.
{firu?nrea;u'jr.rnq'rmcll6frdr.rflu vru'jr nq'umstf;drn'ir 10,000 u1r (M= 3.23s) fi

F

SD
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actrf, wolqluntuSnr#d,6 4 f;.rn1?nou6uo.roio{fi.ru?nt4odq o luyrtr nrs fru{ru

n{r.rnalf, 40,00 1 urvr {utrj (M= -1 . 1 53) fi ncutrif, wrolqlunrru?nr#dretf,runra

orounuorsio{iuu?ntqod4a uov n{umutf,ro,oor-z5,ooo u1il (M= i.g2t)finryutrjf,.t
nolqluntuintfi fi 16 A firunmnounuo.: oio {iuu?ntdrd4 a

n1fl{t 30

nt ti n n ctfac tu wl nJ tcun t t rd acto vh nd en t ru? nt td d td a fru n n aau duavia

{fuu?nlrr:zulr,vrl$a nalfrd uanrittffu lrhnduntru?ntrddtd a ia rh nda nttfuintt
-e.)iin lrnu frc e! rh nd s nctu m au itTun t nii nt t 1

uuriracruu:JnJecu ss MSdf F

,J1r21,!nnrJt 284.839 3.000

1,015.381 196.000

94.946

5.181

18.329***

nrgtuna'il

1,300.220 199.000

*** p..ool

qlnnltrt go iram;rir"rflq{eilr{frrurtrtf,d{fl noio nrn r?n.#f, t,Aafr.rn,l,

nou6ualoio{iunrau?ntlast{nfifi one way ANovA C.rarnnrfirnmcf Trudrrii a na'u

mutfi firitodsro.rntfi.rintuin.rdd,6af,.unlrnounua.roio{iuu?ntunnrir.:fiuodr.r

iiriudrdrgYrr{afififircfru .oor riufiofiodr.:riosud.rn{rfiunnrirmrnn{r.rduodr.rfi

riadrdrgvrr.:a6fi
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n1fl{t 31

, , ) - Ja- I . vu - e .

. u4 nn ilan ndaung ?'lton n1 Laafl nltu,n1tnn n fi n1un17noufiuon na qtuu?n1? Munal

n ela n ulfr ffh nd Et n t rui n 1 ?d d LA f, da rh nd s nt #u f n t ru? n1 nu fro u ri1 nd a nc t u

amui.rTun 1 rui n 1 ? )tn a6d m t Bo nfe rron i

mst# rf,rn'ir 1o,oo1 - 25,ooo

10,000 ulTr ulYr

25,001 -

40,000 u1m

40,001 ulvt
Jr.
ruHJ

drn,ir 1O,OOO ulYr

10,001 - 25,000 ulYt

25,001 - 40,000 UlYt

4O,OO1 urYr{ul:J

-4.163***

-4.250***

-4.399***

-0.087

-0.225 -0.138

** P' .01

ullstuq dtqdfl d rfl uuo n60 nlrrfi .:nolqluntu?nt, r{r rqdedrfl uaudotrif, rnolqlu

n1flFn1t

q1nn1n{ st rdairafl;riarontr:JisuriirJurlrJ{f,ca66m.r Bonferroninu'jr n{r.r

{fimotfi 10,001 - 25,ooo ulyt (M= i.g27lfincrutrifi.ruo1q1untu?ntddrdnlaarclql
a a 9d f frot a ^ -^^ . du o en'lrntll{iinatf,drn'jr 1o,o0o u1il (M= 3.235) otir.rfirfudrdrgvrr.ra66fir;du .001 ndx

{fie,ratf; 25,ooo - 4o,oo0 u1il (M= -1.014) fincrutrif,lnolqluntuin.rdfi,6nlrsroil{.:

n.jr n{l{fimstfrdrno'1 10,000 u1il (M= 3.235)odr.rfirfudrdrgvrr.rnfif,drvdu .001 uor

{fi rrutf; 4o,oo 1 urvr{uhJ (M = - L 1 53 ) fi ac trtrifi .rvrolqluntu?n td d rh alrr s r,r il q.r n.jr

n{u{fi mulf,dr n'jr 1 o,ooo u1fl (M= 3.235) odr.rfi rfu drdrgvrr.rafif, dryri'u .oot

2. q.s intr ;riuj?su Lfi su ritod sto {t n 1 ru?n1 rd d,6 a f,.uamut{r t1q f,c s n fi f,

imm;famuuilmjmumrcdsr (One-way ANOVA)
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n1fl{r 32
.J,J,l
rinads s(cutiiottulruln?S1u ritnqtuaatnmdouulntstu uauityelauazdlEn'ilofi1?
- it- v ' J v, a

u? n nfi d 6 a dtu nc tulic ttTq 1 rh nd u n t tu?r nt ti d 6 a do rh ,nda n t #u i nt rui n1 ?au
e.)

d c s rh ed a ne 1 N m nu inlu n t rui n n 1

mstf,

drndr 1O,OOO ulTt

10,001 - 25,000 Ulvt

25,001- 40,000 U1m

40,001 urn{utrj

0.118

-0.455

-0.913

-1.593

2.690

3.179

2.832

2.983

0.652

0.429

0.341

0.388

-9

-9

-9

-9

2

3

4

2

uiluuq rirrodsfirfluuznnon2rufi.ruotqlunl?u?n1?, dtodsvr'rf,unu6olrif,.rno1q1u

n1ru?n1t

q1nn1r'r.r gz rdoiramrririT rodErro{tn1?uinrrddrhnfirunrul{crrlqrvu,irrndu

mstfiddr.:f,u vrudr ndr.rerotfidrn.ir t0,000 ulyr (M= 0.1tg) fincrufiwrolqluntuint

dd,Anf,.uocrut{crsheoder luvrtnr.:riu{tr nduflslf, 40,001 urvr dutrl (u= -

1.593) iiamutrifi .rvrolqlunrau?nrrfi dr6adruacrut{crr1n6sd4n un; n{uratfi

1o,oo1-25,000 ulvt (M= -0.455) fincrutrifi.rnolqlunr:u?nr#drhndrunctrt{cr.rhdr
)
Yl6A

a

nrat 33

nt fi mnafnnu uJnJnuntt tdgnta ffi1 ndstat n,riiintdi ra a drunnulic x7q
, . uy) . u ; - Ja- a , J u e -. ftul1n nEN ng Lnn unn nlnnu @1laail n1flJ ?n1tn n n fr aa n1 Laag n1?n4n1fl in1tau

s.)
dcildtndaneluamu{n7untru?nl,:;

uudrncruuilnjmu MSdtss F

rvu.ltn{u

nralun{r.r

56.883 3.000

1,723.117 196.000

18.961

8.791

2.157

1,780.000 199.000



q1nn1m{ gg iraervridrflq{rrilr{f,rumstf,ch(noionT ru?n.#f, ,64 d.uao1il

t{cT .r1q.Iaul{nfifi one way ANovA d.:aranT :irnmvf vru'irrh a n4lmstfi lilfiilndo

ntiufntuSn.#fi ,Aafi.ro..rt{..s1q otirsfi rfu drdcgnr.raaad.os

2.4.6 irnmvririlieurfi euritoarstorntu?nr#fi ,an frrunmfrnuovr{rln{iu

ntuSnt ficsnfi ffi rnmyrfnruu:Jail rcunrldsr (One-way ANOVA)

n1fl{t 34
,J'J,1 'ritnda s{cuiiat iruuul ntilu rh actu aat nmdown atgtu uauitq,tqauat dlEnnan n1?

-l^-^-1<-:- ?-- -- ey eo be - J - Jt- - , J
u? n1 tn n La fi n1un1 Q1 n ua J Ln 17 qflJ n1 ru t n1, @1 nds n1 ili n17fr d td ft do Fh ndenl ?
e y - I t J uo -il fln1 ru ?n 1 ta u 02 s n1 Laa s n2 1 N n1 nu 2 n lu n 1tu ?n1r )

mstf,

rirndr 1o,ooo u1fl

10,001 - 25,000 ulYt

25,001 - 40,000 ulYt

4o,oo1 urn{utrj

0.882

0.036

-0.275

-0.136

3.039

3.055

2.706

2.655

0.737

0.412

0.326

0.346

-8

-7

-7

-9

5

5

5

5

uillstur! ritodsfr rfl uucndoncrrfi .rnotqluntu?nt, dtadudrfl uurfi utrlfi *u1ot
nrru?nrr

q1nn1r1{t ga rdoirafl cfritodstornreu?nrrdd,6afi.rntffi uovrirlr{iunt
u?nra rvu'ir.rn{umstf;firir{f,u vru.ir n{uarutf,rdrn,ir r0,000 urn (!vt= 0.882) fincu
fi lrrolqluntu?nr#fi rda f,runtf{nunvr{r1e {iu ntu?n.r4odq, 1unr.: nnrTufiru

ndlmutf, 25,00 1 -40,000 urvr (M = -0.275) fi ncutrifi uolqtuntuSnred d rA adrunt

f{nun;r{rh{firntu?n.#qr uov n{uarat# co,oor urvr {uhJ (M= -0.27s) finmrlri

flwrolqlunrru?nr # f, 6 a f,ruact rt{cr.rlq rirdn a

54
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nrlrt 35

nt ri nn ainc ru uJ nJ nuntt tdac w rh nder ntruint rd d td a druntfiin ua t dile {fit
ntruintrrcuittn$unalfrd unnrittffu ffhndlrntru?lnttfrdtda da rh ndu n:rifuin'tt

e.)
u? n t n u dc s d t nd s nc t u amu itTun t ru? n t t 1

uurirncruurjnJrcu

rvudr.rndu

nT alun{r.r

19.125 3.000 6.375

1558.375 196.000 7.951

0.802

1577.500 199.000

q1nn1n{r gs irae,rvridrilq{EJilrrfirumGrtf,d{aodo nr:r.Fn't#d,6ad.unrtfrn

runvrtrle{fi.rnrau?nt Ins1dnfif, one way ANovA C.rannrriramvrinu'irri.r a ndr.r lri

fi arnoiantfirfnmu3nrrfi f, 16n frruntffi unvr{rlr{iuntu?nra odrlfifudrdrgvn.rnfi f,

d.os

l
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2.S imercriitodanrar?nr#drha nJisutfi gutcudtndldoan irlfrira

nrers 36
, - Jr - o 9 --. , i -r-qy-,--

d nnnirh tadaffi t nt ru in1?n a La a Laeff)N ual:rledlu ?Jui1n neixfrao n rillfiiuluntt

Gun tt dca ilc rot ffu ffi uao nlfr ffh nda n1 N?n1td d Ld a da rh nda nt tiu i nt ruint r
I

au fr u Fh nd a ac N m nuitTun t rui n n 1

oonf,lflnuro.:

(n =89)

,A at
{ouoontu

(n =111)

MSDM
nrrfirfnr:r.r?nmfif,rha -4.989 12.305 -3.723 13.156 -0.695

drucrutn{ufr4.:1d

firunmr.rrdofiotfi

druntnouauo.toio

{flJutn1t
firuacrut{cttq

f,runtffiunvrfir1n{iunt

u?nt

-0.966 3.365 -0.286 3.373

-1.875 3.817 -2.232 4.200

-0.648 2.393

-0.852 2.903

-0.688 2.688

-0.938 3.071

-1.417

0.621

0.109

0.201

-0.648 2.695 0.420 2.830 -2.703**

't p<.01,

. q1nn1fl{ go iraervri.irflq{rrmtdrudurmrrirltdrslunrerio.rrfiscshatndonl?

u?nred d rh a tasl{n h h t-test Cr ara nrfi mm vf vru,j r ri tad sm.r nr #u f ntu?nT # d rha

Iaerrcu unymsf,ru uJisulfisua;udr.:n{u{oonrirldilsro{t uovt{dtfi{duoonrirldirs
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