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0trr@r3@il01f,I ntlgtuolp]otL F2qe

slus'n*t[0r,rLU.trL0l,tt]or ufr]o,rs,u,trltrrsugs,turtssuubl,t]urus,ur*rlr!r I'9't

r.BuB3ruutofr*pl3t]tcuturnrBl3glr 9'I

or,u tttrtotf,r]0uun]o,U lE.6

ojuoru,@lloralnft3ru0Ltr]otuururrsLumpMnLpor0[@unl{tuunrtu uil*,[ nrut,Filil,
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F[npnL]tl]nclt

nrrf slnrnLggs ogolsotntrlng3tuollr]ottstrsnfiu:ssutuuh ]golntt rtngnp

tRug3l,utstttuLlso:3$c[nl o[lcl

l,oilottl nflsluotlt]strgtu3ngl Lts]Lltnulrou ct6t0trl]otru1 ]golftn nugnplp
i-"---h--U ------f-f--- eP f F ' a

0gol

,ssnnulnBsluotp ]of, utuustu3tt oP sluopggug]ntcu ]uotnl,t rl$luglttcu

nrucropru!rstBctDuft uPSns
7r.

sruulerrurrEu 0lgotsollolrl nF3ru0u, srusftl;l3tultlotrlctft0trl]olruF]otruoo]ulrllE - -? P 2 t E E 15. ! I . .

rssuubr $gourn1gnl nsucnopure surnt!]or su,u]olorstuEr*1l3tuopgggunsrsull E c 
^f! 
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rssu6brugt1tltpgflu:!,uut ]gotrlt utou3tu3lEeg3luepnrocrry]eurtmla

unLcuruLt3ossnrpnlsuil sGfl er3tr6rBrsunl3umo3uilelnpnupuio]
F

,glftopr uuuhogfur]rrurnop]$ ]utuorurngocpfioggcL]Ptttt]plt]ultlluttstsLttr

lrtstnpsurngpgornnlhuhgrcc surutrn:ugtsLuso,tgntcusulltucl:033]tu]o]c0Pl

tlLort$otrult]otrt[ssustuogr,t,rs sugt,lt ]9ot1ttt 3toctin;Ug3tult33ugbtr ;--;'- -;--;-----.--------t e r .
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,rd z

uu a6n nqufi ro;n aouiibiir?rr{ro

nr:ilnurrior nq6n: :unr:rfl aiuriraart fiua:ruiariiutorrinrioufi urnalnufi fi

ioiltiudruflrnrRunnlnxo{taun'r:fiulnouoirorio {ilnurldrhnr::au:2uuu?R'a nqufi
-^--rrr--^d,i--^y c a tt )a , Aa iua;flo{1u?tommo2toir i'rflrond'r: n1r1n1{2t1n1: uo![Iattlio{arirac2luurrio00 rffo

rirurlfijrcnounr: iinu runcdruuarilun: ouuuafinlunrrilnur Inofi : ruacrduaft d
a a j o a o .

uu2nnuas nquamu?nun1, lilarulll2du
a aa J .

uu2ftcilqu0mo2nud2ultduill{oltnam 4 P

uu an'nrfi u:riu nr: n n rauacnrr ilo a'r r nl t nnm
a ai e a

uu?nararnqu0ffio2tiunuutRl,
a aA e

uu a6amqufi 16oafiunaruf, uoh
ainA

llu2nnnu2nunltdadl:
a- ji )

fla{luzeuilfflo2lro{

n, ouuu2nafi lfl unr: iinur

2.1

2.2

2.3

2.4

2.5

2.6

2.7

2.8

,dol.rnorr: rfi nr:iuffi unnirrriu R2ludulilorm{nm doar: irorrrfindu lddr
It e . a I errrlrioouiuR2lulmnei'nluriowornr::-uf,toudnrqnaa nr:iu$flufrrdrrunuq6n::r

nr: doar: rirunn' uasn?lunlnr irror{do d'rr nlr iulrfi un:;uzunr: 6oniu dl, nl:
iacr:rdldrofiu ua;nr:6in:rlar:fildnrunerurdrleuacnarufiinrorf,urort InurialrJnr:

iufiflun:;ueunr:firfiatiulaufdzniodrh uacrinrianuilrrdunr:ofuavnr:f,oarrll

rirnu

2.t.1 nrlioniufdrrsrr

draar:rfiufirirrilustirrfu druiuficn:ruim1 luiinuquri u1udrf, uilai
rYlnl iidolnr:orfiunrruannJ6uuril2d'r: nzrrf ua;rl:rrunr:sfdqfiumcfiu rirearrrfiu

iltf,odrdq iilirJrtnurnt:dnfiulotorrqud laornnuotim0rrqudrinaruhiurilc



lufollnf u.r r'o u rnrri rln a nrdornr: drzarr fi rciuiaurnriu (inrr: : sr rinu rf,
?547:l7l

iaruof lr:uri(wtbur Sdrramm, l{18 : 13) nciradr InorirtJrlnnarinrc

riioniuiioiilinarunoruur?aoiiqauio uacldiunarJ:c'lontnournullniiqn tdrrlu
fi:s 6:sla fiil, 2s42 : 632)

lunr:fioniuftirrar:ffuar:fi n:;uruor:m'onc::rimar:fi unnimfiuhl

e rnil:Ettunr:oi anurdo uactit un6{oq dlo:ru.unr:1unr:riiona::d njiuurf,u'ou

#uonroo (Filter) drrar:lunrriuftoruqud rh;noudaunr:nru. g drruu drfi' tfi:c
r':clcnol 2542 :636 .- 638)

l. nr:riioniuuionu danauh (s"totir" exposure) ndrrdo qnn a wr6on

rflaiudouncdracui'r{l nlxn2lucuhmcnarudomrrro{nu rdorirurl#ufiilqrruov

rfruCop,Cuaruoo.rudomr:tornu uofl mnqnnadonrilniurirrar:udr r1nnaft rf,on

l#n z rl au h i a ri r r a r : fi ao n a do r riu riau n 6 uac n a r urdo dr,6u t u o q o o uriu t lu
tsrsriorfiufinoruruu6n6olnr:iurirzar:fifnudrdunarurdo riauni uacneruaulc

J )t

fi'rfi ur'slfirfi aaaruaurulouayR:ruf; wohlunr:rfl aiuar:

2. nt:ta'oniufun:finaruilulo (Selective perception and Selective

Interpetatim)ndrrn'ordorlnnarfl aiuor:rrnuurirlauuriruurr{iuar:wro'onirf ilio
rfioniiaeruarrdldr',unturfrrlcto{rRuro{ riruni rJr;aunr:of narurio nauCornr:
naruarRnir ua;u:r grlcro{nu

3. nr: 6onrn i r (setective Retention) nrirziilo r dr t rnfi qnn ora'oniu rn'on

naruaulc rdoniuf uncfinzrlr;raar: tJlufirnrlfi ronnf,orduriruRfiunsaluiuruo
nuude rlaaa&riionrndrrdorlrlltsto{flr:ludaufidornr:irrdrtjllrflurJrsaunr:si

rdofioctirlrjlilulonraiohJ lutsrsriuafiufirinociiudr:cr:fiLin:rfiun:ruaule
u?ohirfudzu

rdoa uonfiu (Arki& t973,p.2oldm1u dun'6 rnqfoiynti, z54s :rsl dld
ncirrdr nrrrf,aiurirrar:tilunr:iu{dr6nduluiinrJ:gfiiuddororf,unr:uanril6uu

drzar: neruf uasrhsaunr:oi rlnnafiritaiuriraalru'rR tioufir4arnimlno finzrrfn:rr
rdrlcluanrtttrRtloutm;rflunufifinluriuariundrrlnand,fl.iudr.ar:r?ou uiodrr1:fi
,unrrdrlanalnlnnamuf,lritniurir?fl'rrulRolrhirtrlfirlaaariu,f,uoufiinarr{urnrduo

tJ uacnrrrfl niuriraar:rioufi lrirfi rhlfi aarufi?ourcuotJ
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mu6iidldqxo{rnoo{aof (D" Ft"*, rg66) 6u:riu,fuodi6.of,u I nquii

n'o (d'Hlufi:; i:Ianor,2il2: 6c5)

l. nquiinfilttanirltalrria;t1aaa (Individual Ditrercnces meory)rf,u

nqu 5 dftri # u dr {iu ar: uiacnuriuin arurmniruiu lu r nininor riu fau n6 iru'ou

,,oror,r,do rirh?n:ruauhlunr:rflaiutirarrr:uianr:6inerrrirrnrr.roduu?aru

unnirlfiu Liinluaoendorfiu tdnnrrCugrurfiuariunqufi narurmnirtaldn;qnna
t..o-

un{u

uqudr:rfi aarurnoirrriuurnluorrfi J:snsun'Hr'ninurri2u{fi an
rtgtdaa

R?llrllf, nn1{u1{daultltlnanuuruannt{nl{rienu rEonrlirlnru
toruiruqana uiri:uhqiudzrvrlrma2urnnirrfirfiarrnnr:6uu{

t)t- uqudf,rgnlurdornroldanrnnr:ofirq writaiunzruinr#uunnirr
riutjotirmfiwarr

- crnnr:fiou{dluradou rhldrinrirruRa- dlu'uu,,uro.rrrdo ii: lrlfl u
r6-.j.rl
d'nuorcilrlinTmordruqnaafi unnirlf,u u

R:ruunnir.rf,.rndrrd ldnarurfl uanrzcliou h, (conditioning) fi drruanr:
iufiruar:.rndor.ulu ndraR'o f,nuouqninnrntsrilurn{aRaecfi Eriuaioerofi.rt
A.
tlot't2rl'r:

2. nqufincjlnrlrYlal (social Categories Theory) nqufidnrittlldr
-l- 

jary o J o arJrsnrufr iid'nuarcil rr draundrufiu rcutrnorqfi n: r unr: doarr ndron ft fiu rq6n: : u

ortduulrd l#rrri nr:ritniuilouaatu R?'rulouuiiflorJ:crnnirq uasnnro{n.,riloa6

rfludu rhriudnus;nnfiiarriu l6uri rcdunr:;lnur :rold orin n6f,u{ araur org

mn ua;qid rrur rf, u du 6lrfi rhilJ:cnlufi fi finuus n rr rYrnuo{lu nriurdoariurinrcfi
a-aaado

R?'tufl u tilf : oxilqnn: ru luill{mu2f,u

3. nqufinaruduriuf,nrldlnu (sociat Retations rteory)rilunqufiii
nrirrdlnetuf,uriu#ntfiau:cildmfriuar:riurlnnaduludrnr ludnuor;torn{uil1u4u'
rionciurlfiuqu- Inonrjurlguddfineruduriuflndinfiurn'oudu-n rnjoud:unu ufonu
l u n r ou n iru a s 2 ! fl l R 0l r op n'd r v fi 6n in n i o {iu cr : u r n n d r n r! r q n' 0 4 fi duf, u n rj u d fi
n zrllndiar?oondr draar: irq d Hyu rrndouaaru rinw gniufirf odnau ln sfi 6nt'n a

tolnriuriorlanalunrjurdrrrrfioa{oqauo niu nrrfiil$rn{nno0crioriraar:ernlsuqr

lnuiohiriu rinwldiu6ninorrnnr:rlinurrriouiolinrurfiou{,rrioflndin6ninnd

fi naeionr:iufiirrar:lu dnuosuiGundr -dninaroulnna. (personat rnfl uence)
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2.ta rnninrdszffilouiilniudncrt

au: nol6 (2st2 z rs) ldn.irrlldr {iuamo1ttluloft rlnnarfiomufiua

niu nr: rtrnqu: vr irwomu uioorru u rudrn{ur1anafilf, lu nufiniodoar: rfu rlonud

rflu{iurrr:orrnJ6uurilu{rircr:lurrnrduld rdu lunr:qnquriufriurlfiol$rarurilu{cil

cr: {iucr:iarurhdqionr: doar: Inufi d'rf,uf,lu1 rurrilu orCrlrrnuu doru o

n: ; urunrfinioiloar: rracfriuar: fi dru-naisosrirj:c nou6unoonu doarrdndau

nil ilucu i (zszs: rz) ldncirrlldr riiolaEnruii{rimr:fi nmuf; uolo

lunr:finiodua1rruo"uror rincccief,urrnnr:finulde'niodoarttJnlu:tlu-0uf,arutdn

rirunfi uasdafiunurgrdrlftrn,ilrfiri',noh nr:fi rsuondrriraaltd,ioltJtfr,f, udtiriio

nolrrfiolla rirwdrilunlno{iuart ri.rd ,iiuo.rnqnaauia;aufi40ufttirudrfirrnnirl

fiu irfi 1nlunr:f, rr:or unc;iRlufirmnirrfiuoonhllutorcfi inr:dluasiucr: ftrfu

nr:rirriraar:orimfirl:cf,ninrnwdorriru'rdrihiodurfiua{o*iu{iuar:uaruil:cnr:
l,eira
n?unu uufio

l. nrrudomr:tor{iuar: Inuriahludr lunr:iurirrar:toluia:r1naa

riu esrflutjrf,onouauolarrldolnlttotnu il:;noudeu

t. t domr:riram:drfrurhclunifiunu

r.zdomr:drrcrrfi aoandorfiunarurf, orirunfirmEritu'outolnu

I : domr:ilr;erunr:siolrri

t.n dolnr:R21udsn?nna::earialunrriuar:

z. aauunniruor{iuar: {iuri r rar: ui ac Ru oEfi dnusufi un niHfiu

luunru 1 dru lduri rnr org nuilnur orin :ru1d

Bgrgoorq Humaker llo! Davson (drllu dgl6 ituqa, 2541) ldnrireltdr

{iuar:fi arrudrfiqnol riu{tilar: lun:;urrnrt dualt t : : ltrits{nunouduodofr
' e 'v a€ - --''. i '| a 

duar, lrirf,uuririaudruundlar:unsdrar: {fualtrtriontilaoultornoilqnn::uR1:
rJ:;16uuac:;6utsuJfldufuflunr:docr:,rirriu uifildaul#arur:ofrnfiule lddrnr:

.J

fiadodoau riurj:c auaarudr6rniolri lrnfiourf, ulln

ordud(^la"-s,lg77 : 162-167 drllu qxil: ulel;dQalriE,zsu: 15) ld

nrira6rnaru drfiEt or dorsilrc 6115drd f, ornn ufi o frndrfi a arI rltfiqi onr:muuni

2r:olR::uuosrir:ar:{oga ,rr',rdotsilrsFrtflunr:h{nzrlf,un:rir.arriirflr,fo{r12

rnrrsodrr leuinriurflruuroiiriruualluriuou drodrldotoilrcio lduri nr:infr-ur{

londl: ! ad1r uiuriu a'o uduilfi 2oonmouni dlort rc fra rilhlfrl nriutf, rrurulnunrl



ll

t

uu1

tr , aa :lrJ:ufiri uon0lniiflr:ilnhJarnofnrrlurueirsl nr:6'nfin::anr: n1:fl1;n firflunr:1#
iaia.aaalrral
fiornnrsnnfiiitJ:vfrvrGnlfllunr::0r:{rirr{uuilirJ:;6ufn::uuilnn1 uacrfuariulud.rnu

du dordqvriard unsnu z (zs3s: 2o) ldnriradr luda{ il.fl. 2533

aorfiarnoidsior{rriudurvroiulerrfiruduotiu:anriaodr.riihirnurfluurriou Inurfiuornuf,n

uaurfluudndru Inurqiluotirr0.rrfiorirfinr:l#uudurnofrfinmrrdruq:fio f,rfinfrn6'ut#
A aC s . d o
o=urmoiriinturusr':otir.r:anrieluri:rudr1 fi6o rvrnlulo6nr:doar: dlfinltrielunr:
iuri.r{oqagrdu,,orfi:rnlqna{ rirbinr:rr'orriorniorirudurnofirlnornil:crilanurr'lilfir
a r i aa i . a .
ofl U: urmf,r.tu rt 0uo{ufl t: ruounorntot 1u

il:us ansrafiu (zsrE : 38-39) ldnriradr norfr-rrnof duryrofuln ,fludod

fruariuurnfiqoluiloltiu nt:rsnrlurarnrorutorfloXari'r2nl: nr:h?{oryofirTuariu rflu

run cilnrruffi nirrtarr d.rluilo lriuaoufi zrnofuav 6urnofrfi niunuryrluf,intou:'r!rn
,J,,riu l#lu n r: do ar : {o ry alu dru drn u l a n iru u r : r u t u u r : : urfi uruil : ; rn fi r ourei a y

,r.
nrn fr.rturJ:srnauavril{il:crrs ,fiunrrdoe',rdarr.nreerir il:sruue rrr:orrnrrruf
ldlugntor{oqariraar:

fiuurflauavlavrri (Zimbardo and Leippe, t g9t drlluraE ardruarn 1, 2542:

so) ldnciradlonrt'nato{nt:tfluorinat:rioo1 lilunquflrdurfiu Familiarity lidr nr:fi
----i- -a-- . {^^-^-:^-4^-'^-- -i-!,- -!- - eqr€ e ed't:uucl unl:tduoluol.tlnludoat{1 .ntnu u0u 1 ovfirlfrnnnaurlurnun't{rrer: duos

riolrtrinarrtaule narur{rlt uavnr:uouiu d.rriuir,flrriruurtirri'qlunr:nJduuurJnr

finun6hjnrurfirrfiril,orurir1 n',n,flr,donrluyrx6 inr:Irirrilrhh?rfinnr:n:crir
d € taoa o o J 

" 
inlunorunlru0unnlufillrueu luu6l luliqo

do I m r I t o I ri r a a r : fi 1 dfu rfl u rir n r : I lu or r (Advertising) u n s rfl u n r :
rJ:vtrdrrfiuf,(pruti" retarions) fil#ajodxr rfludoryrx (channet) dodr:rfinfiroqiornonpar
ai6ir466
no nor!nuuanolutininut (Phychology) uasdlnuimur (Sociology) dousiarTu'n d.: ,aE

loalfrorqtr (2s42: 133-134 dr.rlurvr:r arnf,ofru, 2s46:30) ldor'uruoalrnrlrro.atu
I I ttcrv !uryrnilnl{l l?n{u

l. f,uqoou rfludofiarrr:nldf,oar:ldeorvrr.r finr:Irlnoud'uld *sir7n
v

rfl u'hllu N,,o, n'rr f, u ar: : v rixufl fl d (tnterpersonat Medial fi f,nusryd'sfi

r. r I r1 u dti u udu q o o u fi fi n r r u d r frq i o 6in n u niu rr'o ri o uri,du o :.

tso6I1u ttoQn RulHatur:un?1 qnnal4unrrurirrlqctoi?n (Significant other) uqurir:1r!n

nudo.rfirlnoa,rriruJogflulo d.rrflurdo.rto.rd.rnrimur (Scolotogy) rfirlt?nr:doar::su jr.r
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4 d e e o !, d ! A .y j b
{nnariluAorfr6n;iird'uu:nxoln1:fiodl:r{{uxn dlu't:orusqn1 Ao usifrrrt'ol:nulilws

duutrr qanarfudorfitr:otrnuro{ uda{dr nuror'lrirfluqanodrfiqnuoorri, nr:'rrl{u'l

uor{rur: r hJ udaro rdou rdrfion'iriintoq: r

, .r rar ri,rhiqorlfiIvru (Sanction) r u tun ?1u dr drrt rhirdo,: r r: r

arlr:oIn:truld ueidoln:tr:rhild uiu uriuonlfir:rhj.#ofiudr6r?ond.rr:rhido uri

aur:nIn:tr:rld ueidrdoivrg lyr:frari u'nudl: uonl#r:rdousir:rtriviofiu6'rrfu do
, !1 o t ,.h, . lo .

nrririiilrirosl:r:r'hi'16 riauiirEundtn?tud-uJ1:odrudlnu (Socialability)

2. iiuolrrruru ldurilvr:riari ivrq urirdon'lr{ u'noflr:

2.t dolm:fr'ari firdndrnuimur d.rd
i e o t.- fi o Ivr : frsrirfl u dofi rn a'ou fi hi 1d (rmmovabte) rirlu riru uas

9.a-Auontiru rdu t:rrfruulfllorn1flfiurnio.riu'liotirlrruwauudr nohiournafiovr{ulrj#or

6u1 fioruirl#nrnhifo,ou rfiorfiuufruivrgudr Iu:rinrirfludodo{aud u4ardrrnn.ir
.64

dauivrqarrr:orn6oudru'lrJlruurluuld

- dolvr:rTarirfluf,on:ounfaltnn,ir (Famity media) n'o nr:q
Im: frsrfos hiqnur6ua uei t vqfiu au tinnu du1 I o{n: ounfe 6rriu fi u drfi au rinlu
n: ouaiald 6r,rlrsdw doar:yrrlvr:rfi'ari

2.2 doivrg fif,nuarydrd

- rfluf;ornflluqnna (personat media) ihnur6urldhjrrfioutiu
isvt
do lvrr?rflu

a.jit'- rfluf;ofignrnf,oudruld(uovaure) osrir}Jliluldacnen

2.3 dourildon-ur{,fl udofi tauorior: rrldii'u la (rmmediate media)
, i I ae - !n?lflooul uanuilva{u

d j j- luudorilodu0{I?ufln

-,fluf,ofirirrauorfor:raldfrula *eiluihlriu{doivrqlilld*flr
uavgnl#rflurJn'fiutolf,isr (calender) fio nour#rrlniuriouoonornflru 'lilrir.rruos

n : a r e o u d r 1 u iu fi fi o v 1 : rfi n tJu uri }.r u rfl u dn u or s r o r n r : n'n n r u ri r a

- rfludourrurdrriouoonornrhu (Moming medium) rioutrJrirrru

rir}Jdrutu#ootil riociruuu I6's orr r:
-,fludofi hirfiurflu{odrr6r (Reference),n:rs,fluaoouuuiueio

iu louy by day media) ,r,'ociru,,deirj.r
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2.4 dou'aoar: fidnuo:ftd
-,fl uCu,Co,rrrordmut?a'amr'oufiurririloi'uri

-,fluCoiifiourirtJtirulur?owou (Bod time modiucr)

-,fludosru:onsofiinzruriutiaudagr (waiting-time personat

mediunr)

-,ilu doiidou{rrhifi rirrunraar (Timeress) ruronrruir esf r

durdrudohfi ld ru?ranrwdruhl g - l rn'ound:fi nrr uirririflofiu#dsonrdo g 6ou
iiuda whiiiln:rirurtiru6n rf,udu

,fi udoiioz:rirurinr:rfi u wrilatiru6nrdobfi l#
3. dodriinnrofindr,iu Interner E-mait *irio6 6o hfdogadraar:ldrrn

inntarlfin'inr:mdoulra iiannrrau'ouris iqnuiuurn uiiidoriio 6o fi:rnrgr iruru
{iuar: o{lu2{uau iuiludorCotruorn'rrnrfurnnir

- a.i J a a o .
o rnnquiitfr ou fiunq6n: : unr:tilciurira mr (The Setective Exposure) o;rfi u lddr

nr:rilaiurirrarrdqiluRrru2unlrdunrrdrdr!uto{x{udriu rsinq6n::unr:ritniu
9tj
ioqnri raar: fi nutoraulwacaoandolfiuaarudornr: torr,,CoruuauorRarudarnr:
tornurol Inuuin;qnRargfin:guzunr:lunr:r6oniuriraar:.rndo (sehctive process)

fiunnirlfiu"lro.lrd, firuai rirfiou uacil:cdunr:oi ua;nr:ilnulluofodrinrioqfiga

winqn'n : : tn r: tilniurirecrr orn doirq dm g lduri 6ior auru do,on rc ir uoE dodu r
tSou#lrinntsu?unr:r6oniudrasr:iirflurJ:slulrfirncaoandarionuror ,Co,ilu
rniolfiolunr:dnfiultriiondofiudrfiauornounzrrdornr:un;1#rJ:vlolrigrqnriu

nurorotirrl:

2.2 uurienqufiriluzfludrueounlrnuoern{p

zz.t arnmrurordznncunNnuoom

rrraf l:ruucr (i546:zz) oiurudr daunaun.r{tnlrnam (L{arteting Mix)

u l r o dl n r : n n l fi r{r fiu 1#o ti r # tfl u du u urr du 16 o a fru r o r n r : a fi r f, u rh u a c ui n r : n r :
rirrun : ra r nr: iruilro dr ldfi nrr ieuuurfioblchrfunr: r{rft n{u{uilnnfidor n r:
uru n r : tiuairf im n a 1ar o*ra'nriarqffi lfl u on ru
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fiEt:or raiiari (zseo : 22) oiurudr daunaunl{nlrnaln [Ma*eting mix

(4Ps)l rurudr daurl: nunrrr ur"doruquld *lliiaudu,iururarorneruf, rnolruri

n{urflruuro uioriurnfo*iotill;ruriurdolfiu::qinqrh:ardnrmr:n'aiodocuror
tt.

ordn'u irrJ:cnoudzu

I. niarisrri (noauct) rurodr fiofi,nuor'rulnuq:6r rtu"urrruo{R2lu

irrf, uufonurufiornr:toqofir dohitrndrfinnerufrrnoleil:cnoud:uirdfiufrald niu

u::lriorri il uncdliifrufrahild rdu :rnr qsflilt n:rf,ufir uinrr uacioriloltalfrtru
rfl udu fl finfisrcforr rcff u fiudr uinr: nluie aolrd ordn: rforlnn afi ld

2. t1.41 (Pricing) uurodl irurun'uuiodm'u1 fi iineruirrfl udoldru

rdoh{l&ra-nriorrinioruruo'{4adrninfrorrfl utrrltoriuriu

3. nrrinirtriu (Ptace rio Distributim) rtru6l dolnrllunrlnCoudro

f,ufirua;uinr: hlft narn 6onr:ufiriaulunr:n:crudrfiudril:cnoudao

l) nr:tuti.t (Tlansportation)

2) nr:rfiuinurfiuf,r (Storage) racnr:nlilfiud'r (wrr"to*iog)

3) nr:uiur:fiudrnurdo (Inventory managemenr)

4. nr: riqciurilrnam (Promotion) rilurnSoliionu docr:dllirioahl
aareyc6aaaRzrrfr'uohion: rdudr uEnr: n :rune rSoqnaa rEsrfl unr:a-aio6laar: doga:;udrr

fiiufiufruilnnn{rrfl rn u ro rf, o grluinnrrudomr: dofi udr rnf o lfiolu n r : 6ai u du au
fio{uarornfodiodaoriu druifnorudonl{raforiiolnrndoriiorunrlluarornforiio

il:ccuil:carudu niofir:rriond'rnr:doalrnlrnomuuun:u,ndor [tnregrated Marting

communication (IMc)l laof,m:sno'larrlrtuuaufiutrndr nfinfisrd ua;qiunildu do}T
rllu1,ou:,qfi qrJw arrii:ufiu 1# rndo$ionr: tiuaiunr:nar"dtfqidod

l) nrrlEuon (Advertising)

2) nr:il:slrduriuf, tn uli" Retations(pR)l

3) nutruIaul#nrinluttu (personal Se[ing)

4) nuriltaitnlrnu (Sale promotion)

rrnriau nclnlt n a lR [Marketing mix (aPs)l osrif udlnrrrurYlriu f,:srdrl
nr:dqaiuntrnom (pr,omotion) fiudzuncuRunnm (lvrarketing mi*l 6'ld

I ) dau naun r:n n rnrfl urnf olu'ou utltordauraun 1: n a m (Martceting

mix)
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c
i

i.

:

2, riruncunr:nararfl unr:n-aiodoar::;ndnfrtroi'u{do doqalu
-rl{-el .e..nuandododuotrwdlunnndorri rml io{ilrrnmiairrlriu raJnudwilRrrnora

3) #ori.r*ornlrnaleua; drunolnr: duaiunlrnolnit{fillrds
nouf, u o{ra2ludo{nunararfl ruu rsh?rfi nnaruf; u oh

zzl nrrriruunRoqnfiiarnsrn[noln

l. nr: tirnuannqnf,druninfiorr{ (pooorr"t strategies) ou durrou n a m t3

ur:Qtf,muruldrfuriniluarrorrraraesdorfr-or:ordr aa:rcrhoclrriuninfisrqirol
-e I A . IuBfntiu rfiorcfi rUlfianrrlduJiounlrnmnnra nr:drrunnngnf,drundnfiorqircdor

caAqe.r.i
R'tu{ofuttono tuu

t) ftl,?'t{llu?fiarioafiufiudt (noA,ct ooncept) Iaonr:aft{rR?.tu

unnirlnrlnr:urilfu (Competitive differenriation) rf,unr:r{riluadnsscatfindgdl#
iato

unnirl ornqiuri l{u uasdrulto alrmarufiwohh?riu gndrlddrarr r:orfi rldlno
( I ) nr:afi lRzrutmniudruninriorqi(noauo differentiation)

(2) nu afi lRzruunnirldtuuinr:(Se,ryice differreiliarion)

(3) nr:Afi mluunnixdruqnnrnr(persoonet differentiarion)

(4) nr:ahmzulmnirldrunnrdnuoi 0r"g" differ,entiuion)

2) nr: riruuaoldrj:;nounioqor dnuorg (Attributes) r olninriud riu
rhc lurfduiug rulrluuu qunrrr u:: yiorri rf, u du

3) nr:rirruadrurillnn'nriorqi (pood,r"t positioning) rionr:drrua
iurrilm:tfrudr(gr8rd pcitiuring) rflunrroonuuunfinrisrduion:rfiudrrowifn rdo

uaalpriu (Fearures) uioirunrirdunnim ddqordrluinlrtoqndrrfl rrrno
4) nr:riaurndafisrq{ (Prodr"t devetopmeil) rfl unt:rJiurlluinriorri

rdohiarrrronoufl uornarudornr:toqndrldhiirtiu

5) na gnf,rduutil riaunalnfi nrisrci (Product mix) ua, f, loninfiE d
(hoduct tine) lfl unr:riruuaituiaEarsna'nf,sqin:: ccfi fiudrosl:rhr rf, orcfi rh?rfinnzrl

ldnjiuunrmr:miuiu

2. nrr riru unnatlrf,dru : ra r (Price strategies) n m dorlo rri, w dold rfi 16l
n{urflruurulnortr}J{uilnnrcujiuurfiou:;rdrsqorrir (vatue) touinfrorridl:rar
(Pricc) tollrfintisr{rfu dtqouilrgrndr:rar {uilnafirsdnfiulodudo,rrarur:orhhl

'i:

l

i
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{uilnnriaauruf; rtahlC Inonr:rirtun: rnrfiudrua;uinr: oriruf, urrr u drwrfi rbl

{uilnnriaaarutilndr{uriruavGuiiw iro

{nin wdouirnu irrsrrufr udrr raruirln rc rrrirruriuf, afiorrfl I
,f,rdt?oiurir(Premium brand) niod#orJ:;ndn 6curmy bra,d) Iaurrnrrfursidnusu

nruncil (ongoing price) riorirnriutLeaaing prrce) Iauhiauh6rioqirnidu d.rorrlfiiiilC
a ad t t . a . e
Iu n: diiiaeruunniu r rnqiuridu orirlinnu(noauct differ,entiation) fn iloar: n 1r n o la
wdorfnagnf,dru:rnrudrrirnr:dofi'rtRr:nnlnlfltroandodunngnf,fidrll drdrnundr

rfludr?ofurir uifndowrrr:o1#ruqnauri{uilnnlddr rhlumaa:druriurfiutJu uidr
rfl uiirlorJ : ; u dh wdo.ruae rhilfi u ft n aru{ud di{riloo.c ldiu

3. nr:6ruunnagnf,drudaurlnr:f,alruriru (Disribution channel

strategies) lu r s uudou rrnr: in i rn ri ruilr ; n oudau{na'n nu narr fruilnn rf ofl fin r
)qnrrtxrittu f,lorowlfdo{nt{nt{tt1n{ninhl&{u?Inn niolfiioumdoumn{nfiniru

nunarlhlft {uilnn do,trarrrrorirhfiuilnarfinnlrfilnshld lRunr:n:ccrof,ufir
en'tfrodruzonaruacnrnlunr:6ah?riu{uilnn uifnrcdorf,rrrsndrfiudrriruiioln:firl

ttasnrriruiioqnnarurirrfucsfir,aio:rarotirrl:rirldmrnnrrfiracfl?tudJa?naurolu
)

nr:rrfofrudr iruruirudrN,*u"r of outlers) uasil:cmntolftudr (Trres of oudeg deu

fi u drfi fi uorirrlnfi wdorii n r: z r um, n.r, dr du

,,uurrto uidrtrur?oornimrrlldo6rcdu6n,,rurdo niofiudriifitrurtarlniiwdo$inr:

al{tlnuntrdofiudruuunutl uidrtrufaourirnr:lidofirc!fiu6nuuuudo niofiudrdii
trutsilrslur?xa::nfiudrf,ufiurl',fiirloriolu#rra::rfiurfiuacnruftudrri,llilfirci
adiiTinr:narafiunnir*iulil

4. nr: fi rruan aq;nf,dtunr: rf lraiunr:a a rn(Pro,nrotion strategies) nt :
ri t rail n r : n a rn,il u rf s rfi rin d u c 1 r n r : a o 1 a r s do r fu fi n r ou in rh l#fiu q n drdr fi
: ruasr6uafi alu1r o or'uuld ft io}Jd

-4 1 ! a Ac e ao!
3R' O.lUOnm d{ldrunlrnamilrnfl qrld{il

l) nr:IEuorr(Advertising) rilunr:tloarrdoqndUlfunnaflsdel
Inofiinqrl:carrilf,ou&riracr: grlc ua;r6oua21ux:{irrfiuafiududr(cooor) uasuinr:
(services) rioRzrnR'a(roeas)drarur:o:;11{grltiuri:tunr: ({ninnio{irurirufiudrii
IEusn) ld lao{qilduti: ronr:douf,srirllirudrn iudolrrusr na gnf,lunr: Isusrrc
j9v

mu2uo{fl11
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( t ) naqnf,nr: afi w: r Cl lulfl uor l(creative strdegy) rasnaiiftl,

lEU otf (Adv€rtising tactics)

(2) nagnf,do (Media rr"reeyl d.t:roagr6oa6o:riunr:Ifluur

2) nuilrcnduriuf, tnuric Relatim (pn[ rflunr:finioCoal:rol

owfnr:riunaiuirrl fifiHan:cnuiontudrrirtorordou hidrrcdu{troileflonr:ndn {
n'orfu uioqodr Inufi &rqrh ; cdrCoaft wiru n a' a e r u rdo iio ra cn ril dou oidf, i o o #n r:

uioninriori aaoarurflunrrlfnzruflurforlariornutr uiourfltdofinnnrnluriorla

dorudr nr:il:cnriuriuf,rilunr:dua,trruorlrr (Two.way comnrmication) lutorsdnr:

Isusrtiu,flrnu dug,rnrqioa (ore-way conrnlurication)

3. nr:trolaolfnrinlru{'t0 (P€rsooat shg) rilunrtfrrauo{oqa
I ry a o J a - ar t t ) 1 r { - a
tnu?flufl.inriotririouinlrxo{utuil lnurlano lnqaaal|u{ ilronqulaol tofllnflanu

pdrnolnrlonun rfonrlupf,i riorflunrrdua',ttrtdHnrinuutrofiuqnfirlnullnrru
tl

rururulunr: grh gndldol#rfi anufoninfiordriouinr: uiondounrunarlfi arfi u

n r : t r o I a o1 ln rin n u, r u rfu rin do rl'r, R 1 : n a r a i ri u u d r fiq ii w d z o

trunulun',rduarrn',:aarnldrdu nr:Snou:unrinlrutru nr:f,nil:rlunfnl'tut,'tu

(sales confereoce) #oludrrn',:iaooruii ,:rurn,#wdaonr:{unrinlrutru nr:f,arir

ronar:i'n1 iidorlflutuiurl::lunrinnu lauorrinrfirrf,uronar:rdr (sat", u0 nr:rir

{$onr:tru(Sales manual) toncr:izonut'tu (Sales materials) rdu uduriu (Foldem) lurjn':

(r,eaft€r) uaclu:faf (Brcchure) hinrinrrutrorirhltiru ,f,o,flun1:rdiurrfiltiqtra;

firdrlclunr:ri ruu Raoe ru n'r: rni uurrudru lanriaucr: rdu i6lo rioaloCuaal

rmunu:o: rd rfiosruluiuuu rfl udu

4. nr:dlrciuntr{'t0 (sale promoion) rflunr:lfidlglhfr-rau r*o

n:;{ul#rfirn',rdur',, nf oritun:;urunrrfiniofl 'trrtt{nlraa mfi ldriiseirmaru gllclil

ftn:rf,udr uinr: fl?lun-R riorlaaoldodruilurccu uforiludoqadr:arrdtinnlt"ul,

uiorindoalrrilrn a'rnf,",u,dr,iolitlonrruu uroriuafiufi udrtouifnunvf,n glh?
,a*l-l,J
q!u: mnrTuorIuflTiloluu

n r : ri u ai r n r : rl r u rit u u u 6 n iu rl d r d E n dr rin w rj r u 5m r n rin d o a r :

nr:narnrf,uodrrurn nrurJnathiudrarurtotrororlaohidorfinr:d{rdixnltnrodou
a .l la . a t I o e zA<4t Aqt jo q At
rilufr{tia lil:'tJllda{21flufiluulrnlilaRUOilR UOllOllruuiluuullacruumno{n1rrlln

tLCourrlrf,nlrnr:uufiudrldlnuhifinr:riucirorrrlrrfrrfiurf,uranrnluqarrn6 (raor)
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t.

{

,rirriu m:rclunaruriluriufurf,u}Jluldraofifiudrrcil:=aunarudrtilnrmrtnarnlao

rlnamnnr:dllciunr:tro

23 rnrzf,nrisrffunrraorc*rn rC"-tnutoln

r.i e23.1 llqu{llfE2ouounolc

lurYlnuuqud nr: uan,rl6oudur,l0,f, udldnrr#ufiu o{rauo riiouqudnin

fiudrmiouinr:duurldnusrluiolrJfi iio nuilltfulr'nuuriottannl6uududlfiidrtol

{du gunrr aalRoli rciifirnr r uriua{oroliil a roodt{ uifi rn: : u drdqqnrhofi iio nr:

uun,rJfirudorro (Exchange)

Runom turodr nr:6lfiuitn::rtt'tr{:6r1unr:n6nfrudr tta;uinr:nru

uluurotorq:fi .rfu laoaonadorfiun:rudomr:tol{uilnn naon oura6oudruf,ufiruac
a I * , a r.e, el----.-.-!l^--^-^^-l^^-^. --i-----c^--..rr--iuinr:riu r rnl: wru{ndnhlf,l{uilnanciurf, lurl0 Iaun:curu nltf, otlolu: cf,ufr

,rr.
ri ol #rfi n n r ruf; w o 1 r rir a o r fl r u rilii I a un r : rrriu cq u da u : ; u u n I : il o cr r ori r I fi

ilrrdiltn1il

rrnnr: irfian:rudlndt:rctfi ulddl R1:Ramliludu"uuro{n1, 2l{lt?lu

uacnr:uiulrRlrnamcrnftrinfiufirnisuinr, ti.tdf;rqrJ:;awirfioauomaruiiltoh

mr{uilnaddrr,rdoauf,rluq:firdodrf,ur{riuir#iinqrl:sawisirrfiuinurudolnr:dr

rf,ulrJnrudnuosso{rlnoorfrl dur:rhhlrfi.n'trdurruuanrrJ?iounnsnruloun::ufint'
, a - r! c irr, i-^---rt^.i t -.----^tol{nfinfiorqifur;tfiu1d'irnarlu!1uxo{n'rtnnrafrwuiudunoulunr:uirr:n1:nam

tAa i
uasfl'trt't,umuuanlhlrfiudldaunarnltnunam (Ma*eting r.,rir) riofiGontYul it 4 P"

toA
R{il

t . riru n cu rfi uafiu Ha'ndgrci (Produ"t Communication Mix)

2. druncunrldru:rnr (Price Communication Mix)

3. daunaunrldrunr: iniruilru (Place Communication Mix)

4. riau naudrunr: riuaiunrr i ruilru (Promotion Communication Mix)
.4dei

rirunclnr{nltnaln (Marteting Mix) r| ruol "lJe cunl{n1: n a1nilR2uqr

lddluifndolldiufiurdofluotn?'uJdolnr:tolnarnrflrrulu " Jerome E.Mecarth (drdl

lu fii:::sr raiinri ,2st7:t)
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a?ruil lu6{nrirrlduaardnuogro*ieunarnr: n nra6o

l. rfluitrflunr{ounam (#odionr{nunnm) fi q:Frnruquld

2. doll{:'zufiuniorfiozlowiurft r rnfo$io

3. fi inqrl: r arritolnr:llrCoou ornarudornrr rornnlalf, ruuru 6o

gndrrfinazruiiuoh

4. rJ:cnoud:o ninriorqi( product ) :rRr ( price ) nr:inirrrjro ( ptace )

nr:duaiunrrrlu ( promotion ) duaurionir np drd
AeJ-a:j_-_iaj

4.1 flanRsfl (Psoducr) uurodl d-lfrrauOtrolauq:nr rfro

nouduo{aerudolnr:rolqndrblrfinnrruf;wolo era'nrisrqifilauortoo'trfifrenuuiohii

fi ld nan-fior#irrJ: cnoudro uinrr nrrrfie aorufi owin: uiorlnn a

42 : rR'r (price) u urudl 1 adrniariorfi ulrld:liu uisrf, u dofi duo

dT odrr iunr: ldurdruinrr

l.r nr:iairuilro (ptace) Ia:lcfiltolislnrlnr:irnrirudl
rJ:cnaudeocortiuua;6rn::l lfiuioradoudroninfiorcfirocuin'r:rrnordnr:hj&nara

cnrriuttocfilnr:u ldrCoraiioudruflfinriorsfiracuinr:r'rnordnr:lrjfiinarn aorriufirir
na'ndsrqioonqinararihuurofi 6o corriunlrnaln druirn:rurf,uirn::uiideuh?nr:

aJro:;nofrudr dowrllunr: inhiuinmro{ru1Rr: nrdrflCuritorturR r: 6rururrrttfi
ar -IilU:N1:

c.l nr:dlrairnlrtlu (pnomotion) rfl unrrfiaiotlocr:rduadudoua

:rudrr{truriu{dorntoalrrriaunfiua;nqn'nrrrnrrdu Jerme E.Mecarrh (drrdrlu
€aoJ'fiir::sr ra:-iari , 2s3t: I) nr:ilof,r:orrrfiunr:uolnonrinuutro lduri ar:oonrior
riuu qndrftlmflrJru uf on'aion rr ln : finr{ nio drf auirn: : u drdq 1 t or qndrriiofi

lonra uarnt:tlulauhilfitrinmu drrj:cnaudeonr:IEuan nr:riuaiunl:rlu nrrb?
ri r z t t a s n r : il : w r rit riu f, d.r rfu n r : d o a r : rnt o ri{ l fl i rr n 1 r n a r n 6 r il : ; n o u d: o rn d o r l' a

la
4lft:ortuo

- nr:IEusn
Qs

- n1rr10lRUilUn{lut'tu

- nurilta:-rnlrtlu

- nr: lfrirrrj: sndur{uf,
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zsa rminnuicmrounalc

uu uindru n't, dual, o1, R ara ii orirj: cnoudm: ndradr: au 2 dzu a'o

l) a?luruluruoorrdocr: 2) unuilrro{rizuncumr{nlrnam dri:ruagr6oa ftd
a2,,nfl roloon,r i"-rRumlc
ra:' NJusr on (2s4o :9142) hlaarurulrorrdua,:nr:naradr ruruo'r

nul{#olfi on rmr:aarnb?aoaadouruldunu6orriuua;u: : q prirur rurdu afiu lauli
tnfou'anr:naraizuriu duJ:snoudru t) Rr:'lluor z) nr:trulaunrinlrut'tu 3) nrrdr
tainnr:tru l; nrril:writuriuf,s) nrrnnmn:{ 6) nrrna'talnoinrrqRr:sin'mu z) nrrin
uaa rfr udr s) nr: f,nnnuirrr?rlru g) nr: ia(udcrinnr: rirfl ut orfiurh r o) nr: fruuu r

Il) n'l:inu'nttttnl: tz) nr:iagudilnou:u tr) nr:hiuinr: ra) nr:lfinrinrlu l5) n1t

u::piorri to) nr:lfirruuctoruifr,oiurfi tz) nr:lflilroi'n1 18) nr:lfirnfou'odaarr

Inrernet tg) nr:linfinrisrcirfludo zo) nr:hfiturjnu 2l) qiiio zz; du1

nl,2lrunuRr:naraleo 1l qpnagn#nrmr:rarnrfuiqiurnuro uidrfl uii

fin uo:rfludr1rriiq"fi 6o nr:114P (Prrodrct price ptace pr,omotion) dudnnr:l#fionu
arlunulutrciac.i:ul#dldu uacrflufiduoolrtumajurflruuudr:rrfionrorl{lf,urndqn

luurrq:6rorrc;hiaru:orjiurildo, rfo +p ldriruunlurror#ufihirfiulr rilrllr:l
.r'tu'tto riootrJiunaqmf,culdtizundum'rirnrrnnrnldruuuaufiqa (4p orro;riondr

rnix) (n:. rai :.rJtotmr, 2538)

l. Pmduct fro fiudrriouinr:fir:rtcrauol#fiuqn#r uurmrrnr:riruua

da product hirn u rc cufi do q d rnrjurfl r ru rudor n r: oc 1: rdudo mr: rirra Hd ds o'n dn

luu:ryiorsidoc;nrn 'lauhiau:anc'uriidowhnrufiEndrdomr: hil,idrr:uorr:ru6
ocilurorulddlnrarfi hJ uilnuriatJ,,urrr.fi rr rirf,udrbltruldio{cor otinR'o

r. r fiudrdiazruunRcirr laonr: cll{R 2lrlunni rrriu rc do*fl u

dliitrndrarur:odlfialdeirdrimfiuua; Endrn:cufnuocrouluuuznmd,iuqo,eirri6
n'mu lildnuoi nr:lirru narrilnoatYu azrunrnulaonrilQn driir:rrsfiufio;rfiuqndrd
lia.o
lllllnlruU{l,Ufrln (niche marke0

r.z fiudriii:rnrirfun'onlruouoaqornrrluur.rdrudhirtrfrqor

tJ rriu fi u rhfi n a'n t rn6 u wfi q ornrn hi6 rinn olduu ld ui g nr rnl nio s'u drfi rduu uuu

uu: uCdl't lu $nl o fa ln: i rq riq udu chu iurin q : fi riio ln rin :: dionlu uu rm m aft l
alruunnirlurnndr nr:rfluf,ud[rtmlgnlilrls rrnrfludrunr:rfinudz:rulrqi wfiduqu

:

,i,
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nr:ndnfigondrrrudou uiurnrf,udruuinr: r:lolms6uduii:ral1nfiou udariool nr

nnrad:ro luqihirrulr

2. PriGr narrf, udriiri ou{u drf,qlunr: an ra ui hihidr a-a w l: hioanfi

aa:rnrodrltiioztn:unlrontmlfiudr orrwLildi:ohinr:tuitJul# nroilqrrojurfii
lrildfunr:udlt o',rdorrolluiidrcrflrnrr#or',orhlnrurcauriu nfinfiorq{ ua;
nriurf,rnuroto{rr'r tiuurnt:rturirrah?drqin: ,mrorcrsdorgnrrioo uiurnrrofi
orl, n rndo : rnrgn }Jriu t o u rn nriufi rf, urf, ru lrsournlfdoorr cclddo r,inuddo

om ocrf, unu6nn{rdrirloondr ua; hi{u d.rr rouuudlr oru iirtJndrduil mr lR l rac

lrldnuoifiudrhirdrdu gndrfirurfinnarr{orhuauo'rrrsfteafiecdo rilrrgrlnrn'odarir

uonnrnfinuofuodudriiar;qdq" oti'Hl:fiaru 1ud'runr:rirq:6etumriouude :rord,r,
domr:orrhildn'ao:l:dndwrr.ri,rircuorriuluriostolf,amtdmcfi T-6ruua:rnr
t r -!{unll1e{u

z.t 6rrun:lamluqndr iilonrrrilrunrlnlnrufir:rfindr Endre;
riiuloiru drorrrcldurrmnr:rirriuar ufouuurrouolu

z.z ri ru u a : 1 R 1 n 1 un a r n R'o n r : ri 1 lr u R n n.rR r uqj ud r lu n u 
-r. do

ur..rdrrrnrur:1rci6rl:rloudrrfrn',n r:r 6n fircdruunrmmlunam lr.rolrcEnoru.l

tion'"ti'tr.rdoundudr Curlufiudrna: rfluuirlrriiarcldrh l: nrufi#rrflr udaurnrnrr
)

aRnulua{

z. g ri r r u a : rn rn r u du q u + ri r lr ii ri,f, u n m ri ru eor d rdu I u r o { l: 1

o{duirla rtdzuznirturir riru:rtou:r urnrirl: iqldurdrrrol ucinn:rarfildrrqrrrn
r: rorcirrfl udorinr:rfi rrJ:snfiiriuf, uiorjirnrndnuoi h?rfi riu:rarrfu

3. Plece iilo ii nm ri riudr lrl{sotoqndr u mrilu iudrfi w r ru lrJu alu 1
uril iinrrtruuionr:n:cmufiudro;inaru rirfrqrrn ufintolnr:rdoniinr;orua'ufirriu
hihit r ulfl r n ao ru fi d qn e ; 6 rrr u s nr : u riu du o{fi'r dr fi udr t a r rir u 6o o s l : ua ;
nriurflrruruilruiola: rriutorlf;lu:;duuu a::w6rrinnr:truldhliurnrfiulil ur:rc
orcwrirl#rilsnril d'nusilddrdr:me:rcdrfrr6notirotoriinr:n:cmof,udrn'oduqunr:

f)*{ "
11o .q11
A 441 rl
urnf.$dnh r

n:cerufrudr riunr:trstudrlu 7-eleven orrrs nrcerolCrirol uioroecidurluiiElndr
.aoi?l'lnltrlo'l2nl1:nenrflunr:uurfiriru p1""" 1udd66o rirrn dlfina:riionfi h?rilurcol

dufrudrtou:rtriufiu odrr rrqqa: orfiu aururiumof wfi nriunur6ufiirroonliluac
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f,nuorsf,udrun; :rnrfihirur'ouriudertfruld#ouqilndfiu rirunr:.urufi1n6do.rficr:ulnru
s69
anuorcflufll

4. Promotion 6o nr:rirfion::ueirll,iouonqndr6.rdnuowf,udrtolr:r

rdulEuurluf,orirq rionr:rir60nr:r firirhinuul.#uArdlruu:r rdunr:rirnr:on:rnr

rJ:viril urntv4aluu.itorq:fioturndou nr:husnorrosrfluf,rfirfiunarrdrrflurn:rs
. 9 .trra d y al - 'ts6o llf,r-t-u ost rnrioriouil iu n'u'dolvr rrfi r: roy ld fi oc6uay o r o rs vl5 6o do

durnofrrln ddr{l'flriufruauduurnluuriacfl do6u1fign1 fiovrflunzn lurJfi: Ir1arsrof

rrnrfludofiolfiufiocfi :ouri ingrlordu rrirdon'lr{fiolfiu it'lunr:rf,ona'ouonolnorq

rio.rrirl#riru udrna:qrfotnr:r{t6'rn{rullrrrrudau rduurnosllruonhinrjr{lrqi Inu
rf,ondoEurnofrfin (rn:rydi) fiororcrdon r:ulrdfiflnqireiu hil#raulqdfiiuiur{rrrqu
vCtI
flu rul.rgru

alrJ an fio a'udt (produc0:rRr (price) dowxnr:,firrilru (place) uasnt:
duaiunr:tro (homorion) niodr:rriunriudrdauncrml{nr:nnln (Markering Mix)', r:r
9vevJ"
eiold'onarrrf,ir{uririr.rl xo.r ap fil#ruursau 6soyil:caunrrudrrirlunr:rilnnrnroir
fiurirriur mdnnr:to.: "aP- rfluudnnr:niugrufirirdqto.:nr:srnrnfid,rld}ituilo1riu

2.3.3 unurntold2uflcunr{Runam

1 u n : c u e u t o.t n'r, iltu a r r n 1 : n a ln o.r r{il : v n o u 4 n il : ; n r : r o r d a u n aru n r,r

n'lrnaln lduri fruflrnioHinriorc{uavnr:uinr: :rnr aorufi uasfion::rdrunr:riqaiu
c ' ' da --.---q- --..e. v A9.^ -.rt- y tA A dn1:01?lu'lu n1{nuu7lurmlunr:rirr{rfrtiludqd'nuoirfiofirvriruyronn?1un-a0rnrindnlr1

fr'r n {r{uilnnuJrr u ru (qioru r e.rfnvr{u f, , 2530 : 7 6l

- uvlulYl fi udruac uinr: sionr: dua'rr Ha'nfiorq{ f, lfi rau ouriqnn arfi o

auolnrrru,firrflu r'rionrerrudornr:nisrriorqi dr:audrfiudr uinr: fion::r unna anrufi
otr{nt:raionartfindau n',:doarr,fiurriunanfiorqirflunrrdoor',rrnrrurrnriaaudruoy

uin r : hfl{ui ln n ldfu fd r fi u dr riu 1 6o or l: fi rJ : y lumioti r.r l : q a q rfl u {o 
ry a rniold

fior:arrdra'udrn:'rriunarudolnr:,uorrtrriohiuo;ldrnjorJ:snounr:dna'u1oro'on#u
e-Y-Ai-aodaardu6r nt:aoe r:tfruailund'nfrorqi6uflufrrdrfrtylilriouraufi16ua1unr:trufiudruacn1:

6.r!
linl:ttriovtJ:vrnmfuocudn{uvrurvrrfluda;f,nuaioydooerurrruuiorirumonnarrfinlrJ

frl(uilnnrtJrnrurufiudrru'o16uariuusicir16#oi&r!fla{uyru'rrr',.rn,rdoar:Inuriol#rn-n
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rrnfi rduz doiudrrilunurlrsrirlfiInofitounn Inuwirfiao{fiuf,udrfi i: rarq{rmsl#

rizrfi rlr qrrllnilorruaa: !fu w{uirionr:lfiid uari: rnililrilmirn: uril#finartJlu
riqrji ourfi ouft rJ r : fr nr'nut or tiru nfl r$o{nu nn m
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d{nft?tilrrror1

z.t ffi nr: iuarin: uasnlr fl oufinra'onnrinlru

z: iinr:ilnounr

z.g ?r'nrrn:uqurft fruriElr

z.g #odiolunr:n:c{unr:trotornrinsruuu

- 2.5 llnunnr:drudrnoumrufl'rrt'r0

3. nagnf,nr: d{rrrilnlttru uuudr 6rn: :unnnrrnoladuonrilu'orln

nr:Ifluon nr:il:clrduriuf, unsnr:trolaonrinuu d-rn::un1{otrna1afil#nmdlraiu

nrrrlori, rirrdonororrn:;{unr:doto{ui'lnnuiori'ruoarlu nr:duaiunr:turfluna

gnf,otirrudrfircrirhlou"rrrg.C, riuldirrflurnioriionrrnr:anrail:cnr:ilutrfirs

n: : {u1fir6a nr: dn fi uhdofi u druo; uin r r lfrifi , E od,

a16i friqin izsntrrce) inqrl:=aldnrr duairnlrtrororrrirdofiur(fi
-!aru

l. rdoaft m u rufl rlurin ri urf, ru u r ui rn rir ilofi rr{oriu dfi t rr,ni rofi un r

nrirdo risotiruiostinciurirru run: udrf oduurodrrririlofi rr{sliud

z. rCo n: ; {un u u au 1 rt o{ti ru l#fi d on ris ilon'ur{s riu du r
3.rnroahmrrurJ:r:ourto{tirutrirfi auriuririlo*'ur{nriuriur
- -A-- ,---.-.---- l.-r--c-li 1 t ) a o i t4. lilonrsQunqnnrruEolu mroil:ooolruooua?lxfiRilcrro

4. n agnf,nr: uruunir;r zua; nr: rJ : ; l rfiuriu f u u rudr nfiriin r r n r: n a m

firfiua{orfiunr:il:Etu'utifrunn^torilr:Euulnurorururirruauluuruuaciinr:rirrru

tololdn:l#riuador conndolriunarJ:;Iunfiror1uru ua;dnrirrflurmulunr:n:v{u

nerrdsrnr:Iauhidorllqaaor{rdao rfiolfiin:rrdornr:ludzfiudrriouinr:finarr
arJaaaauloioorrin: iiiinr:Clru'urtulaunr:csnun:nriraar:dogafidrdqiirfioadolf,u

aeJaJ
no=nd'srduToolrin:l#rJ:rnno{luronat:f,rf,ur{du1 rioorril:rngoonhllugrJ.uor
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5. nnqilf,omnamilr{n, { rrnoii{ 6rn: :uriruua dr{tun:cilrdufi ,{o

hirfinnr:uonuJiuuiiu#runguin'r:fiu{do Inu{trowrjmarrnororuLl&nciurflruu'ru

drunr:lldoatirlrdrriournnir riu nr:trsnr{ rnrulonr{ nrnoralnuliln:f;nrinr:
I*usnrCoh?t6enr:dolnon:r nr:.urolaoldunnnrf,on uaror:r.orro,oduiiii rfludu

Inorirurror#o6onforhftndrrjrnir uioqnfirrJ:;ir nouiunrrlnritnrinrmnuuru ilia
urrudauouror

-Sratera6l riu {[ui In n ov iu fF t n t : u n'r {t R r : n a ra fi fn n r : n a r a fln l6,u o u 1 ua g

il:cnouf,urdrrilurl6'6iumoucuo{fiua.loon udrnndl#iudranrr hludr dqriu nr: fi
olioJ

qrfioiilofrrn'urfarurlorhnarahfu::qihqrJ:vawiftdorlluu2?r]tnmnarnrrrflundnlu

nrruiurnru#runr:nur" dol#r::qinqrl:vawitouifm rnsfiuo{nrruf;rroletor

{uitnnldoriNirJrcf,ilinrn laoordfu:cuunrrdoarrdf, rdohltdiunlrnou6ruornf,u

nruJq'n'iordf,rrn{uilna drffinurr#udruu:finnrrnr:narnun;riruflflunr{n1:rul"rf,

riluilriuduifnflrulton?uqlliuioh?tirnafo{uilnnlaun:sniahlrfinnr:fiafiulrriion
lq ) vAa
Eorrurll llnsounouduo{Rdurio

n:.rai :lfugrur l#nrirrli "lntegrated l,ta*eting Communication IMC lu
n'rrrlq:irCrunrraarn r:rdorinrrrJ:;cuneruCoirq rfiiaodu ilnlucl dru r$olfiri
atCuaoaadodu rfiarhsiininulunr:ilodlrnr{nrrnola nrrurrnlldsr6ur orrw hi
il:;aunarurhrirnrurf,rruur6oinqrJ:;crrifierrl{ drriu rinnr:doar:nr:nara 6mn

rrffi nr:dom: nr'oahrfirn: :urrmnrafi l#rinnaRrlnuriu{uilnahirrnfi qa d:onr:

il:;aru6rn: :urioiloualnxalo rfioh?rfianrrrdrrimruinqrh:awidzmll-

23.4 iownnrricoltnrlnrrnarc (orr.rrifo qnla, 294 7 :33-35) l#nrirrl5dr

l. dutlonu rtrudr 6rrlnnafirirurhfidrunonrfo.r:reir.r1 {qnno6u
do rl a a n in ldd rrfl u do ii fi il : E a'n in r n g r l u n r : il : s n f,u riu f, I n 0 ro n rc o d x0 r n r : I firl
,-.Aafirrinh tfiolrtnn-niofiu{iunr:Inon:r rirulrqiorf,unr:r5nludnuarcir{1 rdu nr:
aumurruils {aqu nr:il:v1u nlrrrou nr:h?rYunrusi nr:Idmfi nr:ofiil:rg nr:
rhlnor ua:nr:qnlulonron^rtru in1 uitloqnnafiiidoirria 6o lun:ddriturrflurior
6udou nr:lifi qaotirufi suorohiarur:oafi rnerurdrlrl#frufi uacrfl ut?ofi hiora:
urnurinr:nr2ctloullacdrrdl uonornrcfi{riufinrirrtr"tfr1 llrfiuorudnusidnu:nio
riun'nrdoqorll
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z. Couaan rrndoldnt or dorlaaadhiarlr: ollrf, udonarrdrumoa

rirrar:rdonr: il:srrriuf,uf,qfou iru:uurnnlouriulunnrrioafiuorirrr :nria ur1utift ld
rinurrtalulainu doar: uagriarf,udouraruiorriulfnr:fitdrncir: iloraaauolo

uriuJr;mnnruqordnuor;.uordoldrilu a rJr;mn 6o

2.t rrililsn-ur{2umr u'nofllr uuuriuu dr:r ar:rqnru ro;
iilr-uri6ur fifiinqrh:nwirn'orirar: lrlbfitiru riu luJa'e lrlnrnofl1ruorl {aor

2.2 nrnounf:er#oo,rrrnfar:ninrnounffor ua;nrruunf
nrrilnururrilrcnr

. 2.3 ing rfiudoil:crnrrilordtiroonornrdrJdr{iurfi::urro
rdr rorlrdu odr#, ua;:;ulrdo$uril1o

2.3 In:riari riludonxnrnuncrilur fiunioonornrrlrjrir
rl:cmiloonarnraun: dmlu d1o

ri.rd do"tioilof,ur{urufnocr:fi narrnrmuol2: crur:orirdraar:udru
l r ri tdiru datir6 n ui i do i r da rl r r iu q a n a fi n ru o a u iio d r u r rir i?o hi o o n ri zu d o

im qn r v r rurt?o ufl u do d eo t l t m na rn : rc l{n oru in g ti fi {o i r rin dru n r : t u ci gr fi o u
rrftilofiur{nfou'nocr: unrflll,rroiufrlutsr;firfiruuodrr6u}Jdzold uifidoirtiaiilo

fi rLi arut:odou nduurfl r lilr ri6n ft rfu n mu'H*hf rlu urmfofi*rUf A+ ram: fi
hiclrp oi 6ioingln : fiarf uo;Rliluunf inrfl udodirJ:; fi nin'rnlu nr: doer: rnndqn
-1^---- 4 A rtu-oltrnarlr:otfiunrntRa-oulrzuaclffiurtior rirhlnr:iufrflulrJotirlf,npuua;i

rj:sf,ninrtiir ucififioirfina'odorl#lrlflrrior,rr,noi rh1#hiaur:ndrdr#ufirirrlna
dr.rtritt*frtt

3. dofi wr'uri rfl u dolu nr: il: csrf,uriu f,fi nriaouurfi u{na'n uac rrruuri
hlqin.iudtilrlro deuinqrJ:vawilunr:nfinracliluuurordrfr-ur{fiunnirrriuoonlil td
irccdudrf,lt#ldHdudu rdu udurlde uduriu lrJarnof rarrrudre rf,udu niofirfiu
Ar.tilutdl tju:r:ar: londl:rlround urirdslulonraf,rau:romuil:c,irfl rfluCu ilo1riu

a a r u fi o l l u n r : 1 id o il : c rn n d r fr- u r{rni o n'r : il : c n d! tu ridl o 4 r r n u a r fi tr il u u u fi
ra1nila10oonhl6nllnuro tdu 1upfi.l6'fiu grlaon arlnriuiin dldaulrirflu6iodrdro'l
rJ:clrruldotirdrJ:;fintnrn iorqgnrrl#lruuru uifidodrrinluGornr:f 1auo,fiur
dldolh?ruuuaufiunrjutflrturu rdu ur.iurYudrioudaonrurirrnr: drrirlJlfiJrsr.rru
luluumorr ec hi au,: ordrl rrdor rfi domr: rlrsrrfiuriufldrno
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4. dolanr{arf ,fl , dodfiu eu r: o iu ldrilnl, uasriorfi ur InurJno'do

Ianriariurirldrflu zd:ru 6o riaufirfludoiaq uasrieufirflua'oqrJn:oi Inudoiaqorttv

arur:o1#lddaudarorlaun:{ rdu nrnarn uruiraor uiotoldaotirI uioorodo.rrirtjl#

iauriudoqrln:si rriu rvrrJriufinrdur ryrrJi6risrf fldunrnuuni uriudarfin udu66:ou

rfludu rirufirfluqrJn:oi 'lduri rnio.ruiurvrrJriun'ntiius rniorrciuiEri'srf ,oiu,olu

nruuunf ,,uuofuuourf,arnof rfludu Inunrn:auud: dolanfr'srifidoddofineruriraulo
ajie:

riludoyrRrryruo'r?: rirurl#ldriaunir uaud1u'r:ofiaoonrf,orirhjl{fi6uldiru urifi

doirrian'odorl#qrJn:nridluxil:ymmi:rarurw uasdorinaruflunr:1# uncilfludor

ldlvlflrrio,,rr,oui rfluurriruf,iuu luilolriudnoufiarnoildrdrrrfi6ntnnodmlrn

lunr:n'adoduolr,,orlunuJ:srrdrriuf nr:il:cmd!fiuflnuldf,onau (Multi-media)

ldiun:rufiulotirrnfirt ?1{ ril:lcrfludsfiarur:odrqnnluauloldrfluotirrd ,du.o',n
oll i j h 4- i 6 4 6 tte a ! .
lrifilnrnril nrnrndou-1il? lraurdu{Ytflxt:{uJuIr:ui1n uar{:udM:oud2ur2ilune

nouauorciododrnrireld ri:u{ofrfin 6o fin:rr{rurnlunr:finrniuuqrln:oi {fudorfi
neruflunr:l#noufr-arnofiroala'l: uasdorl#h,|flrr,rior,un,noi,fluurdlrtf,ivtu

, un olnd tuon fi I anlin: runu n',, du a',r,ras il: vlr dufru f,riru : suu

6urnofirin (tntemet) Aoniorlral6'oJdr6ou1 uastsnnrurfluriaurd.rlufiinrl:sdriutol

nalanluournndulndd Inudurnofrfini{o66oarur:or{rdrrJ:grrru?iarlnqulonld
o d & A Ayn sy .i q g j a .

ou'r{:?nt:? llaBrilunl:crocIl:do{r01{1lE:ud1x'l:o lnnoulilocrnolul,o{otilutnx l.l:o

doundU,{rh1dlnun: *irumrr:suuonruuErf, nIm:u'n (E-mal)

ioq-A!o!rhrda5. don^r n: : u il o lriu dofr In eruurrut,ului, oulran fi rr ax lilo'r fi tn: : r
iiya4ayJirqi,.tl
fi a r u r : n don a r r f fr nu-nn-n a a r u i o r : r si uo v rio r : r :ri r r a r : hJ {n { u ul r r u r u ld f, o

il:srnvrfion::rfildurnlruraruliluuu tdu nr:ilnil:;1u druur flnou:u nl:uon{tr;1?
)

6sa9aulga99an1:dlfn nl:0n:?Iu1u nl:onumt:f,nl: nlronltx{lrunrl n1:oaufln{ n1:0nn0n::lJ
deaaaead-Yio:nl{nl:f,flur nt:0nn0n:tulcl:uoluil nlt0anont:lJnl:qfln luunu elonon::uudlu1:o

rJ ir rJ : .r dn urj a q r fi l t 1 #fi n m d u rfl u l e d u riu l o n r a u a c a o r u n r : ni'l d.i r u uci fi {o { r rin d s
aa

Yv ac o v , j. 6 I , !
el: uut'lu?u0]fl o rfl Tr lsnouYl: ?lJn0n: :uuul lyl'luu
{a
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1.4 iaqdom:(communicatiur Material)dol$uolrua:lonrll:

IruuriN1 wdoraonadodudnuoutouinr:d,orrotruuacdnuotsroqnfir

dq rinu oi (syrnbots) iio ioa : r8u druiiorniu on, rr., r
f,udrdBlunrrhiuinr: riiopdrEondolf,gn na:idnuorrdur.',rrrruii6rduariuuinr:
eillfluotlu

1.6 rrRr (kice) nr:druua:rnrnrrlduinr: ar:ineru
e r ar - ry t r a ! a j I e

ll{u1;flunursnufll, luurnu tnltu lla3{runon1:t1tlun:sauurnuillmnnNnu

2. hi aru r: ouri r uon nr : h?uin r: (Inse,panbitity) nr : uin r: rfl u n r : nin

ua;nr:uilnnlursrcfiouriu ncirafio {trondr:'r06r1u1:$b?uinr:6ndrlumrcdutdudr
: ro fr rh?nr:uinrro{1ue$dnfa{r?n1 nagilf,nr:hluinr:rCordilqnrdofi da6o{no1

Inodr r u n u rn : 1 ru dru ra n r n r : hluin r : In u: :a rf a rCo fi u in rr rc ldu r nCu u iold
Aa.).

lR:o{uonltdl lluItt2o

3. hiuriu au (variabitity) dnugrst oruinr: fi hiuriu ou du o{riudr{tru

rin r: rfl u1a : rshlu?n'nru'o1a d lru uac adN l: {douinr: wdorfdrarrr lrirniu ou lu

nr:uinr:uasflouo'rufroturiouiiwr6oniuuinr: uo;luuitor{furouinr:rcdolfinr:
J or a

n2uquqomrnf,uirld z dunou a'o

3.1 n:zraouriardon uactlnou:unrino.triiltTrSo,r r.r#o

urlutiiYrriuf,tourinurdlfiriou Iaudoqriuludru nuilnou: ulunr: uinr: d6

tJ doraluaarunohldtrndr Inorfiunrriuf*huu;riruas

doreuouuctorEnfir nr:dr:zc{ogatorqnr1r uncnr:riliuurfiuu rfirh?ldiu{ogarfio

n r : udlt rJ iurll win m lrlHni,

4. hi mur: orfi u lfl d tp"rish ability) uin rr lri arurr orrinrfiu lfl dru iiou

fiudr dhnarudomr:iarE',,aru nr:hluinr:fi wLiiilqnr uidhfinus;nzudornr: hi
rniu ou rc fi r1#6nilop r iio uinr: hiriuuio Iifi 6nfir

2.43 aarurhf,qrcrnuuior:

afin drqn, <z% : 14- I 5) nrir:drnr: uinr:rfl u irrhdq0rluuudruciryl

rur:rsuiRrr R'o nr:hlnaudaurr6orionr:irru'unr:firf,urj:clurfisfi6u lrifinr:- - --'--e-'-

irrfiumulnl fi rJrrarrnuin',rriolrorn:1rn1rua;nrnq:fi lronlu nr:uofiudrrio
aeJa, lrlaa.rljqqaJn-Ja

flnnRorfl ln1 nno{unlturnlrr2uogn?uldxo 0{lrru{:Rturnlruu0l?urfl1ruulo{ oo

6udr nr:trursrl:seuaarurhriclddorfiuinr:fi6 q:6rnr:drovqilddorrirh?rianr:
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J

'x rudl' a'o dolinu rtrodrta-u ua; rf, u qndrln ri nr: uinr: fi 6 rsiruinu r Endrriu lfl d
rhl#r6anr:tr*ir,rd*ir6n uruinfrtifundrluri 1 nruur rflunzrurirdr .r:rerur:o

f,n u rqor n rn f, u dr fi n c ia lC uin r : ril u r q or n rn uin r r do r rl r n fo u fru rir o r Cn r : -

nmriourqotnlrto{nrruinr:rfludrirrfluotirr0rfirlnauluordnr:wdor6orfluaeru
96 l?O'iuFnroufeuriu fiscfurstilolonral#riuqiudrfuufoqqriluEndrlrJ lunr:f,rrrur
a aru drdqrornr: u?nrr orrn'c'Eollfl u z dru lduri

t. dfrfi uinr: fi ii rsrn'a n a orir 1:

z. druinr: lriiwrtlonaotirr 1:

uinr:fi iircri*ralf {iuuinr:fi riauan'ldurinrrua'nunEfl rrlf dnrirdo

6'rfrtluinr:uagudeurudlt?rinr: rilu }JlunNU2n 6o aarurou a1uf; or olc ft d
t. iazruiuruludrfl r?uinr:

z. fi nrrufiuuluuriruuu fi lfiuinu
l. fi azun;iindurncEuiurtoiuuinr:6n

+ fi a zrurh criuhdd LJ6nu ruuauuru

s.fi nr:uonnrimhl&{oiuuu;rirb?ur1#uinr:rirdu

o. iazruriniionrizmrrfi birinu
z. iinrrrSao'rfl rfuinr:ua;ril asr.rulunrrdi

u 3n r : d hi6 w a' w a hi{:-u u in r : fi rTau n n'ri.r i o fir fl #u in r : u a ;
uriaonufi t?uinr:rfl uhjlunrrarfi nrruhirouuararluLin'rnohf,id

t. fi n ruirfiurda{lfiuinr:
z. fiaarurdouainrrlunriauuufi l#uiorr

r. finlrufiauft uruLi0uf,urlfiu?nr:6n

l. inrrrrlrdulodbifilil6nuruurnruu

s. inu uonnrireLlft {6u hiuucf rhfurl#uinrr6n

o. fi n rrrtrno'rfl #uinr: ua;uri:uuulunnii hfii
fi ncimdrdrdu rcrfr u aoddtrtr fi mrnu ru'iquuroa',r,dordurfl unaorn

nr:b?uinr:fiiiuashi6 dsflun.rudrriqotinulnro{Rlruinr: f,irfu nr:hiuinr:finzru
6lfiuodr$rddoufirhiEndrfdndrnr:uinrrfildiuiinaruunnirwrnqiurhduldiuuinr:fi

a I . . e i .'
mu-ondrqiudldu frlfirirtilfinnaruunniuldn'o Qornmrnlrb?u?nr: InudouauoQornlil

nr:hluinrrnlrR2llrnrarirtorqnfir rioh?gndrrc6cneuffu nolcdrrtrldiulr dod
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domr: ft riu qorn'rnuior:ft riluilriodrfi'qddorfi nr:rinumdrdordor rdolfrtrndr

lCiuaarufiurohrrnfiqn

L4.1 ndonr:bhfinrr

Qaru ruril{fr, (2528 zZg) ndrrifu ndnnr:lfiuinr: lduri

l. u dnn u rrcoan doriontudorn u ro{r{RRnril u d:u lnqi n riraa'o

rJrslonfuasuinufi odnr: iab?rfu rsdomouauora:rudornlrxo{rlaarn:duluqi
,

uforfirun }il#rfl unr: int?rlnaanriulan{urdrlaorcnw fi ncrfuud: uonmnw Lir6a

rlrv loniElqalunr:rcsodruaoJrc lonfuasuinr:uduft hi{udunrrirrfi u nrrful dao

z. u f,naaruariTrruo ndrzfio nr:h?uinrrrfrr da.rilfi unr: otirri ordor

uocarirnuohirfi rnrraarunolrtor{uirr:rfo{rl6'rift ru

3. u dnaarutcuonrauinrr ii f,atfrCoriat?uri{u r1#uinr: 4 nnu odr r
lfluoRlfl unsuirrfi uufiuhiinr: hlf,nt'ir-rruurirlnna uionrjurlanalnrlaaaudrludnuu;

uaniHrrnnrjunudu odrufiu ldf,a

4. r f,nnaruil:cil da rirlldruddorn r: lduinr: rsdor lrir rn ourn'undr

rafircldiu

s. u dnn zruccn rnuinr: ii w l#ud{iuuin r: rc doufl u lillu dnuarc ii
rlfiriEld.irurlcn?nrlilluduuJ6owrinorn:hirrnrinrfsalhirflunr:airrnrr;rirurnhh?uri

fl rluinu niofl {uinr: u rnrurfiu lil

2.4.3 qernrnnr:uinrr

,u2::o ufirq?r:or ua3nsls (2547 :593 - 595) qsn1iln1:uinr:tolnr:
rh:nouq:6ruinuh?rl:;aun:rrrlri.tf, ecdorcru'r:orirrauonr:uinr:fifiqomnrE{

hlrripdrlCodmalirrarorm;iorfior ncirzfio tsdowurroduo{nouioRzrrRrnuirtor

Qndr (customer's Expectationsl 1d1u:cdur6orriutiolu::duqrndrd gnfirldnrauirrorll
6iq

uumlrua-arfioafiuqornrtnr:uiRr: (Senice Qnality) ldiunr:rirrouolno parasuraman,

zeithaml tlou Berry ldafiltrrltoluuuiroo{rro{tqCIntnnr:uinr: (Service euality
Model) Iaorriu a'l r?rti'Edirrfl udorrirrdari{uouqornrnnr:uinr: :rduquf,oldqornrn
iin: mrufi gndrnrnrir 15ft ununnriohJd



32

&?tn"
GAP 5

unmtrmt
tldltebr

dedrs t
GAP 1

t"$*,
GAP 2

Trandalin of Oereglbn into servioe qualiU sDecs

frucnrdrguurhndahn
Wod of mount cornmunic&ns

amfrvrrtd2uqear

rn&runnug
rlam$nYud
External communbalions to

Manageflrenl percedioos of orsumer e:pedatins

muarild 2"1 uuuimo{qotRntrro{R 1, u;nl: (Serviceenrality ModeD
j
tlU'l : ltl2ttU ltfl{u2t:U ll0sflOrg,2547;Sg4

uuu 61a o{d{nrirrlduan th{rf u 6lrio{ dt{ (Gaps) s rJ: cnr: iirfi rl#nr:
uinr: hirj:s aunerurlrrir dld

t . dsdru;udrrnaruarnu irfi uf rirtor{uilnnrirneruRrnr irfi u'nrfi u
nnrleo{uiill, (Gap Betwoen Consumer Expectatioms and Managernent perceptions of Those

Expectations) {uirr:orrhin:ru6{R2ruf,railirfiufoiwor{uilnnrhb?iinr1|unrndr
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a?Trnmui{drndmunnirrlrlrmnerurf,urir niu {uinr:orriadrflaoar:h?aarudrdql

fiuaarudga?n6ru'ruro{riirir r,ilua:ruriluciurdr{Inoar:dolnr:nr:qrmrorhltifif,rrn
t tAlt1lfu1il

L dardr$c?r drrazrunrnu irfi iinr#unrnlnu{uiur:fiuulnr! rutol

qotnlilnuuinr: (Gap Between ldoagemeot Perceptions and Serrrice Quatity Specific*ions)

). ) a a g, 1rux?'tEU:il1:rsil:tud{a2lunlRltilfrufiriwol{uilnn uiorrhild6rru"rrrrl',rd
rilulrdu rdu fiuluuruirrcdorh?u?nr:fi:rnriauriqnfir uihildrrqoonrrfiurnorc{fi

,rr u ardoialdluri uliursr

i. dp r d r r : ; n d r r u rn : 1 ru x o { q ol n ln n r : uin r r du n r t hluin u drn'n d,
ril tcap Betrvpen Service Quality Specificatims and Achnt Service Delivery) rioldrldrindu

lun:dfinrinrruldiunrroururloo iiaaruarur:nir riotiriiuhdrcrlfrrin-tr?riil#'ld

n rurmrt 1ufi ordnrr fi rrualf
4.dordN:cildrrnr:lfruinrrfi rfi ntiurirfiuioqarirrar:fi {u?InalCiu

clnRluuon (Gap gcfurccn Acorat Service Qrrality and Erternd Cornmrmications About &e

Service) undaodNdu {uilnnrfi unrn lsuonfi rir fr n lrun fi lrrnc d;n 2nfl uu uirdoldr r
d ) o C r j&a 4 a o .

ilutr|un?ufIunm2lo{ntlu2lnulul,ulatanlta3ltnu SoaonllaJml

s. dordrr::ndrrnr:uin',rfi {rilooiinrfi unrnfiunr:uinr:fi ararir
(Gap Benreen Perceivod Service and Expected Service) {uilnawuliouliiourJildrunnl:
raoa i a a

uAUnr rurnuunlruRrn ldriu:;dutsmr: uinr: fi l#nrnr ft li un;ocil:criuriroonur
4a
llJunomilri otRltil, nlt" 

,r*orr-* ?turol lmJ Berry (1990 : tg) ftnudrnrriudqornril flr:uinl:
aa.J-

0s ruflu 1l lauuo{olrldiu6ninarrn

l. druonrirrruurjrnioilrfl (worrd-of mouth Communication) uuruft fi1fi
9e a I a I A.lao o . e sa a )e a

E:ilU:nl' lnuuxlclnoRalnuou.r{loiltilanor rnua21!Rmr2{ luutRlrlo{Eruu, nl,

2. fi?ludo{nl:dauqnna (Personal Needs) }tu1u6{ fl?1lllnneiltto{

',eai<l--!YecEruurnl:unasrlnnn lauol$narlnqRannil6r?u{nnalo{{Fuurfi1,

3. il:ccunr:oiluodn (Past Experience) rtrudr ilr;cunr:ofluofintol
9e a .aa a I 9i 6 9o a

{ruu: n1: cruolrrilonofl 2llrnlnlf ?{ luu, nl:to{Eruu: nu
I

uORCmU Prasuramaru Zrlirharnlua; Berry ldrf,fnf: Focrs Group tnteniew

rndofinurdrdriiqndrh?nerudrfiglunr:il:;rfiuquRilrnlruinr: Ieurdondrodrmrn{fi

l#uinr:q:fir + rj:cmn lduri q:6eturnr: (Rerail Ba*ins) tr:fiuia:rnrin (credit card)

i.I
l
1

.
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i q:6ruurrhfiirdnnind(so*irio Brokerage) rasltfirdoufrl (Prctuct Reeair and

I Maintenanoe) flanu;loulnudr rnsrqifiEndhlslunr:d:;u'uqomilrnlruinr:uiorion6n
ii , f, r J . a - r, t d tfi othwfilir dzdrrunqornrtnuu;ntt (tleterminants of Servioe auetity) lduri osirJtcflou
ljj'i.,
i loil:;nrr ftiohlfi
i.:i' t. narrrio6olSamhld(Reliabitity)il:Enoud:ur
iir
i; t.l O2luilrillf,Uo ( Comisteocy )

i r: naruCrtrld(oepenaaulity)
!'', ). Rlrnouduo{n21udo{nffino{f,iuuinrt ( Responsive ) il:cnoudrui
:-li 2.1 n2lxrlouuasn?udiulrdrsl#uinuuaEqn-f,nn1
;

i 2.2 rnumonouduo{a2rudolnuirq ldriufi
- t-F. tll, a 4 t -;, /3 U0unno6rRJrftl:flilonra

" 3. t lrroultolflr?uinu ( compet€ooe ) rhcnoudtu
:'

3.1 n?ula?1!fl'ru1:o uacfrnucrorflr?uinrr
I 32 rlluffiolunr:doar:

e. nr:rdrdluinr: ( Access ) rj:snsudau

l.r fliuinr:1#rrar: onoufioo

lJ druzon2ludsnan iacioiro uinr::enri:

a: raariilfiuinr: rfl unnra;aandruiufrl{uinr:

n c fi oarrrfl ut ::uh{uinr:Sndruirrfi uufiu

s. azrufidrurf;ulln:' ( Courtesy ) il:snoudao

5.t olru.rn{n2rrlqnnr fifiiuraror firlninnrnfif,
Cra - t)o a

5.2 tfitnurnunqlruurnm

s.s l#nr:douiudrrurc ar

O. nrtduar: ( Communication ) rhcnoud?u

o. t fi nr:floar:hi{opm{,uourununcdnuscto{{luuinr:fi qndrrv
I'O
tnrx

-- a a I ar -6.2 xnmorillu.UuRounl: l?turnl,

z. ntrrirrdoiio ( credibil,ty ) il:cnoudru

z.t aarrdofind narroirlc

?2 qomutorlruuinr:

z; iordultololdnr:
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8. nzuriuaujnonfio ( soctrity ) rlrgnoud?o

s. I nzuilaonrft,luiinua;nindfiu
g.z nr:inurRludutorpfir
g.g nr:ir::urur:srluinir

g. narurdrlurrufin{iuuinr: ( understanrting and ltuowing rhe cusromef )

s.t nr:rioutflfiuinr:
g.z nr:tiriruu=rirmcrorhldflfuinr:
g.r nr:1fin:rrculrrashinzrurhf;qioflluinr:

to.nlurfl utrilt::utolnr:uinr:(raagiuitity ) rJ:cnoudro
al0.l unalnruqotn1lr

IA
10.2 :lR'rnlu:R'l:lllu'l!du

i a t Ja ) v e
10.3 rflto$ro qilfl:ot un2utiltoulta3ilufluo

icy olo.4 rlo1uillriu:Rlt tt20{1u ff3o'lc

chrisrian Grmroos (1990) ldilnuruacnudr nrrfi Sndrwcrur:niufld'ilqonln
tornr:uinr:6u6ohi6ri, ,flrruunmqarR'mfiqnfirnrnri.rll t Experienced Quaity ) ria

rflunrnrzudo{rftuuinr:fiiqornrt ( Toral Perceived service Quality ) dlarlr:oaftll#

riaCuldlauorf,srnsrqi 6 rj:cnr: ( The Six Criteria of Crood Perceived Service Quality ) 60

l. rfluiioorinuncrinuclunuhluinr: ( Prrofessionalism and skill )

z. riaua6uacnq6n::utolfl#uinr: ( Anituae ad Behavior )

3. inlravaanlunr:nurmcfinlutauriulunr:1#uinr: ( Accessibility

and FlexibilitY )

4. intrurdodouasliarlhld ( nrn"uitity and rnrstworthincss )

s. R?1urnul:olunmltaorunrrof ( Recovery )

6. dsrtim,rnrnturirrdodo

2.1.6 arruf,uelelunrtuiorr

R?rutr'{noler l rudr nartfiln (foelingl fi nau qtrfi o ldiu n a drri on ru

aaruriruuro nzrudornr:riou:r gclc wol-* tdrllulfdzl n':ud, 2538 : 8 )
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n:ruf, lnohuurudralufilnii,fiadurutoldiunadrrirnrunrurjruuru

uf orfl u nll filndu qafiro (roo<agc in felins) d H;un a arri cn ru iaqrj : c ald (dfriu
6J

?rrst2ut2frt, ?533 z 12)

InorirlrJr:rfnwuordr narrrtioltoruqudrre'in ldrrnfrnuorvtrilrrr u

il1rqnfi1xn::ufiuqudldiaduf,au',Crrl".u,,rm:;{utornrrnalauosarrudomuro{

{ui I n n dlrl 6n n a ur d rriu 6o il r ioiulifiia u do u r fii hJri o u ga am : ru I a n nfi d n dr
uqurfldlfiazrrdrdqfiuqnfllilRrrunr:ninrfluorixErlnorjlrr?uqornrnnarn'nhlfi

ilrcfiilinrnurn8rCurudrnr?rnrrmunrnrru rftr iinana'nilr{qn6niln::urnruilrrnlt
,)

riu domrfiudzrirrihrdutmnlrmunr uiuunarurf,urir&fififiufi drqudldnordruur

r6ounoon rfuds qn6llrnrruuinr: (service indusrry) a'rdlno,rfidrfludud.rru-n

qntrrtlRrrunr:ninrlngaqnrrrio nanannrunun:daufruruinr:uriuqudqnrYrnudzufiu
-i4-!-i.yi{-r-r!tfr'r fr u ri r u fi u n ni r r riu I e o fr u riw u 5r u n rn d'n u ai riu iil a qn rr r il n :, r u in r : rf, u

qndtrn::llfuanrr (Non-poltuted iodustry) {ofiirnnrj:rnlrrrto fifiiorj:;rn;urr6rutr
utw:u1 fi r duJ:sruuo1iiifiu6fi rlrtftdoqr raf, adulunl: ilfi {rlfiaft mutouJrcmr
drndra rdu rrniloruinr {r1, ldnfu nfonrjr il:;rnalugl:rl fi6o rrudruuinr:dld
rr ln t ! 1u u o n rn f o lil una zrurfl u rialu drr 611 6r riu rJ : c rm rii r{n u rudu rr ri rriu
_aa{ojr.'qn6rrrlnr:xuinr:iuiluq:firfiiin:rudrdqfu luihlriuuaroulfl n drwrfi uldrmdnrr
nt:niqrfiuIn ddrnr?rrfiundrqnrrlilRtrrnrrnin rduan il orrinrfi u:rnuluarnr:

Aa&laer)
utnud={ 72olo toiultrlrufr'acol cttP iuiludn:rdru 4t.so/o {oit u:irinurftrj:crili (IrB

dt 6:uri,2538:9)

ra:u16wouJ:;m;lnaihlriudrdrriru{r{: ;uunrugilqnlrrifi riondr

n:u16rnr:uinr: ( service eoonomy l rfifi,fl,ruurmnnr:tilraiugncrnn::urioqfiuab?

rflufirn::lndn rflufiumourol#riun:rr{ril:crvradrunT il.f,.2s30 irlirrorgrd.r zlu r
riournnir:roldrdrrJ:r,r#.rr" l'rriulddr qnf,1iln::uuinrrrflugn.rlrflr:urfinriior

fii6n:rnr:torodtgrurnlutsrcd,racluournndaofinruquhildrfrurisriru t 6urr?dr
ll au I a a o rduluuru ro{uifilrcu{RtuR?'rrttrr{Eognnruuinr:hluin'r:rflud:fiudrndnfu qonrn6r

t re e Jcfiuo{dufraurlurilugrwflrluinr: (u'Ru rq6,zsto : 137-138) qornlilR.rrlfuinr:lu
qnd1fln,:lri,rrtird,o{f,unrinlru (man) diloinorinnr:hiuinls (servicerntud) uri

{oiur,riopdh (u'nu aq6, 2s36zt99)

I
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, r* Dririlh (dmlu irar qarru'llloriuri,zsrs) ldndrlfiuafiunrrrf,r
j nahluuinrr (suifrctim service) uianluc'rrr:odrcf,m:ordruin'rrrir,flrd;iwo1r
i, lliohilnofrtrn
.' r. ntth?u?nrrodrlrfiutrru (Equity senice) 6o nr:uinr:fiia:ru
r.

ga-r : : urtruoRln ua;lfluourir

i- 2. nr:lrtu?nr:::adzriuioranr (Timely service) 6o nr:1#uinr:nrr

a dnuorcntuiTiluiuiau

3. nr:tfuinr:otirlrf,uwro (Ampte service) narulfiouoludruaorufi
o a Ja

rlflnln: 2nQqunrotnl{l

' 4. nrtl#uinr:orirdorul{ (Continuous serrdce)

5. nrrhfuior:fifialufirrur?r (hogressive senice) R'ont:rinurlru
i uinr:druiliuror qomrrr hliin:runigdrzrfirtJ6ou t

naruf,lnoh atuneru[u1ut,o{t ru lqnrunrldruininol haplin, (nun:
,
dra;du, ?s37:t4lldhidrfrfiaaarulfirrfluneruf,iintor{uriuuinr:iocoruuinr:nru

rJ: ; aunrr sIfi l#iurrnnr:rdrlrJfiniot aiuuinu lu eoruuinrrtirt
Davis ( drllu 0:, o'r f,3r:, 2si7 :t 4) fi aarur# u drnqf, o: : urfi orfiun aruf; .r

. - le j o I a anolrtouquri fionarunorurufi rctienarufiunsoarionalunrs?un:cloilionrucldld
.a. lJnAqnunrtluil{nlo uiouqu6arrn:otiafrrdrq drnriraldud:urludtiouldiuotun'uolo

r d jy
lud{ilnoffi1:

66ur rliian (2534 : j2t-322) ldnrirzdr naruf;uohuurudlnrrlfdn
a r ia t J r '

r o u r o n i on oh fi iiio o l ti tJ : c n o u unv fr r g r h lu dru i'n 1 i, o r { 1u ua ; rdr l dfun r :
nouduornzrudomr:tostrl#

cood (1973:tg drllu qni fuur 2535 : tg) of;urodm2tuf,{ilolentrodl

anracinfiilrlfrrlnfl?rumiun riod,rrr'rrn::rmn'uqutlfinarudornr: drnmudolnr:riu

ldiununornruoriorunnfouudru aarrrniuafi wfiounr neruf;rnohfi osr6ndr,,u,

lunrmdududrnerudornr:rfuhildiuflnnmnoil.ruom:rumiunrasni'ruhiffunslofiec
oJ
matu

Dattan (drllu c::urfi6n:, 2s37 : te) riaunfinurodlnarufilntomulnnu

ndrdrmuriahhsuluqnan f,oruo riocnrrurndorfinrrdrlilidurdor
;

rrnfi ndreurudzdrrdu oliludaaarrf; lnohiuf, uarruf,ilnuiofaune'
,t -.ie_._Ac j J J - J c. ^i j til1ln1uu?nllo{Uaflnilunofl{lRclurrr ryrwrnatuiciorfod'oiuauttonouflu0{rR?'tu
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dornr:h?rrirlanarfulduirfodo.rrfrilnolwouda;qnnatiouiia:rrunnirrfiuduo{r1u

d ru'oumcrl: c cunrr oiii ldiu

.alu-.aa
nrzinrdszft laruinrf, unv aeruf, lncle

2s.t a2ilrnutorti2tuinniu

fi f,uld: ar: rururiariurfiunzrun'nrfi u ll ft d
rrul{n,u#nrirYrnuinorsriu: lrrisrfinuaoru (2s4j) l#lfia:rurtlroxor

n u r u fi a r# u dr rfl u r? q r r n n r : l#il qq r n lu in rh s n ou o.lur?w Li l da r f,o r dn J r u fr- g e ri
iiufruldrcuotj

nqudl trrilmf (2531 : 37-38) nrirzdr nrrua'nr#urilunr:ucnroondru

arufilnioillairudr rf,uaerufdn,:iori.rdl#o{uuneruuriuouuacnaruoir uciduo{
0 - a - -{ - - ^. ,
riuinlrrlaaotrurln{oon lasfi{odrruionr:uaawqnaafuaquuiorlnfl omerufinriu

anuiauHotirsflunatomr:urJafl2lulrx'rorodorfimil tr6.riuqo,auri6rJ:;irdatol
rrt

uiovqnna riu iluarrrf rJ:;aunr:oflunurirrru canunadou {n{ uasior:uofrflu

rieurlrcnordAUgnurfl Rta2run'aniudorrcsldiunrroouiuuiorln'rrrrmnudufi H
ni ra:rriE Qszo: s) ldldn?1r,ilu'rotomzrlf,arfiudr aaufinuiurilunr:

,,cnlooodo{uuniulrutordarfittiura=riaua6'toulnaaiodllad.lndo dou',rosritu

rlnna n{urlnanrioco ru nr: si rfl udu a:rrfi nrf u o'r r w rf, u hllun r uf udaunio hiul u
y r d 3 a.t
a?unofl.tuuR ln

ululrt i:craiu es34: ee) nriradr aaruicr#uriu inrfluriruiitrludld
lrrln{oonurrCorf,unr:rorhflrfinru uirdorlauiorioutJuf,:firirhlrfinnald nud:u
lnqirinwdodrilfirrluducaroonu,ri, ,f,rdofiasrlouo'rnrruluh dro,nqdiorfiudu'ou
y------A--!,----- c d r ir j A a a ry r ofr'uurnfrwdrr:rarrlaarfiuiofrrlafrrufir rioriundudr dr:zril:;nua (polling) 6lorr
ncirrlddrnrtildlil:ctrue'rfl urado riiodrdqnrrimnr:fi llilnur uacdr: ar nr:u6rn,0oon

a4t
n r r R e rr R-ndiu r o $J : c ruu lu il r 1 riu

{Erttu drno (zszo : zz) ldlfialluuurutomtuinrfulldr narlfiarfu
to'rttlflRaicriuedoIduqoraurie'rJ:ci16:r,ouria;qnan6ndeo dlqoaurin'rJ:;6rde

.rtat.Jrlrlodrl du fiunzruf rh;aun'r:o11unr:riruu uacnuBnio:;rdrulana uavnrjrfii
ntuinrf u lillufirrnrrlafi nnr.rrdo iiod,nr rrdul ruarru! rf, un:;u aunr: nrrdrRu



cprg:r,Flp $r0o3rtr6tF,[ trgrngltugnrcunEr nrnruunErFlclruusu'l]pug]rponpsg

rtsunErnfl (+tusuvl uunlrytnE snpugnrcunsrup plHlpuglroo plgnurculroo og

BrrrtorurgnulotLnlltuunrcu rcnprsrculAui1 (tSOe : OrcZ) u1fogg opb

b ourogn roffrl rorgstonu€nl]pn
lrrutlttGuuursLLurtuuuhalunngrn3r uuuhmrlno3rsrusunrosLuflrrsslrureuuruGlse

ntp*[uu]mrullrulnEt rpngnugrcu]gttuu (6s-8S : slg}rbfoger t1b

gulrs$Bg nos,Ulpugrl npuunLcu]of, 8tofl,uu

sutl Ltgult oo]onpttouosroutug]rpolilrnuoo]uBlt:e rrt]gptrl]s,u ntrtuur3lt.u

ftgnsgrurslgurr,*t Lra:3ulru:urruhglSpllnuoo]ulltcrog]nr]gut]goufr5clug]Lr.

rorrtrfl-cunpnllgurur$slsugunsguL.$Luuullug,trcuufl gunE$orpustoBupgng[es

ntcu:t3ttl x,[nuutouoouultglt:urnxfuunlcuuoxu3,rrtrprtlL3t uungfi]otr]p}tnrp

nErnsruu]3rLu rLLruu (]0I : Lcsz) nors,rln! llsrcbeun rolrnng trlr
p1 g su{poErn:noo stuBSIt[ eto nnf ruumru] s,rr sru]G ropur.rnrup

3uil lul,runrr:3fr lnrcungopt ooul nogtsruognuhrtuoprooul ]pB]gultgopug[nrcu

ntpll,truoo$ upn s,LunEtnx[uu]rrcB rgrruu (oc : czsd lrus]pn prg]ogt

n g sucbult[oEtt 0nsto]ulnousslrru]o0r!,flou3sfuopng r$rl]orrur
! omp nt & 3u,ruu rurytauc0utlD nElf,ln n gnnrc u optr3rr u u u ]tgg B-ucout (uoJssardxt

IBqtaA) L gnoPltruoo luBllstu nEltt . nlnug]trcu- mesrsu]p rorac ucunLr (uolutdo)

ngrruunrcu |gcrpu:il OE. 6csz)nt grugu[ utnl:un cuhnurql naol

oolu Eug3run;p1 grEnr srcuurqr clll:urrru cmo nhunpunprucsg

Er nugsr uniil,l g cBru c rpuumnfi$nog plcptbpru cBru scLB rhrnuncp nfipepgp1 p
guru+gsuctr ]rr 3u]unl0l;s0rynpsenfi$goptlrlumncp rusmosunprl[ur,etEug3ru

nlp t g oit l c r tr ! o rr s sl u u u I rr r s u ] rur gro$p nt r g np n 
Er np;o c i u b n, ng,. o g, n g,, 
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uusprn& pougtgnulpttrurBrgtsrnum rsrnulornug:sp,,usslrlptnsftsruurepl

uurtJtlsrnulsr Llrsnruuunrcu r.cplu (66€-86€ . tw1)rugupn r rB:slr

uonotulBsrunruuoulroo :r lr urrotuBpr:rropngncp ngr

3Un flOu:3ltntp]tEllunsloE:ru$nrnllrcg]srsu]9Btr3ru6ll ]n]llLoogunpgnlp]rlr

uosluBn srunErrglrl@gnrtuuBttB rccruu (8. gcgo los,scD fo gltru:rp

:urcmuI
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ro{qanaltnau d2unzruiarfiufihif,ndrunErflunuruinr#ursilrcorirurrufio{lunardu
3 o r d - I . J ir .J . i a t 6 J
dutr on2l opinion ulunzruiarfi uil:cnmn rto d hit o{uu : rng ruilro{tounnlr ilEru
a I I J) - J . t - C
ua2lxllm{ol:uflrlou maturlouoflo1orr2

dialrpoi udunun (2stg: a7) alrJrfiuafiuauruiarfiudrrilunmrile{oon

il1{n2luftinuion:rurisriuiodrlndrudr uiorrqnr:oilnrrqnusfuutr dqorrrFacrn

nurJ::lfiunadrriulaoior:usi ilrcaunr:of rairrniltmadoulumrrtfr,f,rfrtunl,
J j . r rct, t/ry o a ra I ary

rna{toonrlorrwgnfiowfoLifi ld orrwldiunlroouiuiliorJfrrctrrnaudufi l* aarr

finrfiudorrulhournJarhlnrunrnnal Rlllrlnmaruiariiuorrrhdaudlrrtrationr:ltoufi
t,
IR

amu qnirdaolo rnraor (2s22 :gg) oiurodr nauianiurfluanrninlt

arufdniiniamrqnnaioiirlaiirudr laoii&hiuanuq6n::uotirurdrodrrlaoonu'l

rfl urh rngiorlnnnriod'rrnortu

Sr6ol nriiarr ua; roiu;i t:tuqn, (2s2o: l4e-150) l#ndrziilant

6arfi ulu:lnfi r dufl uru?R2llrinrdumtr:ocuioun-uu'ttu (Pubtic qpinio) drrfl u
o ja a I a t e. r j o f {
if,u3n?'tu[dn rra;nalufiatrauto{nJrstlntRqun2nNl loill3nqu lno2fiulrrcrRufi?1u

cuhlu:cor,.u.rroo d,a',trts,r6 rh;rfiulnfinru hilduurun:tudrwdolrfi uuf,uf o

adr'
a zrunnfi url oul: clrrurft uualurjr roti

6nt'n a fi fi i ou6r ruu riu du o{fi'u n rirnu lu finusr c u aruil : c nr: ldu

l. qr-udrumdrau (social Backgnomd) 6o nriunuiifi 4i, dounnirl

fiu In urir lrJtiouin aruinrfi uunnir du lrJdau rdu n arufi n rfi u : : r dm{gr orqfiu {ori
sA,l?tuuilnuil2uro{

z. ncildrrEl (Rcf€r€occ crrorrys) IaorJnfircniltt trlrlfl uriu nio

n : s fi r e r la h?uri {l n riu n : r u in rfi u fi rin e c d r u' r 6r fi o fi oc 1 : i e u du 16 o dm 6 r l d rdu fi
-ae{--rti€ao.lo4orinuuurhuefiu riluaulrnrlr,raurfuolnl lr{rroulnu2nu unn&Ruuouoilfuar:otsq

n{ufinurolrilucrrinrforilun{udaurorfiRrrrftindrnurom{luncluuasirulufientru
, j . e t 6a - . -n1t1 .u{nqua{na1?loilrilanaunrltl1lu

3. nriun:;6toioluua:n{utoisurt (Active and Passive croups) lnu{
A r a, i
ildu leunsuczurnor{orfiurjrcrfiularlrcrfiuudrtioufrnrrrn:E6oiolurfiufirau uac

riohirfinrflunrlunarh;Iumildluiiqn rarfllul:ofidninoiocrtr:ercurifi fnursilrcnr:

grhhlnurfi udauuiohirfiudrolurlr:rduirrl Cra: rdrufiun{u16oorrfi lrifi uilu'm
Igaa

or ltuflnounuillruI
t,
i

i
i
r



u[t gmntnEt ]nrr]g u[]rrou]o nDrounIogtr]onBlrougnrrugbu]ullt srurytssupr

ogn lorssto uglrucusut nlo:,fr$ngr$nl6rr plgeur$peErrrr,rsoo]rrnyrlnpreronc

Luntr:sftsrumrplnltrsuoo]& ]prgosrunrut ugo3runrup ]prnuuyruoEr{}pns,rul

bgousguuuhmruplntLutur lnr.cu orrnrr.u uguguplnrculornr,runpuuuoungnug

nttutgplFlu ngrlr,prrnrt,rrc spl0SgPsnsruunrcungcogtsgcnrurc

uuuNrorltntprnbu

lolt 0cpnpFlogllot:iltxf 0[oml elornlcu[tpnP3c$rprtnxru9nrcuBrufro,rsruur0

truooplguu]p npngr jtn1trpnrnf cccrpruu]sulounrtrrsF,]ornfnuursuuersrp

ctu sBnLcnurrpuuuugtnr,Dpuogrsrun-uLogrngrugntcuccst pgru n[r ]erLot:tmtrrg]g

m.ustuntrtseurnueunrcuecsrpsrunruusl]Loopn ngnpt lu0muqngg]3uoolrg:un lFl - p E t F-l r i ; i--i . . a

netu{L}toouun uuteuoouon}nrrsrunq}grpnfor.tlncun3nugnrruugclu ilonpno&rs a.Ea.P. lara.laPEa.6:

gntpltngrt3r.r sttrsgtlrooplngurtumr:GntlslnLprl]purcrpusp Lsrp]gugfi,Surp

nouutrlrnrr]r5usLunpl rtonruf urr elsir rrr gu]rg$ nguuunrruugsru

pInrsncpnpuglttrung]oPuuslr :urnp 3tmtll][

LstununolnoErltut.nnun rulrus,rnur1ttocrsengnuunrcunpslug sLu uunrculom$i

!oonssuulrusguoolultrsrusun:nurr]ouu]psr ngttugtrrcuurr]opt

(lueuarns:o4uoguldo)ltgpugrucgu*3tg gg7

ru.utcrlmBe [otrnrcunru

F[nE :uu oornog]suuorpFlngt Llrunrsnnrg3t ug[r$:e:t srt ocpru]rpu$ugsru

Itl]orte3nt]fl,tt:slup,trneppsLu Lsruomoytucsruounrolss[rnp:rnpsgmcuocsrp

stu n;,ngt nogr!,ru uBnuoupnuoo tuluglnrcu:unoprrrculsuxsrnu:uux $nr

sgcllgopggnunpu uuuhmruplrucurnugr,rung n3nugnucuocrlpcru

nguugnrtemrfrpqnrcu c;2,

isloEtl]opu0tcpluonuofl$ ]pn]gul]grrycoprnftrutu]usruoEnuunrt u

oprrrru $gornn rurllrugnrLulof,nlcuugrgr"uFl (B€t : €L6t) pooO

flogptruuqptooul ngrmsu]urtuognplunungr ufu gnpr.nuoogguuunLp]ur

ueolupll3tu og nuugfttcB tcLtuu (€6s:696I) a,to6pqg pu eFug
atts..

uIruouluuuhruunserug]mc u

sun o[rrucuru.u]rtruso]upnsru ounruuunrcg Lrcruu (6I : ,16I) tsog
7/r.P

It
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nfoumqnadrpoafi"dru uacdrfiauLirfiudzo rlnourirfiorurJduurirrlndrnriraldrrac
i ..d.-- ---r s a 4. -.- . ja' 3 a v a ' t t1dfUUl-OqnnAIn2Utunnril{fru nrrunafiutO{[na3{4fl axunof,{mu?nuc{unnnNfl u I

wturch md Ksam (rgsa dndilu loiu riuauqmr uaclrrna rtrnfinriiu,

2529 :o t ) ndrrdr n nunohlua?udo{nu (Need Satisfrction) rfi onludo rn l:'u o{{an a
.l t . a I -----i-^-- -r.-^-^t^v:-i^--a^^-^-<-- i v

flu{nouduo{rdof,?'tullolcro{0mlnaoilu{ {anaxtrlo'luttu? luumlEURllun{Ennonu

du{Atruro{ winch rfi ua{orfiunrrudornr:fi raiutiu tduodln?tudqfi uuahiufi rc

' ! ?' --"1. I --rtflunatlnnltnourtuoliofiulun2ludo{nttn{AnnoOu n2luRrEntsu2ltqnnaol!

di'lrlu qnnnfriidnuu;nurolrwtilulln{Aano{naailuanuostoulljutltl{llronullrou

wotmm (rgzr dr6l1u rriu lrJiuruuri, zs3S : 35) nriredr nrrlffuroh

iluuiir aeruff;n (Feeling) finaruqtdoaur:rldiunarlrtitnrupr,iwuro (Goals) n2ru

dolnr: (wants) tiou:lph (Motivation)

ctaplin (rg68 dNdrlu qnio ru6orqtn?qt,2s4l : z) ldhin?lulrulutol

n2ruf,{r01cl{drrilunarufdntor{fiuriuuinrrioaoruuinlrnlr,rJ:;aunr:oifildiu

rrnnr:rdrtjfieiotoiuuinr:lu aorufiuinr:riu 1

Miuet (rgsc dNdllu iraquf iaf,, 2s35 z to) ndredrrflrutrodtfiEtol

nu u:'nr: 6o nT : afi marrf, uolrlun r: h?uinr: uriil: cnru laofi r dnriouu :nmdrd

l) nr:h?uior:odrlrausnm (Equirable Service) ruro6l nrrug6t: :ulu

nmuirr:mutornrnil Inoigrunfifi dr auqnnurrirfiorfiu drriu il:;trru4nnueE

ldiunr:rl6rin-stirqrirrfiuufiuluu.iryrtornqurro hifinr:uilruunfinriulunr:lfiuinr:

rJ:;rrru rcldiunr: ilfr ffi lu1 u;fi rfi uilrnnqnna'lnollurn: 1 runr: h?uinr: rf, uzfiu

2) n r: h?uinm d", orru, (Timely Service) tf uluo'{ lu nr: uinr : tcdo lu o I
d r n r r l #uin l : d 1 t'r r or s r c do r n : l l? a 1 fl a n 1 : rl q'rin' l ru t o l u ri a u u u n r R il o v o'o d r hi fi

rj:cfiilinarao drbifi nrrrro,.urd.r0sdft{n?lrhiiiuohhiurirj:cntu

3) or:hluinr:odrutotfiul (empb Service) rrrudl n'r:hiuinr:
It ae ao a, a j o

drmr ucfiosiidnuo;ii i ru ru nr: hiuin r: rncdotufi uinr: odruluJ l; fl u (The Right

Qruntity at The Righr Geographical l-ocarion) fi2lutduonrn uionr:n:ltearwhiiinaruuuro

rnodhfiiruaunr:h?uinr:Lirf,ouo ,,urcolrddodttir;nl:aimnarulilq;n'r::ulfrrintiu
irs alm{ruurnl,
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4) nt:hiuinr:odrlioruiol (Continuous Service) uurodl nr: hluinr:
arnlrrrfirflulilodxarirrauo laoiiarl:slolrftorartr:or;rilurfin hiliiinudnnoh
towriaulrufi }iuinr:drwhiniorq,auinr:u,tolafi ld

5) nr:hluinr:adruhrufir {nog*rir" service) utrudl nt:l#uinr:
artuorsfiiinmrliurllrqonlilrasnr:rlfiriihru nriradnriurdr 6o nr:rf,rilrsf,ninrn
uioa:rucrrr: odrsrirurhiildurnCu leollninorn:rririu

n2umuurcmrruf,lrrclc

lnr1ad druiuu (2s I 6 z t46-t4t) lCndraft a2rulu,loroloztuf;lralc

alrJlddr naruf,uolrrfl uarrudarorrnrrirrnro inaruluu:rlud:r1nna lunr:iru
alfrcn::utfioauornrudornrrnrrirrnrurflunnrirtirinaarur'rnohudrwfilndornr:

orrrrirn.rJaoariordorlanalaiunlrnouruoraarudolat:nrlirsntoua;R2ludolnr:

otrriuoo,rdrqanawrinalugnriuurntlurCol#rflufiuouiudrnu riluciruudrtomriu

grio n'ioll a Qs23 : 27 2) ldl#a :rur u luto rR 21uifu rn ole l{dr * a zruf; r
nolerilufiliitirlr?rlnoutfinnrruauruh ,utoomnarurronoufluornzrudornr:routr rh
., A
llilxTnnfl2luq1"

fi fi lr rji66 dfi (2s24 : 27 8-279) ld: ru: eun 21ux u1ot om:rlfllnoh lu
. n!

n1til1{luRtu

l. aarufrlrohlun'r:rir{1uRluuu2fiatol nrfinof (Carter) rurodl
aearJaqsnlilrlRlrt u5o:vdunerufhnolrto{t1ana fruilunaurt 1nn21xdu1c rmcfiaunn'tol

Ja. 'qnaafr iiioqornlilrasdRlrro{rlluriu 1

2. naruf;urolelunrrrhlunlruu2fiRt o{ ruuolfiu (nenjr-t,,) ruroiil
narl{iinfi fi fl 2Trqn ur'oldiunadrdrnuarunirrrru nuudornr: uiou:rgrh

3. R attil'ltt olelunr: rh{ 1un1!uu 26ntol rofiu ari (Emes0 rac lrrsil
(Joseph) ulrodtanrtn:udolnr:irl1 firintrnnr:rl6'ri6ufirfinr:lruud:ldiunrr
nouf,uor

4. nauf;lnolenruuuzEntol rofc (George) uacrolourfa (IonarU)

nurudrnzrufi?nnoltluuufirfiruasrdrhdwrJ6'rifiuuriuh?u::qiaqrl:;ardnisnrr

illur{nrunliurisrcl'noflolu (2525 z 577-578) R?1r[!'tuc1nilcu1r{n:unriurisrfinuflo'tu

tt.tt.252s l#l#arrururudr toh uurodr aulo rouh lilrlr uasf;rh rurodl nah
loulr
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rrio riu6rlf (zsr : 35e) nci r adrdrrlanouutr lduolrfi udourruio
Ionrarcerurrorluoru:rgrhfi aufi o{ud: fi wrirhinzruf;rrolwoutridu rfoo{lu
:;dugr

crfindnufior umdqlfi Int'nor (2542 z27r-27s) ndrzdr

l. n:ruf,uo1rrfiuna:autoraarufilnrorqanarfiuzf,ur;dunarurou
a l. ! r

lfro lutounoflRilrnl{l

2.narunlnshdlunatorriruan-fi riuadouiuordrl::nouirq

3. aSruf,lnohlunrrirlrulfl u nnr rmnnr:rlfr ti6lluii6 uncdrd r eu rfi n

rfiunrru4fih urul#nanouunulutrrluuuirsl nrriirftll
fi aruof (citoo,l966.P.80fldh?azrururuir n:ruf;lrohlunrrrfi mrurf, u

rirunitor{ana iifi ioilri, irq iir'duzdorfirnr:ir: riinlaorirlrldH;uur
ln:d ua;qanof (Price and Muller, 1986.P.215) hlrinwdrnaruf;woh

aao
Iu uun-o : cduroraerufiinlunrw:nuiolur',0fi firuorrinuuuf otrn$rriouu

crnnrrlfinr#utouinirlnl: ldnrirzft tirairmzrufilnohalrJlddm:ru

frlnohlcfirlfrrlnaarfiea2lurlurolrrioauorn:rudornrrrirhlriaarruqtrfluna6io
.AcARlriloun{lu

zsA uuef,nrromqriidrdormraruilurole

uqua ifu (2sr5 : 15) nrirzir neruf;uolorflunarufiilnniorennidfiio

nr:rlfrrifillun1uR1:snfilfiunca:ruiufinrurriur d:ohfn fi narunrsifoiolulunr:
rirlrunururrdol.riloru}?urrqrf,rrulu uaciil:sSninrnErqn finruqtfiuorrfi,lluu,
aci)
xn?luilo li n o{luriulCnarhElunfnouuvru

olE mo{o17r (2s36:22 -24) ld nrirrftneurdolntrirlrrruuqud Inu

ldalilrdon2lurlclnuuafiaroluralai (urrrow) a1illddr narrdoln.,rdul.,rruwqud

uilqflu s:;iu i'rd
l. aarudornrrmrrirrnru rfluaaudoon',:fugru lduri nurudornr:

i!.Aorur:rRiouiwiu fio{oltio uacorinur'l:n

2. n rrudol nr: riua luurrJa aefiu lCuri n zudolnr: fi arruritu o{odr I
riu n l fi n a r u rJ a o n frol u i r q n ruua c il iildfi u fi n a u riu n r l u n r : fi r uu u ac fi iin o { o ti r r
Jc
uun{ lu6l{fix
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Ietftl{totfl{RU

3. n2rudornlrnNri{nu lduri nludo{fl1:a?tuin n?udo{n't:riluriau

4. arrudornr: riu:n'oriorilw lduri nu ruqfi lr nr: ldiun2ruundo{ r m
I

rlaflaou

5. n21udolnltn2lxrhliruri{nu rf,uaerrdornr::;duErqn rf,ualu
domr::;dugr rf, unerudomrrfi ournwhlrfiaaarudrrirqoodrmruaarufiatornu

arfrrri unctlmd(s".rro and sayles, 1960 : ll9-l2l) narltilnnolclusuii
rfi r ua ; rfi u h d w il fr ri6 mu rfu lfu t : q ia qrh : ar Ct o ml rin, o r d. r rr o h l u u u ii ri r rd o

uuriublnarlrclorfnourmudru inqua;iah dralrr: oausm:ruds.nrrdrdu J lur o{

nrld
Iaoutu (wolman, 197 3 :gs) h?nruiluluto{tn2ruiiuoh dr a rruf; ln oh

n'o nerltfnin:ru qt rdo ldiunndrrirnrrnarurirruro domr: uiou: rple

2ss or:inarruiiuclo

urioinrf rl:;r1uga: (2s42: rl) ndrzdr nr:ianeruf;quoh rfluriolfi
uJiourfiouldriunrrurdrltrtar lrJ drilne'winldlaonrrflouo'rumnrlnaofido{R'rrolu
AJtilliirnioliiofrdomrn:lflunr:iio rau 1 odm otirrl:666rur?'irwfinr:ino{ra1suu2m1{

u,inr:ilnurnzuf,urolto'nlonnluuuanrrialdaouruan'anruR:ruierfuror m6su'nri
aJta

atfltvtufl nal2Ro

t. inrrnanrnrionr"nu.uiarqnno rdu firfiruu iifir, uasUnl odrrfi

rfioadorriuiin nr:iinurnlruulvrrrdrsld{ounficru:sf uirirlfirian:rrdsornfiunr:fi
e€a

eE2RUA!rurOUlmUU

2. inldlaouunoonriluorriil:cnou rdu orCrj:;noufirfiu:fiurru nr:
aio
iirnmrufiuaf,uuru$m

2s.6 arruf,ucleroqnfir(CustomerSrttuhcdon)

iit araua{fl2lu uos tttonr-ro thunun (2545 : rs) ldn.iradrnrruf;r

tolotoltrndrdr 6o naruf,ilnOufi uiofiarirtorEndrrdouJiourfiuurJrsfinr;'Rlilnrt

rirl rutollrfinfisrd tddor rl fiufi rfi n rau ir 1{ : cdunaruarnu irtorqndror o ldo rn

rl:caunr:ofdrnolifiudr {ogaornrn'ountin{luuu riracr:irrl nfomnlfluarlt o{

nfinriard{uril nr: lchihiqndrrfianarunauir rfnuuifu hine:}idouaiudrfi r6urau
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n?ruri{ulnrfiu tJ uiu rnlfi{oqaCrndrqorrirroudnf,orcifi rc ldrf, unr: 1r1r3ndr

{rl : ; n o u 6 r n r : ir R r : c h r n : r uiiu oh hlg n dr I a ohln a r u n rn u ir r o l E n fi r f,u
t-a-eJ)u

urr flil[R'mto{fl anrlogtfIoRafio{tiu

2.6 nninrfoduo',ri".,

2.&l n2rrltong

n u d u a r, (communicationl rfu fi rinin R 1, m 1,t dr u n r: do arr I#h?
A

R2luilulgromr:fi oar: llunndrrfiu rdu

oialnrda (Aristotel, dnluor:rdf,u qnlo, 2s47 : g-g) 1C1#n?1ullulul,or

nr:iinurilrlnf,nf, (Rhetoric) uionr:daar:dr n's nr:uarlur iinr:ing.rhiifio{ry

lluuu
rSan-fn acdlof (Ed*nd sapr,drrluor:wif,u qnln, 2s47: g-g)nrirair

laanr:floarr Ao nr:finzrururslnofiqrraqroriorirnrr rirurnuf,ufiqcinuailaohiff,'r

ioazrufinua:ianqfin::uroriaur: ruro{{Rna

aofi:u duru-ag iraof (waroo w. weaver drlluor:diu qnla, 2s47 :8-

sl l#riroiurodrnr:dua',r lrddfi R?luuulunirr a:ounqudrn:;urunr:1notinfi
A.l I a .6. I J A at. r-
lR llto{aul ilu{ olcnflaaornlrtomu0nnuxu-{ nr:docr:tllriuuruRarrucilfrulnr:
a.Jl{uu nlr{R rlnuu rrndr:ar}Jdrnuni Rlrnmuflauiordf uasnqfin::ulowrlud6n

dau-

tmn?llnf urrroonr: doar: rinilrnrr crcrirq fi rfiurdorfiunu doar:

ldh?ntururot orn',,doar:liurnuroluuirluiHl arunurunulura;inqrJ:;awf ludd
echlarrururodr o',r doa',, 6o nr: finisfiu:sudrrrquddruii nr: n'x1 otirrrfl u

ntsuaunlliiorfirl#flruudriu{n?1rrl,'r0cln6nilruudr uauinnr:noilduol,ioodi,
aJiraar.renrunarril:c fl lrira;n r {nrrlntlulturufr o{1u1wo$hoiu'lnorhu iloim

2.Ga arrurhfiqrr.orrdro,,

rl:racmnrrducm

l. nr:iloar:,fl uilcf,odrdElunr:ir:$in lrifi urludnulniiino{ldlnu

2. nr: Coar:dau1#drnuo{f aufiuodniYuiqt
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3. nrr dsar:rfi uilr iothfrqlu nr: rinru r nr:rinurdrnu Li jrrrlfl udru

qortru riur::r imurrnanfirncmalulaE ua;6u1 {rf,udodnr:riruro{naoaraar

a*ld,fl ,,oioru'orhlfi6anr:riaurfi itonlrdual,

LGs udolunrrCcsr:

l. fldwdoar:dorfinlurdrlnrfororCrl:cnoulunrrdoar: itcflunrr

ininorfirfiua{orfiunr:iuf orrn'n nr:riuuf nr:i't drfinaiorJ:vfininrtlunr:dosr:

ruarur:orirtfih;gnil$luaorunr:oiirsl ldotir$uuuau

z. {iirriiocrrdouiriiliircnrnuan fior uiouiunfi fi d:ulu n r: fi ru unf

R 2ruilrllouionarurdrhlunr: docr:

3. {ii w do ar r do r ri riir iiqfi n dwo qi io ar : rn : u r q u dq n a, r, fi rriu

naru{ rinw lrnnn- il: ; cunr: si q nq unni rrriu dh{do ar: hdiqfi ,d.tn drofiunio

l n dr6 u r riu rs rfi rh?n r : do a., j r odu dao fi n r: 6 n eru fi ln dri m fiu n ion r r fiu u rn n d rqi

iiarurl
fIofn, nu{llril n{unnn Nnu

4. {docr:r:dordrcr:odrdinqrh; adfi f,n,turacairudouacdowrtr

5. {iloar: nrrrnioudadalufit til: rsrsri rhinr: don',r rlrd, rlrc2fl

:rnri: uacrilulilnruinqrh;awi

6. {do ar:dorfi rins;lunr: lln ru r artt: olinru r ldru urc aufiu
t

Rlorlrftsqnaa lfiorrto{6t1: douacdolmrltolnr: f,ocrr

7. {rirar: dordrfro'rnr:nourruo{tor{iuar:nnoar2a1 d6olddrrilu

nr:il:sriu^unlrduar: rfirlfftilruiufirntuoorrdoar: uaciliurllluffltrfiot?nr:

do a r : tiu,6" r, ur',, ddu o n.,

L6.4 crdrhcncutr*,ri.*r (fiia::sr raiin( dmluor:wif,o qnla,z*t)

l. {rirar: (sender) 6o {iiriuduRtcuaunl:duultul.t;rflur1ana naiu

qnaaowin: uioaorriufi ld
2. rirrer: (Message) iis doutc.rrtd{,ioar:dslnr:do do,fir.ralr,

drncired a',u'trodoo.rruururioiinaruuurol#rinnerur{rltld
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-. i A t ,-- .. -. 4 a aa i o3. tio l.tro To{tyt'l{ (Media or Channel) R-Or.rumrlxioldmXfrrcrirrOr

rir:e r:trn{rirar:lrJfri{iu nrnrJ:rflorndouiodoryrrurdr riraar:fihiorohJdrfriulda

dorvrrrlunr:doar:fir1nu'ru rriu nr:qn nr:riuu lrJrudrriorr',rn',rdoar:fifr'uariulu

ilolriu lduri nr:firr{ ing In:frsri nrnuunf *as:uuuAurvrofrfin rfludu

4. {iuar: (Receiver) n'o qnn a rion {rqnn afi rfl u uJ rn ulrn uo n'r, du al,
unvrfluqnruruilorumronoon'trdoar: Inurflu{furiraar:fi{ri,rar:urt#Iourirun,ofl,
..4-..- 9c 4-tt. -ryi-r.-.. ---A- --y^^^- -- -.et--e ! 9 e jy.
l,ltoxoilTllil 4:ud1:0{rlJu{1rd,0d1:Trururilyr0cfltr{n?luriunutuasRrrur{rlonum{ri.r

ar:il:varriuioil:r:our

i-aAntvu?un1:doolrnutilil2nonquanl:floil11 sMcR r,0rr Divid IC Berto
i hyae in:su?un1:nt: aoar: ldiiorurnr:lrrioul run: c?i{lu n.f,. I 960 David K. Berlo

d -a i
ll,uul'lu.ldoxo The Process of Communication gedo lddnluroadurndundl dtdrourirfiul

Harruudaovfifrnuarsndruna'rfiuIxraanl:doar:lugnrr:n1 ril:rro{t,{rJrrnurlrlrrna

to.rrtrfioqi e daufl'o Source (uudldrru'nd1t)Messagc (fll:)Channcl (dolrirar:) uas

Receivcr t{iuar:) Iou1d6'nu:tio'ir sucn (Ruben, 1984)

t. Aornil:snout o{n:yu?un1:croor:

rnin rn. ruofln (1960)'ldr{ruurvrqufid{ri.rrvrirar:otirr'l: uav{iuociu uila
4 ty -- -s- --- l r h d , enllUr.ru'ru uasrnl: tnnounilrrl:uuou1{ t: ytflu0 s M c R il:unoud?u

t. drio (sour.el dolrflu{fififrnuvnrru,irurrglunr:doar:Ioufinaruarrur:nlu
.. ,, v -- .- -i-- --t- - --, e-q,---^:-i< L_!,y^ -j_ _q .i a y r a"nt:lt 1:l{d" (Encode) ruorlt't?6t1: uytflunnfi6no{turn-onalunl:dodl:In?luiotit.t6

rfi u a riu dory a d t a a r : fi t v dr uov n a: n v fi n ? lu d r u r : o lu n 1 : rJ fu : s riu r o r do u a rfu h?o -- --- I
t

ll'l u lu rl U u a c.i r uei o : v du n a rrl ft o.r {iu n a oa 0 u du g l u m l r d{ n t u a y ier u r : : u d a on n do,r
s 9e ,t
nuf^r:uo?u

{rilrir:ar: (Sender) r.riourri.rdl?d1: (Sources) rfluqnnafiri.rdrrar:#lm1{a:{

tt#n u I u o v m x do u rt #ajo I ri ni r a ar : ri r u do o r o o r,fl u

l. {uanl
2. n r : t#q n n a iu : o r lu n : fi fi hi 6 rrfl u do ufl u {l #fi u rir

3. nr:t#qnnafildaudriu:or
,t14. 
'.trsu?s'laI
fs
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,aA a5. Sr,roldur

o. qanariatl

7. n'in:

s.d{n

2. {oprirrar: (Message) riuz{ordrudrn't rigdnuoi uaci; nr: rirdrear:

rimcr: (Messagp/ rsdorf,rr:ordrla:raftuir:ar: ua:u:lphludraar: nr:l#rimrrr:

fi6rj:cnoudru

t. dorrrirrcr:

z. tirurj:cnouroqirrcr:
g. nr:rfionlidr

4. or:uoflunr:uaardaarru

s. 6ar

o. nr:lftniuh uio rirrou

z. findngrucfuaqu

t. nmlin::nimur

e. nagnf,nr:frnuo

3. dolnrllunr: dl (ctannet; raurudr nr:fi wcirrirrcr:Inonr:hi{iul#iu
rirarrr: {oqalnuiruil:cdrunf,uftrrfi s raiorf,orduulntierrdo 6o nrrlffiu n1:a

.1 e .g a rr i
nl:duFrf, nl:nllrd ilron1, l6nau

do lm r r n r : du u r, (channeu rfl u rnf o r l' o u f o 6io d liri r ri r r a r : tJ dr {iu ri r r ar :
il:;noud:u o doum

t. orrduarrr;rdruloaa riludosmrrnr:dscrr,ruurniEurh:rudrrqnna

rdu nr: il:;1u nr:h?fiunrusi

2. nr:tioaulaul#douaau rfludorrlonl, duor:fi Arfrqfiqntornu doau

riiorornrfl uif uodduoiduadorfiunu fi uruurn

3. nrrdual:urrouodr"ou uionr:etuarrurrru,unirru, rf,unr: floar:fi
lirlnnn {{rirnlr6n) urudoirufiurirlfirinnr:m-unrrtordrrcr:rurrdr"u, drrirul#
dlu1:on:3c'todraar:lrJldatinnlntrrr fttfu drdorld{rirnaruiniifiarudrrdoo'o

ariuoqulunr:n:corurirrcr:6nionutldriidnuocrriioudunrruonio
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qaa...d.-r_..4--4edjj,,ht,4. n1: non0n: :uluf,u llJuxortytl{rn1: dofl 1: 0n2[ ru wtT2un: e 010ti 1?f, 1: 16',

a J q r a a. - | .9 . a ly j . . I a j
nuln GU{ luunaen0n:tu0sut'r2dlt[r.l{oga2u?1n0n,:uil6o{n1:doirotirl1: fron::ufr
ei
no{n1:doos 1:tflln: yr:ru

- j od a 14 r i iC . o n A j-5. fl o oranm: oun6I ltlulo{1t 1.!n1: do ar: vr lr ri rras rd'u arlut rnfr qnfr rin

doar: rird.ru'uu1#lu il o l riu rdu durnofrfi n rnf o.r lyr : ar: hl : u d ddrf, nm: ou'nd rnf o.r

uumfllrru{t

6. tondl:eitrl 'lduri oarurudrr 21:d't: uduriu luila'a rfludu

4. {iu {neceirer) doqfl u {fi ri'nu rn eu.iru rqlunr: do ar: Inufi n?lu drul: olu
*nl:oonrfd" (Decode) or: rflu{fi fi riaunn^ :vdun?rx uaviug rumrrdrnrinu6::u

.aA9a
riuthurtiondtundltiu6'u{rir6rovrfirl#nr:doflr:n?'nnnlrurionr:doar:riuldna

9o .

{:u'1,1?n1: (Receiver) rflunc!u{iurjraar:firflurflrulru dlinf,nlunlrfirt:ol-l
9 , 9- , n!
ofluoty nl{cl t,o{E:ut,l?fl]t n{il

I. rwrfiuu4irf,i dnuorvndrofiururfiuufiru d.orrunr',uncr6onduafiu rna

fndul floluRutnu: fl olql llosnl:frnul

2. anrninimur rflud'nuflsn?rudo{n1:dluinlo (nludo{nrrnlulu) flo.r
9v,
4:Urrl?d1:

3. ri r u^ u u {a'o a r : do r f, nu r ri r u' u u t o l {iu ri r r a r :
4. liluuu nr: ri rrfiu f,isr rfl u nr: d'nuilvliluuunr:r{ r: rf,inr or{iuri r r ar:
5. firfiesfouo{luauo.r uionaruR'nror{fl,r rioufiociuflnirrar:ornr:r

ul!.._. -__.9 j s a a 4tnun n?1uI n2lUrSO ytftufigt uasn?lunnlr;iu

6. drnrt or n {unu dr: rncr{r LJr6uadorrfufi dnuorcodr{'l: rfl u f,nuorclor
n cju dr nu fi ov rdr }Jrfi u ado.r

7 . ier u t : : u rin d o a r r o c do r rJ fr'ria'or u n 1 u i6r u, : : u t o l uei a s #o r n' u
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trruarnlureoorrC"-,

S
SOURCE

communicatim
*ills

dinrdcs

knowledge

social syst€m

culture

rizudolrirf,l, (c)

Touching (nurYufrd)

M
MESSAGE

R
RECETVER

communicdion
skills

aniudes

knowlodge

social qnsem

culture

Berto ( 1960) rfu drnr: do 6rudlun,su2uR'rrl,'rnndmu 6u 1 riourr?rd uac&dl

C
CHANNEL

| *ts 
I

I '*',r l
I ,"-"' I
l'-*l
f -* |

,*,o-d z: Iuraon'rrdoclrru{ David Berlo (Ruben, l9&4 : 53)

rtd
otiml:finrrrfiof, rusnlurnalurroa=rduaudr rcrfi udrorrfiJ:snouuiasrirucirr

6fi : runr:aruquowiil: c noufi rriuo{dzu ndrrfi o dnu: frr s dufl u dnu: tiounu Source

(uudlrfirlfincr:) fi:ronr:rirrirfiuo{ 6o co.",*lotl* skilts (rinuvlunr:doar:) Anituae

(riauan') Knowledge tnarufl) social system (:cuurYrnr) ua; Cutture (iaut::u) rracrflufi

rirdrrnndr:run'ndrfirirfiuo{ddnu:dz s 6rJ:mgo{ddnu:dr n dufludnu:dounu

Receiver(diucr:) a:ud:urriioufiur1ndr duraardr serto lflnarudrfrqion:ulrirriiul
dumurrrirfi rru'adr: ua: {iuar:ludrurinuclunr: eofl r: riaunfi aaru{ : suu drnu

racimut::, dlri. z dlru LifinluunnimtorRrrudrfnr{,r s drndrauda nrsu?unlt
J----<-:--------!r,- --r--.'--l .ri--s---.-^e----.-d-. -. -4 r €. - . jo s ..frofllrfluoxur:Q2nqilr3drR lu-orauurft1:011n6?a.lr (M) wriiuiriidr I drfrdrf,uo{n-o

Element (riruil:snou) Coment trfiurl Trearment tffirlfrriBl uos structure (Ia:laft.r)

irir6n s rirdrirriuo{n'o seeing (nr:tolrfiu) Hearing (nr:ldEu)

Smelling tnr:l#niu) uru Testing (nr:aiu:a)
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srunEl$b*utEuBsLuuLe!,1suu 6[]tooull:lB33ciutlnl;nr]rtl3LuEltl]geLor]sntcu

$rrlrsLu Lcfttcuotnltlggnmng o9n r"nurllustutntso[3tuEflnlolou,s]ltttuuulqlsc

}onpflouBturtlfltpptu}tl3tu}oltBtcuogn$}o0uostuft*plggoErts:'lgtuotttl,]ttcu

uLu:utttcu trltrttustulo#,g nglLpuulllsulPrtuntupoEtt npuh ogutr ruuhuuuh

ng nosrtgtf, n 3 ss gnuuhgnhr tc nttsotnltlprulrr:uxeu f, Esrt 3urr: 3Fntpnp 3[ttl

spure :3pgnE nrcug brrtllusrutnslolt3rusql;L3tuopEpupuumLcloL]llntLu tLttrl

rnugsruuM uftopp:rrurgsrultt (os : uosq^ac PuPtrtos) ruf,3utnrttttsogtntP sult (X :

rreery cparuqryV) stourun9611u (a8sluaond) :uoo[tugglrllost bctntnugultu (nrtrut)

qn g nurs [u sLutn r slugnp$e1on]Y;rsttusoprtuuppl (Lefl, I lb:gc 9Pp:39
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(chi square) nanr:f,nurnudr nciudrodHrflu{uq'rdiiorq:;rdr{ t5-24 fl rflulaa rilu

rinfiourinitnur tinilnurr:frurliqq'rai ua;finol#Liirndl8,ooo urn nduduodrlriru

luqifi azruf;$roh:cduurnlurfom:rucalaro'rAdBnrulurcil riaunuua;dednu:fi

arrufruohua;RrrrirrdourtrJlfiJ:slorfioru'norrlr cleo a'olirCoaarufliludrunr:

frndou uo;hfarrurjurfir lirConr:fraf,utrrdondof,udhuacuinr: ua;lirdortraqu

unntilduunaruiarfi udurdou{urn; au lndia ua;n anrr if,mu dra zru fiuriu f,: sr dm4u'

ndl6rurJ:;nn:;ranfriurdonrlufinoar: lduri oq rrorunlrf,rlrd:cdunrr;inur orin
uac: ruldfi unniruiu ti*raion eruf; rnoltlu owfij: vnoufi lslu nrr iarrhiruiu

lrrra rrodrerld (2s{s) nqi'n: : r nr: rfl n iu doin gln : riafuac n r: f r 1 rjli
rJ:;Iunito$inilour:cdurligqrn5 aorcirrt rnr:f,nnr: aorriu:rrfiqqiunf nriudaorim

iru:u 3os nu rnfolt'ofilfirfruuuuaouoru nr:irn:rcrf{oqatiaurlnanua;nq6nr:uR'rt

rflniudotoln{udrotirlldao-n' iilo rirlounc (p€rcentrye) nr:irn:.t;d:cdunr:f rldll
il::Iami1la66 iilo drrcfioratnfia (Arirhretic Meao : f ) dzurfiu{luuumriru (srandad

Deviation : sD) rntnndouauun-1rulRun1:nn.rouRartf,ir[uf,:;udrldruil: #:urir

laaunzf (cui sqrure) nanr:ilnur nudr ngin:runrrrflniutio fiaaruf,rriuf,fiu:cdunrr

rirLJlirhclomiriniinuriiinatuunnimfluml{mrt finqfin::unrrrilniuiloinq In:rirri
tra;nr:f rtJlfiJ:;Iwrihiunnirrriu rinilnurdiilnuro{luiuitfiunndrrfiu firqin::u
nr:rfl niuiraing Inrrinrfun;nr: rir lrJlfiJ:cloldhiunnirdu

{di iilnfial{iu eersriinu rnq6n : r u nrr rfl niudouocux grhlu nr: fin fi u I odo

rdofirdrrirtrrttor{drrJ6nluqutinr:6rrdofir1uuon-il:;6rir nrjuri'zotiruflu{dhrJdnlu

gudnr:f,rrdofirlurun-rlrrgri 6ruau 400 Ru rafo.riioiililunr:iiurf,uuuuaouo.ru R1:

ira:rcfdoqadrurlnnauarnqfin::unr:rilniudotorn{udaatirrlda6a' n'a rirgooaE

(Percentage) nr:irn: rc#u: r grlelunrrdnfiuhdordufirAri olil ldcda' 6o ri rrnduratnain

(Arithmetic Mean : X I tizurdo{tuuuln:tu (stardardDeviarion : SD) unrnnaouauufilru
Inunumacounarudtriuf,:crdNd:urJ: Crurirlnaunaf (cni sq,are) nanr:f,nur rujr
nriufraarirlrilniudonrrln:rirniurnfiqa ,oraruln'oinguauilorrirarfiur{ u:rgrhlu

-o.i-nr:dnduhf,o 6o u: lgrledruraor nr:ritniudouralu dorJ:smdrfuf,ilrru*, Cuqoou
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a --.lvt;rucn 2!2eu

lu nr: iilnu 16or nqin: : unr:ritaiuriracu fiun:rrnnrfi ut ouinri oufi u:lr:lilufi
dl o o a

xnBil etu fl ?ulrfl rl nlr nara{o{fl ronr:fi u lmuuofrorio rfl un r:ifuril rlr: ae (Sun ey
,

research Method) Iaui:ruacr6on ftii

3.1 uurirfiurtcvlcp

ruudrfi urmrdoprnhoonrilu z nciu ldrri

t . uu ci rdoq a r loronrrlr nrrilrn r: fi rfi s z{odurf orfi rhn r: iilnu r lduri uril ilo

ir: r rsnar:il:cnounr:urrt ru doprmdo6urnofrfi n

2. uu cir{oqarrnnr:iiurirdr: :r rfi udoxadlonr:iinur rilunr: ianu,fi oonfo
a
lno2

t.2 rh;norm;nrilfrzuirr

il:;mn: lunr:ilnurnirif o'u tinriuufi urnalmufir6um'nur1#uinr: tolrrlonl:

fiulyrorrofiorf,u ludru;ndr$ufi t rdoufiuurou - 3t rdouqarnu n.a2ss3
)J

nr: riud:odrrrlrriunr:ilnurtunirfi 1#5inr:r6onn{udrotiruruuto'rrt{ cln

rinrioqfi uur:lnofi urliuinr: tor aronr: fi u lnsuofioriu lupdt?uinr: i rueu t 2o

nu

3.g ,"ir*:rfi'tflonrrtds

lu nr: iiorir dr: zr {ilnu rliuuufl ou o 1r (euestionnairel dd r{lrfin 6ro ruila ru

ita (ctose-enaed question) [asdroruilarotitn (open-ended question) rf,of,nurnr{olonaru

finrfiudonrrdua'rrnrrnaln ro{rdunmfiulnuuofroriu louurisiroruoonrflu a nou drd
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unurrroldorzaluiuorrdualrnr:norn uurodr runrrrudrfi rb?rinnqfinr:u
o oiat

rasfirrunafi iiionmh?uior:tomrdnr m{{iud.rr rrndouearu ludduruduqfinr: u

fi ua"oauo muinrio lrfi semelnolunr:lluin 1r rrlonl, u'u lnouofiorio fi fi noion r:
o))t.d:ulm{axl2dl:fl1udou2aru

n:ruinrfi u nrrudl aeru{ilniiiirioit r f,oriaundunl{r nlr n a m{ o{ dun r: u-u lnu
Ja

llo:tolr0

frlfiuinr: turudr rinriouiiorrralnofi riunrurlfiuinr:tor arunrrfiu lno

uofiodu ludrqrarfirhnr:ilnur
Ya-JA
{urilrt ilrlltp{ rJnnlnrrrauut}rlrt o{arunrru'u lnorrofroriu fifiCruurir:cdu

rienr?ruutJulrJ

rdrnr?rfi ilronlrnom ru roiir rft nr?rd{fi rririiiufi nmulu lrudru R rr n amuas
{ - 6 a J - a . i. anu doEn, nunnm ro{ fl unuu=u lnouairoriu lui:$co;ru arfr ri-mr:dnu r

d:uncunufltrnaln uurofrr iltiunrrnrrnala drrJ:snou dto tile io lduri

il c ioninfiEqi il riodru: rar ihfiodruiaqnNnr: ia i uriro il dodru n'l:tiqc?unr:rru

---j - r j e ) . , o .aouil I fltoumu?nuto{n6r?uUannxomqu6zodrl
- j 

- c ----i-.-rr-.- -o q o r r e .noum 2 f mtuffiu2tiurslnn:, unr:rilniuriru or: tolnrlud'rodrl

nouii r drortrfio:dunaruiarfiuioihfrodeunaunlrnnlaroraronr:fiulmu
J-

Irortoltu
jtA

nouil 4 {orduollu3oill

Iaoldrtrnuaurnriariluruuu'rR:il:srrsrrir (Raring scate) s :cdu Inul#rnsrd

n r : b?ac uuu lu ruu aouoruft d

saC
:gaua21unnll|u nr:blncuuu
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lunr: iedeuilt nluinr#uioilriori:unaunl:nalatoleronr: u'u luurmfiorio

riudroru#rrr.n#onr" 6orfr, friouldruuuuuia;do gl qanirf,i 5 fl I lluu rm;{fi nou

l#ncuuuirqanirriu I R;uuu arur:oiernilnrirruuuuld s :cdu crnnr:urdun:nffi
,,!UAtu orlu

f,dlotosdoqaiu = ncuuuq{qn - a;uuuirqn

5-l=4
,rt)

fi rnunhiiruaufutordoqa fi s iu uacl?iuiacf,udun: nraiufi dalrirluirfiu
- 3 -e 

)
dun:nrniu : iidul iruauiu

415

= 0.80

rnsrcinr: rnlaR2luttlt'tu

rirrsdo l.o0 - t.8o uurudl fiarufiarfiuo{1u:;durioodqn

rirrndu l.8l - 2.60 uuruiil finaruiarfiuo{1u:;dur?oo

rirrsdu 2.6t - 3.& uuroiil fiarruf,arfiuo{lur:duilrunnrl
,Aaaactle
rirrndu 3.41 - 4.2o uulodlun?lraaluuoglu:snuuln
. i 4 a € d 't - .-j--
rirrndu 4.21 - 5.@ l{uud{ iln:ruanliiuoglu:tnuumilqn

:,.firaaulunrrf ilnn scrroru

ffi iuldrfi rnu fl i't{uurraouorulnuidm urdod
a . ---- ^ a o a- jd --Y--.-4-"t. f,nu rir: 1 loRfl 'tr umfi?1x nqulir dnnl: uae {lu 2coillflu2i,oillilonlrua

{ourtn'uo{tnr:if,uuacuuz?tllnltafi lrnf ou'olunuif,o

z. ilnurffi nr:rirqruurrouolucmrondl: rfiohifi ntuf,atrunruinqrh;aldtol
ao :J

n1:200ll1nu{tu

r. rir{opiildurafi stfl uuulaouoru

l. riruuuasuoruoriuirrlrjtoririlinurernoter: dfi rjfnuldt:fiiluf, rCofi or:sn
AZ

R.llunr{tri1uo1't (Conrent dory) uoJxodluucfrlunl:uffltrliurlludohltiru[dai

n rru rdrl c d r uuaEin teu nu fr q rh ; cwitl om r : i f,o

s. fruuuaouoruduthnrufiluurrirudrtjnnaor (try out) fiufnrioldoa$fi

dnusrclndliulfiuncildzotirl iruru 30 Ru m'orrrirnrutf;oriuto{tluuflouorl lnunr:

ira:rsriurrirnarrrdoriulfiinr:rrdurJ:sfint'uonr'h coefficient Inol{gn:atouulrl

(Cronbach : nalinrf niiatl,zslo nz)
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lnullqn:ftd

, ,iiu a: aarrrdofiold
i.)

k : ilU2UtO
i Vi = nerumjril:2uto{fiEuuurdn;do

Vt = naruurhil:?uro{Rstruu:rulndo

rrRnr: ti'ruagrtlrrirnlurdodsldto lraf o$io (Retiabitity) r lnuuu rrouorr rir

Alpha coefficient ts*irourfiordua:ruinrfutolrinrioufioenalnuiiidailriuri:uncu

nunamtolcrunr:fi u lvruuofrods ldnirf,u o.szs

o. rliurllruuildouo'rul#iqornu racriruuudouoluoriuarr;:oihll#lunr:rfiu

do1afiunr!rfizotirrdotJ

t.4 oraf,urzuraricqa

drl.raoia
nt:rfr u: :u: audoqa rfrorirurrJ:rnounan't:Fnur lurior nq6n: : unr:rfl niu

riraar:tsrrinrioufiuarralnufiiioilriurizu?rflrnlrna1nro{d1unr:fiulnuuofroriu
)c { c a C ) - !
{nm1:f,nu'tn1luun1:lnu:?u:?uto{a aru

.9€I. uua{r,o{alnuqr? lseconaary oara) ldtrnnr:ilnurdopdfi {r.u: aul{ ft d
l. I ronfl r: Rr: il: cmduriu f,rorarunr: fiulmouofroriu

t.z n rir ilon rrilrnu uilR?lu imoru-nuf, uac: rouui6'0fi r6ua{or

l.l r?ouacrndodurnofrfi nI

2. un ritdoq arll l4u' (Primary oara) ldtrnn t: l#nuu cou o rurfi u{oqa rrn
J t i . e . 6 o r "tinrioufiuenrlldaotirr {ruzu tzo daotim laufidunounr:irrfiunr:drfi

2.littu'unr:Eadotornilulut1nfl oriu-mf, fl lanf ,ntotoa:rrilur'olunr:
ROUIIUUdOUO'ur

116 e
z.z Ei,[urnEuuuuurrouorubtfi uuofiidruaufi domr:if,uI

a: -t-[r -U-1t-ll Vt )
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z.g fi u: uu: au{oga laolluuuaouorurilumf oriiolunrlfi u{oq annnrir
orAa
n?ou'r{ildnu1

,3ssr2o rluorrdufl ur zrdogo
Iqeoad',a.-ie
fiflorirrfiun1lfiu:?ur?x{ota r?u:Jwr2al 2l6ou :sndtriufi t fiusruu - 3t

,eaqamu 2553 n.!u

3s nr:irarur{{cgo

nr:ilnurnfid {flnu rldrirruurrouorufi ld: au:eurfiu un rirurn:roaoun2ru

rrll:ofuo:a{:rirr (Coding sheer) rosrjrsu2onoioqaClulndo{aoufr-arnof Inold
hhun:udrdrErlnrra6fi uaclfi imHao-e'lunrrirn:urid.rd

-6Aflontrfiir:otur (Descripive Statistics)

I . nr: ira: rc f{oprizurlan a uavnqe'n: : mr:ritniuri mar: Inol{louac

2. nr: irn : rc rfdog aaaruinrfi ui on r: do fl 1t ril: R a rn 1 n uldlouor (perceotags)

rsiurntndn (Arirhmetic Mean) ua;dauriiuruuuumrllu (Standard Deviarion)
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nonrtilnur

lu nr: iinu 16or nqa'n:: unr:tilaiuriraar: fiun auR'Rrfi ur ouinrioufi uu rreluofi

iiioilriuri2ufld!fl1:nalRtolcronr:r'ulnuuofrorio lffinmriudrotiruruurir16olrrn

rinrioufiuan:lmufiurliuinr:tor aronr:u'ulnuuofioriu lupiihiuinrr iruuu lzo

nu Inuliuuudouolu (Qrcsri@mircl tnr{.rrtadroruilarsita (ct*eenoea question) ua;

drnrrilarurita top*-,a"a que,*ion) r*oflnurrrdoprildn ldnanrrilnur ft ff
l. t nanr: ilnu rdogndruqaaatouinrioufi u:nalnu

l.z nanr:iinunrqn'n:runr:rilaiurirzar:torrinrioufi uanalno

a.l nanr:ilnurn:rufiar$uiontudrfrqtorittiorieuneirnrrnnlaro{rtronr:fiu
aJa
Iiluuo:roliu

4.4 Hanuilnaoumnrn'gnr

l.s nnnr:ilnur'ilotauouuc6offiunr:h?uinr:tolf, tunuu-ulnouofiorio

nrrrod l.t ucnv8ruaurmsfoua;touinrioufi ozmrlmu {ruunnrumfl

i.!tJrrnnr:rlfr l.t nudr rinrioqfiuarrrlnurirulnqirfluuran{l ,6ruru 62 nu n'arf,u

9ouac 5r.7 ro{a{ur rflumarru ftuuu 58 nu n-nrflufouas 48.3 nrurtrdu

4.1

llti ,iruru (au) lmoc

x1u

r€r
58

62

/t8.3

51.7

r2lr t20 r00.0
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au rrd l2 uaer iruzuua; ioua;r o rrinrioufi uuralnu i ruu nnruorg

rrnrlrmd c: rudr rinrioufiuamaliludaulnqifiorgwudm lr -40fl iruau al
nu inrflulooas 3s.8 ,o{ta{r'r fiorg:;rdr{ 2s - mil ,iruau 36 nu iarf,ulouas ro.o fi

org:;rdrl lt -sofl iruru 24au6arf,ulaunv 2o.o fiorqdrndr zsfl iruau 8 Ru a-Rrf,u
Ja
louas o.z fiorg::rdn st -60fl iru:u 6 Ru R-nrflufooac s.o uocdooiiqa fiorgurnndr

oofl iruau s au fialfluloonc z.s nruiirf,u

nr:rli ls ucal fi u:uuavfouaE touinri oufi uan z lvro i ruunn rurroluRlr dur d

-d - - i o , j r i . .a
r rnnr: rlii e.g rtu d'r fnriolrfr urnz lnurirulnqjfi notunrr lan iru zu 66 nu

finrflulounu 55.0 to{a{ul ieorunrndu:d ,iruru 50 nu n'nrfluflou as 4t.7 uavi
doluRlilrfiiu I rdrirr 6ruau n au inrfluiooac g.g nruirdu

cq duan (au) Scao:

drn'ir zsit

2s - 30fl

3l -40fl
4l - sofl

sl -60fl
rrnndr oofl
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43

24

6

3
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20.0

5.0

2.5

t2lr 120 100.0
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Ian

flutd

uito t udr$rr

66
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4t.7
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nrfl {d 4.4 ffirn{ i'ru 2uuas Sooasm{riflioqfi uanzlno {lru nnru: ;dunr: fnu r
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ear
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oqrliqo4 rilln.
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ahllraed

dlun1: uu lYrulro: rorTu nlunanRalryl

(n=120)

nqfin::ror:riloiu
I

t,l?g'tt
yAio
erugou2arunugu

aaulilo:ilt l?al:

: c du a r r u6o rfi uci oa e ru rir fraru o.rilo ffg0

I
il2ulrornl{nltnam

t,AvJotuflonnoltl
r?il (%)

tit ("/"1 rjrunarr (ozo) g{ (%)

eAai
uu{doTruTr I

(7.r)

5

(35.7)

8

(s7.2)

l4

(r00.0)

imqn:vourdur 2

(16.7)

4

(33.3)

6

(50.0)

t2

(100.0)

ivrglvr:fr'ari 9

(r4.5)

t3

(21.0)

40

(64.s)

62

(100.0)

A ld
0urr00:run 6

(18.7)

8

(25.0)

l8

(56.3)

32

(r00.0)

:?lr l8

(1s..0)

30

(2s.0)

72

(60.0)

120

(100.0)

Chi-Square : 2.514, Sig. = 9.7,



75

nrrrrd 4.2r srrn{rflan1:irn:rrrfazruduriuf,:vuirlrnqfin::lnr:tilailldrrar:tol

rinrioufiorlalno drunerr6lunr:rflaiu{oqarirrcr: fiuatrufinrfiuiooarurhfiqtol
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ingn:rcrorfrurludnuouf,rdoul drlrrirrluul{ni{ IaofinlrR-nrfiudoo:rudrdqror

iltf,ud:unrdunl:narni,o{dlsnlrfiulnouoirorBu druninfisrd lu:vdugr (9ouas or.r)

,o{n{txt lduri finaufinrfiuionarurhfrqroriltf,urizunarnlrnnlnro{flun1,u'ulnuuof

roriu dru nfinfisrd lu: cduilrunan (louac z0.t)
loeoJ.a

diofr'rr:onn2.trlduriuf, nudr ilq6n:runr:rilniurirrar: drudnusr;lunr:rilniu
9.Aa4I.a.,elv6dtoo{oqarlracrrrrmdoailqn:rculeiu{ hiiialud'uriuidunarun-nrfiusionrrurirfio4lo$lcf,u

(n=120)

aalsilqnor!rouueru
ltyetr?!u nluoouelJou

-l 9rarunrrr!c{orl2ort
io a

oroso2rqorse ulcu{

rcfluarruAnniuioarrurhfiqtonloda
I

[?uflguilrllolrnom
l,-ua
cluflaooot('l

T?/lt (o/ol

rir (y.) ilrunau ("2.) g! (9/.)

fr.tltfo Inuhiril6ou
A

ROU

I

(6.7)

5

(33.3)

9

(60.0)

l5

(loo.o)

fihflr uiujduundu

,dolr,uen

3

(16.7)

5

(27.8)

l0

(ss.5)

l8

(r00.0)

frrioul drhfir.rlu
,

u1{fli{

l0

(t8.5)

il
(20.4)

33

(61.r)

v
(100.0)

flusilrcurrder 2

(10.5)

6

(31.6)

lt
(s7.e)

l9

(100.0)

o iry.t A
lunil{ llrlJulilou 2

(t4.3)

3

(2t.41

9

(64.3)

l4

(100.0)

t?u r8

(1s..0)

30

(2s.0)

72

(60.0)

120

(r00.0)

Chi-Square : 2.648, Sig. = 6.7t
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idadroeqoalda,,tnuufl?-lllnRlrunoA2rutllRoJt,o{ilr0udlundrnl:nnlRto{fl1un1:ilulmouoirorio 6ru

:mr lu:cf,uql lioua; s7.3),o{a{rr lduriinrrua'nrfiuionurudrdqtolilriudaunar

n r: n a1R{or arunr: u'u lyruuoiloriu dru : ra r lu : ;durjru nn u doua s 2s.2)
i-eoltaao.otiiofro'uurnarlduriuf nuir nqfrn::unrrrilniurirrar: drunrrudlunr:rilniu

t, . - a e o Je a d riolariraar: iinarlduriuddun:runnrfiudonarrdrdEtolilrf,uriruflrrrnl:nalnro.rtd1u

n r : fi u ln uuo irorio dru : rn r o d m fi riu drfiap n aia'fi : E du o.os



u

orrr{d 4J0 u6ra,itflan1:irn:rcfnu rrduf,uf,r;udrrnqn-n::unr:rilniudraar:tor
erirfnrioufiourl2lnu dru:;o;raarlunr:rilniudoqarirear:luuiaciu riunaruinrfuio

nerudrfiqtodhiudruntlunu n nraro{rdlonl: uu lmouofiorio dru : rnr

(n=120)

nqhnrlunr:rflniu

drrmr

drutva;norlunrr
4errtrunrurc{otl2mt

rcfruarrufi nrfruioarurirflqronledo
I

[2uflOlrtllrtounolc

drutar
t2ll (o/o)

tit(t, rlruoarl (ozo) g{ (%)

rioundr r ialus 3

(14.3)

6

(28.6)

t2

(s7.1)

2t

(lm.o)

t -z f,alur l2

(20.3)

l3

(22.o)

v
(57.7)

59

(r00.0)

I -o irlur 4

(14.8)

I
(2e.6)

l5

(s5.6)

27

(100.0)

urnndr I fzlur 2

(ts.c)

4

(30.8)

7

(53.8)

l3

(loo.o)

,?u 2l

(r7.s)

3l

(2sa)

68

(fi.71

r20

(100.0)

Chi-Square= 7.106, Sig. : 9.1,

i.e.iacrnnr:rlfi 4.30 ilud'r fnrioufroanalmorizulrqji:;uvr:arlunr:rfl aiu{oga

rirrar:luuiaviu t- z frlur laoiio:ruiar#uionarudrfia;tosiltfrurirundln'rrnnln

tolarunr:fiulnuuofrorf,u dru:mr lu:vdug{ (louac s7.7):o{a{tur lduriin:rufinrfiu
ion:rldrfiqtorilcf,ocirunaunrtnamto{d1unr:fiulmuuofroriu dru:rnr lu:cduilru
naN (louaa22.o)

l- o u e J t - { o
tiion- t r : onn a ru du riu f n u d r n q En : : r n r : ril a iu ri r r c t : dr u : c u s r a a r l u n r :

ril n iu do g a d r a o r : lu ud a c iu hi i n a r u dur{u f,riun a r r in rfi u d o n r u d r frag r o r il o f,u

deunaunrrnomro{drunr:fi u lmuuoirorio drur mr
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or:Nil 43r uflntHnR't:irn:urfnzrurYuriuf,r:ndrlnqfin::unr:rilaiurirenr:tor

rinriolrfiuelrrlns drudnusrsnrlilaiurirzaurrndanriri?of,uri riunarufinrfiuio
nrrudrdqtorilc florirur{rruRunnlnrorrl'run1:u'u lnonofioEu dru: m r

(a=120)

Chi-Sqnare = 3.O72, Sig.: g.*

t rnnr: llfi n-s t rudr rinriolrfi u:rra lnuriau lnajritniudoq ndraa.,, o.,ndo
urili?on-ur{ludnuorcri,ntirutsilr;ur?rfiaulc InufiRlrn-nuiuioarudrflqtorilrf,u
ri:unrrunrrna'rnro{drunr:fiuhu'ofroriu dru:rnr lu:;duqr (foun;59.4) :orarur
l dr r ri fi n : r u n' o rfi u ci o a : r u d rf,E t o r il o iu ri 2 u n du n r : n a r n r o.rr fl l u n r : u-u l n u* o fio ri o
dru:rnr lur;durjrunaN (looa J 8.4)

ia
ru- o fr' o r : on n z t u du riu f, n u d r t q n'n : : r n r : ril n iu ri r a a r : Cr u dn u or c n r : ril n iu

draar:trndorrildon'ur{ hiiinaruduriuf,riunzu6nrfuionarudrf,a;tooxoiurirufldu

nlrnamuordrunr:u'ulnouofrorio Cru:rnr

nqf,rnrunrrrflniu

drror:
9u
eluoouotsRl'

dileiudcgodrrau

oroiicnrftfefiurf

rsf,uaeruianiuioarrurirfrErodlodo

drurcunrlnunoln
vnlurmr tzu (o/ol

dtet", rhuoorr (ozo) g{ e/.)

rilntirupnr?r 4

(18.2)

6

(27.3)

t2

(s4.5)

22

(100.0)

riladrursilurr?rfi

aule

u
(17.2)

I5

(23.4)

38

(se.4)

a
(r00.0)

rilndruuuur.hu 1 6

(t7.6)

l0

(2e.s)

t8

(s2.e)

34

(100.0)

,?U 2t

(r7s)

3l

(2s.01

68

(s6.7)

t20

(100.0)
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ntrNd 432 llflatHnnl:irn: ufa:tldlfruf,:;rdrltq6n: : unr: tilniud rrar: t ol
o.itrryet-gll.ioa-!ilnilo{rilu2rll tyru drudnuocnr:rilniudo{ar;1?d1:e rnaoTmqn:Et1olAul iunarrr

adtao
fl nmunon?1uflmEro{tilriodaunauRmnalRto{fl run'r: fiulnouofroriu dru: rar

(n=120)

-aasilqnfittrtortruetu
tiyvtl2!1, erilonuol'nu

flnYu{ogojrrnt
A- a

clntro2ilqot;ololgur

o-glov{4,
,!flua2luaeifi uf, oa2lraraqictlueea

Ig2ullcllillmunale

drurrar
7?lt(o/ol

ir (y.) rhunorl (zo) g{ (7")

dr1nflr 'lnolrinl6uu

J
Anu

2

(13.3)

4

(26.7)

9

(60.0)

l5

(100.0)

;01.fl0 uiuj6uundu
.i*

luo llltuor'l

3

(16.7)

5

(27.8)

l0

(s5.s)

l8

(100.0)

q A it J .fuiou"l dllofrllu
J

ul{ni{

ll

Qo.4)

l3

(24.1)

30

(55.6)

54

(100.0)

dl
Tl'$oil1su'l{12{ 3

(15.E)

6

(31.6)

l0

(s2.6)

t9

(100.0)

a irra i
njnn{ lltuumou 2

(14.3)

3

Qt.a'.|

9

(64.3)

l4

(loo.o)

:?tl 2l

(r7.s)

3l

(2s.r)

68

(561'

t20

(100.0)

Chi-Square: 1.615, Sig. = 9.73

01nn11 1{d 432 ilud1 rinriotrfi oarr:lnoriaulrajritaitrdoqndracl: tlndo

ingn:vorurdurludnuowflrrdoq dotorilolrurlnfi leuinarlfiarfiudonarrdrria;tor

ih f,u6iaufl fl unl: n a la.uo rfl lunlr fi u lnouoftoriu dru: rn r lu: cduql (iouo; ss.o)

:o{a{rl lduri finzrufiarfiuioarrudrfio;torilof,uriaunrrunl:nnlRto,trrlunl:u'ulYruuof

rorio dru:rnr 1u:;durhufln1{ llouav zn.t;

rfiof, er:sra2ufirfiuf, nu'ir ilqfinr:xnr: rfl eiuriraar: drudnuorclunl:tilniu

{opdraar: rrnf, oingn:rrrurAo{ hifi narrdrfrudfiunarrfierfi udontudrfiq'uocil of,u

t 6 I / a ,' --deunrrunr:na1afl o{6r'tuR1:uu lltuuottot'tru n'lu: m'l
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nlt rrd 433 urrR{fl an1:irn: xr{n:rrdufu f,: rr irwq6n: :rnr: rilniuri r: ar:ros
o r- j t y e at o ) . J - r e Jo a Cunilolfiru2rl? lnu nluanu8lunlilllnruto{nxl?tlrrlndo?ng lil:fif,rl fiuatrlnnriiu

donturhdqtorilriuri:ufl fl unlrRararo{rfl 1un1:fiulnumilofio dru:rnr

0mnu l{d 433 ilu dt rinriolrfi oanrlmurirulnqiritniu{o{or; t?dr: crndoin g

In:rirriluf,nusrcril6uudoriuruadufiutJur Iaoin:run'auiuionludrfiqtoritofru

dau narnrrna mx o{dronr: u'u lmouofioriu dru: rnr lu :;du gr (flouru 55.2) r o{a{u 1

ldrrri finlm'arfiueioaarrudrfirgtorilriori2unflrnlrnolRtordrunr:l'ulyruuofioriu

dru:rnr lu:cduilrunarr (loua c 24.6)

JooeJt-qe.
diofr'rr:onnaruduriuf, nudr ilqf,nrrunl:rilaiuriraau drudnuorclunr:rilniu

9 . A.doqndmar:trndoingln:rTaf hifinarrdrr{uf,fiunurun-ar#urionrrrdr6'qtoritciu

dzunaunrrnamt ordrunr:fi u lnuuofioriu dru: rnr

(n=120)

a.atgilqnorflnlrn eru
t)rvrl2grt Rnmouolgnrt

4eyrdruntrrrc{oir2sue loca
A<sJ?r{[llrxf,u

rianraunrrolrnolc drunar
rur (%)

6tC/", rlruoorl (q/.) g{ (7')

ftlcrrl Inutinjfioudol 4

(1e.0)

6

(28.6)

lt
(s2.4)

2t

(100.0)

drlcu uiul6ou,io{rujo

IEuon

5

(10.s)

l0

(28.e)

23

(60.s)

38

000.0)

nl6uudodrruaf,ufiuhl

U'I

t2

(te.7)

l5

(24.6)

34

(55.7)

6l

(100.0)

tlu 2t

(r7s)

3r

(2sa)

6E

$64

120

(r00.0)

Cti-Square -- 12.506, Sig. = 6.3,
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nrtr{d 434 ufln{fl4flr:irn: rvrfarruduriuf,:vrdr.rnqa'n::unr:rilniuriracr:tol

rinrio'rrfiuatralvru drufinuorvnr:ritniu{oladrrnr:orndodurvrofrfin 6'un:rrn'nrtiucio

n r r u d t dq t o.r il o fiu ri a u H fl r n r : n n l a l o ir d r un l : u'u ln ou o fro rf, u dr u : r n r

o',nr',r rud a.l+ nudr rinriolrfiualralvruriaulrqirflnfu{orynrir:al, o'rnf,o

ourmofrrisrlufinuorvrluurfioqafirhllurlnl 6or laufiaarufinulusionerudr6'qro.rilofru

deunaunr:narntoircttunt:fiulmuuofrorf,u dru:rnr lu:vduq.r (fouav 52.0) :o{a{ul
19 ad a d . o e q 9 . a i i atolrn uR?runnr?run0n?ludlriqrroliloiuaaundunt:nalaro{rdtufl-t:nu'liluuoiroriu

dru:rnr lu:vdurJrunal{ (foua v 29.2)

i- o v q I t a aa y . 9, c ouionor:otrnaruduttuti uuir nqn-n::unr:riloiudraar: 6rudnusrslunr:rilniu
l-- --r-. j o I d h rd .! o lu 6 d i o oi,o{611,1?ar: orndoourvto jrun luun:rudur{uf d'unerun-nriiusion:rrueirdqtolilof,u

deunarnr:n arnro{rdlunr:fiu'lmuuofrorf,u dru: rnr

(n=120)
aatgilqnnr:ilol:tuo:u

lYvtl?ilI: oluonuolgRlr

-aeyrjruoruto{al,llo't:olnco
aJc
outno:ruo

r v6'ua rruieniudo a r ru ri r ffqto dlo fru

druHrrnr{Rrrnoro drur rnr
ril (%)

,frtenl ilrunarl (y,) q{ (%)

v e At
nuil lxo{nmn0{n1: Yl:'tu 8

(1e.0)

l0

(23.8)

24

(57.2')

42

(100.0)

dunr{orynfralrJlurgn 1
j
l:oil

9

(18.8)

t4

(29.2\

25

(52.0)

48

(100.0)
4
ou1 4

(13.3)

7

(23.3)

t9

(63.4)

30

(100.0)

:2lr 2t

(r7.s)

3l

(2s.8)

68

(s6.7)

t20

(100.0)

Chi-Square = 5.089, Sig. :0.80
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ortlrd 43s ude {flan1:irn:rcrtn:rurYufuf,:;rdrrnq6n::unr:ritniuriracr:tor

rin ri o ufi u ac r : ln u dr u l n ri ur r r o n dn lu n r : ril a fu {o l o ri r r a r : fiu n r r u in rfi u i o

n:urdrfiqt orilriudruerrruRrrnalnrorrnun'r: uu lnuuofioriu dru : rnr

o rnr',r r.d a.ls nudr rinri oufi oamrln urieu 1r qiritn iudoqari rzar: Inofi
.lo

larjlrtrurt'on-anrrldrrcr:firuriior Inoinarufinrfiuionarudrriqtslitriori2ufldu

nt:nalntorarunr:u'ulnuuofroris dru:rar lu:;dug.r (louay 54.7) ro{arrr lduri fi
aCrogq-!

neruinrfiudonarudrfiqtoliltiutiuulrdunlrnamt o{d1unr:fiulnuuofroriu dtu:rnr
'lu :cduilru nat{ (toua s 26.4)

ioeeJta
rfr a n- e r : onn e r r rYr riu f, n u d r n q Fn : : u n r : ril a iu d r : a r : dr u l a rj ur u r un dn l u

nt:rileiudolarirrar: hifinzrurYuriuf,fiunaufinr#urion:tudrriqtolilof,odauHdu

nrrnnmro{ralunr:fulnouoirorf;u dru:rnr

(a=120)
qdv

ilqf,orrrolrlt cru
latral2slr nlule{llr|rro

rf,nlunrtflniu
Ylro{otr2!r,

e-alov-vtgnui2umcmunoa2ruqraqf c{ilcoa

dmrounr{nunom drurrar
l?llt('/ol

iit("/"1 rhunarr (yo) g{ (7.)

rf, on-nn rrlri r rar: riruru'or l0

(18.e)

t4

Qo.ny

29

(s4.7)

53

(100.0)

d o , i,r
fionnnruti, aar:rialrj 7

(20.6)

9

(26.5)

l8

(52.e)

v
(100.0)

ia.rilonnnlux't?f,1:R?1lt

uurlt.l

3

(12.0)

7

(28.0)

l5

(60.0)

25

(100.0)
j
ou1 I

(12.5)

2

(25.0)

5

(62.s)

8

(100.0)

r?U 2t

(l7s)

3l

(2s.8)

6t

(s6.7)

120

(r00.0)

Chi-Square = 3.176, Sig. : g.7t
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; ^ -- a 4 s e t r aflr:I{fr 4.36 udn{r{an1:Trn:rsrinarudurfluri:uil'iI{ilqn-n::un1,rilafuriraar:tor
e.jruAiofnriolrfruarl?lnu 6rufrourarufrfrurrflpriurirear: frunruinrfiueionrrudrrialro.r

flofiuri:unaunl:nolnto{f,runl:fiulvruuofrorfiu druanrufir.rioriornrnr:fra6ruilru

dao

01nn1:1{fi 4.36 ilud1 rinrio'rrfiuastr'lilu6iaulnqiu'ulrilafudoryaril?dr:i1n

fioivrglvr:riari Inufinarun'nulucionarrrirri'qroriloflorirr]^nrn',rualnfloitdrunr:fiu

lvru*ofroriu druaorufiriorio.rmxnr:f,nf rrrjru lu:cdu(r (fouas s3.2):o{a{ur lduri
finrarrn'orfiucionarrrdrf,rgtorilofludrur'raunr:naro drrno.,rdrioriowrrnr:f,o
6rrilruro.rarunr:rlulyruuofrorf,o lu:sdurJrunal{ (fouas 25.8)

iaes| I
r r- o n- o r : u r n : r u dr r{u ri n u'i r n q er' n : : ru n r : r il n iu d r a a r : dr u d o d u' u u ril n f u

fl0{ax1?d1: luun?lutiunutriunrtunorfiusionarudrd'qto.:iJrfiuri.lufidunt:oatoroir
A n J A.. !r.. j a . v c .drunlruu tyruuo:rorfu 6ruanruyrriodolytrlnr: i'ndrrdru

(n=120)
AA'U

ilqoRrruntrrun:u
I1l?alt

yAj
oluooil2aJum

AA'OIugilluotu{l?ctt

: rdu a z ru6 o rf; uri o aa ru ii rfrqt o dle ffu
I

a?ultduill{Rl:nalo
y)arv6r
oluaoluililtor o{ml{nr10fl0lilulu

:2u (%)

dr (y") rJrunau (ozo) g{ (%)
eAaJ

l'ru{doiluil 4

(28.6)

4

(28.6)

6

(42.8)

l4

(r00.0)
A4
?mgnr301utdu{ 2

(16.7)

4

(33.3)

6

(50.0)

t2

(100.0)

imglvr:frrri l3

(2r.0)

l6

(2s.8)

33

(s3.2)

62

(100.0)
A 41
oul00:run 9

(28.1)

8

(2s.0)

t5

(46.e)

32

(100.0)

r?lt 28

(23.3)

32

(26.71

60

(s0.0)

t20

. (100.0)

Chi-Square : 6.469, Sig. = g.3U



9l

ourrd 437 uf,arHnril:irn:rsr{naruduriu#:;ndrrnq6n::unr:ritaiurirear:tar

rinrioildsrnrlno drunmr6lunr:rilaitt{olndrrarr fiun:ruinniiuionarurirriqtol
q r t a t _!_q- ) j a r o o rUtlod2ullrnJRunalatolfllonlruulmutaitorio fruanrufruioiolurlnr:f,nirrriro

rrnmfl ofi l:z nudr rinrioufi orclalnuciaulrqirflaiudoqarinar: nrndorlniu
Inuiafl ufinrfi udon'lrurirfrqto.rihfroriauna!nrrnalaro{6r'runrru'ulnuuofiorio dru

Aa.aorufrriodourlnr:frnirrilru lu:vdug.r (foua;49.s) :ornrlr lCurifia:run'nrfiuio
aeT urhdqtolilofiuci2uflflunl:nalnro.r6rrunr:fiulnouofroriu druaorufiniodoc
mrmr:frn{rililrulu:cduilrunarr (loaaz za.z)

riioir- r r : sn a : ru du r{u f, n u i r r q 6n : : r n r : rita iuri r a cr : dr u n a r u 6 l u n r : rfl n iu
dolarimar: Lifinaruduriuf,riuaarufiarfiudonrrurirdqtorilrfruriaur{flun1rna1Rt o{
aronr:fiu lnouofroriu Cru aorufi riodoumnr: indrililru

(n=120)

nqf,nrruorrfleiu

drzrr:

Cruazrusiunrr

rflniuUogodrrar:

r;fluarruf, nrfruioarrurhfigrculefru

dueaunrirnunolc
r2r (%)

drenl rhuoorr ("2.) g{ (7o)

In2U 25

(24.3)

27

(26.2)

5l

(4e.5)

103

(100.0)

iurluiu 2

(16.7)

4

(33.3)

6

(s0.0)

t2

(r00.0)

drJnrrfnc t iu I

(20.0)

I

(20.0)

3

(60.0)

5

(r00.0)

t?u 28

(zlsl
32

(%.71

60

(so.o)

120

(r00.0)

Chi-Square: 5.863, Sig.: 0.42



92

nr:rrii 4.3E udn rHn nl:irn: urfnllfiuriuf,::ud'nrq6nr : rnr:ritn iudrzar:tor
utit

rinrioufiuatl?lnu d1u:cscnnrlunrrrflaiudolarir:ar:luudaciu fiuneruinrfiuio

R?lUilmqlro{ut tuf, ?u9rfl un1rna1ato{fllonltuu lrutlo:torto 61u do1uililtoro'l
uolnl{nffitnelilu'tu

(p=120)

c',n.',:'r.d l.ls nudr rinrioufioanelnuri:ulrqifi :ruvr?arlunrrrilniudoga
aaasritzar:luttdasiu t- z f,alur Inufiaarufiarfiurionrrudrfiqtoriltf,ud:undunlrnaln

AllayAatro
l,o{dlunl:frulvtuuoiroriu druaorufiniorio{n}tnlriairnilru lu:;duql (lauac aa.r)

,o{allt ldrrri finrrrn'nr#ucionrrrdrfiEtolilofrurizunaunl:nornro.ldrunl:fiulnuuof
.^4-- rr. j a r e o .
roriu 6rueorufiniodo{n1{nuiR'Srrriru lu:cduilrunnlr (ioua; 2r.8)

j_-o e o J t a ar e . 9tiiofr m: u'taaIuduf,ui nud't tqf, nt tunr:riln iutrad1: n1u: curlaa1lun1t

ril n fu {o ry a ri t r a r : l u ud a c iu l riii a r r r du fru f,fiu a a ru 6n rri u d o n a r u d r dq t o r il o iu
rieunaunr:namrorfl runm fiu lnuuoirorio dru anrufi niodouNnr: frn irililru

a-leilqnrrIflorrn etu

drzrrr

drurcwnorlunr:
aavyt
rueruro{or1201,

t
!2uflolfln{Runom

l2tt (o/c)

dr(2") rhuoarl ("2.) g{ (%)

r?ounir t f,rlur 4

(te.0)

6

(28.6)

lt
(s2.41

2t

(r00.0)

t -z f,:Iur t6

(27.1)
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Chi-Square: 6.008, Sig.: 0.114
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Chi-Sqnare : 2.O87, Sig.: 9.13
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Chi-Square = 4.301, Sig. = g.6a

na1.i (flounc24.t)
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Chi-Square = 12.5M, Sig. = 9.2,
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-!1_--._--4,----t1 2t v q v it I - d o ad q a d r
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(23.8)

ll
(26.2)

2t

(s0.0)

42

(r00.0)

durr{oryafrabJtu4n 1
a
rto{

il
(22.e)

l3

(27.1)

24

(s0.0)

48

(r00.0)
j
ou'l 7

(23.3)

8

(26.7)

l5

(s0.0)

30

(100.0)

t?lr 28

(23.31

32

(26.71

60

(so.o)

t20

(100.0)

Chi-Square = 8.270, Sig. = 0.56
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Chi-square = 5.398, Sig. = 6.90
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rorf;u lu:sdurhunnrr (iouas zs.s)

(1=120)
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Chi-Square = 14.922*, Sig. = 9.9,
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Chi-S$arc = 8.352, Sig: 92,
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