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ABSTRACT

The objective of this research was to study the delinition of service desiEr for Hala!

hotel under Halal tourism standards and to study the componenls of service desigr for Halal hotel

under Halal towism standards and to evaluate the demand levet for accommodations that is

speci{icatly for Islamic tourisr. The population was Istamic tourists visiting Hat Yai' Songkhla

Province. 400 subjects were selected by purposive sampling and convenience sampling' The

instrument for data cotlection was the questionnaire wrinen by researcher' The statistics

employed for this study w€rE percentaSe, meatN, standard deviation, t'test, F'Test' one'way

ANOVA and intept interview.

The results show that there are hotets, called Shari-ah, which are for Islamic tourists.

These hotels consist of Islamic operations, &signs and lslamic finance'

For evatuation the sigrrificancc levcl an accommodations, it is found that the tourists

frequently visit Hat Yai once or twice a year. They usually travel to Hat Yai during Friday,

Saturday and Sunday. They spend to or three nights. Most of tourists were accompanied by

RienG, about five tourists per fip. They ravel with their own vehicle. Furthermore, Islamic

tourists pay importance for the irnportant for Marketing Mix, which overall is in the highest level.

When considered in detaits, it shows that tourists pay imporrance for the Marketing mix in all

aspects, ranking for Place, People, Promotion, Physicat Evidence, Process, Pricing and Product'

The service desigr for Halal hotels should bring together all the components of Islamic

operation, design and finance and should also consider in detail lhe demand level for

accommodation that is spccilically for Istamic tourists in order to define a service that meeB

Hald tourism standards

Ke),words: Halal hotet standard, Markctiog mix, Shari-ah compliant hotels, the scrvice design
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{rlr:nounrrl:urru

r
I

I

t

9
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unfi 2

nuil?u?tlololtll

nrriinur3rJuuunr:hluinr: 1:lur laroranrulCnr ouurn:1 runr:riolrdur

arorarfu{SfuilnurowirJ::noutolgiluuunr:l#uinrrL{utuelalanlulefn:ouurarJru
.;.,t

n1rn0{ln0?a'talaouUrJnoutJdru nr:ilnur1rfiolrlurufildiulrotgruornrtsraralu

rtndrmoureluqi f,ininaltar ilnurCruurn:Srulrlurlararn ilnur3illluunlrlfluinlt

I:ur:utrlocdn{urJr;rnaqaf,u ilnurdruil:cclnrtnarou3nl: rnJnlroonuuluinrr

6nri.rd.rilnurlrqfinr:unr:rioufiurtorrinrioufiurnriurlaiufir{rurriolrdurrrnclduinrr

r?olylnI:lu:tfildiuurnrlruo'lttltclalaluttndrmournluqi ilur-naltnt fidoilnur

ilunfironcr:uriltlo unclruif,tfirfiurdolriulrJllUUfllrl#uinrrl:lu:rlsrolantiu

Jrrrnaqaf, u rJrEnoudrutdourdrrityild

z.t 1:fitl:urru
,., n, urr',n{ runrrrioltfi ursrnraluilrstmalvru

z.l giluuunr:hlu3nrr I:qrrllrS o;d

z.e nqin::ul$uiIna

z.s druilrcaunr:nnrnuinrr

2.6 nlroonuuuuinrr

z.z uuif,ufiriutiol

2.8 nroutturinlunr:if,u

z.r ryiolturtu

1 : fi o ft lur ! 6orilu rfl u 1 r 6ru3 nr: fi in tru drrigu rnlu qn cru nr : unrr

riolrfiurluilrlriu{rlrvnounrrirrinrrudrriuriuluCrunl:fl31{R2lurrnnirrlusiriudr
-irurnllvr0n0ucuomrruColnr:tiriuqnrir d.rllah{lnrlrrinnrruil:criuloa'lrfunuahl

Uadrtoliudruinrre rnnr:ilnurgiluuunrrl#uinr:ftlllrlr0lnlaRlolCnroulrn:Xrut 
. ) lt o

nrrrislrfrurararn uuoonlunr:rirrauoJiluuuuinrruuu6aaru tilunrrairlnruiionluri

l#riurinriolrfiorntiurlaiufirdturrioltdulluttndrmournlrqi frirlinaltarh?ilneru

uatnfinuulnddu dl{rJr;floiln1:filulrorirlrJriluuurmrllunrrrinurl:icCrufir{nl#
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.. . r i - - , i , a i- r, - f f ro., a
!HAfil Ifl?r0:0{ruunilo{rYru2nqu{dnunu0n:1o1rl,u1un2rilxtu{?0udnu'Itu2noI:n0

I:{u: !dtcnouCroarruuuruxo{1r{rru uasa2ludrioJtolqrfi oI:ur:udrd

2.1.1 a2rrilrnuro.rL{ffi u

aorfuilnourrinnr: Irurrurnunrrrio.rrfi ur (2545) nr:rioltfi uruliril:crma

lnulCh{rirfiulurro{Ir{urud1 "Irur:u uurods firinu:rfiairrdurcilrcuncuriuilu

rforn-n i dlriru ronrrufl !n2nfi ,i'llfl uuriu-nl6umrquosrfi udrrirrfl u r ur{or'

lr:r r uriqo[6L lu: u (2scz) hfnlururu'irl: I u: u (Hotel) utrudlnnru
y). ^ , l,t I - :- & . r rail:;nounr: ri{n1rrilfi fnl r fi oriod.riurfioui nrrfi vr-nfra, 1?rhil iu;jr6unuluG orfi r{n

I il ,, ., a . )ty
0lflu o1x1t llagu:n1t0u5l rmu2{o{nun1tilnolfluln;tauil1ltiltoo'lR'l:Ylullo{tu0uilalu

r?or 6ncioii ur r ruriulu orarru a'su irui on arur.r ricdriui nrrirrlrfi onrrurvnentor{

fiurvlnleoirirnouuyrurasfieriruinrrrflurruiuriohirfiu t riiou- druiulurjr;rilfllilu

orondrrlef'irlrqrrrriucnruuinrr6uinluunneirrriulurisrtournrlunr:tdu'nurn

riluaoruJrcnounrrfirinl#rrirrfnrirn:rr:rui,rn',lri,fiunil16ou6orilunr:il:cnou

fionrrI:luru ucidrlircucrrnrlunrrrdrvinurunirniu6ourclfludnuuctolcoruuinrr

fi rlnluSrJuuuotur rdu uinrrr{olrfnuuurrutdou (service apartment; tiluefu

qrin:r clourttr (zsso)irlirrlrJrinuo;rlrrioltolrilir"I:lrru- ndrriio {r{r
rln e E do r i r u ri r fi rin r fl u li u ri r rd r ril u ri r n o u u n u biriu a o r u ui n r t 6 w c fl r u 

T 
: o rdr vr-n l C

rdor ornl: su: urfl uaoru Jr cnounrr fi cimdurCoiuririudrmrn{rdrr{n

( t ) iui nrr orn 1, uns mi 0{6u}?rri{rdrrin

(z) riludvinuuufrn: rrnio:cwnallunrr rdrn-nhiriuuilriiou

tr) rfl u aoru rJr; nuunl, dinu rnlur{ldduqu ro! llr t{'ruu rnc'rrfuirdo li
nr: uiur: ion'r: dfi fi r ;uuuuuunulunr:iriiurrudlCfuurnr g rutn'oahlaluriulo

hld'uprfidurlduinr:

z.l.z azrurirfrqroq:ieLuru

o e j- - r r,qrfnrr rlournr, (2550) ntirrdr qncrun: rufi rinu:uiinrudrd'o;iorJ:;rna

lnu s Crufio rarul6r rYrnr uruiautrru laoirrunct6uan'rd
, - . - - a.r - j- t .ll) 6lU1fi:utn0 nn12fl0 n1:l0rqlnu tnt 0{Itnoilnnlltutln!nl:roitl?lu2

tiwrntlrinrrolCua;nrr{muunruluJrsrna rinnr:n:crrorrul#hJ{rJrctrtulurloriu
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nrrl{ 2.1 ilorurrr!oounrrdeirunr:rh;riuurnrgruuinrrdruorrnlroro,orr,tuo',,

rioqirarlurirrnoumluqi drrlouwor il zssr

rirdu ioaorurhcnouorr golunns yaa
flllnuaitfin:/lua:

9rRgr0

I airsrarn I:ur:uurnluqjnrrr
.J&J
lnfl lrouerdo:n

er r.rCouoqaroi

o.rruqfgfia o.urnluqj

o.fl{xal 901t0

elaltvqfltu2oru ilunfluu

089-9595270

2. rlolorrrrcdunrr:

I:urrruraluqjrrur

;a
larYr 9/5 0. flrn?ul:o

i

ar
o.ilmtil0J 0.d{!a'l

901r0

u Jd
qoqTroru rilirfio{

08t-277t989

3. Ixu:uIEu'n --1-
199 o.ururqnfl 2

o.nrnluqj o.d{ral

- -e JqufirEnl 01:rnu

08t-s4r9202

4. Ir urr uu rnluqi eon'rnri t-r o.irrqcroi

o.urnluqj r.c{ral

qolnqual ouqnla1,?r

08r-8974770

5 rfslorurr3urrn
t )- Jlr{lltlJillnrm2tfIo:n

163 rr.l n.nr ]a

o.d{uJufl, 0.flwnl

r{qo?rn1 r2ndilr

08r-7480851

6. Lsu:uln6iurnluqj zs o.duorqaqfin c

.o.urnll|qjr.dwal

qorqprd rturirrS

08t-1913901

nrunum 2553

urnnl: 1{ 2. r udn{d0lu Jrcnounrr lurrntirmou rnluqj f,iu inartarfi riru

il:;rfiuurnrg'ruollrlralnlordonr:rioqfiur drI:quu#r 6 aoruil:cnounr:dirinunrufi

aurronTaurrra;rJiurllrbfilrJuuunr:t{uint:uuultsruuoraranrulCn:0uurnt!1u

ft1:Yl0il?ru?01n1n

2.2 orouumrlrunrrdouiruucrorolurhcmalnu

nr nnrr rioqd a1 Qss4)nri rrdr lufl n.n. zsso fi rinrioqdurn rlurJ: : rn;rynfi u

rrnnciuoonnarqra'unrudrurrioufiurlurj:crilfilnurf{d, rsr,ooo nu lnorCuduornfl
rr.lrJ.;-

t.?1.2549 o.r 34.13% nou1tlrornoutftrmrr-flrn01n! n.fl.2551 flo1unlrornl:no{lr1u?lJn1:
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- .a f ..v. .i .
xului'?liiuiu rf rlfi f ru rutouinriocrfi orerontiuJ: ;rn;rl aducrnn; iu oonnaruriru't

il:;ursr 50o,ooo nufinrfluo'nrrnrrrfiuInil:cu 'nt 20 o/o#.rdti.rlri:lrdrn{lil:;rnarlain
. A i , .. a .l ..- ,. - 4 J I a. i t, y
ruguRln0ucl rru rrrarfio 6uInfiriu 6ur6o riluCu dlidtururinrioudur:uriuudr

t y c . j 
' ) a ay,a

!'Ifln21 2 61ufiu fllun{1ult6tu1nltno{lilu?flrgilrilnlrx0ttlru?rlnunl{1 ln!nltnlilun
J..ir

n a r{ m f l u n u fn f r u r n r g r u n l : ui n l r il o r rfi u rl #a o n n do r riu n ri u ril r u u r u i.r n ci r r

u0nl?rfioe lnnrrdrrcuordumrrrioudurlurilhluririnriorrdurntiuJ:;rnrryaf,Icrn

nsiuo0nflnr{udrlufiortolorurr66oriluihf,oudndirirurlrriqlunr:6rqnrinrioufiur

nriud fiuinriorrfiurn{uil:!rilrrrlfle!inrrrirrfiuiinuui6uri.rqcf,unrukinrourJfiri6

nr.irrdnnrr;raurodrunirnio CruruqdluiinrJ:ciriuhi'irwrflulurio{to{n1tqilInn

uiouilnnfrdruudrricloutlufirfimruroqri6uiodGunriu'ir *araro- riu,or,,arotrrr

fiiriqdnuoia.ara6uiluorrr:firyaf,urrslodrarurrouilnnlCotirrrJaoariudrnr:dqrail

rinrioudurnrirryairhir6umrrurrioufi uril:crfl fililuu',ndutf, inruirrilulunrr
rn3orcoruilr!n0unrro'ntlrarornhlirfluuroriuarrtrdolnr:torfnyioufiornt!uryaiu

:rurrrnrrair.rnrrurdrlrriu{rJr;nounrrdrdrur?rfrrfluiflrtuinrr InudorrrTrlodc

fout: : rnr: ui Innorurrhfqndornruucinarcur6snru

uonrrndruoru rrudr ornrr aorufi iuilrturuorur:dolinr:nnudllfi

avornircfiur ua:qnarnrflrlu3nrrCoriqaindnusrcfi6dluduuiula irqutirYuriuf6
o jag a j o r

runEirTrlotornr:uinr:fi 6fnq6ufiriuril1rorur:iiar1uf,n f,Eo10 unlqnqtdnuorv

rrudrrJor'ucnrnurndoudur6n riohirfianrrurioriulunr:rrirlduinr:tracinrruf,r

nolo :rro'rnr:nduurlduinrr6nluouran nrrtfiunrrudrriqiio;rirhirJ:!lnf,lnuido1u

il:cnounr: o',n',, o',n',udiiaunrninr:ui nrr dacarnaururiu,ilr,fludolri lrriour

{rlr;nounr:Crurioufiorlno,on,r{rlrrnuunr:fiuorrlrr rinnrnr: I:lu:1fihluSntrt 
ar. LI j y- .

o1x1:alalnlfiiinrru!n:rur{rhfiurioiurasilM:0hluint:mririnrioufiurn{urlaiulC

odrrondornrruuuiosi6rscnraur6anru 6nrisrilunrrrn'ufinunrnnrrudrriuCruntr

riolrfior.uolJ:srnalmulunarnlan usnrrfioornfltunrriruj:vrntr{rrhvrnaudrtil

riohtfioolurioriulurinriorfiornriurladuluriourorurnrJrunr:uinrru'tr',oruru ,iu

nr:vioufiurtorJ::rmslnuduwrilunr:duaiul#rJ:crn;lnunarutilu1e rururJnromrs
. - -, ) ' ar.i

allui uunilo{lrru2nQurldau luxqe

nrurr;:rrtiqo$fi nrruiurrorrin:maur6aarrl 254olCidruuetrntnr:
r, q e J rY I

2n6ltuunlrgtr2ndounl:rur0tflanRu.ill61n1n ttagn1, ltlflr0{ilu1trrur0{g13t1at0{
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Rot!flrrunltnat{6da1r,u?i{ilrstnalnotlncldl#dlirfinRru fionr:arnra uurudl nrr

dli u n r: 1 e 1 fi r6u rr?o I riu nr: }{n r r fu : o { 6 1 o 1 n : u6 I n r: oq qrn n r r u nr6 nl #ld

tniolulruiurosararnttrindnriorqi nr:il:ctrd!rtud uionr:hluinr:otiulnn1Ufi

Rorcnrrunl:fi'ttiun ttncluilu?nfi 2 dofi S &ndrrdlRot;n::unrtnarl6flaruttiltil:crnn

lmuirirurou rirfi ntruiun'nroulunr: riru unttacil:cnral{u rnr g runinriorqiararat ol

rJ:;rnal#qndosnruunrirgcffiuilIaraur6aa1u Iln3u1nt1ruarnalriforrdlcioua'nnri
r j 

- -. #ldraiol,u.tuElalnuriHdnriorqiararnriluuil rultu iur old'ldu10da1!Yl0uqln t

:3uutlu01a1n (Hatat Accreditation Body : HAB) rn'0l#Orriuroqrdurjrulrufintl0flou

iu: olltnr g runinrinrqiarn14il:!tllu{rurrn;rirriuqllaild?urludrfiurdolritnrr

riliulrumrlcru6rnr: erarnh{arlr:oirrfi usruh{cluqnf nnnuurn: ! lufl anfiuq{

a1a1a

2.2. M ru n lt slo rt r t or o r oluiloyiu

drfnlruurn:1 rufi udhrnun:uacorur:ur,i rila (2554) ndr16slrn:1ru

arnrau?i l,f ir ilo lriu orn lt elnln (Halal Food),ilr,i o'riildiua?1ufl uloodl{Ilfl 01n

cYlnulnulrjrfiulndlrrlnuqrrildCrriludosuilnnorur:orolatrirrfuui{rJ::nounr:dl

dosnr: ainotu r: ataradruriruuril$u3Innqaf,ulurJ:ctnattasHf,nrConr:dloonlu

narnlnnrlaiu ,ir1iludoqh?nrr!auhodrloilfritrncdrtfiun:;Urunr:n6norur:arnrohT

qndomrlriqffarcur6caluun!rsrfiuuRosn:tun'l:rinu6carurrrilrJrsrndnudrCru

nt:iuror sln1n il.fi.25,14 llagcfufi Z n.a. ZSqS Inoirunlrn:?lcloullnciu:olmn

aurnrtlJnlrnarl6cnrutt?ilil:ctn'llnuiltoflflsnt:Un1:6flnrurj:cdrfril,lin[drucinrd

urnfiloiu: olarnrail:;dlr(rc1{ "rni olu uruiu: 0{e1n1n" t:Colfuoqqrnl#ld

rniolnurudlnrirrlrnRu;n:runrrna1{6cnruurililr;rnnlnuriou (rlo z, {s a rill

rcriuu) J:;oouriurJrcrnalmutfluuxrilnf,norur:ficlrritylollnnnnre lnnr1a6li

rl::rrn:{uilnnJrcuru 2,000 dru audrrfuolillttlalailrfludourlnltnaln

(Marketing channet) ddlriqi{ilruilfllfludlrtluCorilnurnnreolillttlntntilord'udruuril

nunnm (Market Segmentarion) lrturndu

ilryiunraflural6iuluurudlraiuqnalilot t llolt''1: r,o'to,cun',,

droondruluurgirndrliluuurrJfiri6otirrliril #lluCrunr:riaurinqfiunrrdlraiu

{rJ r v n ou n r : n 1, 1tfl ?{il 1n a rn ua c n r: rffl u r nn lnnr : iu t o {u ln : I',lu a r a r al#riJ u d
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rjrrio6oosuiutol{uiInn#lluilr;m; ttnsirlrJ:clilalcurirurrurirdluortn:ttiurol

ruavoqgrnlrtldrnioruuruiu:orarararfludrurcnrhdtololrin:arrrur6rrarutrirriu 6o

fi0l!fitt!n1:nat16aarlrtrilil:crnalilu ltorRilsnrtrnr:6taruil:s'irdluin o1il'1,01n1

n6 l tfl u rii o l t, o l R l r l i lu u'otta l n a J r c l ut rf i ru riu t o l r dh u fi o rl rr h u l$ui I n n

{rl:l nounrr uncil:;tnrfi rh ncirrn'o

I ) qaf, uldui InR0.t?r 1, Elalniir{olCdrqndornrurirgo$f, nrcur6carufi

qorcirorurr qnqtourrio rJaooriuornf, rdolrtrunrlaraurdrnru (01rolJ) uarilrJuriou

cirrt

z) (tl:rnounrrlCiuHorl:clominNl:fi rloonrcilfn6lnr:nino1xr: ar

arafigndolnruriolq?araurdaaruuacilfir!6nrurvrfiuURflsnt:rln1:narl6anrlttill

rJ:sryrrlvru'irCronr:iur olatnrnsdrltR j snfnnaonounrru3ur:qun1r{olil1to1u

umrt'lu01n'la

l) rl:crnafifi lCiufl arJ:cIoililunr:r{ourra:u5fi olnuigurnhfnrr

dlraS I ariu aq u nrrvinrurqadlu nr r u0lnrnodrlnr ueoor#olrdrrnrrriou rinq6u

rlruiunr:nintou$tJrlnounlrnltnolnlla;nr:rJiurJllnnlnnr:iu:o{'!mt!1u01il1t

orara" torolr(nrmcu16aa'uriiotiloonorurr oraradnnrelnn

2.2.2 R2'lUtlulwo{0lola

-arora-lflufiu.n1nn1u1o1rin uuruRrru'ir ntrnin nrrhTuinl: uionlr

,irr,rriruln1filri,ilniorioJ0!6t o{tl'ldu1r'lndrald'ir"o'11'l1re1a1a" 6o orul:fil#dru

n::uiilunr:rh nau il11 ilrcnou uiottJranrtnrumaurirycfiarflunr:iurj:criu'irrlail

Intrrirlrjarur:ouilnnorurruioqrllnnfiudruiouinr:irlt ldlauafinloilcrurro

iYlrnnn6nrisr.ridrrflu'otara"uiolrir?ulCnrnnr:Jrsriunrl*t1n1a'fifi1u:lvioreirilu

drriry
.roi uonr.,ue1ala. 60 rni slrurufi nEcnr : unr: dhofi rnr: aratotol

Rot!nrrunlrnarl6nauttriqJ:cril11lilu ilSoRucn::unr:6anruJrcdrdltdairlt !d

or1qrnlfi{rJ:cnounr:rfi nrrrJ:criu u! oucaluu snrnti ondnrisrq{l'ti sfi cnrrlallnuld

fqinruidfirndr ..ernra,, dlriuurfl unruroruiu'ir J}rl.> nrulunrou*ruduutultfl un

rluudlnrourilunrotdurrur"'o ltYn,ororulutfruturuirilirtul.nolsn"rlnl'nn1{t

6aaruurilil:ctnrllilu"Inurniolilurua'lnciradrcoonhlriuflf,nriorq{o'trl't'uu"oiuo6'

ninrisrqisrnraua;ui ordoriniorarafi rirrdrrlndr$Jr crilr riluCu
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2.2J ilrorg ruormrnoro[ionrrrioqiiuu

n:unrtrioltfiu? (2554) nriradlorur:arnra a'o otul:fi{riudoarcur

6coruarur:niurJ:cmruldnrlunriqn!fitorartur6enru Inuour:n'lnrirrdolriluild

lrjrfludun:rucioiinunsilrraorntirunrutorfilii;raur6anruriruu3Inn orfi ,r'uqn,
t - tl J w /1r,, a t, 4- -4--4-.ie,riiodnirdoonnru riiodninl!Hlufi1ilionn1uilonfll6lu1 14rotar0{nuilrjrl2u}lrlU

u0an0aodt2ufrlog6olnrunr!u2un1tHafl nlruttll|ur'|041:tud{ lla!nltlnurnulfl
r I . u irr. - -- I .j- e-i

gndo{nluufllitus[hfrAUrdAAlrJ 0111 r{llxurl{:1ufluolil1:il1!E1o1A:?Uorlfiro{lJ0?l

ldlunrrn6ndorfinrrrirnrrurrsolnnluriuoouunseforririirdrorruJnonriulnoccdoshi

riludunrrueioExntn dlriudrrin.rruilTotu1n1tri0llfiU?ntJYlt?{n1rd0{1fit,2uncfim

rto'rriuurnrgtuaratauillilr!lnnlil0 tla!flil!ntrunttnnl{6fln1uttt'ilJrctnalnolf

J:carugruodrliordorlunr:rtorurnrrriolrfiuraroraldinrrinnr:lurio{t otlJlettilu

nrrui n1r o'rt4 1, o',0',a,ion',:rislrfi uluolil:;rvralnoild

.u <lu - .i- -- r - -.i- -
2.2.4 n:0u6!ItiOUrntJluoliluglololTl0nltfl o.tlllu2

l{riluuurnrllunrrnr roil:ctiuutnrgruollllt 61n14 il:cnouCru t t olrf
. r -JU:snou 22 mufl I t4 ntnio Inorflurnorq{a'lalo 14 n'e{ieildolilu{ndoillu2nr.rrJfirifi

vrrt
runc r ruaEl6undrrr irioufi

t. a
ortnurs0oun r lolilii

I ) cotufi rn?uuJ1 lorrl:ittu'nJfi ri6ua;:runcl6uotoldr#mod

(t. t ) a;orarilur:rfi ougnqtdnuotcilnonorniYn{rirl:n

rr.zt #udrirCauiaqnrr:rt{lrrr I iiuulou anrufi hii:ouunnhr

( r.3) nriruacmnruar:nrfi dourCstiarurrououfi udlanrjr nldirtr

(t.l) ilralairufioul o

( 1.5) irsuutruluolnmfi6irioauEnornraut oJdolrcuruniu

( t.o) Ifrcrn'ruuil1 lorur:ar:rir#ruiaqfi diuurirnrruccsrn'i'lu

( l.?) Hriruirrounrt'ldo.rrirC:uicqnunlulour;orc

(1.8) nulfildl{rnSotrlllornr:CorErornduotirlriou 60 sufirun:
, - tt

( 1.9) rJa0nrmfio2lnu{{nrun
,i- r .. rr... . - ---t-r- ".12) aorufi iurltcnruorilr:iuurrJfi ridrrrununclEuntoli''riin ilfr

(2.1) ttsoln rilurctfiuu gnqtdnuo;

tz.z) Iffv ,,{rd tr{lrr:.r Guuioo anrtd tiitoutmnir:
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(z.t) iuarairqf,orno

(z.l) ircuu:;uruornrrfid

(z.s) r{oriurJrrr.uo'tn',rdirai osJiuornra dorin-eauEnolnlrr
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drurunrruccnrndrinrrihnunllrilulrJuilullluqnfllxnrrun'rtri0rtfiurtolilrstnt

Cta

z.r 3rlrruunr:tlu?ot:I:ururriacd

rrnnrrilnurdrntirririnitrnrrtarurirulClrldrfitnu 'uslritir "srrariarr" llild
Doi (198a) nrirlir *shariah' riludrlunruror:finilfinrruuuru'ir ffinrl uio

uu u o d r r q a f, r r u n.,r nrir rri o t ddl u u r u: eu d l'r{r il o r n o'a o o dlu n r r rJ I ri6 n rl
-latrunfo;s[6;rcu16fi aluB{{crduInfl u6o$n1rilnAo01rtrl: {fl tn"

Hayes and Ninemeir (zooz) ndrrdr "I: lur u" rh snoulrjdrunrr}dui nr:drufi

r{n nr: 1#ui n't: fi r o,nr u'tu ua; dlriru 2urt ?1ll d!n:nh{riu gndrfi urldui nrrlu

ror;16urriunrrh{uinr:irnrirrdolo{nruldnr:hfu?or:ttuuu(init'toldCruniuriu

Yusuf (2009) nri r t dr I : l rr: u fi hlui n r: nrulCu dnrrS o; drfu hj rfiulurii nr:

l#ui nrrCruoru rr,tar,ni oodrfro',orarfiulotirl16utttcir cuunr:ui u rt naoe cu

n:curunr:rl',0',r11n1,ir"oulunr:htuin',tiioglulrlrr:urfuecColrJfiri6nrulCudn

rrSo;ddrurduriu orfi n1:oonlluunnttil uio:tuunrrtiu6coru isdru:unrlrdrJ',,

orfi arJr rloroonrirdrnru a:sdrurir Rr:inr:ttunrcuirl mu'ufil

Rosenberg and choufanv (2009) nrirrir hiififiu# r+iodrifiColhiinrr

1#uinrrrntoodudi,,oanosodlfluu'fiurf riolurlolorur:tolI:ltr:ulnoinr:ilnilru

rJ:cnralllu#o{vin uacnrrl#aludrdolluCruurr0lnlflRluluI:ur:unluCruqtourrio
94

uasR?1Uun0onux0{8nfl lluufl 'loE

Henderson (2olo) ndl?ir {tJr lnounrr nrr r:riru tinlri oc du rirn: rs#unc

darhrflugrluuunrrhluinrr nruldudnrr'rorddoarr',rorirurrJr;qnrildriuLlrrruldcrn

n1il 2.t lcaldlqordnusrstolnrrhluinrrl:lu:lnroldildnrrlocd(tre atuiUutes of

Shariah Compliant Hotel)

nlrllddtuurfi nlrlu:t shariah comptiaot Hotet luilrclnaurmriur?uinrr

danr:Crun:cueunttrlurunrululrltt:unrrl#uinr:irllnroluI:lu:l ilo{nrold

unriq{6rnaur6aaruCrurduriuiwrintriozd riounriqo$6;rrru'16nnudld:;qllriu

idnuEc16urriudufirflur?oriruualuartur6anrlduilurirfirlaiuinllrdrltn:ltiudr
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y t qr, a^. - - . n
nO.rOUR'lU tnUilUOUnX0{fl'|flU10f,O1U ltnJ0lnllUlflnn{fl412T1U21 l:{llrU Shariah

comptianr Horel luJt;nrflrrlarfiufitrJuuunlrl#u?fllrxo{I:{uru drilnurlCrrn nfii2.2

Rrurjrgnou 2.2 rrgedr{rrurriovd unorfiu

odrrl: fi nrunrrilnurrruric16orriul: ur:rr'tolorf, tirnudrlun{uil:;tna

rSrirfildurinnl, shariah comptianr Horet uioultriqqjhdarcur6aaruld:tqlllunr:

f,nnrrlrurruluil:;rru1afirriuotimuniunru fiduldrhurtfluuurnrrnrrdruunlJuuu
n r : 1#u3 n r r ft r ur r a r n r a Cr ordu riu un: o r nn r: f, n u rdu n fi tn'r tiu riu n u d rl u au fg

oruiursfirrnrififinrruinrrr-nnrrIrru:ulauliuurintdnrrio;d un;ndllurfu6o nvs

Spiritual Lodgrng - the Shari-ah Compliant Hote! Conccpt uas tfl/S Global Hospitality Services

- Dubai ilorilu uS fndiulfirlrfi nu rnrrCru p fi oCru l: rur u riu drin nrr dnnr: uas nl,
-riirirn:rcrinara ailr nuuinrroruuuacmiiomu r{olJ:;1u nnsaounr:riu[u1R1, unsnl,

nu;nrdulolrinti
- a ---uinTrtlrulm

n nolutnl,

lurinriu

a
1r{lltunltoJe

rJ:;rnmrradu o'lttiiun,
dtr-qrorulu

rlolrinurn'Dtotn'tr

tiftriundo

iltluloll01tl

runn{orr1oallu

r;nmt;riruro-
n{l riu faut ar:

,llUt

ntorrltil'tu
r:mndrrlu

ocnurn rdu ifr

rninl'ruu dnrflu

rpiu
tA a,

fioa|lo0llnt0riu
a-
ltull00n0t00

{oir{tuuar
runncdl iu

O!TUM

fitr, ttJarrn Choufany (2009) and Hcndenon (20t0)

arrlu drirtrtro{luoruinlufi o qI:rJ mlosiuoonnnrr uacid'rfnnuluqiiiglu
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paut Rosenberge irrlirnuril rinirarrct{nrlnrrnnra (Market Intelligence

tuialys0 ua! Hata Mana Choufany dlirrseiruuillnr:unr:{o-nfl1: (Managing Director of

HvS)6hfn{lulrojartrouuai nrirjrThe ShariahComplianr Hotel Concepr rilul:lu:lfi
t a car ., ., tAa . qY J -- .. ' i t d.

UOnilu6{ fi?llJlilud'nd'flUsifriiQflfi1n1ul6udnn1t{o.lfl16Iu1 ltnur,flltlnu lnoul{:20l:?

luo!fllulrorulCunurlnduduoun!iuo0nna1.r uon0lnil:ru:ttiruurnlurJ:;rnatrgi

or:rriiolCrirg:Jtruutolnguuro6cnru (shariah Legal Framework) urliriuodrluninnrudl

finrrriruunllotirlfnnu6l qurinuflsroilrctoll:ltt:r, Shariah€ompliant Hotel un! "Dry

Horet"intruuoneirlriufiuinrruiurr fnnr:ttn;viourl#riludfdnriu otitltttiu nro

nrirrd.r shariah-comptianr t otet riurflunr:h{nruluaclinrrurr?rlcotirldndl16orriu

:runcl6uat,olnr:h?uinr:uuu Shariah-Compliant not t duflunrrh{uinrrlu:;iutidl
hildn'luunouna'nnquuru6tnrlrldrflurrddruui.rdfinrruJlttunoontilururnu{tol

nnuuu6caruludruiduuurlaf,u irtrrJuuunr:hluinrrurirsonrilu I Cru o'onr:uinr:

fnnrruuu6cnlrt nlroonuuuuacnnui.tnrulu uaurruunr:tiu6aaru iinurtrnnrn 2.3

Shariah - Compliant Hotel RequiremenB

nrmj:snou 2.3 mol3Juuuntrtiuintrft quutrie;5 Elu {atlgortiuroir:nd;

nrinlurmrrotluio,r
gnilrr;mo nrlnlrutrtl

n6l}luinuonirnnudI

nrrlarioluourjnro

,ior uac#o{fildrlu

ldnriruarrunru

niruCtnnrrrlrtua
- .l- .xtnlrminuron

rtrurico'tu

fiur, uJaorn HVS Global Hospitality Services - Dubai (April 2009)
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r lfl n ril J r ! n o u 2.3 uda { hlrfi u dr r c iu n r: hfu? n r: odr ud lE rluuur o r

Shariah-compti"nr rfuolrJ:cnoulrJCru*ld1u?uR?lurrlnen orn'aJr flnrun rfolrin dsli
nr:rni.r1{rilurinrirurflorfiurnoioldrJ:clutrildaou:u.r'imgndrnrnuq'runrnnrfirranu

Inutc nrv odmdrn rr l#nludrriqluCru nlr o onuuunnuiuroluriorrinuacn'rdnt or

I:lurulunrrl#uinrrorurnfursCori#ororur:araral{asol#uinr: uaclilinrrri6il
rniordlrroohooori ra:orurriiirdougfludrurl:rnoulunrrJlrorur: daulunrrrfion

rini#orinrrrJfiri6nudorirruodaraurBaarulC::rllllu6o.rto.rorrfiJ:;noulunrrJlr

orurrorarndroniuriu

uuno'rndL o,,r uCslinr:riurorl: urr ro{nruldu n-nnrr 6cau6utriunrliu
t. , L

ril r rs 2l tu qRn ou uu nr r h{nru au loluCruuu rfi nL lururri oc d (shariah comptiant

concepr) r?u ti.r tiun j u a rurri rriuri o m rr ri u r ri oc d

ih 1 riu i n r r d I r ai rn a rn u3 n r r rd u rfi u r riu uu r fi n I r r u: u r ri o c d (shariah

comptiant concept ttotet) rrri'irinrroaoul#rfiuilnrocionnruRiudurnr:duaiunnlaror

I:ur:uodm "Dry Horet" fiftrilurio.rdairduauriuo{lu1:iohur:urrrrgnrrl#uinr:fui

nrrlndruaiirriu Ie ursil'r:odrrutrnr: ldirniosdudirirunauroruoanoaodllnou
tr-rl,.a.,
hluEnt:gnrirrdurfiurriu (Shariah Comptianr Hotet Concepr) ilrdunquuru#ruodr.rf,nreu

rfiurriunr:rfifr{rniorduuoonoaodluLur:urriocddrJ:;rmannn d.rqluo-.rhiinrr

oqryroodrlgndolnrun4uurodruiuuinr:#oln-nuuurrurn'ou (Service Aparrnent)

rrulnu?nu

nrrilnuruu:6otorrruiiuuurinurdu pura ilrcrmaurrnriurfiurriu

o r riJ : c n o u I o r n r r tiui n r r L r u: r r r3 o c dn r ulCu il riol o[6 t o r a r au r 6 aa r r (The

tmplemenration of Shari-ah comptiant rbtel) uas.lu?antoluifyr nvs dirlrfirJinur
itY.--..Jtiorfufrunr:fruuadnud'nlriocd (shariah compliant Hotel concepr) rionqurruuio

t- .ri - IuurrJniliinrrrirru'uiinrrorarcur6caruurlflunrr riruuo; JuuuI: ur:udcrurr o: oriu
rinriolrfiurn{uryaf,uJ:;rn;urrarfiunudr grJuuuhur:rararariuhirfiosuil#uinrr
rc?rrcrflulutiCtu0lltttttaln ucidrdorn:ounqulrJrlnlCrulnuqorrinuorrrorr shariah

Compliant uotel Ino Choufany (2009) uac Henderson, (zorO) {iiuriurriluuurfinlu
nr:ilnurgrlruunrr}fu3nr:Lur:rernra nruldn:ouurnrlrunr:rioudu:arara i.ralrJ
q or dnu or : g rJuuunr: }Yui n rr lr cu: ur rS oc di{d

i
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ernnlr;inultrrJuuunrrtluinr: I: rururri oc dtfu {SiorirurrJ:;qndliriu
nr:ilnurgiluuunrrl#uinr:IxuruarnranulCn:ouurnrlrunrrrioufiu?u1nrn Inualrl

g e - Juqonnuu! lr{tlrl,i1r0!0n{n'l:1{ 2.2

orn{ 2.2 qorfrnuorvltururriocd

drurhilldornnufinur
<.lllt{lltlrtltosa

qordnuor:Iurrurrioud

I
t. olro0nltuunnlln{

@ectgn Interior)

r. r idoil.rifi ruArrunn! (fi un'nt

r.z tiiuinrrludadu
-t

t.3 nr: lrfiuuiurJarurf, urhinrrriutjnmfirun:
v tr. .,

uinns unsu oirur ruRr:uuutltlilm,tlfi run:unn;

(fiudn) Caurduriu
tra,d.-a..

1.4 l!lJn'l:nnlm{R'tilr[{ut?n lJffiutilannldout 0{

arcur6nnu uo;Umqold

t.5rlour-nrorqnfrrarrfi nrruoniu:cudutru-ufi s

a,uatflroufi:2
. I Ac .r, . ,a

1.6 nl:rru.ilu0n lunlr torluU,sIu10rcnfl 1!nlruufl

t3il21{r1u-ilOJtr
at la, a I . e I

1.7 lrm0u'tYtRooonl,101nn0nu'tfl 30mnlu tullo{u1

lunrr.ir:cdm

t. g itfi or nrr s!.ulu (Azan rfl u rfi urdrjr c nuriopru

1#r1a6uuro;nurnnlouriu)hf lC[uluuiacrtolqn

r:arfiinrrilfifhmaufio

t.g uinrrdrncilrrrn

z. nr:uirrrdenrruuurpiu

(Irlemh Opcntlons)

- j i .r o- J
2. I tcutfl 1flf, : o{nlJttoanoton lu!uul:ltnJ
,

l,to{D'Df1:

2.2 uinlrolr.tlrolnla

2. 3 ilfn{'ruildnfi h{ui nr: rilu qcf, u

2.4 ilfn{lultrtrrut{uinrr gndlrnratru uasilfn{lu
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nurl 2.2 qordnuorvLurrurriosd (oio)

z.r rq6nr:u{u?Iaa

n q fi n : : u {ui In a u l r uo' l n r r iin u r o' l n: s r eu n r : n'n f, u I t ttn c n 1 : n : s rirt o l
rfu3Inndriurdorriunrrdouncnrrldf,udlriorilufirn::ufirfiurdorriunr:douo;nr:li
-rla)durlruacuinrrfionoucuo{aaruclornr:unsnruf;rroh.uo{uiInn duJ:snouCru

,?unoulunrrie iuh#.rriounr:iniulrnncnruudrnr:n'nf,ultur{r (perer,2oo2) n1,

ira:ur{nqin::u{u3Inarflunrrtluuruioifurdorriunqin:runrr{ouncnr:uilnntor

{u3Inn rftdrflurlaan ntirrlnan uiooufn: rCotln:rudnuorcntudornrtuavnqinr:u

n r: do n r r ui lna n r : ra' onui or r uu rfi n ui o J: c nu n r: oid n v rirhl{u3 Innflot ol ci r

drrnJriildoronr:iiour
i.llIttilltltllt0s, qordouwLururiocd

z. nr:u?rrrdenr:uuuqciu

(Islamic operadons)

ruuu {.r l#ui n r r q n drnrar fi .r

z.s rnui nrr iodhiruurcdu?irudorlnrriarfnrulu

fio{trfl
a.raloou-.r.a

2.6 m,u!flIJR:oa-onQ,olu ilu{d0udqulla!rtllal1ilru

ac il u rn lalu lio r r{n tr n#r

z.z fi rlorncilurnhiuinrrlu4niuqnfdinlrnr?ru'ro

rSouriu aru rr or o riuqndr lCurnlnui 6uriruriru ririi
ct v. r.i* r.rv3 rr Yr, a
luurdulnl, a!r.rtmnruil lt {utlr tu tnn{09 rnaufl un

z.e irflr?rfrifr inlufdruaraur6aaunouui nr: rdu

6uriu l{aool#u3nr:drniuqnrftCornrrnr:nrirrn:s
olar.rdt

ulu,uo{ooao6 iltoolufllD?uilrfl ounlrttunltilr!Iu
v i*

d'llr, uQ nfl 'rlrruurldnu

z.s iIJr un: unr: daou:uGuuriuiidn-qroruldrilu
ar

nr nr r lJ dllr ruu nil 0ilru?nqrrlfl nu
.a at

3. tluuoltr{uogolu

(Idamh lloence)

l. t nrr.irraiuo{nruldunriq{Earaur6aaru

3.2 nlrur0m$lnln

ocCor;lnurun;irnrrvr{nqEn:ru{uilnnCrurrqnninl 6o nqfinr:r{uilnninndonr:
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dtnuanaqnf,nlrn'lr nnlnrorlr fi rhfrfi anrr conndorriuuurnrrun'nnnnrrnnrn fi o

nourru0{R2luCornr:torqndr rdu grJuuunr:hlu3nrrI:ur:uararnrionounuorn{u
, a I J a . r ) :- a . - r

0nnlrlfrn! leunl:r1n'l: n'rilunfiaqil!na'tn dnulR?1uflmq6lu?tnnrr0runn0{u4u?nqx

rlair rirl#rfinnrufi.rnolorirarablqrfiol:ur:rararaJ:vaunlurllio C:urrqi'rndr16.r

rio.rilnurnqin:rl{uiInn eirriunr:tnurnqin::u{u3Innl'uflunrriinurduuqXrlofirh

l#16nnr:doninriuqi InuilndiuCurrnnrrldfudrnr;{unrouon ilr:noulilCro fi r

nradurrrnrrnarnun;firn:;dudu1 iruilcr-ufii6niraionrsurunrrn'niulo turfinnr:

inf,ulodo drpGudutordruuurqn'nr:r(uSlnndoqiddrnr;{ul#rfinnrruCornr:riou

rudr6uirl#rfienr:nouauorlnudd.rn:r{udorrrfindurornrulu jmnruuarnruuonimnru

drfnnr:nnraocdoiaulouavf,o*rnr;{unrouonrCoti{uilno6nnrruCornr:nrinrYsrqf

fi rn: ;du6o'irriluruq ph odr.rui.rhfiui Inan'o fi ulolu Hf, nriorc{rl:c nouCru

t ) irnr udunrrnr:narou! nr: (Markering stimuti) rilu drn: vdudrinnr:narn

fl 'ru 1r oniutuun ;Cor fnl#idudldurr?ouiuri?uil r c fl unr:n nrn

zl drnrcdu6ul (other stimuti) rfl uirnr udunluCo.rnr:dotol {ui Inndo{
lr.nrouonirlilarurronruqrld rJ: snouiru

(z.r) *lntcdunrlta:u1io (economical stimuli) tdu nrrsn:ugic rruld
y A.r a . , J-- - . ,, , a.r

r,o{{ut lnfi fl ,0n1n1rilaluuoYt[ilanofl 21uf, omlrto{{u, ma

(z.z) ir n: l du n rqna Iu I nd (technologicat srimuti) rdu nr: rr?rd uiu trysi

dru ri *r n bfiui I n o inludo r nr r rlnd,
(2.1) drnr :{unrrnrrrfi sl gotiticat stimuti)rdu nor.t rlluulo, nlrnlE d

rdurdorriuf, udruncui nrr ocfi 6nr'nadonrlCuui onnnrruComr: to.r {ui Inn
A

(z.a) f, rn: c{uu rl inu I r : u (cultural stimuli) rdu tnanro ari tluo tmfrnln

illurj rnanrnmnrruf {u3Innfiuufiumrsrioufiurluiutlqnur2 r?orrinirrnrun{ rflrrci

nnn l v{ubil{ui Inarfi nnrrrlclo.rnrr dof, u#runcui nrr lu rilan',urfrt

r) ih frodrq fi inrnionqfi n:: u{ui Inn

(3. I ) ihfunrininur rfl uihduiirdurdorriunrru{ilniinindodrrilurhdu

nruludrror {ui Innlunr: 16ondoiudhtoulnnn ird
3. l. I nr: 1lh (motivation) rilu6ninaui oanrnn rolu n-eqanaui

J.r., t. lr.At .i
01r0!Qnn:squ 0lnuecunuuon rf u 2cruIt tll nunltflm! ilrolRro.tuoil1{nlrnfi lnfl
a' qi I Y Y -i . JunnlrnalR lrnrsquR?1uno{n1rr0{{ut lRa n?0u1{ n'tt0nn0nrrtytl{n1r?to{ulr0?
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grJuuuluri nr:oonI:nIr{Inul{rinuanuilu{rJ::trduriufl#rindrn:;dulunrrriunrr
. I i I r,3. c I ., t j

no{lyru?t 0{unn0{lilu? l4ro n'rt0nflroru?utr?luflsnrnnruluIrur:udruiuunmoltyru?
, I . .t qJ /r . r a - J

rsillrncirrtu r,iu inr:fnfirnr:ul#qndhlurnfinrndldq iuinrrr{olorurtarnrndruiu
at-..-ycty

unilo{M02nQU{ftauxrout n1rilo{n!ruln luunu

3.t.2 nltiui (perceprion) tilun:curunr:dueinvqnnar6onarr f,o
.. a i 14 ,i e r - - ly A y ,it

rcriiuuuns6nlurfrurfuirn:;{uleuoriiuJ:;ctnfiuin#r#rrCoasr.rnrrdlortunr',t,
A g . ., e I cr & nt

00nr,1B{{un0ulunlrtutdllrl:ortu.looflluu 4 tunou n{u

( I ) nlritniurioXadld,6ona::,fi niurr'o{ui Innrilnlonrahi

r?oryardrur{num{ i?odl{ n1t go{do$inrirunrr6umofrfi n uifnriaf riludu

(z) n'rr#ol.iudopdHr6ona:r rfindurdo{uilnar6ondosnsrlo

iudrnr;duodrrlaotirrudr rCotin{urilrnururfinnr:#lhiur?o1n rinnrrnareocCo{ld

or',rno',orrdr:alrsruCrunltf,n1n1#in'fluotcrduuncriraulo riol#{uiIna6onrtn

#.lofrni',.ur:odueiordo{ qflnafnnulo*rn:;dufiior:nJduuruJa.rodrlurnruro

rfi o u rfi u u riu fi l n : : {u n ru rJ nn' r'iu n r 1 u cio { n r r r o I rlo lrfn I : I rr: u r : iu u E ui o

rinrioudururrariurfiumrrurrioufiurlurirrnonrnluqihinludrriqdrudrinuuufturrl
ia,2.r.c.,rtaA.

arnrafriinr:uunc:ciurir:;il?1{11u-ilq{ tiuinltilrun!xrim lnuudt0lu?uR21lJfi3o?n

ar uniucurr0noudu o{fl 2udornr: lC tiludu

(s) n'lru rr?rl clu doq o d ldrii on c r : rii o n r : fi e ru' ou do 1n d ld

6onarr urfiuilnnwnrhiudrrarr ucildlCraurunrru'irrirrarrriuo;gnuilnarruuuru

tJlunmfignetounrolJ ludud6uflunrrurJaRrruuurutordolafiiurdruririnllrdrlo

nrufiffln1:oarnrirnunldniohi drrrirlofio;rirlrJ{nr:uilaRrruuurutolrToqadtratr

uavrq6nr:utor{u3Inn rftdduo{tiurirruafi nrrurio ttnciltcaunr:oi1uo6n riludu

(a) nrr rfi u inu rt?o1 ad lCr6onar : tilun rr d{ui Innfomn'ilr

rioladldrfiu lCbu ldtiru utirrrnnrrriniuunsrfionrrlrdrloud'l rinnrrnarawcior

n0ru1uf,fi{r?orynrduefiuninnisrciromulfioglunlrn:rdrtor{uilnnlauntrdlriorln

dr1 tJuiln{urilruuru rirl#{uilnnrficnlun:rrh uacdnf,ulodondnriorci drotirr nrr

Irru0rriruCo nrril:;rrYuriuf, nr:uoncio fl uCu

3. t.3 nr:ri uuf oearning) rfl unqin: r uifui lnarrdn: qonalunrt

uilnaiudrriu douwdorinr:diuufriournronrrl{rJ:rlulriornfiuifi dl{uilnnldiudh

rfiurriuornovGoufnrrlirJrclurfnuovCru n-aotirr nrrfirinriolrfiurncitrlaf,urrn
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il:crilaulariurauliuinr:lrurrurriocdluJr;rnrqt6u u!orinrioufiurlnoqaiuriu

nrurirurdnJ:;1ulu drrnonrnluqiunr16onl{uinr:I:r,,rrilCirr',n:3ruCruorrrr

srnrauacrdcrrnrfuiiur?oqndril:urrulnurirrdld;uurn:gruCruorur:erara udr

nriuurl{uinrrluri riouoniotJ&dou uioqrfi irludrrnourelrqj iu3nrr hurrufi lC

!10:!1uolil1:E1a'ra rdolrrnu-nrioufiurrfinarrurfulolunrr1{u3nrrurnndrlrlrrn

ntrlrJ riludu

3.1.4 nlu,ilr (rerention) rfluarucrurrnlunr:acauilrsaunr:si

irrrdlCiuornnr:6uuinsril1{orula!il1rdou uncflrurrorirononoonurrilunr:rnir

n'rodrr rinrioqfiurCrlCdrl:ur:ululT rnaioriuinrrl#nruulnffiluriurfinrdo{rrnilr{

I:uuuinr:on'riunurnrrhTriuqndrdirin:arrinusnnof uiotfil{uinr:Irsurrlurnio

ruonnofirfnlrudourcirnrutnfinrrrir uionrrl{uinrrrlolr-nuuul:ur:uarnroCori

nrinuuu a'nfi rfl uq aiuaouh{ui nr: riluciu

a) ilodoriruqanail r c noudru

(4. I ) ilo iuCruiruurr tu (cuthtrat factors) rfl uilot'ufi rfiurdolriu
-rl r .. y -.rirfruunrrrnnuncriaunnfirfiaernnr:iioufua;nrriidrui?u:guitscutintorn{u ileiu

Cruiorur: rurfl utrdrtrtlnrrudrnrruCo.rnrrtor{ui InnCru iorur:rr ird
4. t. I ) ioru !, : urfl u ilryrinuoi ui o drfr uqudnhdu Inuriluii

ooriuorniuuirlrJ{iuuir iuiluirrirnunuarRiuqlnqfin::utorrrlutilurYrnuln

iYrnunir sirotjr.r rinrioufiurlmoqaf,uua;irsrm'iiarut:runr:fiu nrruirnru fieirrlJ

ornrinriouduanrui ri orinrioqrfi uriu riluCu

4. t.2) iorurrrrriou rfl un{utiouluiaur::uJrsnouCro dorr'
.-l2-J-..,rt,.;,atnur fifir n'ufinmqi;rcnf srtyr orq u3o rra n'rotirr rinrioufiurn{uqaiudor

n!ilum s naruacfn?ioufi urrr6urinrio.rrfi uaia unclil{ilrc rfluglu

(c.z) funmiftnu urrofir nrruriraurinrosrYrnroonrfl ur:iugrul
fi unndrrriu Ioufi nuli nuciac#uilrr 6Yrnueci aoruc odlu6orriunn: au fi ofi o{lu#u nrl
- : au i ' r a , I o a
d{RUXUnnn'l{nuttuaflu0r3ilunnn1{fru lnultna!nuil1{d{RUr!uanuor!R'ruuu]ra3

nqin::unr:ui Innrcnrcodrr irnrlrrourirldft d

l.z. t) ntiuru{uqunirld z n{utiou iio nriuruiugrdruuurflu
5 r.ir & - I l, , r cr
r!?irirfifi1ru:riuarduru'orure rnurnnnnnontirunciuuf,uqrdautiruilunritraruilrrifi
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gru;nr:riufiir:ru rdrtorirnrrturnlu{ {uirrrrudugr orinfiirrru draornrjurfunv

lrilqnnt:llfi1, doua; riio nldnfi nrior qfui n r: d ndrun iiuiu

l.z.z) nrjrru#unnrurtirtioulC z n{u 6o nrjuruf,unarsdruuu

rilu{rJ::auarrurirrtrlunrrJr;nouqrir riiolciunarurirricCruorinvroauar:i

nrrilnu16!nrtlriluoqifi6f,lntiuiiwinqfinr:rnr:6ouacnrrrnon6orrac16onl{fl6nriotri

nnnlUnUnQUnuIu(ttdlun1{ il?UnOUnUtUnnt{fl2un1{rUufrrrfltlurnrrUUOuiuriU6Oij

druo{orfu inrrr6uoourConrrilnurtoulnr lcuri qndmluuii'n r7r:rrnrr rq6nrrunrr

OT'T{A

l. cttruo0itftlu {o{, lfilllnga2'n Rrtltu

4.2.t) nrirru#urirrurirdould z n{udou fio nrirrufurir.r
druuu tilutrnfirtcrlurarturfunllunrrrirlruuosdornrrocyiaurcorusrrlfiinlhfl6

du riu {1du:.rmuiudro:iude;dof,udhdnouauornrrucornrr,uorirrnruunsdrrfluio
nr: Rr orin drun{wu'fu cim dru nn m lCuri lfl dur uru dir rulCir nriunu dmnu n{r
nuluprruuodn rq6n: rrnrrdolu n{udriu rciidnufl cdndroriun{utufu dm tiruuu

uirclCiunr:n:;durrndrnrudurflurirulunj rdu nlraa uan uon uou riludu

5) rlot'um r rrYr nu (sociat factors) r[lu ih o-ufi rfi ur{olluiinrj: s,ir iu ua;i
$ravilr{doucionq6n: rrnrrdoiod

(s. r) n{udm6it (reference soups) rfl un{udrlnnnr.rhlJrdurdodru lCuri

rrrinlun:ounir rfiou {iru.rru rfludu d.rrcn'u6ninatornriudrr6rociflaodmurndo
- l-, -fl 'lrmon.u0atuflilasut n1,

(s.z) n r ounfr (family) rilu r1naafi rfi urdolriu mtlcrurfion nr: rrillru
uiiontrfugrJnrr;hft{ruro{Czoriu rJrcnouCau fieurr"', i rior drdodrinocioririunn'
---. a- c - -ri<rr e . I
a21ufl nrl,lu llnsRluuuuRnniluoniran0nr:iilotom: ounit

(5.3) unulilun! f, olus (nrle and statuses) 1nn ar: r'nurdolriun orunt! I
rdu n:ounir ntludr'16r orrfn: uocflorriu{uilnnrlnrfiondoiudrfiarur:olodrururn

lun! rlo lu ; t o rr n u m llu dl n u

(s.+) ih r-uriruqfl na (penonat factors) nrr da iul rtol{do lCiu 6nin a

nn n'nu u c d ru qna aluCrui r.r1 ft d

s.4. I ) orqtavirlrolortl (ages and stage) t1ooofi io.rquonir{rYuecfi

n'l rudo r n r r lu iu rln rncui n'rr dun ni rr riu

Yl{Yt1{n,
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5.4.2)oliilungdolutnluftrulio (occupation and economic

circumstances) dnusrc oriilinadonqn'nr ru{ui lnnniuriu rinuor;orinfi unnirlriufi wrfi
c/1 ---- rt- j , y I u . .r ..a a
ll{lJfi?1uno{n1, nllnnnltnuu on e lnuu:1u:u-r'llrtlulJ?{an, gytultnS !om tnan0nlt

a-ef, uledou rn{ui lnni: rud10r,1nndrr uiufi rcdrl#{doinr:n-ef, uloiirdu vrndu

5.4. 3) r r n'u n u tnu 1 (Educatioa) {d i r ; n-u n r r ilnu I U.l i uu 2 I fu e !
-.rtiaa,ttiat'.ut lRfl fl anRfl .ilxlqfl RlTrcn?14il!nltdnuril

5.4.4) qnf, nn1il (pcnonality; dnuorv tolrlR inntnfi un nci r{riut ol

rlnandlrirtJ(ntrnoutuoreioanrturndouficonndolriudsi6niyracior{qAn:M1:
olay.

la0nlU01fl on0udu0{fi?11J60{fi1tt orilloau{Raa

s) rirfi uuuo;E Juuunrrirrfi uiin 0ifestyle) rfl uarrufi uulu f, ltourS onlu
6erfi ulu6 o.rln6 o.ru urr uac.iluiifl 1:Crrfi uiindrunonldraa ruaciliilorn: riodr
fitn:rl (Activities) Inun'rrrotrorndldcult (tnteresr) un!fl?1ufinl#u (opinions) ciodl
,.t,., leirllfio{:oun'r 6ltcdrulunrrurirdrunnrnuosnlrririlue n{lrilruurudtiliufiudhuac

urnlt

6) Kotler and Kelter (2012) nrirrdln:cutunudnfiulodo (the buying decision

pro.."r) rilurfunoutornr:giof,ulrto.r{uiIro#.riurnrrds rcildrrnr:do :aro'rudrnrr

du nrrrrrn',:dotorf,u?InarsrflulJnrutlunoud.rduilnnrrn:srirunnirfiinrrdo uci6o n:cuzunr:6otol{u?dotor{u?Ina rsrfl ulrJnru.funoud.r{ui Inn rr n: vrirrlnnfrfi inrrdo r,ri

lunr:donirdorhJuionrrdof4rfindurilurJrcir il!onrrdoHf,nriorddduiInninrrlrind

oduurnionr16r?0fi ororcdnuru?unouoonlil n:curunrrdnfi ulndoi s riunoui.rd

(6. r ) nrrn:!ilrindlrlqn r,iluniurou,,rnro{n:!u2un1ro'nfiuhdo nrru

dolntrHinrisr.ritor{ui lnnrfi nornnrruCrrfl urionrrueiornrr drhildiunrr nou auorhl
aaa.rdnarrufrrrolo nrrriruondrilqurtor{uSlnarinrrnnluunnirrto.rnracdrilurS.r

(Actual srates) riunrr;lugnlaA (ldea Starcs)

(o.z) nrrduurrToXn rilunrrdluurdoXordurriunfi nriorddinlrdlo.r nr:i,r

{ui Ina orr ov r rn?oqalCornuu d,rirq ird
6.2.t) {flnaf?lrJ tdrui q;rfi n:ouair uac,iiou

o.z.z) ilsriurdmi lduri lguon rfnlrutru
o.z.s) docrtrrsrc lCuri drfiur(crtrrorc

6.2.4) Jrsfi unrrsi lCuri ernnrrlCncoollduioernrjrcaunrrordrnu

l#ninriordrrriou trn{uilnninarurolrrioiazrufluninriori6o{udr rinecn'nfiulo
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/ - o. , I' Jh r - ,.r r t ) - - t, J.itorTuftlnuiruriunouiilrJ uio{uilnnrin0!fi1170{nrfiurriundnriorciriounrrn'nfiu1t
r . . ..- .. . I , - t t - yt
{0{nllnntuila{010u0ntTr0n0n1t$0lrnnn1{nutuognun2flannufl llnrn?{ru0l0r

ty - . yl . .,
u0nornfi{o{ougin;uxri{rJiinado{fiounncirrflu rdu doXorrnnr:Ieruurosfiaraluui

ro{nrrhido{nuas:runa6unninrior*i udrio{ntmlnnn rdu rdouuionulun:ouair ot

finarJ:;riu'irdoryaornnr:IEuorrriurflutirriohi uonrlndltfire ;dorint:oonuuu
.l rvv-r - . t ,, a. ) r'

druJr c eunrr nnrorfi ol#{ui lnninrruaulouaviarru!: 2rlrf{d1lilu 0t,o{ntorn?

ninriorqihfti'u{ui Innrilu odrrdrracnrurr 0rfln{r?o{adrr6rctnuurir6urnjo0utiu

q il cruf Ar o {ri?a i n risrqitfu lC

z ) n r r il : c ri u m r q 16 o n rui o {ui I n n lCiu do I n rfi o r riu rir n 6 n rior dfi i o {u a r o

nr16#o qrfiouSoaorurlrcnounrrdo.rtnurdr{uilnaiiinrr16onotirrknncdolvr:rudt

r$uilnnorairrriaun6ionrt0rioixl Inuldn:;urunrrrJ:sriuitlniiuirrSounruii

r$uilnno:iiinrrJr;riufi unndrrriuduo{riu{uSlnntriacauuncil:;tnrnolna'nriorq{fi

ordo luurooir{uilnnovldruqnnotiuurn lutotcfiurmi.rr:hjldrrqnnu!oluurlnil
r - t, I t i y& - .. . a .J

ocil:crludauci-rro{unulcai{0!il5flurn=0u,l{uuIrfi014: 0fi 01uU:s nounm n2t nflul2l{

doifrnrrrJ:criufirrftirodulr drurnn:1u0'{n:su2unt:lunltJt!riutol{uiIna

q rfi rui oaoruil:cnsunrr arur: ormtmuluntr aiu6ninncionr:dnfi ulrtol{ui InnlC

rdu nrlfionn-n1:qt:ufinrlriutriluuunr:rirtfiuf,intolnutor ilio rinrioufiurqa6lro'on

rinLlurudinr:uinrrfilrifnriuunriqn!6tolarcur6cau tdu nrolul:lrtrliuinrr
rlsrorur:arnrn riludu

e) nr: ginfi uhdu,fl ,rfunurnrrdafiulrriionn6nrisrcifi ?irunrril:srfi ulurri

arCru {uSlnnrindno'udunfinriuciuiacn:ririoddsrnrrrc{o uacaiefiulodonr16r{odi

dun'uddqo otjril:6nrud.riilof,uiirfrurdor6n z ilodudinaionr:infiultdo iloo-urrrn6s

rirunn't or{6u iloiufi troraorunrroifi binrain

s) ntril:sriundrnrrdo lrutolq:fi ohilC#uqerfi ulnr:trunf, nriuqtlrJuda

rrirrfu u rirrrnd{dodo^6"ninmfilrludr{doorrinrufhnolodufl unrrtilli uunrru

nrau irt oului Inaua;qorturifi d ldiu rrndtninriord {ui Innin rufilnoludo
.aJa.at

qoldrrunt,ortHnnnulnuu1nn1l ilt01fi mun2uromil2{

ernnr:iinultqinr:u{uiIna' rirtin:ru6lnr:itnrurirnqfi nr:u{uilnn

Inuririruuunqfinr:u{uSInnurrliurJllrColilunr:ilnurdliiuornf,ln:vdunruuon

il:cnouCro irn:;dudarur:noruquld6o filnrvduvrrlr;rugfir rnnlulad nrrtfiol un:
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inu r:ru irud.rnrvdunrolu il:snoudru th e-unrsininor J:snoudru nrr yle nr: iuf
nrrtSouf ua;arruir uasrlodud:uqnaa il:cnouCru faut::u rirau un:qana duirlrJ

{t?unouto.rnr:ie iuletor{uilnnrf.rriorn',rdu rcil'imnrrdorrudrua-rrrnnrrdoil

Rrr 2.4

2.1.t ciruuuilqfinrru{uilna

Rrnrjr;nou 2.4 rsnldaruutqfi n:rr{uilnn

r 1fl nlil z.c nrrdnf, uhdor orllui Innrilri uutfi uulCriunr: tfnfi uhdotol

rinrioufiuruio{filrlduinrrl:ur:uernrari, ,unorn.ridrn:t{uluCrueirllbldrnrn

nrulu riu nrrliiiniiniadsurn#ou rrrug6o ioutrru orlrdu uac?iaun6d{flacionrr
e-. .l o l - v I I v : .
6ndulot ortunn0{1il0?lun1r$oflutl1lt'lln1til0rllru?n10ltunu lTlrlsunil0.llilu1nqr,

rlafiurfuiiaurrruua!R?ruriofiunnirwrnfnrioufiorrtalrJilColinrrhiuinr:fii

rinuocrsnr;uasdldruronrruc;arni.ro{nroldunriqoj6tolarcur6caru ilo;arurro

noufi uo{ozurdornr:rorfnrioudurnriri[rndrrlC

6rnrirrlCdrnrrtnurnqfi nrrr{ui Innrfurfl unrr riruunnr: hluinr:dcrurr o

nrrylt
nuluf
nrriuf

alturlr

.nltiti uno{

ilE t

.nrrnuxrlo{n

-nrrihiuhdo

-nlt rsruu 0tntt
Tto

. l- tnulnoniollufil

nl'l00na,ltrnu

tr{rl'ro

fiurudniult{o
rro*iaiult{o
lroltt'lr!Nu

.floanoil

.rm1

-totrl!nlttn01rlu'lo

.01ltl|ltltunltiola

.qan1n,

-iinuorgnuo'Enm

-nr:urunrrtluinrr

rnru!nr

rnaIuIo6

nlrluol

ieutr:u

iilr' uJnorn Kotler & Keller (2012)

nouGruo{R2uleiornrrtorrinrioufioaonr:n{u 6luidrnrrhiuinr:rcrflu*.riihiid:nu
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udnrru3nr:firfluqqncdrriollulrfiouinrr a'lrfunr:iinurgrJrruunrrlrtuinrrLruru
. dt aJ a, ct ). - itr ' Y4 -t-r a ta.,

naln rrNuIrnournr:nCorl{rlnnarfluftiluouuintrlrJtftntiutrndrdurldurnrr 4rou
, - - -J
flnu1tru ?Rnfl 'l:ut nlrn{u

a.e
2.4.2 ilqoorruoltllo{lnu2

nlrilnu 1uu rfi nnqin: : urfuilrinittnl: il aluriluhTR tr!il u rut olrilir
rqfin:ruua:a2luuulut otnr:rioufiutl{ralutt?lriluu rinqr (zssz) ndrrdr nq6n::u

rinriolrfiur rflunrtn:nirrlnodtltolrinriolrfiurlri'irnr:n:;rirrfurinriolrfioro:!n'r

u3olri!n'rfinru uarqanadutcrYlmnnr:n:cftfulCiliohi6nufirdor,irnouauolfi'rln

ilrutllunntnnrrollaanrnnr:airillauflqAnrrunluuontolrinrioltfiu: (Tourist's

overi Behavior) rilunqEnrrud{durYlrnnldlauorr{urjrcarntYuda drunqfin:runrolu

rolrinrio.lfi ut (Tourist's Coverr Behavior) tilu nrrrirlrutol oiur:irl1 nrulu i llnru

: ruriln rruf fi nfi nfi nuac o rruoidqnnlrqu o{nrulu o;fi nnutlurlu f,riu lnunqfi nr r u

nrulu rcriludrdruuntqfi nr :rnruuonrilutirulrnj

r1nil6r in#lirnul (2548) ndrrdr lCi{fi urufi dr nr:riolrdurl{rarnunruild

o$inr:aril:ctrtrElCo'nrJ:v1u'hdrunrr16unrlttasnrtYioltfiur:cu'irlilrvrvrrtdu o, n1l

I:r rj:crila6n6 rdofl il.tt. 2s06 lCt{r{rdrrinnlulfirnr:rioqduruurudlnrrtiunrl

(rravet) ir.ioult I il:snrr iio

t ) nrrfiumrl (Travel) uurudl nuriunrlfi lrilCgnu-lriuuiorCoiuflrlleu

inrr.rrsmurfiun1{0'lnrtoludnirtjft6naorufiuiurnclduruilrilu;rirhIilursosnrl

lndrniorcucnrrlnafilC

z1 pturuJaruill.t (Destinatioo) ilu1u6{ ilnulruJarunllfi e;lrJogrilu

nr:rirarrrudrdouiunrrniiudo{rfiuutoqfidrrurrhulaurilurrorufifirinriolrdula'on

r6uvrulrJrdouuaslddrltrorrlur.ro{ o, dtiudoiitlrfidlriruruneludrelnrasn'l:u!nrrfi

rf, urnodru iutu omludolrtltlla!fl ?luttolotiriurinriolrfi urfi urr6ou

l) nrruriruuro (Purpose) uurudl inlrurj lulrunt o{nqrJr ;alrilu nr:

rfiunrrlnfilddLilirdonr:rJ:cnouoriiluionrrruldlnuiaarurirrurulunr:riunrlo{

uaruodrldrufiudlrf,,6unrmuudloroiarruriluurulunr:t6umrlurnniruilodrlfild

n r : ri o.trfi ur rl u r u 6 I n r t tdu m rl tn-or{n fl ou il u0 u I t ?1, olri0 fi ?11, fl u n 6Iu lu

iiudu uiordorrartu! olrfn:nr:riolrfiurtolatrl:slrnn'(world Tourism organization:
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wro) riluunll'irnr:riorffiur rurudr nr:rhumrlnursusnlrurnnjr so fiInrunrtrnrhu

rdoprJ:varrilunrrvinriouutioulc tifif,rdo cr:rqn:urei, 2s52) uasnlr6unrrlalfinru

rilunrrr6untnruriouhrtrna I rjrsnrr dli
t ) nr:rdumtorndo{orr{urln6lrjtft ddurfl unrrdrnr rlr,ilildtj#rrdn

rdr
luila{luunlto'r?:

z) nrrriunr.rriurfl ulrjCrunrruafo:lori oarufirrolrtor{16unruor

hildr[lu nr r g nrirn'uua; hjldriorir a.ra r ru

l) rilunr:rf,unrrCruinqrJr;nrrilcl finrudhildrJ::nsuoriruiour

:ruld ucir6unrrurrionr:u-ndouurioulorfiorduurdouqrin'n: rionrrurinuru furfir

rir:uti rCordufi nreir.rl rilonrrrJr;lurYuuur rCoiinurrrnlu$ravrf,oo'aiopir rfluCu

druru Jrwir (2sle) lCl#nrruuuu'irnrrrioqdur" nuru6r nr:riunmernd

xdrlrJul6nduri.rniuion'rrriniou riauciinur fir{nrrulu rduurdou uncunnrilf,ou

Jrcaunrrof

Mclntosh and Goetdner (t984) ncirrdl nrrriolrfiorrfutflunorultsl
t J v l1 a J ,-.' ., t t .,, i i.i I .

u:1n0nltun1{ 1 llnsR?lufllrilu[ilmnru01nuafIUilu!rsll?1{unno{rilo?nmu?I0{09

lu fi onr :rr,ri onr:u:unrrlunr:iilqnC:unr:hlnr:douiufi outiuuririnri oudoruS o{r, r

- .l . Y at . . . .l
ruou lu{frlu'Ir00'luunn11r1 lC z rJ:crnil fio nr:rioqfiurttuu6crc (tndependent Tourism)

rinrioltfi ordrilunrrunrr?ioqfi urn'niofi n-nuruuas16oniinrr16unrrtollnuhildu:'nr:
or, . i , J .i cye r--.--r- -i-.^rroru,gnrj1lfio2 fllttlorlriu?u2aiu (Mass Tourism) unilo{l?l02lturnlt'l,o{urUilullYlu2

a.....jdc
l4: oltunonou't{?1 nlrnol[?lu2ttuutunlflt 0

rlnn2lrlorlodrntirrr?tdu alrllC'irnr:rioodo. 6o nrrtiunuornfi ur'iludl

hftir6nuriruililunr:*rn:rrlnofiinqrl:carrirConr:rlnniou urnrru! uiordunurCo

1:irlrildrilun1ril:!nouolinrCsnr:rulC

2.4J rhrrnilro$inrio$dur
,J

n'r: nounu2ur.i rilrcrnalrrulCurirrinriolrdurirrn6irfi ummrrri oufi urlu

ilrcmilnooonrflu r rjrcmfl iio

t) rinrisuduzrsildruj:crilr (htemationat rourisr) uurudl rlnandrhu

nrqrhurlu:rroronflnrlmurdu'lCrfrrinorr:lurJ:cmililu
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z) u-nri sqdurr cil drlil r c rnadrfr.riu (Intemational rourists) r u ruiil

rinrioudurr;ndrril:;rrufin?rurluil:;ryralnu uacrirfnlutrincailodr.rr?ou t fiu rrihi

mu 90 2u

r) rinri o ud ur r ;il drl J r c trnd lrjdrm'u (tnternational Excursionists)

ruroo'r rinrioudorr su druJ r; rntfi n?rurluil: crnnlnulnuihilCdu6u

qrrJof coop", (r9sr) ldn.irrdl J:;mmtolrinriolrfi ulirfnrisltfiurerur:o

inrunnruil:cmnoontilu c ilrcrnil
. u , I J- cr r I

l) The Organized Mass Tourist 1'tu1u0{ rinflo{1il0?illnuil1{luunqu ${
;

n0nr :!n'rrilounorrlnodt.tunr0nrhilunnrulilrun:urirdordilodrlnu{tJr;nounrr

1:fierirrfiur InuhilCinrllurrurlnorirrl{tirrurir ttn;rirurolunrrn'nfiulolunrr

riolrfiorrilutor{innrrrioudozludnuucdu-nilolrdort;lCiurJrsaunrrsldnuroli

nlrfnll{urnuqr un; r: lCiuilrcaunrr sfrrrJnnt,rriluurtiwioufr urfoulrn

2) The tndividua! Mass Tourist iltlludl rinriolrdurfiriunlltflun{u1nu

{rJr;nounr:1:6rrirrfiurbjldrilur{rrurHunrrrioudu:rf{uuer,circrflu{ie nrrlur;n'u

udnft?nitrfu ,iu riunounr:tiuntl uacdruiirin tfludu duinriuodr.,,rrdalrlro
;

fl?Uquntnt t um o{tnu?llac l?n1t o{etu lCotirllr 6nrurinriolrfruarJ:;rnvrdcsi

J:saunrroi rdurdua riurinriolrdulJrctniltt:nddruluqieudloldolnrrfllfilriu

,rro.,n.rad,riiouriuo{luisura douriutolnulonrtfiwlCfrur.ic{nulurioliiufiriou

isriunrrrioufiurrh;rnvrdtilfirl:snu nr:ofnlurfurnurhltolrinrioudurriro{
.. ., . i .i i r, ...i- -3) The Explorer fr o linnoltilu2leo?1fi ?l{ltnunlrnollltu2lo{lloJuno!

u6nrdurfioc16unrur?rlrJtftuutirrioufiurfiinrrriourudr iorruJrrrourfiostdrlJirl

rflualrintolluwrfoldu odrll:finrurinriolrdurrJrunrdfi,y.lC;rrJrcnunr:olltJan

luriornuudlriouduriitiohilfr iunr:rinrurrillrfi t
.l i , J , ) .v-.

4) The Drifter Ro fnrioltfr u'tt6or1il: ;mnu0s ?l{tlfl un'ltll0ll?lu?f, 10

drrorufinrdornrrn?rlrJtirrurirrisudurfiriaurudrlnurcrdrlrlorfiuoqiriulrrdurfiollu

rior6urn;ocrirrirtil{rriuiorrrrrrruoornjrtiiouiluotir16 nr:riostfruruuudrcdraru

urJanlurilr{rinrisufiur nncdrl#aaru{urnouirldunrtruurutJilrflunrrriolrdutdw

lCfurJrcaunrr0l atufnrlillnuunciotut::utoluin;lurrdltJtiuo,durotirl6
.f . , .t 4 e 1-.- .t -..--.t-..-j-rinrioflffOrudacil::mntilnrIrctilUdrttiluYtuflR{ilqnn:rrlt O{unil0llnU?llna;llUU

j. r !-r, l-!-r,------^-.^-^l-.,r4
nrrlJUnUtnrOlrin viOltfrurtrincilrcmmc!unnnlrfiUiuognutumx0{nQrtunilo{lYlU2
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r. .. ., J i - . rr A la. .i , c
ungtsRUR?luallrilutr,,0tunno{tilo2nuflu tuilottou ${uil2umu2t0{nuHan:!ilu10{n1t

.ta

?lolilltu2l[1u7Ndu
a J'd

.Jtu u,lrmo{ tzsan) lCdruunrltcmntolfnrioufiu'licd

tAo
luqfl1tililflnunn

t ) rinrioufi urrj: crnil niudrro gilu gu dnnl.r r4 u luii{ rinri s lrfi orfi fi o

uioauhdrro.rrouaorudrio.rrfiurduriludginriu6,flufifiurrio.rrfiuroqjudrhjdo.rnrr

ilna0riruilnnluriftdrfn orrr: uastrfurn'.run;qnnnlrril hidornrrrudrfi{rurnun;

z) rinrioqfi urilrcmilrfun'loril1una1{ rurudr rinrioufi orrjr!mnod

irnnrr:;n'irrnrldun'aorrncnr:riurrrfl10na1{rrlurronnasrd.rlurilCr(rhiiird

durnu
ir-aerj

3) unilo{rmu?il:8rRilrnun1.rflluna1{ (Mid-cenrric) 14u1u0n unilo.ilfi u?

Jrsrnvrlrissuncqrioueitliufiuonrrnnaorii,,rluriln:rurrirdhjrfiu.rdunnurfiulJuiold

n'nrJn66utJ

r) rinriorfiutjrcmrlounrluilnlnilaluytofiua?: urrudl rinrio.rrfi oa

, )a, . , i L-r..^^^-.---lnUAfUtflU
lJ' ! TRYTYU1JU n(l!0gr! ?r ?1{nQ!mlauvll{d1una1lltnsnQUrun ?1xr| n 1

rinrioufi orfi lridr riutounzrunrqriuuiaur: orioqdur,ruunrqn-ulC

nruroujrcmalru,25a8)

rJr ctrduil-u f,drl#au ournoovnqli'uriufi onr :rrioqrdurlurjrru drriu

' z) nrrudornrrrlunudrlurilCrudrror nr:tfiunutflunr:drnuRrru

CrrrluiinrJrcdriulnuoonriunmhlduurduuJanluriluiinlnuronrcilrilarrariolrri

)r., a a.,... 1

5) unro|niu2urlrn?lljn2'urflu loiln1nHn'lu l,lu100{ ufi?10{lilu?urEmm

fi au'[rlufi on: r uil a'rnilnlorilurrrnfr ,fl nrru nacinrrufulelurirro.uounrqriuotirurn

uasr6llooonlrJrniqlnn rniqiin nrriuurrnarorfl uiolnul#lduteroonurdqarru

oulnioulnrfi uuaclCrruomrlrroumloulntfi u

z.r.l goruqrioilot'u1 fl olrtoo rnriunnri e udu r
qnruqui oihiudtrrh rtrdqdnr;{uh{nurhunrrtJri otrfi orlu aorufi eirll

nuRlrrCornrrlu rr: sirqriui a rJr c nrr n-rd tqnnrrnr :unrrrioudurq r fi td Uifu

t ) a rrudo rn r r n r qrio ri oi fi t n : r r ri o r rfi u rl u ri 1 rin du d o uin r :

inaruournf ournrfi ufi rc lCilu*quJnnluri
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l) arruCornr:qorirlunr:rfi unrrrioufi u'lrilu nnfi rficdundqtrnnr:

16uvrrrriouioa InorJnir[rhuvrr.rrioufiurdornrrlCiun?1urrr{nduludurCuuionru

rJrsriulorrnnr:riunrurirriurinnrrr{ucirlunr:rFunmuioiqorrirrilurirlriinlunr:

ri o ufi o r t o r il : un ad n u }J rfi u z rd u rJ : c m fi ril fl n 1 a ilt n r r ci m t u:' o nr r u r fr r,n nd x riu

6nrf.rd.rrijunr:iinurnrurcirlJrcrrflfi lflunr:rdumrrrioufi u16ndro

l) a erudo rn r r du n {r n r r ia u [ : r u n r r riu m t.r ri o.r rfi u r til u n r : r3 u u f
faurr:u

s) nluCornrlfiunrruriluo{touiiouiulnn nurirlilfinrruciornr:

rfiunllrfluo{'i{do{lurJ:crrfiir:ruriuil:crilafiurnruinrruunnirrriuotirrl: uiodd

o{rJ:;rnrlurtnilul?uautnlouiorruriluo{irrriuodrrl: uonornrfu,iodoon',r,firri,

*r rioaft r f,nuuzndou un;rqinr:uto.raulurfoGu

o) nrrudolnrrlunr:uouiutolrYrnu {r6unrlrvrioaarun olourntft nu
i..,- t . )*- . I <r r

fr rirrirfr=nri orS on u fr f ino ou iuii iiuu m odm Euilu uo um qufi t ol Abraham H. Mastow
j' r- , 

t 
a hy.,

fi 'iruqutiiinrrudornr: fi r c'[6iunr: ontioluac usuiulu rYlnu

z; nrrudornrr orrunrn4u'lord or orndornrr 1#{durfi u drnu ldhJriol

rfioraorufiuilanlunnimernr{5u dufluaorufifiqrn'in:tirhjrnulrJfiocriluriou'goridrlC

lJurrioudliiorfluarrrnraqu'lrto.rnurorlurirnr:riolrfio: ua;qriinroronsurro
t-

Rluu Ju lrnu2nuun n wroqfi uefi rt rl#lrjur
g) nrurfornrruni1uJua!rfi ur6gu'nrrriunrrrioufi orhidrocriluCru

inqrJ::crriln rdu rirl:60 r.flrirurJrrpr Jrsnouarcuir u:'ordouryri rilucfu druuirir

}i{riunrrlrJriolrfiulflunuirfiorfiluiYrnuo'urflunrron1ru; unrrfiurfi4itolnulfl
gduCru

.l .i r, - ladlfunqon: :unrr risufr o:toltinrio.rrfi urn{rqc6urJrcrnarrrarBufuii
L .. u .......r 1t .lr

ilqonrtxfrltn0{rilu2roTr'rs fial?fi0 ?flurrru 20t?nR?1ul1Ju0gllufi?1utlnnn1{nu
.rr.l-
Iauronrs odrr0rdnuorcrcilu druqnnntouinri oufi ueqaiuuin:rYqnidl dlnnio

- , j j . .l .r . i r a I t-
ilqnnrrunuilo{Dru2nrmnn'l{ .il{ilqnnrrufi1til0ttltu? tunuflnum: {u R0

t. o.rr6lrn',:rioudorrirrnonmluqiiofl rflunrrtnu16oo.lrdlrn',,
, d Jr, , a , .t & -rioufiurfirinriosrfiurnduryciuriu16unrqurrioufiurludrrnournluqiriouurilru rl3o

,iruruafrioil
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. e j. . C. . j o' ' 
j

2. !2{iU?rrdonmunN Nunl:finulrlqnnr:uflullollTlu2llo{unmollllu2

'-iJt.ti-JJ-J.tftgu{ddxfildun1{!1ilo{triu?lui2{ln!lfinqn o1n qnt rfllt olnnu iltoIoutnunl{lJ1
. j . e . r r .f ) a.' ., a ;

rioufi urluiuurlnrinliou niourrJr;pri?tnat{iruetf o'lnr: r1t nqr[a riiorinvioltfr ur

ultnunou16uill.tulrio{lfiurludarur?rdut,o{Jr!rmfinu riiourrioufiurludrlrririsu

r016nJrumf,firilulnulruilorunn lilr1rn1rd0{rfiururlnililcrJ:talrffinn1fl?tn1u

duo{riuollfiJtsnouilnuodrdro fririunqin::unr:riolrfiurftnrirrduo{riuinqrJ:lalri
l,

i,o{n1r?t0{lItu2 u 12a1uu

r.,ilruruiufi rindrln'u lunrrriunrsrioldoliu filt?1{llnufl 1:rint{rl

6u6orflud.rddo{riri{ unc16onflo1ufirifll#ril!lrrllllaidrnlnlunl16un,r.r #rdfiduo{

riuinqrJ:;arrilunrrrio.rrfiuldurdurriu rriu rinrioufiorn{urlcirauuauntrrioudorl{

drr{nrimfiurilursusl2ar I 6ou nr:rcnr:riumrlriostdoroiodii"qJr;clrirnrulilrrael

qqfiunrrunn; uioluiuuqn tnanraiuari:ros fnriolrfiurntiuryaiu16onvlnfiIrut:u

arnrnrilurrar z-t iu rfludu

a. iidlflunr:1fiunrrrioudur tft 1u-u::uunr:t6unrl unsnrrtucili

rarnu aruriuariuuacfi nrrttJ aonriourndr,duo.,nrcuuln: l ahs{olttciac Jrsrfl R

t . j r , --.- -U- ^.a- - t ,- --- !:- -.-.- --4- --l-.
rO0tl'lu?unon1:mo{lnu?nloludrclnaio{urr6ouurntu tiu rouudtirud'r tnsoqIu

u3u'vrrirrdur ii orirr rol ur{rudaludo{nltuorfl orudtioudurd,fiuyrrllilriolrfi ur rdu

rinriolrfiurncilrlaiufilrriolrfiutludtrnournlrqi dluincltar nrnrrrilunirJluqifi

rinrsrfiutmairuuiu-yrrlrrfiurCru:orinrjiuolnlfi iliolAun1l 2'3 au6o;riunrqCru

urunruu;tirud, rio ro{drlrrnfi ,iruru{irurhunrwrnn'ir l-s audulrJ

s. 6ruru{i ruriunrldonil'l"r,od, nr:riolrfi u'lrlcinvail'ilruru{fi i ru

16umrliinnionTr0nuinlrun;flqdnrrun'r:rdumrlvroltfiu2llnnsRtl lllntaumlitYlotlYlul
., c. c - a j !,. r- -&-r- ..1- . d. -
dUn:ounir fio:inr:UInrrfrflsA2ntlotn4!1!dUfIUnQr,flrOUfll? ll{n0ntrUflltnollllU?

nionr:dr:oldrfln tiluilof,udrriryfiinadonrrrrqmunr:6unrlrioqrduadrurduriu

o. rli'lur6unrlrioudqn ihlriunrrriunrlrioqdullfifi nrilunrrudolnrr
) -t ,

nuunilo{rlru2r1nuu tuogriuinqrJ:;mri uaclonrdiccrfi unrl urln:c?i{fnriolrdurqlio

firouurrlrrinuuurJUsul2 (tong stay) niiorinriosrdurdtnurirlrJ:crna fnriolrfiorfiur
- .,_..1_.---._-i-_---. ) t - t ..r - t irrirnisflududinrfi'ourri0ltfr uafl cm Unfl o{tfr t 1fi rrlflutn-ourJ{nrrlnnfl ou ?uilqnlilor

rtr niorinriolrdu'lnriuqaiudurriolrdurludrr,norralu{ iluiattltnr tiolrilrvpr

uiourriunrouairlurnanrofutrfiurrnduSoiuoii:ruotiluCu dlqnandiluthunrlina
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donqfinrrunrrrioqfioauiasilrsmil ,ontrnrfun',riinurnqn'nr:unrrrioufiurrfluri.lu

uirfi r: iu!nrrucornrrrorrinrioufi uruia;n{u {rJ: : nounrr rine;lirirurJr c al
nrrnarntutotflurnf o.rfionmnr:narnrlrrfuo'nii.rnr;{uhirinrioufiurde f,ulolduinrrd
., lhe a . . A a

rin {T'o"utnurriruil:caunrrnnrnrfionrrilnurgilrruunrrtiuinr:I:.ru:uarnralunr:iuf
t a v r y -t

fl ?1lln0{n1'ililnrruu lr,,llttrr01n1a62u d{il

z.s iruilwaunrroomuinrr

a2uillnu.uortdzudrcaunrroornui nr:

qa16 qn;I:ouruurf (zsls' re) nrirzjr dauilrsaunrrnnrnriluiho'ofi arurrn

nruqulC ,,nrarr',rodesnJduuurJaruiorJiurJlrl#ruursalriuanururndolrflorirbl
aat

n0nrrogr0or.r5oorcr5unlCdrd:uil:calnrrnarn,ilu,niorfiourrnrrnnrndgnldrfloauor

atruriornr: to.rqndrnrjurilrnuru rirl#qndrnriurilruuronolouavianuqrld

qnmlr 60116:v Q5a3:29) ndrrdr drurlrceunrrnara uuruds olrirJ:cnoufi

drriqlunrrrilfiumunrrnnrerilurlof,ufifirnlrfl'u,'rrooruqtlC 6cnrr1:firuCorahr

tiruil:ucunrrna',"d,nrrr,rulunr: llnaqlmf,uunrrnarn

Kottcr & Amrsrong (2012) ndrzir riruJrca!nrrnornrilurniolfi omrlnrrnarn

d arlrr nn ruqulCa$r.rduurldriuna renrjurilru ururr{oh{arur: nur r qr-nqrJr v a.rrfnm

nlrnnla

Kotler and Kelter (20t2) ndr16l uu16oriruil:cdunr:nnrnuSnrrjrrfluuurin

naroariuluirnjohirfie arruaoandolriunrruCornrr.uolnnrnrilruurudiunriruJr;au

nlrooloddl zps J:cnoudroflinriEc{ (product) ,'lo1 (price) dourlnr:de ,fiuriru (ptace)

nr:dlteiSlnrrnnre(Promotion) qnnrnr (people) a'nuucnrlnronrn (physicat Evidence)

luas fl ,su 2un'r: hiuS nr: (process)

n'.r rfu n r : il nu r d ru il : c fl u n r : n n r n ui n r : fi rfi u r r7o r rii o ri r tJ { n r : Cn u r
--- -r-., , !i- L r jy . J . .aludrfityCrufin-ntolfnrislrfiurn{uqadtfir{rurriolrfru?lulxndlm0urnluqj i'.rrie
----^^ l---e-t-- -.-dr 3 - ia r - . { tlafl{tn1 .rrIrn0 lr{llru0otuu{rnturnlr?tuntrduJoun,l:urnlt}tlu{nna nrrdnurailfii.t

ldrirurJ:caunr:nnrnuinr: irriudrurJrca!nlrnnmuinDirrJ:cnoulilCru

t) ninrisrqi (product) rilu*rd1:fi orflrurru,rrtorouauorioarrudornrr

tolqndrtlrfi nnrruf [lnololuadnrYorqidrcuotroorrin'rnuuiohiidanufi ldfl a'nrisrqi

i.rrJrcnoulilcao fiurtr uinr: nrrua'e rorufi osrinr nioqnnn uinr:riluiirfirrusr,lu*o

hiidrnuhiarurrououfiulC inruluonirlrrna'nuorcto.riurfrlnuri:lrJ uinr:rfiedu
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lCCrunr:rJ[u?uutolr!}?ui nr:luuiosJr;mntolp heui nr: nr: ui nrr rs lCnooonur

6u!o[ifitiouduo{riuflrluinrr fiurfrun:uinr:ia'nusudrun'ouriuluilrsrdufi'itecdol

inr:fnrur3rJrruuiudltn;ui nrrh?ruoldonluColnr:tol{ui Inn tfi ololn{u3 Inn
t ) ti I r ! e Ar. Y t 'rinc:iinludolnt:fttrlduuutJnlograuo urnndnrisrqildntmuatudolnrrtolqndrtiou

rhlilHanouunudlC;u1r;6urir iln'l:n'orrsnunrf,nuioiliurJllnrrninnrinnhdrruur6u

ddrariu InunrrrJiurJlrluCruqornrnnfinriEqflririuariournn'irqiudrriuua;nrlriuarru

dornrr{uiIna drrfunrrinrluuriiuiorJiurJlrhlu3nrrrfuinluurJonluri grJrruu

uinrrhjrniioulnr uinr:fi6ndr{udlt'u uint:firJrctiulttfiunrrunrnuiltolqndr
o Jr I , ' . jr r----.-- - - - ---- -...^-.-. - d t t

uinr:fiii:rnrdrnirdutlriu naocouuintrfil1lR?1ufl!R2rlflu'lultn3r?nt:?llnOnfl1

rllnndr{rnilfulul:fieuSnrrlfin16orriu dourhhil:fiouSnrrrJ:saualud16odorttns
!-t.a'-..o..Y-

uonornfutildolfror:ottt,outtnn5oqotnrtutnlr rs6utu nt1fiull1 lla!t3out1a1!01

riru3nrr rirunn f,urdonrrnrr#rwiarruunndrrriuuaciflnion:;nuio{ui'[nnodrlurn

lunrrfufnr:u3nr:Inunrrl{iinr:nI:uutfiuu:rRrttnvqnrnrnuinrr n''lotill aru

iln1flilo1ut o{*ldturunrruacnrn #olorilr: s1nln nt:u3nrrfiitrinlrufi riluryniu drc

drurir rrrJrornrn irnioluuruuonfifluRrrunnslunrrncilurn nnonru3iluuunr:hluinrr

fturrrsraranrulcin:ouurnrxrunrrriorfiu2Elala iitfirhitintio.rtfiuriarrufultlunrr

liu3nrriludu

2) : 1n 1 (Price) rfl u drururiud qnr{rlddrurlrn fudofl 6nrisrqi nr: riru un

:rnrdoldniult'irrrnrrfuruur;auriuqornrnn6nriore{uioti lurluuol'trou$uilnnnr:dl

rrnrinnodmurndonr:iafiuhdonf,nrisrcitorqndr uns:m'No{}rinriorqfiiluile ir'odrriol

lunrrriluondlqornrnfilCfu e'qriu :rnr#ollr-nIt {llrut'la1a eiolfinrrududrnn;

ruurcclriuardrurualurrcnrndrrlfrnrrlrru:uieuinrrhlriuqnr{ririRrrutnuuau

riudqndrlCiurunr.rnrirn.,:druuarrorludtliuuqnurr r!otnrrntathdog ua;nrrhl

dru andtuiuqndrfi rfl u alrin uocnr:ttdl: rnrdolinrutilut r rufiuqnfirun;inrru

f,nrouCru

t) dornmnr:{ndturiro (Place) douuntrdndrudtuo;iuo{riu rirra finel

Rlruutn.irutomr:rdrdldsflu*ldrdqodrlurniol:fiurei1:firrolnrruSnrrdlurlesinr:

dnCrudrodrununarrisldrrri uinrt (Service) u!ourirulrudur uiiudrdnrrrdihi

turroduCoruioro.lfiufiudfrldoun'ir{uilnnocdllJlduinrtror drile lriuinrralu
' t c)r- -lri'rrlrldnrmrso,rfieiirui " 'r 'iulodoulodolyrmlunr:iui{orjorfioriruhldolmrlorrfrn,ilrrriro[nrruacnzn'[unrrd'ai



48

fl!o2nriunlru;nrrrnndun'rriunr:daf,ulcdurounf,nriorqitiriuqnrirru'ole nr:ldrrar

lunrr druoulrnrlourf, orln nrrdruoul#fi lilu uncnr:druouhiodrrlr irnun'nf,ulc

rftnunduo{riudnuar;torqrfiruinrr nrrt-nnorufidrriuhlgndruriuuSnr: riruurn

nr:h?u3nr:u3oo'nrcuuio.lntrnr:fo,iruriruuinrrfno;lidornmnr:indrrdruleun:r

rrn{lrluinrr qr6ouinr:hifiuuldnunnruufiouriulrfiotrufiudrfiu'uuldriodrd.ruas

riodrrJin uciirTounr{u6lruiuqrfiourrilr:mn rdu qrfieI:urru 1:irnrrriouiiurortli
a u n a r { il t c rn nu r uu f t ui o sirum u t rot o l l : fi o I r l u: u rirum u t r u ui u'n ri r rfi u r ui o

i - -l .y- .y-
n?ll?ru01l.tu1unrfl :o{uu n{uunl, luutnrtfl lult 0 nrutfl 1:H'rutourlnrt o-n,irnilrolC

u -i
4 ?f n{u

(t. r ) nrrb{uinr:eiruhunrrhlu3nrlruudiururuudr rdu hucinflu

hudn'rn fi ul#ui nrr 6urnsirfi n hluinrrCrunrrrfl nirudruirmrornrrluuntirluru

uiortnarrnfiudr InuhurJr;r,nndiinqrJr;a.rrirdorfihfiiuuinr:urruriudaorufiurir
I

ltu.l

(r.z) nr:l#uinr:duiruui oaorufi qndriornrrhiui nr:r,rrd,fl , nu

rirnrinuutJtiuinrrdrrhuuioaorufiurionilnrunrrua:nrntorqndr rdu uinr:f,nrir

ornrr nr:l#uinrrtirnururalrJqun{ihu nr:rirnfnrrulJrirnrruaJoln0lfllt nrt

biuinuuuudqrfiohiirrfluCoro'nn8rrlrrin.rrufiugurruionrrrilnirurfihluinr: uiqndr
l+oJ

non0[tn0 launltdo6lltYll{ lYlrflltlr

. (3. 3 ) nr: l#ui nr: drusiarnu rilu n r: t urul : fi eriru nr: o'nnsrn"run u lu

nr:hlui nrr rdu nr:fi nis rorrisrlf,ndruuifnrirrfi urui oiaiodruuil ruuutorig un:

ronw riludu

6.1) nrrtluinr:iru6rtinnr ofi nririlunrrhlu?nr:doritunrnlula6ur

riuandurluunnrrdrufnnu rdorirh?uinr:rflulrJodrflra?nunrrlniunaon 24 f?Iur

r,iunrrl#uinr:rinrdrurniordnluri6nrrhluinrrnrrrilnnnr?or1a
- I - al
d"rfunrr inaorufr d'rrmft {rru6ra1a dorinrrufl carndrmiu{url#ui nrr

riorrfn r,iu n3ro{hnaruiior iiron:o iu3nr::oiudrauruu'u nr:6niod't:or#our-ni
I . Y o I t r J a JC t

R21lrflse2n .u{fl'ult:od1to{llo{ilnfl1uTtufl{lu ?rlu lilrfifln ill.toulnoflun Hluutu?l

rirfulion':unufrrriro uacinrrdrramrirrar:r?oqart,tJtorltsutuldtrsnrnmrr

6urnofrfia riluCu
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oulug]rocnnsgn-uunopu3trsLrrgnl*,[Lpu0gsuuctruhop3Lugnstuogt]bm-uug]ropgn-o

elrprntcuuutltlogltop]lropntoulb]osopuBuntuotrp:unopp luoprc;unruuoC ,fBAt-o,trJ,)

srrBorrfinrsuropouugstunEt]suoulnt]u$rut0InIttu]p ]3u0uU,[uuI gnFnuouug

o3urL,rnLlultn1r1,pgr,.on3tunlBtltt3tungr uuuhnul0ttttu (r', ,. a0. . E

Lngncunr:rucrcr.u

qrnc r ur n [1 nr ]u3r otn rLgnrrr-c uu1 gnp uttpl ] iuoulc g rtocn nn-u,tn$nPntcu

$rgu0utrglDsrJttru-clout utuu3tunsBllll3tuntlnl,t]tooolt]ogutntll]0qn$nPttrtsF --i---.- i '- | iu 5 s i D ? r P f 1P -2

r r u u r 0 u o n 0 r lt i L u rt r lr ! r, s L u tc u u t ]t F[ clt nst [ : s [t so JLt u0 t D n[ g Su glrtt c u

u gllrt0 g 3 [,u]o ] o ,t!E nu-u trt u ]tll, 3 tu ttEl,! nnnP t,[ : 3 [t 3tu (€',

url

$trurulrllrsLu:ullnjt]rbllgLu tpnguut[,Utuurtu,Jll*([lLu null]0ttonErstu uu ncBonDt

sru ngngronprstu 0ttrstungrlln3tun[rop0ognrupplstu Lpnp]tooc1r;t[3tu utt]tl

Llrumr su0uncl,FInou r3ftt0pt]oBu$q0F[0t,t ttun 3lrrsu cuu p1 n-upBcuLlr:tunt]ugm

*[0 uurL fr 3 r u : urtt m RBI 3t uft-u ttc lr[uJ3 0 t lt 3 tu tt Elil ]ll 3 Lu (z' v

sDr.ur.rggruuggnFnpcoBrlor,rsruNtnmREI3tuBErulustulp npnggl,*tru1tutrhuc

n1tnun sr.lrsrc l,rfruoPryB yrP[ LroRB[3tun[]tuuoPnJt].u ntrucnoPnt]roulolnug]

!pFL su,u!0 !0llrf, tu.uuuM0 9n]0 9!n-uc0E0 nprr3runE[mEEl 3ru ( l',
p$-uu0grruor3$ (4w uopouord) ..uruustunspnp

gtultunrr:g[tngp,, Ltuogttcr (tuperyu4 tcarlo) ]su]Lutctutritu:utt 1burl1eg leuosred)

uuuhoulorrr[u (suolletou c;1qn4) 
rtnpnpL[:3[t3ru 

(uonourord saFS) 0r.r(rurlSlrt]D

BLu (tugstuo,\pv) uoRtslsru ogltoo s n,rs3[rncB0cpF[[0u:3[tn-o (sloot uonourord)

uLuu3rurl gril],r 3runt ort]oSut0ltto ]0 uuruu3run3lll!rr Stunn]u 0tlL0nBlutelouuuH

ofrBn$run eIn,Jnrsuuuruulgnpple 1u;tornn]*ru:cgnromn*un utu6sru]Lrit,rop

oslogurflLlouppu0ognuulrnBn^unuogsLunL*,nIFIuFu,npr]c3ru3nuruu3run3pr]1,

srulorLoLlrtrolL 0Lluonpr3rutnrt!utn^uupMoGuouruulgnp;t1sEuprr0L0trouInrsLr E 13 tt F., '. E I
ngrluulgnpyrrp[pro^uugMnucogruftoprpn*0unr0r0rnrcunEr3ru3nuruununsur]p

3ru o& nun iiuubm:unuunru!riEor.rcsfi nunrrillrcm!,uft 0trnucour gurolrouuBnu
I a r 7 7- t t ... r 7. -

ngrstu!,nou g tlofiuuuuctun3pr]lr gru (uolroirord cLuulrutt gt tstr tru (,

6'
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4.s) nlronmnl{nr {lilurilrfi nio*oar: riunriurilrr,rururiioh{rfi nnr:

nouauorlnunrr uiorfl uiinr:irq fi fnnrrnnrnldduniuninriordlcun:rriu{do un;

Inon r r riu q nrTr rdu ldfr o lBru on unc iloi$r-ur{ (caatogue)

i.rfunr: dsraiunlronm lridrrcrilunr:ldCsIEusr#irJ: c fi ninril nr:lddo

IwuorrfirrTrdrnr!lrilrulru inr:J:crrfluviuf,firr?tii.rcrrr:flc nr:J:;trrYur{uf,ficirr

nrna'nusififihlriulnuru rdu Irquuiriau jrulunuinien:ruiur6n l#qunr:ilnurrdn

6oud uiohut:uflnfi onr:u Big cleaning oay uSonrldrj'ufitnrruriuuil:olrunrlnrt

rioufiurlunrrduciunrro'nIilrrmrunr:rioqfiurludrunanrairllnr:t'nlruroiuoaol
. . .,6 Ct Y
lur2r?ufllnru nlr ennen: rut ludqnnl{.I ruunu

5) Uaaln, (People) {nnrn:riluiltiuuillnrrudrtioto.tl:fi ouinr: Ufl alnt

arurrorirrnrriufr'norriuqotnrnuinrruriqndr irriul:firl#uinr:fiil:tcunarlrrit

ocdslldn:rr,fluroruodrlurnlunrrrrltmuCturirdlnu dlCotorf,unr:cfrtltl nr:rintfion

nrrflnourr nrr.grlo hidrrlaandineioriuqnr{rlnonrruioqnarn:lurlrrinuuiirtrrrird

Cruuirr:uacCruodurdeu rCotlarur:oairrnrruf,rnolol#riuqndrldunn'drlnrfio{
v a ..r -J4

lu,t {xu qaalntno{!R?tufl1utro iir{aun6fi6crurronoucuolioqndr inrruiniriu i
alucurrolunrrudilryullnsdlul:odhrrirfiouh?riuorrinrld rriu nrinltul:ltttn

araracurroJ:;multuriurlnununrlolorur:nrolu&ut:urioloruurdrdruiuhluinr:

qndr.uolftur:r uioRluriiulouac#.rhlunr:riruu n,trurorlolduacrdr,lolunr:1#

doXnrn'uriuuriqndrtorl:urrulunrrhlnrruduru6o aarurfluiiooT irnuacRtruaturt0

lunr:u#hilqtr Rruiurrolmralfi?luiJRrt arruriluinrracdtolfYufifi nr:rrcilnrufi
tattY ' Y {nttut?olitlunr:h{uinrrrulJl!du qnflniln lfi{o{auagnluusulufi?lUonf,0

6) n-nuor;nunluntil (Physicat Evidence) tflufi owslnr:clrlcnrtttrndsu

n1rflil{ur:urnra nr:riionl{uar fi tfiulnruluhu uisdnuorcnrlntunrnfrafuf,Uunl,

tru rduornr: to{I : fi !ui nt: rni olfi oua! qJn: 0i nrr nnusil eorud aru ron lhu

rJ:slrriurf,uf, dlnrrnhrrinu$!n'r{nunlnr?ucrurrodruagmnluriulouavdrun'urgrr
- - . ' J 4 . J r,---l- - ^dnt:i'CdUlrtOl6nftttnttilUflltfilUUnnAqmrml{n1rna1n n2OU1{t tfiro{lllJlUtlOJ

rYoldnuoiuonfirnrsuollrur:rrrmln arur:olodr{iuuinr:l#uirh uosidiurorffiulno

u?norf,oud rarftnofnlrrcriourdrrin nr:ldiunr:nnrrilldnitrYuutrulnltruo{Irlu:u

ruuul:ur:uernrn uiour?uinr:ldrduqnalurrmllunrrchlu::ornrt #olqtr rioture

du iilinuruu eon ro rilucu
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z) nr!u?unrrl#uinr: (process) riluiinrrdrrfi unrrrJflri6*lrfiurriolriu
I 2. a,funoufr,ilrriluro{n1:uinu ndrrfio nrrdhruaJnr:druouuinr:hlriugntfio;do.rorf,o

nlr00nuuuua;rlfi rifi errun:;urunrrfiirJ:cf,iliHa Inunrur:ouri{nr!u?urilroonrllu I
lt
riunsu fio n:curunrrriounr:hiu3flr: nrsu?un1:r!tld1{nlrhluinrr unsn:ru2unr:

nruurilnrr hfu3 nrrluuciarnriu2unlr ocoiuru6{dnuo,r,,urrfrnoulu : ruunrr
rJfirfiltunrlCruu3nrrdlnr:oonuuufiIi6ororirh{qnrfilCiunrrdrdrldlaunwurunrr

t{uinr: rJ:cnoulildru

z. I ) n,su?u nr: h{uinr: Inuqnn n riluui nr: iirfi uat?orriurra r nr:
j r , I -r . I j .i - ct traa0u ll{?1to{Ufialn: riu {unounlrrdir{orutruncrnlomruuroiglfru ri]uiu

7.2) nrcurunrrl#ui nrrrf, obltrnrfrldiuui nrr rdu r ;uunrr ool
t t, t ac - r & i ac - rr{or{nHrudrinm:oEnd rJUUnlrro{n-?rnSolfruiruordnr:ofrnd rruun'rrnril!rfiuun?r

vr"n uoc: suu nrr,h r c ltu#o.rrin rfl udu

7.3) nr curu nrr fndlnr rdunr.ra rruhn rfl unr:rJfi rj6d gltfr,mn

rirrun6fi6luinloto.rEnrfi du nrroiuru6.rr,rnrJ:clutffitrndfirvlCiuurioarinrriluaurin

riludu

r r nuu rin rir r du n r s u r u n r r blui n r r I r ulr u a l a l a fu do r fi n r r in n r : dr u
----.-..2--.-.-. --:. j 

- -l- -.- r y - y ..fr?lullrour,0{f,o'tuyt lru nlruufiiuftlr4rugnrllurftrq{llas0n61fliltr0 uSoRrounir ii
nrruunuinr:rrar{urnvrrnno druiuildruruarruc!n2n fiil1 a:rirurir flnrun

{,l, . ,uonornfutiunoulunrrdrrcriufiialu6lrritydrniun:vurunrrhluinrruuuqaf,u riu
.4.-,nonrrfr:criurtrlrcfrrc?i'lunrlrurnrrdolo{nroldrdnarrurBanruC:r ,uno.rnrfrnu

innrrCrunrruacornfiouloutorrlorrin riororur:erarn rlnununluftur:uararn n!o

ufudntrf,nnrrcruqu?ruqqnro'u nr:riufinrTogatolqndi uiu trndrtouviniuluu rou
ui nrr rilun'muotir.r lr riluCu

ornnr:dnu rriau Jrc dunr:narnuSnr:riu rirhfu-nnr:narnlirfl urni oru'olu

nrrduunnnqnf,nunr:nnrahlaonndorriulrfiruin;rJ:;miluosrrlu.rron0udu0{R2ru

dornrrto.rnriunnrerilruuro n'.rrfu6ralrJlddrrirurJ:celnrrnnrnuinrrtorl:ruru

ararar'{il:cnoutJdru ninrisrd (proauct) rrnr (price) dourlnr:fnrirrriro (ptace) nlt
dltai u nr: n a tn (Promotion) {a alfl , (People) rinu olc n lln run lil (physioal Evidcncc) llo;
ntcurunrrl#uinrr (process)
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.rnnrrfi fi o'ulCilnurnqfi n:: u{ui Innun:dtuil:c aunr:narn rruirnrrdoc
. . . o ) i- I ,
rtnulo{fi?1unmoJe1uylilfir,0{unno{r?r0?nQU{cnu Iaursrrrcodrrotslrfiol:lrrruriurflu

1:firfiinr:urirriuqurn;luurun'uduluihlriurfudrriluotim0rfirinnrrnarnlcdortir
nT rurdrhdrnqfin:runrrrioudulilurirurJrJnoufidlriqrn'ordrltdraruqrSoruqnafidr

rflr lu {ui l n a d r in f, u l o do u:' o hi {o f, u dr uS o ui n r r du o s ril u il : c l ut rf l u n r r ri r hJ

lurHunnqnf,nlrna're rnotlrrn:rulnorciuuncunneirrtrn{udrfudrarurrooiurudl

nq6nrru{uiInn uonrrnrfudraonndorriudruuunqfin:ru{uilnnd (Kotter & Keller,

zorz) ldnrirrl{fi0'orirurriluuutfinnrriinr',oi.d toctdurriunr:iinurnr:oontluunlt

uinr: firfludruudllunr:oonuuuuinrliorirtrtuou:'nr:fiiarruunnirdoduilnadru

rflueiu

2.6 orrooouuuuinrr

Kotter (20 t2) lCtlnrrlnlrotol'nrr ui nt: -rfuul ruo'lnr r n: c ririli onr:

rJfi rifi drilruuiuirrau ocio6ndhuuiufl u dodhiis lAnuoiui odrnu6r hjinr: Iou

nr :ufi nfnrr rilurdrtorlu*rln o'rr?unrru3nr:oro6ndnuS ohi4nfi orirf, udhfi lC

t) JrcrnnrostiruJrcalnr:uinrr (categories of service mix) drurjrsal
att..aao4Ar".".{roldu6ruacnr:uinr:IiRruiln1nil0u 0{illiluri60{llu{urtmilutn1, n{u

tr.rl iudfrfiin-rnudru (Pure tansibte gooa) rfluiurilfiidrnudrur hi

iuinr:nirrrrf, ur.fi ouaurdurhnnhIut'ar{uJrnron:u

( 1.2) Audfld idrnunlouui nlt R 2u (Tangible good with accompanving

services) rilu f, udhiiidanuniou iui nrr urnn'irtisodrs riu noufi rtn of ui or ooud

ru:urilunrinriorsiirmnlulnidqornrngriirdorinr:inuinr:hlurnlouriuirinriorqilCo

dluouh{ri:rqndrrConrtuuontlullolninriuo{r*'udu ilrfuilhiarrudrdqriunr:uinr:

urnndrnrrHin urrrcdrldinrruinrrfihiiuontrutorf,udr irodrsnr:uinr:duraruriu

f,ur{r rdu #oluanriudr nr:dliudt nrrqiouttsutta;nrrf'rllinur nr:drutua'u,iuonl,

rirlilldrru nr:ilnouruhlriuflft ru rilrusfrnrrn'efi uasnr:iurJ:criu liludu



53

(t.3) fiudrunruinrrodtncrrirriu fi o aludslnutov{u3Inafi iartu

nrcuirfiuthun;u3nrrfirrirriiouriu riu arruarnnirfi{u3Inal#iu#rorurrunsuSnrr

rfiolrjdrrinnmrr

(t.4) ui nr:rilud ru drriqCruiu druns ui n rr tai u 6o r?orauofi

rJ:;noutJCrouint:rfluriruluqinlouCruuinrrtiouuiofiudiriluirrm'u tdu 1nrfifiur

l{uinrrl:ur:uurnla druinr:rinrrnfiudrdnfini,uduvluutrtra niu r?o.rvin iaorRr:

nrroonuuunnuir douSnr:nSoudldidrnu tdu oll,t'tt0ln'ta uinrrr?rncuurn uinrr

da-qr orulu rforr{n rfl uelu

( 1.5) nlruinlrdru rilunrrhluintlilurotitq6o:Iauiihifi iudr ldrrri

ailrorara ilntun finIil:unrurirtdur 1p".k"ge lour) riludu ilrfunr:uinrro'licinuors

T{lffu o0

r I dordu o{drui nrr riuldrai oriio,fl uniu g ru rdu ui nr: o or

rlo,rrinriru6urns{rfinuliouinrrdldrlooa,iludugrurdu trinmurirnrruasorn#olrio

uinrrnruiryi *.rnrruinrrdtdqnnaCulrutiruriroonrflunrrh{uSnrrlnuurllruhji

fl fi our r s ru fi ilu'oui our ll ru iio orivr

z) nrr ui nr: um otJmColllqndrurtranldriuu3 nr: dronurol

rdu nrrlduinrtr?oln'nLuttxtlala qndrColr6unrcurl{uinrrdronurocdlo:ldiunr:

uinr:ua;u3nr:urotit.tqntfthidollrCrunuror du nr:tortfsln-nirunrlln:r{uri dru

nrl6urnofrfin rriont:lduinr:arlrqndrdolur6lfihuarJrdrunutol uigruarJrColda

nnudraorufi rflortartuq uacaunurriuqnrfiCrurrorqnrn tiouluurfludu

3) nr : ui nr t un nei r r riu tru o{riu drn ou a u o s alu Co I nr: t o I

trndrrilu:ruqnnn uionrrh{uinr::rurlnnn uSonluirrfl utolqndtdtfl uolrfnrlrfi r

IeorfrlrJfl#uinrrrflnurI:Jrun:unttnnmtrnncirlilturhiliunnrn:rtllnanttalnnrnltfir

a) nr: uinr: unneirrriuiu o{riuinqrJ:; clridrriluft rirl:ui ohi

uo: fi nrrn?lurilurfi tol jlfl urYnusrufitsqr fi oronruui oi1 urn
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2) rinu uc rqil rc to.tn a'lnu3 n1: (Characteristics of services) nrt ui nr: rfui

f,nuorsrsilrc e rJrcnrrdri6ninacionrrdltrunhjrun:un1tna1n lCrrri r. hiaurro{u

dollC (inrangibitity) 2. bjarur:ouri.ruonld (ins"p"rauility) 3. tiuiluou (variability) a. hi

arurr orfi ulfl C (p*rt .uitity) rild

(2. t ) tjcrutrof,uelollC (int ogibility) nr:uinr:drltrnninrisrqidi

drnuhjaur: ouoqfi u hi!: a $fr ntlld tilCtu ri otilCndu riounr:douinr: triu nrr

l{uinrrr{orr{nlrsuruararariu 6nfirqniurortiorrindr.rmanraarS:ruodlhin:luirnrr

iuuinrrlupn',,ron',uurrr?rol0tunoUfluolRarudolnr:toqndrlCHdqonSohi66lC

nt:r;nuuinr:lricrurrot'udollC{uo{duflriuinrrua;,rn', , "uurirCrurduriu 
n'lr?u

rioannrrurfi orgndrfi url{u3 nrr t?orrinlrrrnr0lnta nltro{u 1a?llrilor?ultol lr lurl

qornrnnr:fuluinr:uionrinil:cfiu niu #slorur:tollrqrrlt{iuurn:1ru1ruCruo1ll1'

rirlTqndrdurlduinr:finlurfioriu'irarur:ouilnnorrrrfiI:lu:llddltrndlrlorurdrd

l{rJr'fiuqornrtlnuf,orrotrorn aorufi qaan grJn:oi rnSolfis iaqdoarr iYqn'nuoi rra:

:rnr e'lr?u.rrut6.rflrluinr: n'o nr:t'nnr:udnil:cfiunrrlriulo (.an"g. the evidence) tCo

rir}?isdt'udoltrjlCriludsiifiudollC (t"oeibitize the intaneible) lutsrtfrrinnrrnarofrtru

ninriordqnrirnrul#rfr*uu dnrJr sriunruriultrilu3 rJr: rutdoh?iunurnrr dldorauonrr

uinrtfitiluulut:tlr irotjrl I:lu:uarntaelolrrlciruililltilulrltt:uararado{nruld

unriopjfitraur6tarulnul{rniolu'onlrnn1niln1urJr:nl:dld

t ) aorud (Phc€) n1, nnlti lco rufi nrou onuotnrulun'rornr r

rhriulr.,rurlararar?uhiinrrilnnrndliiinuiotrrJJunl:rdunrrilanlfluilQo1rf u;0

dttovr: utourindrAoutoltraul6flalu n1:dh{UttU'ln'lfllluuftltt:uerarn rdu ii

rfiolo;qru (ezan fio nrrrJ::nrthlrydiuurasrurnnlouriu)l#lCturilodlrrnra!ilrrm

nr:fndudlirfludndru:;u'huru-u{l ttavnr:tr?ufin21u613om ttncnr:f,eldunrlrYo;or

nruludrorar::cil'ilflorufinlncriuutrhn-n (check'in) uiolio1nrlnl:frrctiu (check'

our) n:rinrrrN[nuotirl:clin:;il ar:dartorrsndu:olrinrrurrrfiulrj riludu

2) {naa (People) nrinllun rinh{ui ntt 1: ltlt u lrnrnriun rr'ilu

qaiuirlo{drufnotcilrsnrulurlolorrr:urnrn turrclunr:il1lorrr:ernrarfuifunou

ficlo.tinr:ndr:6sru;urutoldanodlunrrrf,oatYniriounr:Jllorurr ttacilfnlruelosril
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nru Jr;nqn'uavrJfiil6o{nrulCunriop!fitor;raurodmrairaia Lur:rararaluJr;rnn

ryaiuinrruriqrunnrinnuhfui nr:rruu{srhuiutrodrnrrrfi l uacnfn{rurilrtnu
bluinr:riruiuqndruraro rfluelu usnornrf, nrrurrnrrhiuinr:dorqnrTourarrenrir

n0ufluo{fl2'rudornrriotrntfirla6llCrrnGr ua:rinusnr:linrurdoar:fiinarutiryq
riu nruurnrgnalr Rrulorriu rionruulati rilueiu

3) rni olt'o (Equipment) n ouiiln o{ rni olriruron a r r lff;do.ri
rJ: s int'nrn riu criuua;u?unrruriluf, afl

l) faqdocr: (communicarion Materiat) iaqdlfiur( du r?onrru

grJnrn nr:rir{6.rnrruirJ:cf,nt'nrnunsnrrurrnrir rdu inr:uonfifiua:urnnvdrriunrr

acu urnn ruluriorr{nt orqnr{rryaa'u riludu

5) rio#inuoi (Symbots) f,ouatn:rriqdnuoi rdu iuSnr:
huorurrfildiuulnr!1uorr1r11arn IaorirunrriuJrcriurrnnusnrr!n1rnn'llilrccr

o'r u r-n rfl u rfiu, o{ u m : ! lu 6r a 1 n

6) trar (Price)'[:ur:uararainr:rirrun:rnrfift rirrilur::lsio
qndrlrjrorrGuuqndrrr:rlunrigfiaraur6anru (srrariarr) riludorirduui.rlui6rya6u.jr

}jrorinroru.Bouun;hidrrirllfi u hiiueonrdu hiiuriufi ldlrornnlrhiqoin

rinnrrnarnCruui nr: arur: onJduuui nrrfihicrur: o fiudo.r ldldrflu
iltclurfdi'uCorlC drr,iu carbone uou Haecket rauouulfinnrutddo.ir ..iflln:rlnrr

airJrcaunrroitrnrfi- dodruhi.drd;uCorhilCrfludriio'udo.rlC. Inoduiu'nriudu

rrnnrrriaurnrntouJ:;aunrroitliareudru3fndomrrh?qndriufovl: uda6roonuuu

ttuurlnr:ilfifGlru ttncdnrtursdou (performance and contexr clues) biaonndo.rriunu

c'rnrirrrdoariunrlunr:iufrfiurriuilrccunr:oinrudCornr: n'rodr.rnrfif:ur:utorarara
.. ., . - . y - y d. 2 l. r.t grrlun{lUtUrltJt{Ufl1uO{ilnnt?iUUrtu0n6Ouilutn5O.ririlftlrU$frnlru (performance

clues) flr:uilnruto.tttinuutfuinrrlrur:uararao{nruldrrYnarauriaaruusotirflu

,oioo{rhaolnurntlou (context ctue) nr:{rhdrudrucnrnumdoutorlrur:uororaririru

nrluquri{t u-antsr) uacdlto'r:ruo'rqiln:sirnioliio (mechanics) uiil'mrau:ru,oiuodtl.,
-t- --. --- -t.". . - <rr a J- ) l. t J.u:uflun1r0t?l{ilnu0ultuttuullflurlJur,trrrittu?ttdn{RlTlr?!1fl50{Bdlilr3dun1rsigil{.1
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(experience btueprint) #.dt ilrlrltCrnio.r{rirrJ:ccunr:01na:d!fialCCru:cuuilrcarn

iIlfia#rrirro.rqndr d.rrfudhrJiourfiuuriulrur:ulrarorfurilutrrluuunr:hluinrrfi

runncirre rnlr.ru:urtrlJarurro:oriuntiutrnrlrrorr;un;nriuqnrftrirtJfinrurrorrrin

uS on ril r c au n r: ofuJ a nlu ri r rn nrr g iluuun r r h{ui n rr l: r ur u ar nr a lnuiu!lC6r

u:rornlmruulr{u:rsrarn r,iu uirurlduinrrroonrinlruudlnruuuuqcf,u inrroonuuu
I rat Jaa s a .t a

nnlrn{n201R'rrlluu0dalu ! un1ilunn1u]ru{lltnu{il nnri'lfl 0ut orlfl1ftu 10da1u il5 0ultg

orri irfiounauurlrflurtarnrurrlra1g u!ourirdnrinmudrarurrnl{nrururarg nrur

urrndun;nruroru iu riludu

t) hiarur:ouJurunld (tnscparabitity) Inorj:nfi nrruinrrestflunrrnin

runsnrru3Innlurra116urriu dnusr;rdudirdrrriuninn-orddin-rnuiindnudrrirrfiurflu

fi urirnrnrir o'nirurirurirufl unar{il 0'rur ru unclCiunrr u3 Inalunardourdrrlnnnuutr

rfluflriuinrrrtrtsrilutirurdrtornrruinrr rioqndruruanrdrrdotofuuinrr nrr

uinrrdufindu rJfifiiurldnour;uirrqndrua;rltiuinr:rilurinuorcil'rfiuro{n1rna1n

uinr:

lunrfi tornrruinrrCrunr:u-urfi {uocui nrrnrucrtroriu {doo;
l#a:ruauhirfl riui nr:ronrgrorgrufl un'r;u uiu ludtrntnraori:roo nndrrlaiui
orudornr:rinI: rur unarn uavqndrnrnu i.rodr.rurnionrrlCiuui nr:uuu lr urr r
orara riruinrrrcfunrudnrrdrurrournrdio{otimirrinrorflriuinr:dtrnrirf,urouir

u ., I . o.la ll ry - .. tinrrdanr:riurTorirdnfiiiuarunaqnf 6rflriu3nr:aur:oiiuu!fitvriruuriuaurilunrjr

luqjurndu rdu nr: r'n Jr vlulu I:.ru:uarnraitrndrfi rdri ruriunir roo nu irrfu{
l#ui nrr aurr niiuufdo;rirmuhl: rnri rdudr l: urruernrn crurr ofl nou: uufnrru

u3 n r : u r ndu,Coa hr n luriu h}{riu q ndh lC

4) hiuriu ou (variabitity) nr: ui nrridnu suarrr hiuilu ou quiior er n

du o { riu'h l n : ril u {l #ui n r : rul o l u i u n c fi ln u n rin m u l #ui n r : u r r n u ia r u o e m u riu
YtY.. I )

0nR'r tnriluunnuou arunrinrruh?uinrr6nnuinrruonnuriutrndrlCurn ri'rrfu{do

uinr: iufnmuhjruiuoudirrinrouourrn{6urtuoriousiaf, ulu6ondouinr: irrfu
.r .. y -4 a l-r l- I -

{:ncurn1rf, 0{rl2tfi?uQUQ0rnrrnuutnlt.u{2[a?uququnliluult 3 run0u no

(4.t) nrrarrlulunrcurunrriaCrsuacnrrinouru nlrflrrrl'l
nrincrufimlr;aurrunrrflnourud6,An fluriorrlrriqdrcCorflnou:unrinuuhluinr:i

1e'.4,)t.:-1.nru,f rurrgotimfioorinrSoriluudnumufiiiaru,irurqeir irriul:urruoraraigilruu
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a ai , yay-a a y a .

n1, ui n1rfr do{n0uflu0{R?ludo{n1,Iorqnrfrh?fi dqn ireforinI: dt :urnrinItu

}iuinrrfiunncauuacnirhRrrudornrrtorqntfiriuirinrudrriluluCrunrrnrrlurCo

fl nou r r airrnrrlrdrloiou t r : u i6iinn:rurfl u oqitortrnihnriurlail un: nr:fl n

nrinrrul#uinrrrilunr:ahrnrrunrs6oioluriunrinrru IaoldnluirlnorirrluCru
o ra... qY- - . .la I aa -.. d
iorutrrr t.u2u0ilei n:!u2unlrl1lutn]rtluurlflau nlflln{n1u filruunt lrln:0n nlrlnu

lodo;hiuinrr rrririli.r'ir,iluodmdrlunrrrinr6onnrin.rrrdiorlr,rrrsauriuirinnil

(4.2) rililunu',o, g'trrirnurnt: ui nr:nnon#lolrint otirlittuuttnu

rflufiuririurnr:uinr: (Service blueprint) Inurtnnqmurilruqnrroi nrcurunr:rirllu Inu

iinqrJ::trrrirCodr,6ouriunoudrflulrJlCiiorrrirh{rfinnrrudutunr irnru z.s n'uritiur

tolnr:uinr: (Service btueprint) tolqr fi ofinrilnonlTrfrrhsrnn J:ccunrroitolqndrqn

,irrino{rfiu,rucinqulvr:rflnri 16on:runrrf,urfi,,arthdo iunouua'lornd{f,e d.rnont?e;

rrurrunonI# n'naIuoriu riIhT1ndruavrfiuliu dIfionrrulnfionrruudIluriunoufl'1,
.r.r .l!ts.t h raah,
tllu:n1t01eil1 tonflr0 llJnn ln

nrrrrj::ocu z.s ffin{otsu2uslHf,ur{riurortu?nrrtollt6orimoolfi

nrr riurudrufi qndiuoufi u

.a J C arl{flunl mullu

nr:druruntuacntndrunr:ilouiudrrrncuinrr

dur , uilncrn Koder (2012)
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rlnnlilJrEnou 2.i ufln{l#1fi udrnrrnrcurunrrcfi rn'uririurnrrhluinr:

rfuirriludorri'rilunumr!lurfunsunr:b?uinr:odriuuuu*u doc'tr',rorirlrlrJ:vqnild

riunr:druunn:curunr:cfi.rn'ufriuenrr}iuinrrtor3rJuuunr:l#uinrrlxu:uararn

,?,iir.'rnn',roonuuuuinr:Inonrre'aciorvrirrfl#uinrruau{iuuinr:rfiofu$nlu

CornrrCrudmlnrululrlrruornraludrutorflriu3or:dordruinrrdqndrdornr:ua:

hfnrrnrunludornrrtortrnrfil#urnfiqo irtrndhnr!urlafiuinrudolnrrCrudrriruru

a'rrun;nrndoudxo:r6oauirthinludrriqlui.rdruruarrutsnanuSouinrrttuuqaiu
.o &

llnnnl{nunlualaufl ?1ufl lAquulo{

(a.t) nrrfi nnruuncilr rru'ufl aatufi lnoletorqn#iInun'01, o1t1n

rcuunrriudolorfiuuuacrcuolluJ nr:drrrtqndruacnr:tiliuu.fiuuleunnoollduint:
.uo{Rttt,!1tu

s) ldarlr:nriulfl C (prri.hability) nr:u3nrrrfuhiarur:nriuc6onllld

drhiiqrJarrfarirrcuonrruinrrouhiiiltyur uidfrqrJarritinrfinr:uinr:r:iilrgur

irotir.ttdu nr:uinrrtorl:uruararnelouniorminlrudrtrurlrdtirr:liurirrloln-n rriu

rfnqumSuuluraloiuriu lyrritnriudrrhuurirhu ua;uatriuflunrrlrtu3nr:rfiolrtoriu

lndrludlldiqndlirruiurirdorn-nurnrSouriulunourdtni ni odolinfnuutf, ulto

luuincrou'lnurnnrcdalmttnrnirqfiiqndrrdrlrrin6urdrrinfiIrlrr:uurnrduriu

,unolnri, Eart Sasser (zorz) ldoiurudlnnqnf,'dr11 tfi orJiuqrlrlrittac

qrJnruluqrfi ouinr:hlaonnfrorriuuunrilzCruc1ld

(s. t ) Cruqrjtrd (aer"r,a)

l) riruuerrarh?unngirlriu (Differential pricing) r;dru

rndoudruqrJtlrirrndrlfifin?uCo{ntt0rqntJu1liti4inrrudolnrrdr drodrrtdu nr:

druuadrrlolt-nIrlu:tarotadrlu,irliudlnr:-nqriaufi nrruludlliuilndr:'ilruru{

r{rn-nlrur:tararairlou uocsrol#drunnrrnr#olrindruiuqnrfrdfirinralrin riluCu

2) dr.rdfiqrJt.rrftil (Nonpeak demand) crur:otdutiur

narJ:clutrilCdu I:ur:uernrnflnrronrtn-niou:cuc#udrldlnr:'nqriau6 nSouortrr
la.e
lloruufnilruBrn

s) deu3nr:raiu (comptimentary Services) lu'i'llfii6ndr:o

ria duutnluiolru;nrnnrl lr lur urrata ui nrr rlolrinriou ui oqunrur'l ttac dru
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f. a I a y 
^ a4 I .a r, I I . I r-..., y

ilri{tlofruri ilJorio{ouln0illni?{rmflnla u5o {nunatn0Yllflu'le 1n1ad1iltuonnltilrl

ufir rfluCu

4) t JUU nlt t ot (Reservation systems) rfl u ft f,n n r: riu xiu qrJ

a.rrirfiI:.rurluacarunrrfi urhmilrtl{otimnfi rtrm
(S.z) CruqrJnru (supply)

t ) r,rrinr ruf:a: r r (Parr-rime emptoyees) o; g n drlrCon ou du o {

qrJarriludrrgrqn rdu Irurrueraradurintnurrflunrinuuuinr:rlororurrludrlfii

qndrurnrflufirau

z) rirnunii rirr rufi irJ: s ininrnludar qrjalriolqn (p..t-

rime effrciency) Inotinrinlrurituuludruddrriq,tiltiur;u'irlfifitrndrurn dr.rnnrfii

Endrl{u3nr:#ororurrornlnrlndq" 6o d:lr#rnircudr.l 06.3ooe.oo rdolnrnti:ulnqi

Lruruhluinrrrlorrin:rurirriroru',:,dr irriu6rdrrfluCouniornrinrruhiuinrr

d rs rrara'r n ri r rl#rf i uut o rfl u Cu

ll l#{ui Inai d ru i :lu rndu (Increased consumer participation)

Inonr:n:;duua;triuaqul#qndiidruirulunrrrirficnrrunrolul:su:udrunurol tiu

ftlur!srara[{1ndi.ir:triurirrio.rrin (Check-oug Cronutol fio qndro;irier:1fiorild

nrurroriluri.qquerforr{nuaslCuinrreimlnrululrurru drnrltrorirnrru-ufinrrunrr

eirqnrolurinr.ir:uiurirtlolrin hidro;1{u3nr:ifiurf urJ:lfir{u dn ou':n uiouinr:

trndo{orilr:tdnftur:u rriodurarqndhaurroucortist:rionrinlrur$R:runtrnnorirl

nrolurin: unsn'nriuriruinrrorofnrmr6nqndrlnuhiCoridhuuririrurirnrirfirf;n#olrin

6niotJ driinr:irndrril:urrulu dornrlfiidrrdr

c) rinru rn r: hlui n r : i u riu (shared services) r v ri r I r!'h{ui n r r

riul:lu:uu3ornriudruril6o{rJxaufiurirriru uiolxrr:ualntnfiuluurouitrntrnrn

qntfifirfluarrino'orin:aurintorl:suruarnro aur:o1{fnr16urriulfrrdlfiiornnrrld

uinrru?rvinuj6ourilunr:ui t'tn'r1nm{nr ouil'nd'irr cliu 6n#lqnfrrlCon:;iuriluqndfr

iuuildruiuuoeu?ora unso;ldiudrran,t-udulunr:r{nniliolJ rddolrfie ornarru

dornrrrorqndhrorlnunrinr lcCru uiorzndufl flui nrr riu h ltoruro j ruiioriudo

qrJn: oiua;rni sriionunrrunnd riluCu
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s) riourdlriru?oR21uflle?nrio.uorolrulu0utnn (Facitiries

for tuture expansion) {rJrvnounrrlrourrrrolodufiiurirsrfiulur'uriiorniorl{riruiunr:
n'ourluouran

t -- Ji
ornnr: Tnurnuidufi rfi urr?olgiluuunrr hiui nrr I: lu: ulri or d fi r-urirnrr

oonuuuu;nrrEiluuunrrl#uinrrlxu:uornrnnrulCnrouurn:lrunrrriolrfiurarnrn"

o'lnrrr.t z.t druil:caun.r"or"r,oldrinuuuhluruarara

nrr l.r 2.3 drurhcsunrrro,oruodrYnuuul:.uuuotoro

3rlluulrur:u
.aaflt0!0

duJts sunrr"o,onuodrin,ruuf rqnue roro

nuoonuuunnucil

(Design lnterior)

Y-vl
olilH0mnot0n

t o I at J-.
l. nlrnnlm{ilo{ilnuurliluil.rona1ilou uilQoll{ (rllnoilr) u?tfi?lu

firdur6flnru rionrnrtuu*lhjiiin tinrrnnud.rlrJnryrdliiin

ui oErJJu ri otlriCo.rinr: dnnr:nur dnriraounroraraur6aaru

2.nrrnnuci{nrulur{out'nuinc#o{dir7oJ.rifi atfi un'nldruiunrr

acuum

t. nr: flnCufi hfu?nrruunrfl udndaur cil'jrrnu-u{l
a. nrruinrrriorfiidoro{nruldn rinriraoutormdur6rtnrr

s. nrr dnrduruouriurjarurfiul uorrioui.tfueiorhiriuhjvrmfi n

rfiu:fru(fi niurin) dru iunrrn!illm
- a I u J.-- r . ) t

6. ilAnmu{n1r0n{lumullltfl an0iluulrl{mfi lunlt?ro{tn0?il r 0n'1,
,. .. J . o jo, a ! .
lnumliltngunnmu{fl 1ru'lrfl u0u, n1tn10nufl nfl fl 1dour,0{ftl8tu1

odolu

z. firfiurocsru <ezanl lCturtrdwir s narfirJfiridaraurir tnr:

asiluln)

8. fl ltmliuudlrifda-n1oru racufif, odaiu nrulu#orrinuinclTor

c.i?iofldiooonurmnfronrtrnrulu #ouirlu nr:,irrcdrl

t o. uinrrflrn;rum nnrnrrrdruiua;rrrnnrulu#o.rrinuda;rfol
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nrfl{ 23 (dol

3rJuuufturu
allltoso

durh; sunurol"roodrY*ruf r uuunoro

.a .t
,3UUfl1fl.lu0flA1!

(Islamic finance)

t t. nrrinlJrun:uiiouriuifda-qrorudruiunfnsru rio: ul{rilu
i-

fl tnr tuil1utuunilotil?lu?{dau

rtal

t z. inrrnJ6ouuJar: rnrludtnranroiuuqnurr

I 3. fntudn{:lnrrlorrtnllun'lnun'ruunJrnlou
a.,9e

14. rlfl 1!fl ?llJlillIt3illJfl UilO{iln

t s. fi nr:,ir: cliu ldu arudornr.r
aa,

16. nlrn1iluermllrfiufl liltunlrrnr!u!u1?

t z. nr:.f rrcriuo{nruldunriqo!6tourcur6cnru

t e. nrr iiurirh hlriuplu nrrui rmmnr a (z-akat)

.a a,
n1:urlt1t0afl1,

lruu0fln1!

(Islamic operations)

l.r.arotul{nrteoolltulu

r g. rJUUn'l: 00rriu rrrirdru6umof rfi n
r .' . -- . i

20. r!uun'rt t0.t?1o{iln?{luutunu,lln0?

2 1.,suuR'r r o.r#orrinriru In r iYnri

22. rruunfi col#owindrur,rdruuurolillrontu

zr. trndrnTrurliuinr:Crunulo.r(watk-in)
lyl-nluolt!{r!tuo'ltoom

2e. nr:I$umnacil:cnifr,?fufirudoirrr fi nunr: rr:arr rdur{u

ruacilruluuon

zs. fi onr:ltiuttiunrrtrurlorrf,nludrunanraflluri rmanraaiirruo

- e a o J e - ir,- -
26. nl, mltnfl nt?r2,llluntnr run U,tnnufilflu10dn1!

2?. nl, driar durinrdohflCriruan

6runriolru

zs. drurr{uf, qnrrn riluriurol
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3rluuuLuru
alrltott

dauJrccunr:srorntolfi r{nuuul: quuatora

n1rutlt1r00n1,

uuu0dnlr

(lslamic

operations)

zg. nrinuudourirnrul#QnCornruu dnnrfl u16da1!
-Y.trt

30. u, n'1, 0fIfi 10u1{l7r'ltrluunu
. -,ta,

I t. minnuu dnfi riluryairlurriacrmu n

lz. rfnuuiolufnrunirltua;rinu;lunrrui nunlriildnarcur

6aaru

drunr;urunrrhluinrr
a d ah ., a ra aa r, aa

33. u: n1: t ?aat ?unsruunur0ruuu{fl arJlln3u0unn1!uYlufuqn

6aarl

3c. nrrutild6ul.,udliui orrCruim.todmf,orou

3s. nfnlruruaufi rtfu?nrrqnifrrnanfi r uncilrinllutflsttu

hiuinrrqndlr{f,tlu

ffi r: riiornoriu,iru ru 
E 
ndr

-/orlz. rtinlruiir{nu:nrt dofl rrnrutoruiu nrururtatltnsnrurdlnqu
o .. e .rya I e t .

38. ilunrluurinusnl, lfi u, nlr !fl 6o{cl'luxnnfnfl u1of, aluel{lm

ffi"
e ruoouor!fll{nrunut

.,e-t,..'
39. nU iOfi o{fl flrunru:3ll?'l{nlu-ilq{ iltoR, oufi, ?

4...rJCtv!r't
40. d{tI1U2UR?1Ufl gnlflillondfl uouonluudnil2u:sl{21{ r1u-xq{

r,fu arjr fnrua arcdud1

4 l. UrrulnlfllruuI:{ltrU01n1n

az. u3 nrrrfolo'lil1r t1a1a

a3. uinrrtJrarnrn

s. ui nrrrforacl.trnnfi fi rurr or oriuondruniulClfi ulruorhu iunrr

n;uuranlouriuil nulnu{n1 iuqnf Inoii6n rjrurJ: c irf rurirdrfl u

{rirnrrn;uurn
+s. drrirul#nrruiCru;raur6tnru uiodruqorririouriunrrJr:1u

olrl.t 23 (dol
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^a, 
aal y

2.E {lU2eOnmO?40{

fl 1:iinu1{1uidufi rfi urdolriunr:ilnurtiluuunrr}{u3 nrr I: ltt: u alaranruld
, ; v .,.rrj

f irouumr!lufl mrio{ffi u?ulnlaurra{rI0{ae'.riolrJl

Wan Scbldr, Suhrlmi Ab Rabmrn Khrlrll Awong & Yrokob Che Man (2011)

JJ
dolgu?0ufiufl1ttn1o Rotstflru!nlfln:nrt0nnltturinutdu Puua ilrgtnfllrrnriulC

rhnr:ilnurr'nurriu nrtriruuriaun'ntriocdtsn*i*) lrJrJ:;qnildriu'[:utru De Palma

Hotet Ampang, Maraysia louiinqrJr v rrrritornr:ilnut 6o riioilnur3 rJuuunrr hiui nrr

Irur:u De patma Hotet uudulruro{;ldul6dalunluxrintlsocdlnoldlruurYunruolril

f,n gn-deprh Inrerview) {t-onrtl:lu:l ua;{irirulCrttulul:6elrlru! De Patma Hotel

Ampang, Mataysia uasrtuUfufiflnlrd{lnnfi 0nt:rt ttacdnUilcAldrurunarxacoendi

uinr:nrulul:lu:u uastlunruoftilf, nriu{f,ont:dtrrurTolrintsllr lu: u (Room Division

Manaser) InulduuuiYunruofiruuilnr !ngr,,r riluuu'lficCrurilrIUl6flaluIooldluCru
-a . -!- ---- ^--^^^----.irll roll:lu:U 0lfif,{d1u?Un?t!fl!n?n flr!U?unltrl'l{1u nlroonttiluttacnntleil

r?o l fin r lr ril r c uu n r : li u t o l L l u t r li o 0 i n l ulCr?ofi riu u dnl rl o c d rt n c dl i n r r

fuluinrrluu Mustim-Friendly Service riloroliurinrioufiorntiurlciu Inul{:rut?urio{n

lnrinriolrfiurdlrlduintllrltt:t De Palma Hotel Ampang, Malaysia Silrruunrrhiuinr:

I: 11: urri o; d (De palma Hotel Ampang, Malaysia) fi tfl u riu rolrrrrn l}irfi u dl n rrurniorrd

wriuounr:hTuinrr tta;I:ltt:utloudtrnouauolRrrudosnr:rinriolrfiurnr!uqail

luurratfiuuaEqnil:vrna

qfiu uvfiu (2s16) ilnurg Jttuunr: Crtfi uiin nrruf tmttq6n: : unr: ui Inn

o1l.r'lralalatol{uilnnqafi u ntrilnumildii"qrhtalrirntoilnur t. lrJuuunr:rirrfi u

iinn ru!1u,i s o or n u a.,n 1o lrn! ilqa nr : l{ui Inn or il'1, 01n1n1 o { {ui In n1 a 6u z.

fl2lrrdufiufrvudrlgJrruuntrCrrfiuiin nrlutunlnqfin:tunlrUilnnorrrrarnra n{u

n'rotirul aiufi ioq:: u du t e-40 fl {ruru 4oo rtu Inulltruucouoru

o1nn1t;lnurrtudr n{u3rJuuunrrCrrfi uiinto{{fl a!rr1!r:nudllCrfl u s uui,
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(qomu1

3rluuunr:lf, ui nrrft lutrr rloc J

nriurhvrnnqoiu

l. Dcsign & Interiors

2. lslamic opcrations

3. lslardc linance

{opdu1ru
- llrtf

- 01Q

- 4idrrur
-iilqnfi

-dolunltr

.:!aufl1,ttnu'l

- orin

- rrolC

drcdurcdunrrurirfrqrirurlr:ru

nunarefiludfinruult{lltr

l. Prcduct 5. Pcople

2. Price 6. Proccss

3. Placc 7. Physical evidcncc

4. Promotion

trJuuunrrtluiorr
I:utrlaroro

nul6nrourm:pu

nurioqdtrnora

urnrlruLluuorata

t. nrruinrrC:urlTta!rJtiinuuinu

l,mtt]urlnln

z. hlirinr:Crunr:rJfirlfinrrfi evrrl

'l'tttul-) - I J
3. l.t oftltruloltut nl'ln, 0{nrl

hJ
uoanotoa luilo{iln

l. huomr: wdouilulrjnrulrin

t10m

5. nrinlruIr lu:lrvdouJwrqfi arl

niinmaur6nnru

e. rinrCumr:rllauoui nrrdiariu

rfmraurdcaru

- o.rdlunlrriu*du,

dlnorralrqiiofl

- drliulunr:riumrl
..t

ro{llnu2

- drurufudrindru'u
aje s

- 2!nlllunlilaunl{

- lruruq[irllfiunn

- dirurhunruioudqa

erararouinriorr*r:nrilrpil
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unfi c

.aa o - al l,
?[elluunlt?ou

nrr fnur3 rluuunr:hiui ntrft lu:usrnranroldnr ouurn:g runrriloltfi or

,',u',ooiod,flrnrric'urniorinur lffinrrifurilqorntvr (Qualitative Rescarch) uavifiuril

Jiuru (euantirative Research) drnr:iiurirqsrnrnriulditnr:dlnrusiricf,n Inuldnu

aiunruoiluuila: l airlrfl urni o.ru'olunr:rdu: rur ludoga ntildlotirlfi lfrlu nrr ilnur

ofod 6u Rotsftr:unltnarl6narualtar {nrlqorlfidrumsurdcnru {tJ:;nounltE1nla

I:Iu:Idar.hEn rf,o.rIrri un:{rJrvnounI:ftIurl1l.l8d n1l,rr, 6nrtu{rJrvnounr:

I:.rurldldiuulcr:!1uo1il1talnla lutmdrmorrnluqi friniacltnr druif,ulilrliuror

liuuuaouorltilurni oliiolu nr:rfi u: aumurloXndsnt!udrodr.rfi lfl un',rilnu',ofod 6u

rinriolrfiorn{urlaiurdrurriolrdorlurtnrirrnournluqi iluinaltar il:roaEt6unlu

-- -.I?!nltn'lluun'1, ?0u a{u
.i ,,

3.1 uxn{nrIlll0{to{n

3.2 ilr cfi n: ra;tu rnnriun'rodrl
I a ic ra ar

3.3 rfii0{u011 li tufl'lt?0u

l.a tsunounr: alruai oliio
At

3.5 nltntltQolnlTlmto{lt0

r.o ii ntrCrrfi unr: :ru: rudola
- Jj

3.7 n1r?lat13ilXo{n

. j v
3.1 ulro{t|ll1to{toto

nr:f, nurnird fi r-uirriunr:rfiur rur rudoqnnruririu ild

3. L l lil drdo{ar16gqi (Secondary Oata) ilnu rttn; r 2Ur ?Ur|o{n 1lnton d'1,

ilrnrr :ru{runltJ:cluitrnrr urilils Uylfl21lr rlultC un;:rolruiiufirfiordol

i.t.z do garJl uqi (PrimEry aata) lffi olr rfi u: eurludoqo rrnnr: 1{

luurrouorulnuriu: rur eudogarmnriln'rotim 6o rinriolrfi urnt!uqailfi rdrurriolrfi ul

lurtnrirmorrnluqj fiiuinaltnr,i'lu?u 4OO tru rrnnrrtlunruoiq[rJ:;noUn1:It{u'u
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a1alni{il2-ntiollnri un;{rJrcnounrrl:lu:uXI:idnlllYllllrll'lufi, 6nrfl{rJ:rnounr:

I:11:ufilCfuulnt!1uo'lu1:aroraluttndlnomrnlmqi friuiaaltar lto!tl0ltfirrtlnl,

nn116dn1x0'tilincltar rruiruru tl 1n

3.2 rhcnn:ralturoo{leirotiu erur: ottdl lCrilu I n{u

3.2.t Jr;trn:fildlunrrrJrc6ursn'ua?1udra-qdrurJ:calJnr:narn 6o

rinrioufiurn{ur1aa'ufir'flrurriolrfiurlurirrnonrnluqi f,iuinaltar ttacr{nI:ltl:udld;'

umrtluo'p4'lrUlota rfl O hlu:u (corfucrarnuurinuriiucl'uaruniuni,ZSSt) do'torn

rflulur:lfi arurrorlaur}ftiluft uuuernrolurtndrrnonrelnnj illuiaoltarld 6n,fl

drr.nou rnlu q! friu incltnr rfl uqutinarlq: fi tnrnld ua;irinriolrfi urorno'luinlndr6ol

rdu ilnnrfi dta gsn1 urrirrc fifiuurfiunllrdturriolrfiur un;tvt'oil:;luriuuur ttac

rinrioufiururrarfiuriluJ:crnarfluduiu Mo l5 Jr;rmafirdtutriolrdurrirrnourolunj fl

2SS3 {1u?u t,g62,62gflu ( R1flHu?n I alilcorunrroiriolrfior 2548'2SSSnrunlrriolrdor

, zssr)ilrfu iufluruqaofi{iduilnur&lu:ufilCiuurnr!1uolillts'lorn ilnr:rl 3.1

orrt.r 3.1 s6irinriodiororiurluiuiiurlluSorrlrqnudldluuro:Iruorill:t1o'lo

.a
It I:llr:udldiurrntrruorillt

ororofl 2ss3-2ss4

6 ru rufiorioqfi ur oriuqoiu

fl zssr

:2lllnu
.1

ullottu

I lrquuurn'[uqinr:rlnd 19,973 9,898 29,87t

2 Irluuurnluqi:rur 15,650 12,513 28,r63

3 I:qrrulq€nrlrnlnaj 13,675 I1,132 24,807

4 1:ltrruln6i 21,605 9,840 31,445

5 lxu:uurnluqieoirnti 18309 10,135 28,544

6 I:quuurnurl'iiaoin 19,854 4,149 24,203

-

:rufiiuue 167,033

drr, rliiurau:rudoqacrnltoutrdlCiurmrtluolr4l:Ernrn fl zss3
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01nn1: 1{ 3. I d1ul, otiru rorn{ldrotirl orn'irurudt cltn: nruu dnnr:riru :ot

qn:ntli ururril (T"ro Yamane) riruun e = 0.05 d1r1:odrurotturnnriudrorirllCdruru

4OO fiu lnulfitnr:tiuntiun'rodrlnlun?rufl!nln (Convenienceflilruucouoruriu{or1a
, i. I

0t nnQ xn ? 00 rl n n ru u n l {lnurfi udoq nnru l: urr ud lCiut rn : g'tu o 1}l 1 r 6 1a 1nrf{ 6

1:qrru uosuucirrioufiurlurtndrrnoilmlilqi friuioartartdotirdrd.rnriutilrrtrourn

ilqn

3.2.2 ndln'2otimdlfl unr:iinulumr!luI:{lt:ut1aln 6o nu;nr :ln1rnnll
13, ' 

l'
odnllt{il?nfl{tatolu?u tou lngourl.tu I RU llasnr:Unrrdflnru 3 RU rturiluun 5 au

3.2.i nriuirotirrdl{lunrrdruuegrJrruunr:1rtu?nr:I:lttruararnnrufuf

nr0u!mrlrunrrriolrdursrarn n'o {rl:;nounr:I:lu:ufilCiulm:Jruo1l41:ararafio{

lurtndufi rirrnourolrrc{ o'ludeaqtar,illu?u 6 au 6n#.r{rJ:;nsunrr ltlu:ldnr'lr3nlilu
)' ' ' 'urritSllufriuinriulluill RurngIt lrrttt gratallil {tt, nfi rtn1: u: l'lltltuu{dauoul'l

{rJ:;nounr:Iturrlrtrhiidnl{lYtrtutllurt: 6n t nu ,.r#onr" 8 o,

r.r niorfi oiil$lu or :i6'u

r.t. t lduuuaououfi fi o'uaft ldurolrfl uttuudruunrilnoul{ (Uuttiple Choices)

Inuhilfionnouornilfi ,i',ruolltl rracr.uudhild,i',rr"rirnoul51r?arur: onoulCotirr

6arc dllnr{afi stta;rruact6un'uo{ltuuflounruurilrflu s druild

dru d r {o1orh1ilr, or{nouttuuaouo uuuntilufnri sltfi ornriuq nfi u

ilrcnouCto rtfi oltl qidrrur dqni r{onfi doluntrr :ciunrrilnur orivr rrulC

tiaufiz rq6nr:unrrriuo,fio, rJtcnoulilCro o.1rdlunt:riolrfiurlurirrno

urnlnqjeiofl ,irliulunrrrhunrrioufiur ,iruruiulunr:rlndrldu iidldlunrrrfiunl'r

runv{irrtduntl

drud I :;iunerurlrriqCrufirinrruuft ltt:usrnrnC'luriruJrvalnltnaln

ui nr: duil: c noulrjCru ndnriorqi r ln1 do{il1{nr: flnCrnriro nr: riltci lnrt narn

{nO1n: nr!U2iln1, ttn:dnUusnr{n'lunlil lcUttrilnsttuUnrurvdURAurtrrign1ld
t

5 ollluu l{u'lufi?1u?1

4 figuuu ilulufl21lj?l

3 RIUUU llU10R21U11

2 fi;[uu llult fi2lu?l

I fiilluu l,llJlufi2'lu?1

drriryurnfiqn

tlrdqurn

drdqrlrunau

rlrrinp?oo

drriqphudqn
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,.lra-
d2u?r 4,[otfluo]lullTlltm!

1.3.2 rni o.rfi oiilfl u n r : fiu n ru sln u ! n : : u ri'1, n n r I 6 t n r u t-l t in c I t n r tta c

{rJrrnounr:I:lurufilCiuulnrI'lu0ltt'ttarnrnluttndrrnoutnluqi fiirie cltnr ttnv

i[rJ:vnounrrl:{ur!aln'ln I:lu:uo'ar{rgnriulltri ua;Llrt:ulllfidnllrnrrlurun:1{

ruuu rYu n ru of rir dnuu u i In :.r air ln'ld

t ) dnusr;nrruint:Cruriruncqtrinuot;nruumt!ruslnlnriluotirll: t
z) riru6oirnr:hlu3 nr:Crunr:rJfi rJGnr:irr',oorrtrrrfrriluodrllrr

c , .i i .-_!
t) rituiiarrufi nrfi uodulrionr:udnt6ulnrrui nrrtaSo16utlonnoaod

luI: ur rsrnrauacriruinr: f,nnr: sdrll:r

n) rirufi arruinrfi u otirlt riulruorilrr ocCoqfl u}Jnruudn0la1a?

s) riruiarruinrfi usdrllrriulrrinlrul:lltruocColil:vnqinuudn

- c I t 3 a .i ' 
j- 

" ---
o) riruiinrrudnriiuodrqlr d'unr: udntdulnrt ri'ltdu 0u:n1, ntnnuil nn

rncur6carl?

arcur6cnru?

l.l iunounrahqniodio

1C

?00

n r r c hqni o l fi oritrfi u n r r n ruriu n ou n'si o hJ d
j

r.e.t iinurdundrorndr:r lonfl1l uYl1?lx ?1:rl1: llnytlu{lunf iiunrqm

rfiurdouiouurtilutturntllunr:ahlrnsolfioiitr laol#arounquorl{nqrJr;arifi#l

l.a.Z' cllntuoifissnr r rnlinam6anrufliut-amtnt (nr lqor1fi Crufl 1du 1

6cnruoaonru Iffc6uJru un;t$ununrurdur6cnru cruurn:1ruI:{rru01o1a

r.r.l riruunlnrlchltosrni olfi oractou,r"dur,nrrn: outlutintolnrt

r.a.l chlrai ou'onuufl ouotu

3.4.5 liluuurrouorudcirliutnuoioorer:tidrj!nurinoru'nuf,rdofr'er:srr

n?1unruls rIUn rrugndollunr:l{nruntaco, uroqudur',

3.4.6 du:rudouorudlCfi nurriuq[rCur,qnrlCrun'r: f,anr:rioudur,iruru

2 Ru rn!01t1:d{nrqorf druau t nu rdofirr:snrdoilrrracln:lrftltoldorirorudCoo

r1lrJl{riuntiudrodrl rrnfuritlrJnnfiouqun'lrllrolrnioliiolnor"csuorlrdumrllu

rdou r (conrent validity)
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r.c.z rirurrJiurJlurnvuffltnrur?orucdrtorortr:tifi rJinur{nrrqorln'ua;

nrrunlr ununrrurdrRlurioriu (Retiabitity) Inoirruacr6unird

aa
3.5 nuot?oQor,l'tilntortuo

3.5.1 nrrnnf,ouo.rrdoonrolu,urorr', (Contenr vatidiry) fie-urlruuuauuolr$
ldrJfurJlurdhnru druucrirtorororrtifiJinurrtuoionucn:runr:fifi nur iruru 2

, yjynu rdlru2rlrurlu?u z riru unsn'rumurrnnriuflfr?o{a 'iru2u r riru #.rdlunrrl#
y)tyathr.
{rfiur{o$ior:on {To'oolldrnnfinnrrfinoonrfior (rrrir* Atoud rechnique) iruru t ilrulu

. .i ; I
ueio:nrilInofi nr:nnfl ounllrn:rto.rriior 10!fr 01ru 1a?rugndorlunrrldnru rrloriroru

nror',r,dunllarflrouoQUrJrcrEuddo{nrrilnurtouruuc0u0lu ornrfurirtJrliurJlr

ufiltnrudorrrrodlCiu

t.s.z. n r r u r ci r n r r u rd o riu (Retiabitity) I n u n r : d r u u u c o u o r u fi ri r u n r :
ot 2edou0mRusntrrnlt lilrfi u{oXariunr!urirodrriru'lu 60 tn uonrilurinrio.rrfi u'llnu

rlriu m 1a ua:fnrioufiorurrariurlnfil ro 1a rrnrfurirdo{a0rnruurrouolrdlC;uur

ilnd0uR2luldoriulnufinrirurorCzudrilurJr;in#usnfltfl:ouu-n (Cronbach,s Atpha

coeffrcient) drirnorqilunrrfitr:ondr a n'o irirlnd t utnvirrniolu'oriuidrarru,ioriu
.l.l&ir

{{ 0lnHanrrnnrtourfiourcirRluriour-uto{uuuflouorutinriolrfiurlnuqaa'ulddr

rYurJ:rfinfuonr{rn:ourin rrirriu o.gszs ri'lurinrioufiururrar6uryan'ulCcirrYurJ:c?ilf

lloafl mrouufi lnmu 0.9473

3.5.3 rilrdndldornnrrn: rrfl ouquRrnxo{uuufl ouolurouoorer:ddfi nur

rilonr:rJiurllruriltuuuaouorunurllrucd16nairudrdnrirrruucouoluoriud!Ur01

riiorhlrJlfl u nr:16ur zur ruioqniolrJ

r.o. iior:rirrfiunrr:rur ru{cgo
1 t ..r t -tn1rmu, ?ur2un0{onlruunltnlulunoun{u

t.o. t riruririlo.uoa'luiruilolununouuuuflunruolnorcnrr xnlr nar{6fl aru
r,.,rr-.,rti.
r-l t ia tr lt n r un y {ttn u n r l m c u r d c a r u ra c n r r u n r r rifi ER rfi o t oo aru i r u n'o lu nr r
oJ
duRlu0r 01u2u 5 t]lt{

t.e.z rirurirfi otonrui ruiiolunrrnouuuuiYrnruoilrlu: ufi liiuurn:gru
Cruorrrr ornralumndrmonmluqi dru iaartnt,ilruru o uil.r n'o ft urr uu rnluqjrr:r

lnriuouilaofn hurrurralu{rrur Lru:uIEin I:u:urreluqjaoirnti 1: ur:ula6i
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ulnlxd L lr: uu rnudriaofn unclrlur!a1ala lCuri I:urrudallr3nriullurl t uilr

I:ur:urlhidnI{rniluilluR: t ur.i.r toaruirufio{rJ:;nounr:Iro,,rrfilCfurmr!'ru

CruorrrrarararYunruslrniorirrun3rJuuunr:h?uinrrLlur!a1n1a nulfrn:ouun:gru

nr:rioqdurararniolrjnufiuue 8 ur.i.r

t.o.r riruririlotoarrui ruu'olunr:ldduduinorriorlor (Louuyl Ir ur:ufi

ldiuurnrS ru01il1: alnlnunclrlr:urirlrJlu nrrr{rlrJdrnrireirodr'rlunrrrfiur ru: ru
v
10un

l.z nrriratrvr{dogolovu66iilf

fi c-olCrdonii nrr ira r rsr{dogafi lde rnuuu aouorulnulfl rJ:unr udrri og J

druiunrrio-onrrrYsRuaranf dvlifulCldnquiinxa66lrirnrr;#uacdrrauor?olarCo
J.

ur tQ2nqu,s ct.rnto{nlrfinurInui: run;r6oni.rciolJd

l.z.t a66ril?rt:orur (Descriptive Sratistics) lduri nrud (Frequency) louag

(Percenrage) rirrq6u (tvtean) uacrirdoo,urr',nrgru (Srandard Deviation) d.rr?oqadlilunrr
t tao !
2lflt1silun{u

3.7. t. t n?o Xnrrru g'ru,rn; r q6n r r u n rr ri o.r rfi o r irn : rsr{Ieun 1r u0 nue I
. J ry

Rm21rOlmJfl'l:DUn3

r.z.t.z ilrcriur;n'unrrudrflryrirurJrvaunlrnalnClufivinuuulrur:u
l,r.--af..ri,ag'la'lato{unmo{nQUtdou 2mt13t4 launlu 20tR1l$aolln3alluu{tuuulort lu

3.2.1.3 rl0lduouucdriliudrinuuuhruruarnrn irn:rcflnul{nr:tiru
- , t &- I e ji - I . j
iior:on{orauouucilSour{riun{ltorrToryan7rCzuriurfioucnwirRlu6ua;rirlouas

r.z.z a66rilo{u1u (lnferential Statistics) ldomncouRrruduriuf,rvndmdrurJr

6flrt uncn'lrilrnuluctlfilrueiml laulinr:r'rn:rurf tndependent Sample t-test, f-rest

riru u nri r o r r u,f, orfu d 95 % do{ niildlu n r: ira : rs r{i i.r d

1.7 .2.t rfi uurfi 0u r c iu n l l cl rrYsy d eu il r ; au n r : n a reui n r r riudoqn

drg'rruurrrq6n:runr:rioudur fiiuldcfi6uncurrimluunnirrlnunrrl{a6o'nnaou
Rltuunnirworrirfi (r-tcst) rmcilndourirrorl (r-resr) Crunr:irn:rcfnluuilril:ru (one-

way Al.lOvA) Ieudruuerir pr"h. d o.o5

- Jo
3.2.2.2 nrrirR: r:ridoqawiuarrurlrrirydruilrc dunrrnnrnCrudrinuuu

Irurruararntouinrioufioro{ur1aa'r So'ulfiinrrurirdun:nrn{urCodruuatsurtn
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lunrruJnnrururororrirrcCulnoi:runcr6unild (qnr qrr rorrfi r rd unuiin {du,
2s4t>

rtounrnmtu fr-iYu

t2{r!nunJuuu

fi!uuu({qn-n3uuu6lqn

t?{rgnufl;lruu

5-l

--- -f- r : t, r., r I r j-
nlruunRmslluuronul0{tuoun?lurlTlqfl?uiltsflun1rn0lnd0frTtTntluuI:urtuarnrn

, AT
nllqaun{lln
, 1l,

Rlt0nun{un
, 11,

fl10aun{lm
, ;t

R',IO0Un{lln
, ;!

flTSnon{no

3.7.3 nlritfirl;rfdoqnriln:!0ru1 (Content Anatysis) filCornuuurYunruoirildn

:luuflnnd1rtiuflilJnr:!n'rrnn1{6anru0'{uincrrar un;{rJ:;nounrrlrurrrfildiu
ulerr!1uo'lltlroraralur.unritrnournluqjfirinaltnrun:{rJ::nounr:Llu:lstara

lCuri Ir.rurudar{rgariorluri navlrur:rghfidnlunnuuruar

5

0.80

4.2r - 5.00

3.4t - 4.20

2.61 - 3.40

r.8t - 2.60

t.00 - t.80

luJ1Ufi21lJ?1

ilrruR21lr?1

ltulufi2lul't

lrulufi?1lt?1

t{lJ1ufi21u2'l

rhriryrrnfiqn

drriqun

drriqilrunar.r

drriryrlou

rhn-qr?oufiqn
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unii4

eroR'llnRUlr,ouo

nrr;inuU Juuunr:tiu3nrr Irqu:uararanrulglnrou!rn:5runr:rioudur

arnrni{erqrJr;a.rrirCoiinurolrirJr:noutorgrhuunrrl#uinrrl:urrusrornnrulCn:ou
. i l< a r ) t a e .., y

ulf,rtlun1til0{rno2a1a1a lilofinulilqnnrtun1r?t0{lllU2lla!ut!luursnua21rrfl1R0J61u
)- t s . j . - .'l . J . . . r-
Yllrflrruu tt.ilr:rJ01alnt0{unilo.ilyru?flQtJ{atau?uJlflo.ilfiu2lultln01m0xlnlxq owtio

I . . .e.. ., r
d{ra1 unErfioriruungrJuuunrrhiuSnr:Ir{uruRlulCnrou!1nr!lufirrriolrfiuratara

d.rnnnrriinuroqilu;rJuuut0{n'rrurruluilrrnounlrr{ uri.rrdouroonrilu z drurJrsnou

f,{u

a. r r?olatugru.uo{dnouruudouor!
,-,:

4.2 tO{Oilqnnrrunlr?ro{lilu?

n.rdorlor:n'uarudrriryriruil:srunr:nnrelnonrr:rl

l.ar?oryarliun:rudrriqdruJ:ccunrrnarnn'orrorrttciacCru

l.s {ognriliuurfi uursa'unlurhiilqdrurJr, fl !n1:nolofi orrur

c.6 r?orcuouucdufiu

a.z rTogariqonrn

d.rd'qa'nuorifr lilunr:uanuarTolnnrrirn:rsririuliuror iild

llilu

llnu

Irltu

ItYtu

u?lu

.1
R1tONU

.J

uciacCtu

x
s.D.

T

F

T

olluo{luuumrtlu

nunndoudlfi (r-resr)

n1r ilnfi oufilroyl (r'-teso
..., . .t rri
!uufl rfl EnNflonil:3cu 0.05
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vl'y
4.1 .Uouoilul ruro{?lerouuuuuouou,

.at,lra!.,yz
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nlr l{ 4.9 usnrirroisuordrurduuuuunrlrurou;fiuarruiri'Erirurh;aunrtnoro

drunrsuruorrtlulinr:

(n =a(X))

drurJ:ssunrrnorodruorcu2ilnrthtui 0r, x
tseu

a2urElao

t . ui nrr r ro ri eua; rfl uriu roruruu{ fi euua: rJfi rl6n ru 3.73 t.07

uvrriryrf6araur6aaru

2. drururrinuufi hiuinrrrf, oororiudruruqndr

3. nrrutirdhu'rrufitlu3nr:Crudrqodmferou
., .. r aY- U a.4. ?tufl.rlul,?rfiuJfilr l}lutnmQfl60{o1uilnnfilflu1

- g ,J t 2
6 c a ru n'rudri udu r u fi u qnn r: t{u3 nr r

-A5. nfnuuiirTnusnrrdocrrnrurirrilr;rnn

6. nrinnururtu{rtiuinrrqndrnrau{r rasflrinuu

rmtnolfiui n1: 0ndlrnfl r1u

r1nn1r1{ 4.9 ilu'i1 Inunrn:rurinrioufi urn{uqaf, ul#oludrriloltirurh:nu

nr:nnrndrunrcurunr:l#uinrro{lur;duurn 1} = 3.65, sD = o.as) rioit'orrortluueio;

r?orirorlnudr rinrioudornrluqafirhinrrlrtrdqcirurJ:vrlUnltnnlnqnrioo{lu:;iuurn
a . ! lr Y - a -- - C Cl
tI 0{ai1d.u01nu1n lilillri ou 3 oue-uu: n n'0 ( I ) u, nlt, 2nr: lla3ruu nuro{ltuurldoultn,

rJfrrifinruunriopfin-mcurdcau (2) drurunrinuufitiuSnr:rfiuunroriuiruruqndr (l)

n r: uri r rhu .rru dtiu3 n r : Cru i r rt odmferou o ru driu

3.73 0.99

t.69 0.99

t.69 0.99

3.54 1.05

3.54 1.05

u1fl

u1n

lJ1n

u1fl

rln
r1n

.rru 3.65 0.88
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nrrr.r 4.r0 userdrrodsuoc drurduuuurrorl rurol:sfiuarruirfrqdrurh;ou
nr:srorndrufrnuopnllnlunril

(1 = 4fl))

izuJts slnrrnorodrufiouorrnl{olun lt T
tvou

auruirfro

t. uinr:riololul, oln1n

2. urrolnrilluul:lu:uornrn

3.98

3.78

3.7t

3.68

3.63

3.53

l.(N

r.08

l.l6

l. t6

r.08

t.l4

uln

l,1n

u1n

u1n

u1n

uln

l. ui nr:#orngrurnfi nrurr or o.riuqndhqaiulC

rfi urnorlrn iunrrncilurnillouriuuarulnuqnl iu
qnf Inui6nrhurJ:;,ilrrirur?rfi rfl u{rhnr:nrrura

r. uinr:ailrarnra

s. f rdrurunrruace:nirondnusiuunrilurYndau

:cildm lru-ufir rdu arh flnrua a:rdurir
-allr,t'.aao

6. n'r:onilo.lTtillunrutst{21{T1u-tru{ ili0nrount 2

uln3.7t 0.91

01no1r'r.r 4.Io rudr Iounrn:eurinrioufiurnriuryn6ublnludrriqriru

iltcdunrrnarndrudnuorcfltnrunrno{lurcriu!rn (V = l.tt,sD = o.9t) rujof,or:orrlu

uincdoriroruuudr rinrioufiurnrirryaf,rl#narurhriqdruilrsaunrrnorarlnr?oo{lu

rciu!rn Guldriurrnurn}Jrrr?ou g duduurn fio (t) uinrrrlolorutralata (2)

urtulnlfiuuuI:ur:lurnra (3) uinr:riolntuur"darur:oroliu6nrfiqaiuld rf,osno
r rr J r r, /t a.r r a y iat y..rlflrunlra3ilumilrorrnuiln1qnuun1iu{n: lculloilulxlJ:!l1lillnilfililur{g1n1t

a!flrln nlxdldu
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l.s {oryorfi ourfi ou:cfiuarrlirfrqriuurlrcsunrrnorRdrrrurursiocdru

enrl{ 4.n usRuonrrirarur{doganliuuriiuurvduarruirfrEdrurhcuunr:norofru
vlr0{oiluI1u01rrunnluili

(n -4lXl)

llta

druJr;sunrrnorn

T x
tlu ilq{

Ya.rJ
nlUHAnnfl(It

dru:rnr
9)
e1uIo{!111{n1t en 0 lil u u
1,.
o1unl:f,{tfltunlrot0m

nuflunslu

Crun:;urunr:hiuinr:

drurYnuorsnrrnrunril

3.55

3.55

3.7t

3.67

t.7l

3.56

3.56

0.81

0.88

0.84

0.89

0.90

0.86

0.89

3.77

3.77

3.93

3.80

3.89

3.76

3.89

0.88

0.89

0.92

0.89

0.95

0.9r

0.9r

-2.624a. .009

.2.448i .015

-2.206r .02E

-t.379 .169

- 1.930 .054

-2.270. .024

-3.637..* .000

0.75t2lt -2.788r*
au . e --i

'uuud1fiturll.tdonfl ,!nu .05

01nn 1, 1.r 4. I I nrrirar rclirdoriliiuurfi uunrrudrriqdru J: yar nr:nnrn

druunnurnfl vruir Inunrnraufnriolrfiurn{urlc6urrau{.rtiarrudrriqrirurJ::au

nlrnolRurnnirrrunuodmiriuelrrignr.ra66drciu 0.05 (p = .006) ruiofim:snluuiac
Yr;,
Cru nudr rinrioufiurnrjurlciuurmrfirhlarrutlrrioyizuilrsaunr:noraCrufl6ndorci

Cru:rar drudornrrnr:iairnilru Crun:;urunrrhfuinrr rrnvdrudnuusilritnluRlfl
a., . o a-.1rrnnirrurlruodmlfurird'rgnr{aonfircn'u 0.05 (p =.009, .ots, .028,.024,.000) nrrrdriu

druCrunrr d.lrriunlrnam uncCruilrinuu rinrioufi urn{urlciunrmuunvrnanslhi

n rru rhn-q d ru il: c cu n r: n n rn lili r.r flu

slg
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rirnir 2v2s

20fl fl
3G39 4G49

flfl
s0fl

d"trl

nrrl{ 4.12 usorfloRr:iranvri{oXorfiuurilsu:cfruarrurirfrqrirurlt;ruorrnorn

6ruunoruorg

drurhcaunrroom

(1 = 400)

,--J
61Ur{Annol.m

Cru:mr
,.
61Un0{n1{nltml1?lu1u

drunr:dcra3!nlrnam

Crunrinru

Crunrcurunrrhluinrr

Crudnusrcnr{nrun1lr

0.26 .899

0.72 .575

1.05 .176

0.046 .165

0.0t9 .940

0.039 .815

t.r8 .316

1.66

3.52

3.53

3.53

,.79

3.68

3.80

3.55

3.6t

3.79

3.68

3.72

t.62

3.60

3.67

3.67

1.97

3.82

3.83

3.66

3.?0

3.68 3.64

l.1t 3.57

3.80 3.85

3.14 3.71

3.83 3.76

3.71 3.58

3.8r 3.60

Rlllt?lr 3.75 3.66 3.74

aaa at.Irftidrflgmrlfi dofr t sdu .05

1mnlr1{ a. I 2 nr:in:rcrirCorrjiuurfiuunlutlrriqdruilrcaunr:narn'iltun

nrrloltl tu'ir Inonrn:rurinriocrfiorn{urlaiuiiiorqirrriu iio irnir zoi| zo'zgi| to'tg

fl ao.as fl uacso fl dulrJl#nrrurlrrioldruJrcornr:narnlridrrriuodrlhliriurlrriqnll

afifir;iu o.o5 (P = .842)

sig
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nrn{ 4.13 usn{floorrirarru{{ogorfiourilourcduarrurirfrqdauJ:vsuorrnom

,irrnrnnruiqrrf,

lqum

9-UJ
etuflannflqt

Cru:rar

io.til1rn1r0n01ilu1u

61Un1tflililtun:ltnam

Crunrinlru

Crun:culunr:h?uinrr

Crurinuu:mr{nluRrt

3.82

3.76

3.88

3.78

3.91

3.74

3.87

3.48

3.54

3.76

3.68

3.68

3.56

3.55

0.86

0.91

0.93

0.89

0.95

0.89

0.95

0.80

0.85

0.83

0.89

0.89

0.87

0.85

t-value

4.174.t1 .000

2.550r .0t I

t.442 .r 50

r,166 .244

2.4661 .0t4

2.080* .038

3.503.i. .001

0.75 3.173*i

o1nn1r1r a.t3 nr:itarrcr{riorrJiuurfiuuarrutlrriqrirurJ:;aunrrnnrnirtlun

nruiiql6 uudr Iounrt:rurinriolrfiorlmurlciul#nerudrriqtiruJ:tcunr:narnrln
, | ., r .i a ..., t., A
druurnndrfnriolrfrorurtntfiuryaf,uodrliriudrrilo;Yrr.ra66fi:ca'u O.O5 (P = O.OOZ) riio

fior:olluuiacCru rru'ir rinriolrdorlnurla6uh{nrrudrriqdrurJtrfltln1tna1nC1u

ninrioqi dru: rnr drunrinlru racdlunrsU?ufl 1:hluinr: ua;Crudnuuunl{nuRlll

rmn'irrinrioufiorurrarBoqnf,uodrliriudrrignrla66fi:;iu o.os (P = .000, .01l, '014,

.o38,.ool nruritiu)

drurl:cmorrnoro sig
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nrrr{ 4.14 uun{}roRlrirarrvridogorfiuuriiourcduarruirfiqrirurl:vsuortnoro

olltuoollrgolunllr

n=400

drudrycuRrrnore

ra9.tt.
almoutseua2lrlilmqolmtonlugoluallt

Ian suru rdrh.r F su
Ya]J
nlur{nnRo{r

dru:rar
9.
n,lut0 til1{n1: en 0 ]l,tu'lu

drunr:dqairnlrnnm

druminoru

Crunrcurunrrl#uinrr

drurinuocmr{n1uRrfl

3.69

3.73

3.83

3.77

3.8 r

3.71

3.82

3.59

3.54

3.78

3.67

3.74

3.56

3.57

3.60

3.8t

4.15

3.80

4.04

4.09

3.85

.698 .498

2.394 .093

.796 .452

.624 .537

.627 .535

2.425 .090

.3653. .027

3.75 3.62 3.85 t.526 .2t9
a.".., --.i e,. lJuurllfrqillralof, iltcnu .05

rlnn1r 1{ a. ta nrrin:rcrirfi onJi ourfi oufl ?udffiEri2u Jr! fi un1: narotiruun

n1ufloluR1lr ruir Inunrrrrurinrisufiurn{urlafildiaorunrilcirrriu n'o Iao aura

uacildrirlh?nrrudrfirgriruJrccunr:nnrncirqriuodriiriudrrirynrla6fifirciu o.os

(p:.2 r9) rulofiorronlurdnsdru nu'ir rinrioqfiurnriulniufi icorunrlrlcnl#nrrudrdq

druil:calnr:narndrudnusrsnl{nluRrflurnn'irrinrioufiurnrjurya6ufiirorunrncura

rua;udrhrotjrrfi riudrriqnundfi fi rcn'uo.o5(p=.02?)
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orr r{ 4.r s uce{Hoo'rriraruri{ogorfi uurfisutsfrualuihfiqrirudrcsrRrrnote
.vaollluoollttlouoltfloul

aalI.v
Allooor!nua2rllEmq

I
e uuogrlutsnunltinul

druJ:csunrrnare slgF
droir

rBqgrnt

,llqq, tJiqq,

ni In

rhEq,

100

Y-r, I
n1uflannfl.?t

Cru:rnr
9ta,.a
n1unotil1{n1t 0n01l,tu1u
ryra
nlun1:fl {rf[rlrnltonlR

Crunrinuu

Crun:cutunr:'lriui nr:

Cruiinuorcnr{riluR1t

3.43

3.U

3.64

3.59

3.59

3.50

3.53

3.75

3.76

3.90

3.83

3.90

3.73

3.82

3.93

3.86

4.08

3.78

4.03

3.84

3.83

3. r6

3.13

3.32

3.20

3.20

3.r5

3.18

7.150rr. .000

5.859. r r .001

5.029. .002

3.422] .017

5.6,51 ..+ .001

3.685r .012

4.240.. .m6

3.rE

t Ji t
elnnrrlir 4.15 n1r2tfl:lJrlrfionJiuurfiuua?ludlrioJti?uilt!dunltnarndttlun

e .. . rr j , r jo ., ,- !l-- --'-.s. a- -l-nrur;d'unrrdnul r{u?'t lounrTr:aurlnil0llflu?nqrlrlflnullllsseunlrdnuml{nu flo n'l

n d r rJi g q rni rJi ry q rni rJi q q r ln uas rli qE l lo n hfn T rl rhriq ci r u il r c a u n r r n a r n

drrriuotirririudrriqoduiriudrriqnmrfififi:siu o.o5 (p = .ooo) risfiorrorrluuiacClu

nudr rinrioufiurnriurlaiudfi:;iilunr:ilnurcirrrYuhlnrrurlrrirydzurJrsflxnltnnmClu

H6nrisrd Cru:rnr Crudoul{ntrin'ilildru Crunr:dlrcitnrrnnrn drunrinlru dru
ay a y a t u t aa, r

n:3u2un1, lr,rurnlr uac6lud'nuflsilrlnrunrncir.rrYuotirliriudrriqnrla66fitviu o.os

(P = .000,.001,.002, .017, .OOl, .012, .006 ) nrldrdu
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nrn{ 4. r 5 uscrrfl oortinrwri{ogarfi uudioutcfruarrurirf,Edrurltsluolioolo
rt0't|luon'lll0ltil

a0ltil
iuud:varorroorn tnf, {rnrnrr/ riioou qrie

rixru fiirrffio uifnronru rhuir
cul

Y-.,Jeluflannuql

Crurrnr
t.
6lUnO{m1{n',lt cne1ilu1u
.r.
61Un1td{rd5un1tna1n

Crunrinlru

drun:curunr:l#uinrr

Crudnuorrnr{flloR1t

r2u 3.86 3.68 3.56 3.60 3.75 1.226 .29

-al .. fi riudrfiqnrlainfi r ce'u .os

cmn'lr1rr 4.16 nlr?'lnrErirCotrjiuurfioufl2lulilliloJ.ituilwcunrrnnlRdluun

n1!0lf,il nu'ir lounrnrrurinrioufiorncluqaiuiiiorilrcirrriu 6o hildrirlru rhrttnrrl

igiarufi r trrinlrutonru 1:fi tdrudr uac6utl#nrrudrriqdrurJt!f,un1tnami1{fiu

odniriurlrriqyruofififi:cdu O.O5 (P = .zsg)rfiofiorrsnlurlualt6unreiosdru nudr

rinriocrfiurnriri{aiudtillCrirlruhlnrudrriqdtuilrcf,unrrnntndrudnuotcilrr

nl0nrtUlnnarfnrioltfrurnciuryAdufriiorir{ii1rrrn1r/tt2flrrlnr Itn0fl?un2 ilunllu
j . -.,.3 -r-d 9- -

urifmronruunc du.l odriiliodrd'qnm addfr ,sd'u 0.05 (P = .022)

3.77 1.70 3.57 3.s l 1.71 t.526 .194

3.80 3.61 3.66 3.53 3.69 .997 .409

3.91 3.?8 3.91 3.69 3.?8 1.053 .380

3.79 3.64 3.83 3.70 1.62 .7s6 .554

3.95 3.71 3.77 3.70 3.89 1.014 .400

3.84 3.62 3.51 3.64 3.10 1.545 .188

4.Ol 3.65 3.57 3.62 1.77 2.888+ .022

r-i sig
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orrt{ 4.17 xqn{fl oortitaruridcgorfi outfiuurvfruaaruirfrqrirurhcouor:noro

druuonrurrulddoro'cu

(n={00)

r;frurruldriaiiou
druJrsruor:nom rhnir

10,001

ulll

10,(n1-

30,000

ullr

30 00r-

!t0,000

ullr

sigF

urn{utl

Cruninriord

Cruln't
rri
61Ui0{111{nl' eel1ilu1u

61un15d{rttr!nltonlR

Crunrinuu

drunrcurunr:'[#uinrr

drurinurucilr{fl1oR1lt

3.67

3.61

3.72

3.62

3.79

1.62

3.75

3.78

3.78

3.95

3.83

3.92

3.78

3.83

3.50

3.51

1.72

3.65

3.67

3.50

3.55

3.45

3.56

3.75

1.73

3.58

3.57

3.52

3.285* .021

2.156 .093

2.108 .099

t.429 .214

2.356 .071

2.27t .080

2.610 .051

r2u 3.68 3.83 3.56 3.56 2'8d4 '38

. iriudrriqnr.raGfifi rcfiu .os

0lno1r1it 4. t Z nrrim:rcr{diorrJiuurfi uunrrudrrirydrurJ::nunrrnarn{ruun

nrur;durrulCisr6ou rru'ir Inunrn:rurinriolrdo:n{lr1cfiuiiil:;n'urrulCio16ou

dtlriu 6o eirn'ir to,ooo ultt to,ool-3o,ooo ullt 3o,ool-5o,ooo Ulil rnJso,Ooo umdulrjh{

arurlrriqdruilrcaunr:narcirqriuoduiritrrlrrioprrcaififi:ciu0.o5 ( P = .rs) ru'o

n'or:ErluuiasCru nuir rinriolrfiurnrilrlaiudi:;iurruldioriiou to,oot-3o,0oo ulYr

lrtnrurlrritytiruJrcaunr:naroCluninriEdurnn'irrinrioufiurntiurlaiufiircfrurrulC

iolfiourirndr lo,0oo u1n 3o,0ol-s0,0oo u1il unJso,ooo urndulrjsdrlfiriudrrirynrlain'fi

:cduo.os(P-.021)
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or:r{ 4.18 mn{HoslJortnliouriiuurcfiuarrurirfrqdrurlr;runrrnornrouiorioordsr

n{uqoiuInuf,orronorn{ogodt l,t dJrrooufiru ma orql fiqtri solunril

rcdunrr;inur orin rosrcfiu:rulfi

dnudrcmnrrnore riln oTl oErm

lru um6o nltr

tvou

nrrilnur

orln :cdu

rrulfi

Cruninriord .0r

Crurrnr .05

lrr61uto{ill{nlrrrnirxulu .05

ara
6lUn1'dilfl'Lrnlrnnln

Crurrinlru

Crunrcurunr:t?uinrr .05

Crudnusrcmr{nluR'nl .ool

.00r

.05

.05

.05

.001

.001

.05

.05

.05

.00r .05

.001

.001

.01

.01

.00t

.05

.01

-a.a a,. tjguallf't-tllm1{donrir!du .05

ornir:rl a. l8 nrrtfi uutfi uunrudrriryd:url:rtlnr:nnrntosrinriosrfior

nt!lryadlInuf,er:snornrislnrrlulruiulrrdr tuir r?oqnrruJru',,olrinriolrfiorn{u

" ' t'' -- o I roriu:rulCriutiruil:salnrrnarnurdlnl{flu n0 1ilf, flqrm froluRlfl :Enunfi f,nu'l

druninriord dru:rnr Crudourlnrr fnirrilro Crunfnlru Crunrcurunr:bfuinm

rnsCrurinuorcr4rmrunriliriudrrio;nua66drsiu o.os druCrunr:dutiuntrnnrnhi

ci r r riu o dr r 1 J i riu d rflop r r afi 6

.05
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9 --.9a, la a -4.6 aolguouulrilurnr!'tiltuuRm0{mu2oqu{gorl

nrrr.r 4.19 uun{doruouu;rhulurinrioufiozlnurlciu

__.
alfl rlrcdu{otouomc a2luo

t . orr inr: dncf{ I: ur: uorara nr r rc rilu nr: 43'Haluriuloblriurinriosrfi ur

ntjur,;aiulunr:ldui nrr Irru:r araraluttnrirr,nouroluqi fitr-oawar

2. nrrn?ulrnlu6 o{o1t41, E1n1a {nnrEU?unlrCo.rrilutJnruaraur6aart

oqrifi mjonlua;nrndrr iufnrioufi urlnurlnfi un?rtJldui nr: ril

rlolort,tr:arara

3. vrfnrru r dndouil uqtf, unswruun; u{rdr ocn?1hnr:hiui nrr n rulC
ri

uiluqqnfildu1ofia1u
la.4. R2lrun0nrrrnru tul:qt:uararab{iarruuatnila'lu rrnsrilufiont:ufi lri

t-e riu unrio4!6t or ar cu r 6aa tu

ni ridrnruCorinrrurfl urondnuoitor I: qrr usrnlarnclrlu R?1Lt rlJ oto

dorui nr:Crunarurirltua;riluriurolraiiounr ounirr6ueriu

iunuraslulr{urut10tn nr:uanl6cntl i{ui trnwrnrnhirdnrirnh nio

riain uacnr:iirnr:ucsn irlriuaululuturlaiu

8. ui nrr rlo racilurntu tnlr {rfu hidrrilu dru iuI: ur: ud ti lCri r.rlnnriaan

fnrioufi urnrr lCi ruacuurariuaululuturiurCo,ilunrriufuur :urnra
orlA

ua3 ?otu t t t lJt,0{Yl o{ou

s. orc'iruJrlddrrfluCloquntta udRr:rcilnruhlfininrrastiingilarur:ool

ruiuJrrdoh{n:ouairlCriurirodrreqncuruiruriurcu drl rio uri qn

I o. n rr i 3ru irurirofr udr OTOP rrnc-ltl iadrllfi araraurl#riurinriolrfi oaCro

.lrr-
mu mi olrrnlnuuilurldau 9i1aQU0rU1u llav{utfi tr d2u

l r. nr:iainr:uinr:lnriYnr{nruluJ:stnmtav:cildrlJr;tnrt

4

3

2

5.

6.

7.

01nn1r1rr 4.19 r?otauouusrfrurfiutlrniudYinuuul:lrt:ua1n'ln nudr

rinrioufiornciurlaiunou'ir (t) nr:inr:intolr.urrrlorntt:rslilunrralrlnrrufuh

l#riurinrioudorn{urSrillunrrlCuint:I:utrusraloluttndrnouraluqi dluincltar

druru e :ru nouir (Z) nr:rdulrnluriolorur:alota rlflnr!ltrunr:doltflulJnruAraur
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6aauoqri6rn'oRrruflsarndruiurinrioqfiurlnurlaiurdrtJliuinrrrft#ororurrarnra

uacliornsuurn,iruru e rru nou'ir (l) rfnrruudnCouflurlaiurfitruua;n{l6.rrv

nou?1 (4) R?rrilu
{r
)run0nr:lJrrirlonrrh?u3 nr: nrulelunfqeffi araur6aarudruru cIt1 l0nlr lilurnlrnlu teluiluqEnfllfluloflaluolu?u 4 rlu nou?1 (4) R?trilunonr:rJ

nrululr ur:uararnl#ineruiln1nr610 uncrilufi onr:rfi h;rinriuunriryfi toraraur

Eaaruiruru c:ru noudr (s) nr:udrnrudo.rfinlrriluronrinuoitorl:urrualntnunsniu

RtrudsomCrulu 4:'lu

Er :I-r !-4i0 uso l{ouu ouw ri'lu furinrio$irs ruro6 orrsin

Jr;diudorauouu; a2uro

,. r"rln rinriosrfioendl

qaiulunrrldui nrt It ur:uarnralurtn drmorrnluoj o-su intrtar
2. arriorrucnriYqtinuoidriruon'irrfluI:urruararndruiurinrislrfiururrnriu

qairriiorfl unrr iurJrcriu uncdlrmrrul{rNh

3. nrru?umalurio{oril1, e1o1n {nnr!u?unl:douilulJnru;raur6taruourl6
,ioor',rcr"rndrn iurinrioudurlnuq af, lrdrlrJlduS nrt olr1, 01410

4. nrinuurdndoufl urladu#rtruun:n{ldloctdtleorcmunr:l#uinr:nruld
g, aa -uiluuqnffiduloflnu

5. nrrrilnrudolinrrurfl urondnuoltollrutruarorattasttlun2rud!o1n

L a o a aya cl a 
'l 

rY
6. a?lrunon:runru tuI:lr:uarnrnbfiarrunnlnilalu un;rilufion::ufihtn

n u unuqqnx 0 ffi1 fl u'l 0 fln 1r

7. nrro'ninr:u3nrr In:firrfnruluil:crnaun;:cildrlil:cmtr

8. nrrinr:rlrrarnt:alrrrnl:utruarnrndruiurinrioqdureirln6rlaf,l
t. e alos. tun?r?1{RUnron-nIo1u uionrirf, odafiunrulurfolrin rrinrr}hnl{dilru

uririru uiormunCouiu,nrlrrlooiourtfi fliuinr:dhihilaf, uurldui nr:

I: qrr u arnr n uoc lrimr ru'irin rrurlrriqriurlnA! olrrtqiliuut orirtJrlraru

e1nnrr1.r 4.20 dorauouuctilturn'udrtfudrfnuuul:lu:1,61o14 tu'ir
rinriolrfiourrnriorlaiunouir (r) nrrfinr:r-e #rI:urrucrarout:rctflunrrcirlorrl

riulol#r;qrinrioufi urn{uqcn'ulunr:lduinrrltut:uararaluttndrrnournluqjr-luin

3

2

I

I

I
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d{t a1dulu 4 ru noudr (2) fl2rinlruf,nrdaldnuoidriruon.irrflul:ru:rararorhuiu

rinrio.rdururrarioryaf,urdorilunrriurJ:criuua;afimlulfirrloiofl{uinr:iruru e

rru eroudr (l) ar:rr?umnluriororrrrslo'rn {flnr!urunrrdouflulilnrumau16caru
.-i

oqfiirfionrruacnrndruiufnrioufiurlvroqaiunirlrJliuinl:o1l.ruala1a ,iruru 4 rru

nou'ir (a) nrinsruila'ncfoufluqaiurfsttuua;ufil6rosr.r?rlon:surunrrl#uinr:nruld
a, rtsr .t .

unuoJqnmflulofio'u,t1u?u 4 r 1r,

- la
4.7 HOnl:2mrl!ilH{Qomur

nrtilnurg Juuunrrbluinr: I:ur:unruldnrouulor!lunrrvioufiurararn"
I , a la y ' .i r . . - t t

t,o{ufi?to.trYtu2nQUrldnl,nraurlrllrllulno{mu? lurtnolnor|1a lilq t{il2ndqt a1 fi:{u

{ifulCrirnr:rYuruoiloulfini oriiouuurYrnruoirirdnisRucn::unrrnarr6corn
Y -ry a e6t a ro{il2nfl{tal I rtu {n:{Q0r?or61uff1f,u10alalu 4 fiu lw0r.r!11, I Ru :2r01u?u 6 au un!

{rJ:rnounr:I:.t,,rrdldirrlnr!1uo1r,r1rorarnlurrndrmorroluqi fr,ruincltarun;

Irur:udur{rgnriurlnririlulrurruararafiinrruiurruuuuu{naur2!#{r!n l3 nu C1u

urntgrufrlu:l,srnlaunsordrJrcnouClunltoonuuuf,nuil nrruiur:flnnr:uuu6aaru

rn;rcuunr:rtu6co'ru ila1rJldft d

I) ri1,oonuuunnucir rilunr:nnuciuio{fnlnuirfi urudnrilfl ou,r,o{rnfiul
.i .. t y .J. e a & , - ,t ltoirnlr uri'rru{uonrourinnua:n nris n'lttnlnu{uouuuunrurnu{ uolur hiar:u-uhl

- .adal ro .,yrltltftrnu2nuilflufl ,Nnn! nlrutftuYtlll llrrnfluilaflmdu10da1r,

z) nr:uirr: {enrruuudcaru rilunrr f,n:suunr:uiu r: innr:h{o{nrulC
., F ., i i.y- a i

u?ruoJoJnfildu10da1u 01n nlrtnilun lltu:n't:tlufrtsil?1{nlu-ilq{ flnolnu{n1rin{lu

rfu i r fi rin riu u n riq fi ar ru r 6 r n r u r rin s r u r dnrfl u r1 a 6 u n r r da o u : u l#n rr r ilu
r .y a' e - l, - l,A

?rnnnl, tfi u:nliluuofl a1! nlrnnil0rilnlruniutur,r?1.1 ilu-r{qt uosarounr? t?u?l,,lfi{

rirurualruccn?fl ua!mifl .rrurtrtnotlui nrr trndruralro nfnuuu {rlfiui nr: qndr

mffir!{ n'JuCu '

3) rruunlr$r'u6tnru rilunrcurunrr.irruiuirur;uunrrriu6eaullnu

J:raoranonrdo uas:rnrfi birfl utrru rdu nrrfrrrriudrrlo.rri-nfi LirotrGouqndhriodfi
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.t - a. r ., a .r a .i
n1 lilfl uR1: n1t!fl 2Ur 2unuluiu lun1rutt1Rglfl 1n ilronlrfluufl r{ufl ltur01fl l1{0

druru n' oria0n uar qnn n {Coo I onr rlu cirn r
-.yl-ta,4) nlrut nltn?0u1|lagqxanuulnluulnttlualalauuruultu2Itl{n1t

ra.Ay o ly oy3
rJfrri6druqta'nusrcCrunr:lfiirgr1uuilriE0i6fl1rru16fialu Ieodruluqirinocndrrdl nrr

,ir:;drrqrJnrsl nuu; nr:druujorini nin nah? drncirrd.rluriiororillr0sgfo.rinrrf,rrc

dr.rotimgndor a'o rilunudtCrurirn;ornlnufilrJ udrt'uilunrrdmnirqnrhudruiinr:

t?rirt,rniru rirunrrdndmfirJfirifirriurfioariu riorqtrdlfluColicru,fr:clu#orfr dru
I l, t rv3..i . ti. r c l;nr:oruriravuumriulnonl, rrulnurelnnournnormdtlriludrfirsorn un;n1t1#uin1:

d.rnriraocg{olilurlnanrufi orfi fivinoritrori.rdrudruacfir!1r0r! nrulur?ouirr?o.rr{n

I:ur:usrarar?orqrrrft uorurrrlo,lfrnurirr{odndrrinriru:'odrrJfi uou

s) l#ui nrr irunr:ilfuTnrr fi rmrurour #runr: rJfr rl6nr: fi onnardu r

tf, d*ie ufludouJfirin'r1nfu1n, s nfo a'onrrasuumro{rlnau{nauril:r;crfulr$rru

arara 6rdsriuinrr#o{acilurorrurnluqj (nrfifiI:lrrrarnraldlC#ilndrin0n) drriu
n : u u rn i r u riu 4 n l iu qn f 6 n ri.r h{ui n r r dr n r il u l n il r ! a ! u ! m o'n -q r o r u ui o dai u lu
y ., r a rYj j . .r ,. ..
r.t0{ilnilrotnu llllrunttlullaJUnlt'Nl?n1a!uu1Rfl1l4ruunilo,!lnu?n1{t1n{dau!

rfrorosqrurflunrrEonSovirdurarlunrril[il6arnufinnrolu#orr{nt?nrrra;nrnqnr{r
j or,- -;,t- U.t ., g.a. r c Z
nu1 lnu:n1r rtr,ourtnttuRluflfl! (fiudn) lunrtacil!rn uroulnnoonurorndrltiurir

arorndrtliuncuurn
- j - i I t U r r.o - ) ) 2-

6) ilanroutnlru:n1rrR,0tn!uoonou0nuuflu'luo{ uJUUrnlilRtolaun!
. Jirur.l .,

6l?UHdUlloanotoanlu lullotTrfi uasl'luo1l.r'lrtto{ l:ill:unooe t!u!r?41n1:illun

z) Sruorur:o;douflutjnl!ildnElnln riurrrtiir dolurjrsnounrt

huorrrtfildiu!mr!lu01il1:ernraciorlCiurmr!ruo'rx'r,u1n'rn0'rnRusntrrn'r:na1{

6 a a r u fi u in a r t n r du rul o r o 1 n n : ! u 2 u n 1 t q ntfu n o u hi dr r c rfl u a o r u d r'n q fi u n u u ;
tforqtr rhrrorndrar:or (drfiarau16aarutfiu rdu rdoqn: rniorduuonnoaod) l6oJu

t )o ., r . ti r Cr a a a
lln!dlriorrmrlo unflo?rfirrrflnu01r,ru rm3?ililullrul{01il1tn2fluurlfln! uurnlrolil1:

lu r;r druiiou 6of, aontor gndrfi urldui nrrCru

8) nrinlru Itlu:u ocColJr JilqAnlrrx frnarrur6nau ndrr6.r nrinlru

doulfr ri6nruunriqo!6;raur6nalu 6o nrinmuun'nrfl uqnfi u uihilCuuronrru'iri

rsil1!r1fl fi ! uaSnllri{nluf, !0mt1n1il6uu3ouldr?raqunuul otunnr inuriuut r ru

rJ:srufio'u6mutorlvru i6nloinlurruuinr: iarrlrdrlourinnrrl#uinrrnruunrigff
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f,1rrur6fi a1u ua!rfl lrilnArcrfi uuifunrur dnmau16caru uocldnludrriqluri olnr:

rinurqaamt
g)u'anfiosnrrrirtcuouintrfi feriundnnrnur6anrundradodolfl nou:u

hTarrlfluinrinuurCouf,nrCusuinrr u!ofionrrudricriuudntraur6anru nr:rhlihl
rJvrlu::u'irlqnrncniua:qnrnrllulufitnr:fifnriuudnfircur6enru hjinr: f,nu3nr:

" j a Ai_ - ,., ,... . u ayd
drrfiurluaorufrfrfnd'uuuliq{dfiltlu10flalU liu n1:fl{lfl:U}lroie ltllnlrx'luutnlI

- ; t J ., rt - - -- i- -?^ ---_r,^ i- !!1^ -! ^__., - .ir-ilL-
ilr{urfi rafllau{udnr rn?olulr'rr fiu nrrrlomc uncnrulu#o{vinlriiuinrtdolfiSfiiido

01u1rlrnaoo0u.nr:airrurrornrahirituLur:usrnralnuiruil:rarnriuiatiot{ltir,uo

, u n o',n rL n r : i n I u rYl rtu f riu : ; n d x n u 1 u 1 rll u 1 n drfi o I rt u n r r r r I {
u3ommnrnnrulul:luru h?rioqnrio, riuria0nluuinorlndriul Inoo'ol#qndrlCiriru

,. ,.r, o I ., - r, I -i- v- &-t- -.^.^ i 'itulunrruiornnruueiritd'lnind frgufiquHdnrluqilutullt0cno{t1utllul,0{m:san

nrulul: ur:u ahrlonrahlaulupruldfi Ionratrirrirlruriou
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unii s

.rIrJHa oiil:rueo uos{orcuouus

al
n 1 r An u 115 o{'tr rJ uuu n r r I #ui nr : 1 r.r u r u 0 1 a 1 a n 1 ulCn r ou u r n : I r u n r r

rioufiurernrn' iinqrJ:rorriurro (r) ilnurolrfiJrsnourorgiluuunr:h?uinr:Irumu

arnranrulflnrou!lerr!lunr:rioldurorara (z) rdorJrcriu:cn'unrrrldriqCrufirinuuu

hruruarara (3) rflorirnun3rJuuunrrliluinrrI:rurusrarnnruldnrouu're1r!runu

rioudomnralnuiil:cilnr 6o u-nrio.rrdurn{uqaiufirfiunrs{rurrioudurlurtndlno

n rnln qj friu io rltariroiinrr {luuuilnrilullu (purposive sampling) n 1! fl sa2n

(convenience) rniosu'odldrfluuuudouolxrrnnrildrodrriruru 4oo rru c66fi1{lunr:
- ay xy . . y . j . j .
?ml.lstlt0rJ0 lnllfi RIrOUOJ R'llOO0 d?UIUU{lUUlJ1f,:tlU nlrnnilOufi'l t-test F-Test fl'E

irn : ur{n rruuJ r il r ru (one-way ANovA) uas nrr rYlnruslri.rdnnuuila: l airl rr n

R il r n t r u n 1, n n r | 0' d n 1 u 0-{ r,r dn c l t a r {rJ : v n o u n r r I r u r r u dn r{ r g n ri u l lu il r il u I : .r u r u

ararnurilur niiinr: u3u r: o'nnrrnuulaiu unr{rJrvnounr: L rurufi ldiuurn: g ru

orrr:srnralunntirmournlrqj d.rufaawnr drernnrrtnur#ruunlCnrirzliludrluunfi
t-

I rlruiuuvriocdrrauorilu r rJrcduildn lduri alrJnanr:iiu oirJ:ruara uacdorausuuc
-. ".Jn{no trju

s.t orrallruonridu

ornnnnrrirR:u#r?oqadugrudruqnnn nqinr runrrrioudornacrJiuurfi uu

{oXnCulruriurcdunrrurlrriqdrurJr; nunrrnnrnCrudrinuuulr.ruruslar0rr0l

rinrioufiornrlu{fleu tlrJrilurJ:urdurlrdqrionourirorutowruiiurfi I rio irii

I. o.rdrJrcnoutorgiluuunr:hlu3nrrft {urlr61a1nR1uldn: ouurnr!runr:

rioudurararaioslrrhu

2. :cn'unrrurtrriqCrudrinuuulrur: uerarnnruldn:ouum:! 1uri1:rioufi or

arntnlfluodrtr

t. Eiluuunrrb?uinr:IrurrueraranrulCnrourrmrt'runr:risudo:araraor:
riluodml:
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rirorudo$ r olriilr;noutolSJuuunrrl#uint:I:lrr:uatnranruldntouu'lnt!1un1t

ri oudorarnrnios h rirlr

nnnr: ilnurolr{tjrsnoutolt rJnuuntrh?uS nrt L lttt u arnrn drtunnnoontfl u 3

Cru lCuri Crunrroonuuunnrdl Cruuiuu f,enr:uuu6aaru Clur:uunr:riuBanru

l. nlroonuuunnudl (lnteriors desigrr) inrutmnsirlrrnnrrnnttil#olrfln

I:lururfrtJ doo.',nalcrr6ontu6odraorufir{nr!ofio{orflur?urilucolufifiqnnal{

rfluddun:oreil0{0rnd{gi1{1 uornlulurhuuiorforrinrfurflunorufihinlurilu6crc

trnrlodrriaun;arrunniutorfiiau l{drniunrrn-nisu ilrfunrtnnrrilfirf,nuuuqeiuil

r{unr:nnucilgrJriu nr:rnr:nriu6olufiolltnnrl toltril nlrlRl:lt1tl nrndliiinrflu

nr:#rnridodnrnrcd6o nr:tiriolun:crf,r (dnrarsd) tilrrcarflu16cauinluldoirnr:

nnucilnrilariiinnrulurlorrflnriurcrflunr:ircincrndrriahurhhlurrnrura16n;

(u:re rilrrtorufiryduurie ) ochicrulroulrurdla:orl#rJnonrioornf,lfriro ilr?unrr

nnlcirfiorrinfio{nruldunrig{6araur6carurflunrrriqtruhfdriidrdrfrurrncdru

duar ol{oriilublrJaonriuua;rirnrrurrirgrrirur{{fiorf,uunlnurlfiri6ntuudnaraut

riqqi6lunrrnnueirdvinrflunrrrJfrifinuotirururrluaraur6aaru dlrfu6aaru6lorlgrnhT

inr:nnuilrfi uludndrasu{o{fl1fl u1 unqol# nr:nnltilCrunonh? dutl'lunr:J: sdu

J:cnrdru ud6anrurhunrrnnueiuruu{rrilouourfiunlu,itrflurdu nr:r{runnrrilCru

nrrucraiolldfirilufloqracN'u drluu ru:urilunltudo{n21uir::udrl#lioaarlriurhn

riu{digruuvurnruhlrfinfirac rci6cnru6orlapnhf{ufrrarur:oudlntu arrrltiYrolld

orn'!drotrwtirfluAri qordnuor;tolnltO0nllUUnnrril#slrT-nluarflurBanruuunornd

ndrrurudrtildolfintrfinnrufrt{uinr:Cru6utuunrilurYe dru:;u'irltru'u{l rutolnrn

inutrrutolrttcurEanrlr?uUorlryrnl#{truun;{n{lrJfiri6uSorhfionr:uiruriuurn

lrildarfin::ur uSon:ounirriurriu nrrrrriujufilunr:rirfirn::u6lfinrru'ilrrflulunrr

rJfirifiun;11nao',rdrinruorlaiuo;cfolinrrnnttcilnrulu#olrinudas#oofiitiutio{fiaro,

runnrrhfiiunrta;ulrnlnuif,lrirurunrruacnrndr?tiunrrrlfrfiaraufir d'luntrin

fion::uiinonado.rriuunriqoi6arrur6tarudlartur6cnruhjldrluarrlriurfi.rudfii
a ,l a '"a ''u{uoutlac#olddollJriurrirlrjnllnroull0{f, 0n:tufi {dn!dlu1rououn tlnEnlrlnm

rlfiufirrunng
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2. nltuil,r1, innr:uuu6ta1u (Islamic operations) tilunr: frnnr:nrulu

lr ru: uororaluCrudrq ldaoeai{orriuu dnlrS os Ctor;rcur6nnrufi rlaf, u4nauCol

rJfi ilfiua;rnr:nnqodrunimin' (ooi, tsac) drfuLutrufihluinr:uonnnechluinrr

Crufirinudre;e{srinrruinrrunstrdrur0R?llrcsRrnhlriuqndrdutlduinr:nrulu

r{o.r rfnr,iu,i o r ui n r : di d hi rin riun dn;r c u r 6o a r u #o r n: u u r n #o r o ru t r e r n r n

., r ar - c, . 9 . t, ll, a ., a J
tor: 16urdu nrr hlu3 ntr il ndrrdol o{nroldnt:hlui nr r uuuu dntrS os ti (Hayes &

Ninemeir, 2ooz) uaerirdr rriocdlilrfigrrrio'rrrrunr,aisodudarnra uinrrl#uinrr

nrulurlororurruacu'ir'urido.rJrrtrrnrnioqdlrronnosod e'rriuvrrrl:.rurlirCorinrr

inilr;nr41fl uriorvin CruurinIru1#uinrrndndosrfluqciu InutfnIrutnarru

hiuinrrqnrfiurf,muraciltinlrurraufilhiuinr:trndrtnnufrl(Rosenberg & Choufany,

2009) tsuunlruirrrdanrluoll:lr:urilunrcurunrrriro',rrlnlrirnuutoluSnr:nrulu

ft ur:uCouJflrifinruldndnriiosd :rurtrfi rrirurun'lrlnrugru orfi rtilr rloroonrircilnru

:c'iru;r nr:inrrtunrsudrr mu-ttfil (shamim, 2009)

3. rsuunr:tiiu6cnru (lslamic finance) ns.ro{uu1nnqfl !lulla;lnildnrnorqi

daiundr trSocd (shrrian) dlnJiuurafioutilun6uurugsqnluaraurirdoura:ouaquifi

nrlrr:ugit rYla! uacnt:tfiol unsiotut::!rsqtYlRuqafit lniiudutoltriocdrrrtrn
dtifo'nqroru J:ciAtolflranrgf,uurin rirunr:turuattutta;6Rttulnulf,rirnrlaraur

ua;u-nirtnrtorirleiorfiol (:lu{ludolunt:olrrasrrurlfulunsiuoonnall,ZSSO) otfi t.

rilfiu1:fienruldildnrcSocdodrlrairnin z. #rurr?rtJrdurr?olriuaontdu (riua) rnrfl?lu

lriuduouu!oR:ruriunru (qharab) l. rhlrr?rlrJriiurrTolriuq:n::uuiouinr:fifndourin

t{totd (haram business, haram products & services) c. rrlunrrtirlrirhuuuiqort::u

(kofitabilig with Erhics) S. inrluJaoariulunr:rlr1:fit (Safety) O. ianrnadolfid

(Liquidig) rfludu (rurnrr6anruurilJrsrmfihu, zsst) Cliatutonndolriul:lttru

riovddlfidurhurilnutdnml:lurulCrir::uunrrltu6frnlrl (Shariah; dln:ounqu6o

nrr.ir:;riuo{nuldunriqo!6toutaut6coru uacnrr 6udrl:hiriulltu nr:ui rrn

s1n1n (zakar) dsnrruirrasrnrnrfu6oriluudnrJfirl6odlluilfia:ounqur:uunrrtiu

6anruluu'fi t oriaut: runr:rilu o{lu tYlauqaiu uli ounriqo$fi ;rau 16aa'tu

- t, .r i t i .-----t-.
dlriunrrtnuurnrl ru I:lur uarnronruldn, oUrrlott lunrrrioqfi orarornriu

[irfiuquirhaarurrirhluinurrrunrrirrriinCrunr:uilnaortrttolrinriolrfiurn{u
-J. - y . i r . ., t ;

qadufi uiuurfr adrunrr rioltfr utarntntllurrlu: 2!d{nlr tuUtwl'lu 0'll'l 1t g1alnnfi f, u 1
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6aaruorpi6 r?unoulunrrrJl{01}r1r qilnroiuarrorudlunrrrJlslnuronru{rJ1 sfi doro1i

nrulddorirnunfiarcur6aarulCr;qduu?dr{rJlrhild6aaru#ruunuirfiurudi{rJlrnou

}?riruucdrlunrrillrorrrrhiarnrnfi6o'irtjldrinriuuvrriqo!6daraur6aaulCriruun

l{niuriu

. .l ' v ' t ---, a -
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5.2 or:oirhruflo

fl anlrnn douduxAt luIaulda66nrr irn:rc#nerurrj: J: rumrlrdur (one-way

ANovA) Crucir t-rest ua! F-Test fi::iuu-udrdnprrlc66 o.os rfiottFuutfiuurcn'u

arrlrlrriqriruilt;runrrnult#o z Cru fio Crunf,nriod(Product) Cru:rRr (Price) Cru

dowrlnr:findrnilru (Place) Crunrrdltciunr:nalo (Promotion) irunrinlru (People)

n::urunr:tluint: (Process) uacCrudnu$3v11{tn1un1t (Physical Evidence) vrudr Inu
., t j . a elr y I . . !, i, r enrnrrufnrioufiurndrryaiufiiio4oiluyudtuqaaairrriu lduri rna f,qtrfr f,oluRlrt

:ciunrrtnur orin uoc:riu:rulC LinT rudrrigriruJrsaunr:nnrncirrriuodrlhii

riudrriqnuc6fi

t) nradufiu nuir Inunrrrrurinriolrfiorn{uqof, udiutrcirrriul#nruthdq

riruJ:caunr:narnirrrYud.r s Cru iio druarinriortiCturrar druriswrrnr:fndrnriro

Crunr:ulunrrh?uinrr rncdrudnuurnl{nlunlil drruir rinrioufiurnriurlairurn

u fi rtinrrudrdtydrurlrv cunlr nnle!lnndrrinrioufi urn{rrlaiurnmruotirliriuelrriq

zy iq r r f, ei u fru rn u d r 1 n u n r n r r u rin ri o ufi u r n ri u ry a 6 u d i rity l r a' i r.r riu hi
nrudrriqdruilrcflunr:naroir.rriudr s Cru a'o druninriorqidru:rnr Crutfnuu Cru

tya J .' I . j 
' -!l jav

n:!uzun'rtlrlurnl, uns6luainuoJmltnluRrr .r{T{u21 unn0{t?ru?flQ!{dnrilxdEtlo

lnohlnrrurirriqrirurJ:;cunlrnnlnulflndrrinriolrfiuanriuqa6uiiidtylrn'rrrar6oodm
aa. . at
!uufl'lREil1{rron

t.,r.rj.-ir
3) uorumilnt{oil vru?1 lnuR'lrrr?uunno{1ilo?flQu{flauiludoluRllrnl{nu

6o lan eu:e ildl$rc l#nrrudrdqdruJr:trunrrnnrnCrudnuorcyrmnrudmriu drnu'ir
I r a .ir t . !y r r I rrinrioufiorn{uqaiufiiinorunrnlanblnrrurlrriqdruilrccunr:narnCrud'nuuvmr.t

.erlra.ianruurnn'irfnrioufiurnrjurlaiufiianunrncorunrluri{{lu uasildlgnotirririurlrrig

lt1ttflon

o.t.u..rl'-.1-e.
4) rsnunlrftoulnl{ou llu21 lnuRDrt?uufl1t0llnu?nQu{dauilurueunufloul

.c-l.ra
drlriufio eirndrrJiolopni fi qqre{i rJiqqrln unvGqqrron MnrrudrriqdruJxrtr

nrr"a,"rf, z Cru fio Cruninriorqi CrurrRr drudorurrnrrdn,iruriro Crunrrtiuair
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fltrnnln #runinltu drun:surunrrl#uinrr [acClua-nuocilrlnil,nrilirlriu dlnu'ir
i . - ia

unilo{rilu?nQxrldauilurre'Un1t;inuliliEtUrlyrhlnarldrriqdrurJ::cunlrnale fi 7

druurnn'irrinriolrfiurn{urlaiufiir;iunrrilnurirn'irrJiEEmi rlSqqrnS uo!Jiqq1

ro n odr.r i riod rriopr I I afi n'

s) orincituYu ru'ir lnonrnrllinriosrfi urn{urprfiudioliniuriu 6o lrjld

rirlru rirrrrnrrtigiaruir trinlruuiihrronru q:6rdruir uncdulhlnrludrrigdTu

ilrsclnrrnnrncirlriu dlnudr rinrislrfiorndu{a6udldlCrirrruhtnrutlrriqti'lu

ilrcaunr:nnrndrudnuucillrnloRlrlllnndrrinriolrfiornt!l11aiufiiotitdr:rtnrrl
a .--- 9- - 4-- . .r,. r, .-'r

iXTarrdo nfnlruulu=utontu I:ntrl1u6? lto!0u'1oul{uuutllREvll{rIon

6) r s du r rulfi d rr f,u nu'i r In un rn : rurinri ol rfi u I n r! u 11 a i u fi i : v du r ro lC

irlriu 6o drndr rO,OOl u1il IO,OOI-3O,OOO ulYt 30,001-5O,OOO u1n tlas SO,OOO urndulil

fularrurhdqriruilrccunrrnarndruninriordir.rriu dutuir rinriolrfiurnriurla6udi

:cdurruld IO,OOl-30,0fi) urn hfnrrurhdqdrurJt;alnrrnnraCruarinriorq{lrnn'ir

rinriolrfiurnriuqafildi:vdurrulCdrn'ir lo,00l um 3o,ool-so,ooo u1m llas 50,000 u1n

.'lI ., , a3 . r, .t..
{u lrJ oo'r{uuualmqrl{fl0n

ornnr: irR: rcr{njiourfi uu'fioqn#u1 ru druqnnatolrinriolrfi urntiuq aiuriu

r:duartudrn-qtiruil:scunrrnam fir-urirurofirJ:rodlurJrJdunlrnnmuio:Cru rild

t. Cruninrioqi nu'ir rinriolrfiurnrjurlnfiuiiii nta iiqn6 ::i[u

nr:f,nur uncrrulCirrriuh{nrrlrlrdoldrurJ:caunrrnorncirrriuodrlfiriudrrin; ndrrn'o

rinriolrfiotlnurprdurtrru{ldircc'unrr;inurrJiqqrln ttacfi:ciunuld to,oot-rO,ooo

urnio16ouh{nrrudrriqriunr:nnusirrlorinlnuidoril{finunturflR! (fiudn) rhuiunrr

ns?r!1n uinrrdracilureun;ntldruiua;uurnunvirioririiiosnurrrnfronJrnrulu

douirlunrrir:cdm orrrilulillC'irrinrioufiornr!urlrrdliih{nrurirrirgdeuilr;au

nr:oareCruninriorqiurnfuinlurajrnioluudnrlflrifitormau16cnrudlrtrrnllfitfiu
o 3- . .i .t ..-.--.1 ---'irnr:rlfiil6;raudotiuiinflutlrd'rgurndugnilo{lnU2nQUItflrls14U'lUorflltltdn{R21lJ

tinrrua;rlinrinfiionrcrdr rrnurJfrrifinurirsoutolarcurrilun'rnruqunu uil:;nq6

n,oorrlu.i #lfirfl uudnafirtr nrinrJfi rfinaco3ut:ru lutsrs$u-nriolrdurntilrlailfiti

nludrdqdrud:;cunrrnarnCruflf,nrisrqitioudqnt oln{lrilurinriolrdorurrntiuqail

l
I
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mrilodirvdunrrilnurrJiqqrronfi i:ruld so,ooo urndulrJdhinrrudrriqdrunr:

nnucirliolrinCruudnriraoutolaraur6aaru n-lrfunl:oonttuunflrrilrlolrinnru

uvrrirgfi araur6aaru rhu iug iluuunr:h?ui nrr l: lrtr uarnrnlurtndrrn ou rnlu qi

r'ruinaqnrororflu}JlC'ir:ruavr6unludrudorrinrrrJfuhildrriuntitnarnrreitilC

nurunrru.irlrjlC}inrrurlrriqluCrunrrnnueirirf,ou,ra'nrilf,outtorrr1flur6cnru otirllr

6nrurcn'unrrfinurglun:r:iu:tulCio16ouu',ndur?udld.rlrariunrrn'nfiu1o{o il{iii
:;riunr:iinurgutnv::durruldio16ouurnduiuurhildtcuilnnfl6nriorduiouSnrrfii

qnrnru6ndr{fi inrr ilnu reirn'irrliqqrni (Kotler,20l2) un:r{fi inl:fnurqldurinfi nr:

16unrrrioudu,11isudu uociRrrrlduleluiarJsua;inrur:ruotirln{rltllfidoqnnfot
e " q P e' ''rfiulrjdlnonndolriulruidutolriuurrlurRUiunlt rduYl'l{ lto!f, 0{n1:421!QUf, lllo{t{unl

rriuqo (zsno) flnurihf,udinnionrrdoiulo16onl{uinrrtor{rrirrinlrlu:uluttndrmo

riior drninquarrrrrfi nanrrifiunudr {rr?rrlnIrurrufii:criunr:iinurrJiryqrlmrfiu'ir

rhiunrlnr:narnlnur ruin rudrriryionr:deiulo16onldu3 nrrunndrnt!udilviu

nrrilnurrirn'irrJiqtyrns ua;{rdrr{nfiioritfu:rtnr:iiliarufirinrrudrriqionr:

dnfiuloriisnlduintrftur:uurnndrn{lfiiolitriluqndrutn:nrinlrutontu dlia'lru

asnadolriuuurinolrirJ:cnoutolnr:rioogdurtolnao.rdi (zsac) ldndrrlldr Inu

drurrnudrrinrioudurnrnur!rrinrr16onaorufirioufiurfinuro.rfin'iriRrruilnontiuttn:

arur:orhumrllCasnrn dlrlu cotufiriolrfiurlafiidrururinrioltfiorurnu{urnn'ir

rinriolrfiu:trufidourcuanrhlrfiuiraorufirisufiulfulriluuurilriolrfiuafiinrrl

rlnonriu draonndorriuqruif,utor nqufi nrqouinh (zstt) fildrirnrrfnurriosiloiuiii

naeionr:rdonldltlu:ulurirmotfiol dluinriulluri nu'ir flduinr:trrirlil:crflfl1#
arrurlrriqriuanrntorriorrinu',ndqn iuiluihiudrdqlunr:riionlduinrrtollrluru

riod,d olornrinri olrfi urn{urla6urnaufi lin rruldlolu: ruo:r6uariudrfnttuul: ltrr u

ararurnnjrntanu

z. crurmr nudr rinilslrfiurnriuqaiufii urr rigfla rciunrrilnurl#

nrtudrtiqdauil:cflr,nr:narndrlriuodrlifudra-q ntir16o rinrioudorn{u{naulnfl

ufiliiirvn-unr:ilnur:Jiqoplvrb{nrrudritqriunud'uua:rnri'rrudrmiunr:tinrcwurt

ruanrhlrfiuirudnarsur6aaruriufinnriunudtuun:rnrlunnrnfirflulilrruurrtSttn;

rflulrJnrlnqr:rutr6luriorqrJarqrJnru (ri'Ndirnanraiuuqntrnr#olrinIrlttruarara

qrdul o'orfr,fiorrarf,urirgrdunr:nrcfriil#Ionraduitoutol{rJ::nounr:lun',:du
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:rnrr?orrlnrfurfluf,rdlriqAt::udriinr:dhifiluunriqnifiaraur6nntu ilrnrnnr:1d

iinr:1ntfinh.dur., riu nrrrinquiudr uncnr:Irilfin:rarlnu{tJ:lnounrrrr.oril

rilunrrunrnus{unrrun?unnrnuiiudenrnilr:Iunitol{u!InndouColurrioutninrttol

qoour?u dslusorunr: oirdudoqqrnhiinrr a ruqu: rarlC tiod,fi u"ouauo{fl 21u

Colnr:tolcilnutfiodol{r,n:ol{uilnnliriutrn{olulonrrr ttrrsluunrity{fiaraur

6aaruilduuruRrrudr nlrq?uq!:1arrflu*rCorrlruleotiritiil6caorunr:01f{liirilu

nrrilolriuolurilur::u irrfunrznruqrrrarluunfqo[6arau16aarloloriluilfilrjtou

t::r,acrilufirdorr?u uciiurrnirfirilud'rdritut::urtasoqqlerldrridorduo{riu

aorunr:si , ,ru.,ri, tgp1 fiorqoi2ool) ,'odrinrioufiurntiurladufii:;dunrrf,nur

rJiqoplndlhlarrudrriqriu:rnriRlrutuulcarlfiu#oltinuacnt:ttans:rarrlolrinl{

unrnuaruf,nteu uansh?rfiuirrinriolrfiurntiuqadul#n'lrudrriqriu:lnrdruursau tilu

!:rtr ilr1fl01nnr:rlu:rnrdlriritunlurirlnudorfinrrdl:rnrfilrirsrintortJiuugndrurn

fi qaInu{rJ: ; nounr:dolrilfi ulr irbigncolnrUunriqfi arau r6aar|J lutror:fi 1#

o..,rrt.,;oJ;rnrruJCuuurJas:rnrludxrntnrniuuqnurtrloufiqn orrrdolurorn{iii

rciunr:;inurqlwfuTnludrriqnr:don6nriorqi/u3nr:fiduririqonrnpiurcaufiu:rRr

urnn.ir{di:;dunrrilnurir rdolcrn:rnrrflunr:riluondlqornrttolnfinriorqidtinfiulc

dutir,uo (Kotter, 2ol 2)

3. Crudoln rlnr: o-n Cruri ro nu'ir rinriolrfi urntiurl aiudi rfl a : cc'u

nr:ilnurcitlriufulaludrrirydruil:scunr:nornodrliriudrrig nrirrfio rinriolrfiurnriu

qa6urnaut!ldir;dunr:lnurrJSgqrlnh1nrtudrriryriunr:rr7r!l1dl3 nrrdrunulol

:cuunr:nolfl oqrinirumrllnrflilri:cuunr:rolrloot'nriruuifnrirrfi uzdlcronndolriu

uurinJ:cmnrinriolrfiortol(qi r{lnor, zsael {dir;iunrrilnutglin:rudolnr:fi
rioudrll#n'lturlrrYqriuirrosrilu6udnarl finiliooulecir,uo ,u,"ol'driolrdurdurflufi

fin6rfludfiuurioufiurogudr hidornr:nnnor*uuJanluri frrin uln',r tlac*lu-utfiltta;

rlanaluril lrjiouu*ldtiurnttaltuqnrroidanrjnA inTwComrtrrltmuor:tiunrlCru

nurss nolrlolr{ndrunurournn'ir{di:;iunr:flnurirn'ir6qo,e{i 6n#lrilaoanr{osriu

sruio'o.uolqt'ud qwnlf 12552) fiilnulllutnrlnrrinnr:narnu3nr:druiul:lrr:ut16a

lu ttnn 1 Irmr lJil 1u fiI :fir 6 tnu rn riuu riurf,r dr o II na nr: ilnu rnu'ir dnuEc n r I

rJ:crnrardnftolnriurriutdrdrorl fiorqr;t'irl 20'30fl torunrnlrnrrulCrsdufirndr

3o,ooo u'rn ernltuidtrilndrrrirh?nrrudrrinrioqfiurn{u4rriuiirrirurlduinr:I:urru
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alalauo;hlflrrudrriqriudtudt;cunrrnnrnCrudourlnrrdnirudroCrunrrdrlrli

uinrrriorrinuuuftru:uarnrnCrudrror uaJtJUUnltcolrlolrindrunrlln:iilnri rfu

ruae rfulrfiu jrrinuoutorflduinr:fio{luiud.rndlrfii:cdunr:;lnurJiryqrlndrin'lrn

dolnrrinda:cuncinrturiluirrolqla'lr?unrsurunlrn'af,ulcdo&hi'irrflulCiunr:gn

nrz{uornnuroudrlurn arurrodniuledorrnarruColfllruai0l:uoitolnutolurnndr

nriurinrioflfi orqcr6ufi ir:dunr:ilnureirndrtjsEqr rJiryqrni r]a;Jiqqrron

t. Crunrrdlraiunr:narn nu'it rinriolrfiurnriurlaiudircdunrrilnur

dr r riu fi o drn irrli qqrni fi tyqrni rJi q sgrlvr rJi qqrron l#a lu d rrig d'lu rJ: c au

nrrnnrneirlriuodrliriodrrity ndtl6o rinriolrfiurnrilrlaiudi:vdunr:ilnurGqrXrnshl

aarurlrriryriunrrdnlil:unuvir{fi rriu6onrrrfi lrini"rirndnmaur6rtnlurrnnlhilfi udr

ioutrtu6aatlhild#rlnrrrirfion:ru uionluriurfil rfiulrrditoultnriruundrnunS

rfinluursl#lC rlrisrlndhilCrioluCrunr:rJqnrhluCrunrulnfitiwldiuoqryrn rrlu

i o n : : u ci l r aS u n r : t ru rlo l rinlu ri rl rnAn r nfl l n ri lnf n rn s ri : rU o ltn! n r: I slu 0l r

rh;iliiurfufituloirsloro,ioou'to',n rinriolrfi urntiuqrriufr ir;iunr:ilnurGqofn3

rilurinriolrfiurfifiuurfiunrlriluntiu (The Organized Mass Tourist) ilfionrrunl:riolrfiur

Inodl{tvQndruunnrtlilrtrnrurirrfi urfi dndu 6n#.,ft aonndol'riu (Yusuf, ZooS) nrirlir

iuo,ilraonr :tiihifnriun dntrtur6cal!naonts0!lenrnrr t6untlriolrfi urlnu

{rJ:rnounrr l:iorirrfi urlnutildfinrr rrurnuvlnodrlldrircudr ttncdrurtlunr:def, uh

lunr:rioufiurrilurrol{e-onrrrislrfiurludnr*rdrinriuo,fiullvlCiurJ:cflunrrolfinurol

i n r r u f n r r, du ra o g r * n c l diu J r c a u n r : oiu J a n l u ri l u uu d l ri o l rd o a rio tr u r n

tcoop.r,rsst) dlaonndolriunanrrtnurnild rflun{u z-s audulilio,qtod' zo'29fl rrnc

druluqiriunr{urfiurCou uoncmrfufnrioudurn{uiidllda,udrrio,iunrrrr?uficnr:u

riqcStnr:trurlolrinludrqnflnlaillild rilfin1ne1':ttuo uncnr:IEu0lrrracJ:stlirufud

druCodr.rtildsendocriusruifrutol i6ur t:rulr (25s1) ;lnulriol3rlrruunrrl#uinr:

I:lurudunfn:rr3udrmsnsnrufi u {rnfnf,in: nnnrrilnurtudl SJuuunrrhluinrr

I:su:udunfn:cil3uefoll#aarudrfioyiunrrdnriruriurlul$uErttenldorufinlttnsnlru

fi2u{lu indr{iionr:hluinrrl:lrrru ttn;nr:dltriunr:'ururiludoeirsl rdu Inrrirrri

Imrr{nri rfluduurn

;
{
I
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s. Crunrin*u ru.ir rinrio*iiuroriuqaiudi rYqlri (lnu urrnrfiu) rrnc

: r iu n r : iin u r i t s riu d o ir n d r rJi q g rni J? g g r n'r rJS ol ol r In ua ; rli qol rro nhi

n r I u d I riq d r u il r c a rl n r r n n r n i r I riu o ti r I i riu rl r riq n d r r n' o rin ri o I rfi u r n ti u r1 a 6 u i i
:;iunr:f,nurrliqnplnhlarrlrftriqrYunrinlruidturitrufi qnrn ltluriurol hluinl:

qndrodrurirrfiuuriu uoynrinlruColrrilnrutigndolnrludnf,rau16anru lrfnlrui

nrrufn'lrunirltlurinucnrrhluSnr:nrundn;rcur6anru o''otfi olu'tnrnrnqnaf iriloiu

druurinlrud$racionr: r13qr6ulntorlriolautourcodrl0lq:6ru3nr: rccolinrr

lumurirdrnu drciororf,unl:r:rrdl nr:rinrf,on nrrflnouru r,tionl:llloriiotlcrurro

aitmrruf,lnolo}iriuqnrlrl#rrnnirllufioqirnil (Kotler, 20l2) Inotcnuodlldlqorauri6

fi6tolnrinlrul:lu:uerornrfucolidturr{u6 r6u1cb{u3nrr iaeurflul'n: inr:ttisnro

d,rr,rar,,argndolnrurrinaraur6caru rdolrtnrinriolrfiornrilrlciuiiuutr:uuas

SrJuuunr:irriuiinrtnncirlnnrinrioltfitnrtrlrJcoonnolriulruifru{ol 
(tlfiu ilcdu

zslo) iinurlrJuuunr:r,irrfiuiin nrrlJ! lln!ilqant:lJn1:u3Inflolur:arorntol{uiInn

rlniu nnnr:iinurnu'ir n{u3rJguunr:rirrfiuiintolrladlurilldg ttUU 6o (r) nqlf,in

riuariuudrirlooqfnJfiuu (z) ntiuauloril?fi1t (3) nriudnudnnu lel nrilkilenutsl (5)

n{uinfinrtouRrrurfinru (O)nriuinasufinrCou (z) ndunluinrfirlno (s) n'ilnrruEt

o {l u rlr u (s) nri u a U n riui in u a s r o u iu *.r lu rj il riu rin ri o *fi u r n {u r1 a i u6 r1l

nrrurlrriixriunrrrJfiri6nuluiinrjr;{rdudrnilaic usnornrfutiqaoandolriulruif,utol

n'rrslfln udru:nn (zssr) f,nurilof,udrudrsalntron't"di*nionr:16onldl:lu:ltol

rinrioilfiu.nrrlnulufriuicn:cd flnnr:iinurnu'ir rinriosrdurh?nrurhflqciruil:cau

mrlnr:narncruurinlruoqilu::iuurnlnutcilrcliolnrinlruidluri[u6 
qnrnrfluriutololi

lu:;du!rnfiqR ro{o{ulvrrinlruh?u3nr:odrl:rerirrrn;inerufluriosrinucnrr

lfiui nr: q ndr odr I ui rffi url riu

6. crunr cu tunrrhluS nrr nu'ir rinri o lrfi urn{ur1aiufi fi nrt rYtyfla ual

:sa-unr:tnureirIriult?n.rrudrriqtiruJ,!flun1:nn1niIIriuodrIiriudrriq 
ndrrfio

rinriolrfi ornriurrrf, uurrau{ldi: ciunr:ilnurrli qqrlnlrto21urlrriqriunr: tiui nrt

:roliruosrituriuroluuuqciurlfiri6nruunriq{finraur6dnru {rurutrinlrudlfiuinr:

tfiuuoriu,iruauqndruarinrrmi$houudhluinrrcruirqodrlf,nreudsnrinlrurccol

irinucnrrl#u3 nrr gnCosntuudnaraur6antunsquiriuduouduqnnr:llui nr: dru

rfnucnrr tlo6rr: nru rirlil:cmfl rncnrinlru$ralru[{u} nr: Enrlrrnatru trinl ru ntau fr l
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tiu3nr:qndrurarfiro{lu:rdurloudqntornrjulnutfnrrurhdgqnCruo{1ur;duurn

#.rduro,iiuorrrrnrinrioudurnriudiihiodruiour:rurfluitqdnuoidrlCiunr:ooufu

ornjuuirhJ{6niuuilorfi dautr:unrriu nt:uilnru dlrfl ucirriruucttnuatuqu

rqn'nrrutorrinriolrfiurn{uryciulnoinrutr:udouCrur{otro' rrnur fifi: Crdr'to

q i a r an f o rin o r q ri o ur a c'r rfu d c ru d rd6r g nrJ q ndh hirin ri o r rfi u r n ri u ry a du i l #

nrrudrfiolludrun:vurunrrhiuinrr (Kotler, 2012)

i . Cru n'nu src m I I ntuR lrt nu'ir rinri olrdurn c! uq adufi irnr rlnltr6

dotunlil rciun'lriinur oriil uncrsiurtulddrlriuhlnlurlrrirgdruil:salnr:narn
. o. I ' -. ,' dr---- ---.---i r l riu o ti r q i riu rl rrity n d r r fi o rin ri o s rfi o r n ri u rl d a u ril dil fi r fi ii a o r u n rn u ti r h l u a ; i

::iunt:ilnurrJio4qrlnhTnrrurlrriqriunr:l{uinr:r{o{o1tt1r0'la1n utrulnlflruu

I:ur:usrnrn uinrr#olncur'tndsrrr:oroliuqndrrlaf,lldrfiulnodruiunr:a;uurn

niouriuunrolaurlnliuqni Inui6urirurJrsdrrirr,rrirdrilu{ritnr:n;ulrn 6rriruhf

nrru$Cruartur6cnru ui otiruqorri 1nltr,ort:) riouiiunr:rJ: c1u ildrurunrru asnrni

rondnusiuunriluiYndru:;udrl tu-ufil riu crJr intua c:r'irurir uinr:arJralnla rnt
I

nr:fin#our-nuunfur;u jrlrtu-ufiI uionrounir uanlhirfiudrrinriolrfiurn{rdfio.',,

riodtnrruafntr ualudnilfi rifi rfl ur rnSrutoldlnuqaf, udrunr:r{orlldraouttn:

n6u uru6aarurlnodrlufirinrrui lnaoru rr dit?oti',r,i olnrr u3 Inntdoqn: rni oln'lfi i
drunduuoanoaorirlntfic ttasnr:uilnnorilr:,,nc,oiolduocgYol?irun:cueunrrflind

arnrn6ro;nr1r:ouiInnlC o'rlrildriolurJnnfirinriorrfiurnriudl#a:rlrirrilqriu

rruncr6uoluiinrj:ciriu ilaonadolriulruif,utol wan Sahida et all (201l) dlCHnulnl:

fruur6nueintiio;dlrJrJ:cqnil{riuftlu:uluilr;rnturmtiu nnnr:iinurnu'ir 3Jrruu

nrrt{u3nt:I:lu:ufiiocfiJrcmarn,n,6uliuidrurjrzcunl:nnradrudnUilsnlrnlunln

riluolrirlrcoouurinlunrroonuuunrrl#uinrrl:ru:urriosd orfi ilrirurunrruocnan
t a a r q .l ,---l --f,o{un1rttunut nlrr;l4r'l{rluilq{tu0{e 'lnguttuunr:1#uinl:I: lur!rlSocdfurflu

L u r: ud cu r r o: or iurinri o orfi o rntj uq ail

s.l {ctgucuuc

n a r r n nr : ilnu ri dori or{nr r', o io d n ra ir rilu rJ : ; I o rrii o r1 n n o 1 r fi c ni o

urirulruirq drdurdolriugnatun:rulrlu:ulurl:ctflalilu Inotcilr:{tJ:;nounrrCru

I: ur: ulurtndrrn ou rnlnoj iln icaltarn'ld
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lunrr drHanrr iiulrJldrilu; rJuuunrrtlui nrr lnru ueraraueia;Crut orri'lu

ilrc aunrrnnrnnrunrruCornrrtorqnrhun;nrulClnu{rpdourorl:6oI: urrrriahl

rra;q:fioI:urlfilCiuurn:i'ru0'r?rlrrlalalurtndrrnournluojfi.ruinnrtarrrnnrrilnur
llt r Cr y . ) -r. ., y.

nilii{orcruouuculiqoonrilu z dru n'odorcuouuv0ln{luif,odruiu{rJ:cnounrrlrlrru

ruac rTorcu o r ru c o r nnr : i ilun ir i o lil

{onuouilcoro.rruiffuiirilYu{ilr;nounrrLuuu

t. Crufl 6nriord nr: intirurJtrrrunlrnnladrufi fnuuulro,,rru',u',ori,
) .aA ., 'nDltnluito!fllrnnunlrowlnlnuiriorhifiaiudndruiunlraiilule uinrrdracil!rn ttac

. ti,ilruasilr1e ?roulnn0onrrornfronfi lflunrrdr: sdrr u6nr6urnr: uinrrdlfi J: raorn
/ a aa a ) .t ty I a

ruonngoorinrulunuuriua;uo{rn unsilo.lorur:rolI:luru nttfttcuonrruinrrfiricriu

rrinrtrcurErnru nrruitrnqrnrn m:rcrinrioufiu:nt!lqaf,lhia:rlrlrrigluqnrrinuow
t , i J e ia.. e . -urrlnn?ln1:nnrtn{llo{tTrnnlJllru{tilann1fl ouxoltlldu'lodalu

2. Crurrnr rf,rl:;nounr:Lutrrar:rirtrlunrrriruunl#iRautrursclriu
a J .r- t- - l, i lt' .i

#srr{n rirfirrnrfiruur:nulualutilntor{iuuinr:tiouttnndudu d'lriunr:fi{iuuinr:

arur:oro:erciuro,,,,iuor',ollCrilui.rdd;uuinr:6odrinrrurhdo; ttaciflaeionaruil'l

uolctorffuuinr: nrrinr:ttaasr rnrllratnunrufntoulnuiarru,uurrar,do

rJiuurfiuuriuqjurilfiidlriruzun2trlfise ?nlndrfiulriu ilnt:druun:rnrn'urudruiunr:rin

l',uJall drrllr otilt aiulCnarudornN rotnlrf ttrriudolo{nruldu rinataurdaaur

r. Crudolnrrnl, f,ndludru {rl:;nounrrft lrt:unrnilrdurfiurriunrr

riruilatruacnrnb{riuqndtfilrliu3nr:dtunutolCrun',ru"r?r"ornr:l#uinrrfiiru

uas,irrinlur:' ortornarh{nvriniafi qelun: 6fi qndrrr?rurl{u3 nrr drunutol (walk'in)

3 r e. - rd t..t . r. , e 6nrflnr:tiuontlnut suufllt 00{fi 0{ilfl }llu0ulo0:lun6ol{1un0n1ttt10{llilorx0{n

nru6onriuqndhCrunrrrirrlqqr: ru druifnrirf{udrlunr: dru'runtru rtc nrn}iruu3 iIil

ririluiruJr;rnmCoinurtrndr rrunsrhlnrrudrrilgriu::uunrroor#olrinriruurirulru

nrailunvronwCeu

4. Crunr:riuairnlronla {rJrvno:lnr:Irru:uar:{lrdurfiurriunr:

I
Ij
I
t

inuf,orirririu?ufion::udhirioriuurinarcu16caruore rc:ruliflurillufie n::lfii
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nlulult{urr,lunrralrlnrruunnirll#tufion'ir{rrrilfu uionrrin6on::uriltaiunr:

trurlolrinlurirqnanraiudrrigtolartur6dnunnonounr:IEuotril:ctriYufiufdrutlo

finocrr6aaru uncchmrilrinusiddh{;uftlu:ur,riorSulrirllracinr:arinraurinlu

nr:t1?riruondrriualrinlunrrrilnlsnratintiutrndrltriuns{nhhutrn:u IuricgrJol

lu iu fr-nu h?rir n ri u q ndrrrir

s. Crunfnmu {rJ:;nounr:Irlrr:unrrri.rtriurdurriunr: ou:lnrinlruhi

fi dturclod qnrnriluriuror uach?u3nr:qndhodrurirrfi urriuua;nrruilnrutsllninltul#

qndfornuunfrgffaraur6nnru ua;Coqt{nrrufnlur'ilrlelurinu;nrrl#u3nr:nrluiin

6cur6cnugacnrrfrnl#inrinuuudnfiriluryaililro{Cru niu nrcutunrrH6flo'lll'lt

orara rflucfu

6. Crun: suru nr: h?ui nr: l$rJ r tnounr: I: lur ua r: riltriurfi urriunlr

-idcrr,!5n1rm:inlt2unstUunulorlluUrldaulla:rJIri6nuunriqoffiarcurdanrulnuiituru

nrinlrulfiu3nrr,iiusrroriudrurutolqnfir irinulnr:ldnrurcirlil: ctilaltnsrinuc ntt

1fiuinr:gnColnruun'nardur6anrudltrcililCuouduqonrrhluiinr:Inuinr:uillcrulru

lunrrrJfirin'urirfiriuodrlierou rdu urincrurnar{shfuinrrqndrrnaufil trinlrutnfl

muhTuSnr:qndrrnano

7. drudnusrsmI{n10R'ln {rJr vnounr: ft Iur unrr riItrlurfi oariunr:

tiuinrrCrur{oto1}t1tt1a1a arurrofuilCnrlrJ:carmtiufiarfi 5 6lu:rurnlfllluu

I: urruarnrn fi uinr:t?olornrr"dtrr',: or osiutrndrld{a6uldlfi ultorhuiunr:

a;u urnnlouriurnlqfl u{nct iuqnilnui6u rjrurirnrirdrJ: ; irrilu{rirnl: acil!rnttacl#

nrrufluCruaraur6cnru uiotituqorririounr:riuil:;1u nr:ttun#olrinuiiof,lrirulu

fi2ludsn2n rdu arJrarara n:;'irorir:;t'iuntau{l'trouioa:ounfr

,Uorsuouw thnlunrrifrualsdotl

rrnnrriinutiiu grJuuunr:hlui nrr Ir lutuornrnnrulCnt ouumtt runlt

riolrdurarnrn rfluntriiurilrh:aordourSrlrruunr:l#u?nr:I:lrt:uararanrulCn:ou

urn:1runr:rioo,fioro'ru',n dlrfulruifru{ufr1rjo',.trntuuaquJrt16udrltlCbnurni

i rlio'u6rir?orcuouuvdruiunr:ilnurifiuluailcioltJird
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I:ur:uararaluurndlmoillnluqj r-rn ieartar

a a. i a2. R?r!n1r?ournoflfiulilqnnrrut0{unfl0{tilu?nqu{8Iau lru

fi orrunr:risudurarora ailrararo uSonrrtudcarala rfl un

3. tnurilryurun;qrla: ralun1t0nt3iu01riIr urrufi lCiuu'rnrJlu

0114 1r 0rn1nlul{orilrR0ilmlrqj fininawar rilu grJuuunr: hitinrr lt.llr utlaranlulgf
.J

frt ouumrt lun1:Yro{lnu2u'lnlalilutnu

4. ilnurlnuitr lndou Ionra un:qJdrrnto{ri1:unrviugiluuunrr

tiuinrr Irur:rrlnlaldufirl

s. nrrinrrfnurrfrurn'llunr:6onrunourirnrrl{3rJuuunrrhluinrr

I:rurugrnra uavrJiurJlrgrJuuurCol#aonndorriuanrnnrroirJCuuuJnrtortarugfie

drnruasrmnlu Ia6driu ariu: rr#rnludor nrrtorqndriortnJiuuurJar tJ

ernnrralilna nrrofiilrruna ua;r?orcuorrus{xCu rllurtorimanrriinuridu

oiodtr.lldrtrrlunirhniu{fr aule rininnrr fntnur un;qnnafi o{luqncrunr:unrr

riolrfiurlurJ:crmrtlnu Iournnr:{rJ:;nounr:1:fioI:su:uluttndrrnornrolnqio'suin

cwnr rilHal#rfi nr uldionulurfo.rfi uuas nrr dr.r uu {r ;iurJ:srnaiotJ
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urrorl{ntil

nr:riorrdurrrr'irJ:crilalnu. (25$).loqaundtiotriazuacililhu'raa'r1urrlr.7nn1',,n7,-

iouiat,ntt iottdului ttJr s malnulriog n 6rf, nn: ofi n ril.rrir 6.r e r n

hnp ://www.thai.tourismthailand.org (iludurf oiu d r o ilr rnl zs s l)

nrrriorrfiurutirJr;rnalnu .(2554). cttrJuutlfluryfiolt{uruluilfimdlnofl zsSt, nt
';t o {t r atui ttJ r s rndTnaldo {a 6 rd nil: o fi n ril'rrir 6l t r n

hnp://www.thai.tourismthailana.org (iludludoiufi z qunrriuf, zssll

n:cilrrrnr:?iolrduruosfir\Qss;').ttfllttotuondiniottfiuyt2titt7nfrilZStA'ZSSI

1r7or1n6rdnn:ofindl. rrirdltrfl htrp://www.thai.tourismthailand.org (tludurfioiufi

r0 a{illnr 2553)

nr:riolrfiurrrriul:uvralvru. (zssa). .nuirn rwtimrunndnuaatodtdtsmanotittnn'

1t?oXa6rdnnr ofi ncit. rdrdl orn http://www.thai.tourismthaitana.org (iludurio iud

r8 iumu 2554)

qorfl gu;Irouruur{. (ZSIS). udnnuqata.ttorfu:rrrignrt:tliinornln:oi.rJv1utrfi

in6ur nro{. Qss1.iloittfrfiilnilnaionu dm uaiutuinio tfio.li:HtJ, etndTllinle d qa'

( inurfi uufrliqqruil 1liufi n,uilrinurtiurrldltul)'

nrunr:riorrfiu2. (2ss4). ulffigluolalatdonuiottdozlnalJ zsst.lisqa816nurofinril'

nhds rrn http //www.tourism.go.0r tf, udurioiud t riuuruu 2551)

n:urilrcilnrrd{00fl.(2554). tlt r',ucl',inrluti,tttfiunttttcniNilfima ot nlilnnstlu

fiofioufiunu 25Jr.tdo{afirfinvr:sfi nril. rdrfilrrn hfip: //wwy.depthai.go.th

iludurioiud 2 lilqainuu2ss4

n:cn:rrnrryiolrfiurracfirl. (2554). aa:p1iottfistlnomltlmu11;rilotn1n11ttufl 255t t

rfiulnioriisl. ldorln6rdnvrrgfinril. r'ilrdleln http://wunr.thai.tourismthailand'org

tdudurdoiufi lo A{umu 2553)

nr:smn rttlrur nn.(zss t).f, nrntloirnituilr s tunwnlrna',adfiHado nu 6onliu? nt
Irutru'uotinio ttduznzlnoTuitn ianwi (1norfi tuf,rliolqrurrtisrfi n'

urrinurdor uriq qr ruqf trfi ).

nqu6 nrqruinfi.{2yD.iloiodfixaion:,,fionlllt{|l-tuludunofiotitnia
ria.r lrri. (inulfi nufiJi qgruilniolfi n,u?t rinurduriolln ri)'
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nrunr:do{rfi ar(2ss4).ffi oufu fiiiaunt I ru nn ui nt, o',n 1, a qa:61 rion:6 io qfi at,

oI{lilil!?tluRr.1r?oXa616nnrofi nril' r{rfi ltrn http://www'tourism.go.th

tin nourot.(2547).{?uI1{uru;l',ailoln-n, lrurtrjrirulul:lttrullo!cl01fudu,

nI {lilr{rI't 1uR: : ui J'nni ufi n'irrin.

fi inrf efi rin6. (zs$). nui}nu gnttiafiuilo11lt.tuli uua1.i5 floinluriiolqma.

(inurfi uu f,rJi qqruu rriorfi n,urrinurfouil 1d1ra1rl).

s a o { fii f, u a t u n l ri. ( 2 5 4 8 ). n ? r ? ? {t ta u u a s ti oru n a't a i o t fi a z. n 
T 

it t t4 tt 4 : rl r rin n' u ri

xil liiluldumun:artnf , urir rl-Y

rqrfi d ri qt.(2546). a ? ? u tt ru n olu nrrrrdlfuto I I rn'o Ir lr rl 7u n n fi o t fi n at.

(ivrurfi nu fiJi qqrurn lriorfi n,uu livrordoqltriut r : uri lrr)'

tni:r urndru lo3fioJ.(2543 l.nnflnunfiiananuiantrgrfio lrurruluntad:r.nofiot

i tn iaf, u o1lan. (inorfi nu fiJi oplun rriorfi n,uu'tinurduut:arr )'

f,oeuta trrilura35.(Z 546).tntnalau?nrr. nlwtq: u3fn firdngnfu'ilrric (lurtu)'

1nr 6nfr-rind. eszs;n qA n, r un mi,io $ u fi urh i.rd 2 fl i {ryrr"r : d1, u2atu

in f,u n i ris c En.{zsrs ).n dn ua c n fi ia n n qn a mn r run r r riol fi tt z 6u fr a i od e

nI{lilnuil'luRr:rlrrinn'!r{uurimurtiu:rurirttul.

eirun:ronutdrru'olJr;{rfirinfl{r,41.(255 q)nifiloyanuGun'tttlroont:p;otilfinfil

2JJa:friuinalar.t'floqn6rf;nnrofinril' t{rdltrn hftp://www'sozg&/r laimm'com

rr3findnrfi.( 254s).n11ianrnudtuurlt?ollr'r,lt,,.flIltnt: u3fn 6r5ngrniu drric

(xu1iu).

r I iu fiu n' N J. <zs na1. n q fr m tru{ui Ina. n 1 I rmrq : lnuior u rn rfi r. 1nl't Zt -Zt)

i6nr t::urr.(2 S1t)pluutnttlfriin'nhttfiuiuninfiniu rhnonsnrufiu dlninrio'nr'

finurfi nuf iJiqqrlurforfi n,uurinuln'u:rrriqun:arr:ri;'

r u rn rr 6a a r ! ril lil r c rilaln u.(zSSe).a n u! G a t fr u n i n n n fi uy? o;d.1r7oqa

6rdnvr:ofinril. tdrdlorn hnp'//www.r'Da nkco.thfiurfurioiuii 20 n:n1mu 2554.

riufi ur riutnruuri .(z:lr). nfi nalaqafl ',n ffi ruolnll t!$anrulfini otnuut'l :r''a "

6nurinuf,rji olquu rriorfi n,aorriumalu Iotnr s eourndrnt ; ua: lu ii o).

funu r {urri q.{zSer1 . nn sl'ttfinon'tnlu ntt uilriuto'l grn'o b $t uluil fi mdlno

Nd n,s nttit o :tth c ilni x a nt, d ut rr rrt rolatuu,l, uln ?'' (iilu1fi ilufiJi 0Jqr

uu rfotfi n,uu rinurdgtourlriu).
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qi ti riunol.lz 5u). il r s ,,,nlt o tinio t fiot'uu rinurduqltriut: :ui : rt

qrri rJ:vf, nfil iu{. e550fi cfi auifr n'Eiiunvfr taurnni.alt{|lnru,r{utfudruCrrin

il1Uno1.



T
'!

I
I

130
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Questlonnalre

This questionnaire was written in order to obtain information conceming ihe Thesis

entitled '"The Service Design for Halal Hotol under Halal Tourism Standard", which was done by

a graduate as a partial requiremcnt of their Master's Degree in the Business Adminisuation

Faculty, Prince of Songkla University. The researcher hereby wishes to thank you for your

cooperation in completing the questionnaire.

Plerse put / lo ( ) of tbe cbohes you have selected or lill io the answers ln the space provided.

Prrt I General information about tourist

l. Scx

( ) Male

2. Age

( ) Below 20 years old

( ) 30 - 3i yean old

( ) Over 50 years old

3. Country

( ) Mataysia

4. Nationatity

( ) Malaysian

5. Marital Status

( ) Single

( ) Divorced

6. Education

( ) Lower Bachelor Dcgree

( ) Masler Degree

( ) Female

020-29 years old

( ) 40-49 years old

( ) Others (Speciry)..........

( ) othen (Speci&)..........

( ) Married

( ) Widow

( ) Bachelor Degree

( ) Doctoral
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7. Occupation

( ) Unemployment ( ) Govemment/State enterprise ofiicer

( ) Employee ( ) Business Owner

( ) Others (Please SpeciS)...

Pleese put a tick ( / ) in front of the choices you hrve selected or lil! in the onswers ln the

8. Income per Month (30 Bath = I US)

( ) Less than 10,001 Bath

( ) 30,001-50,000 Bath

space provided. '

f&Lll Traveling Behavior.

9. Frequency to travel in Hat Yai per year

( ) During l-2 times

( ) During 5{ times

10. When do you want to go traveling?

O Monday - Wednesday

() Friday-Sunday

I l. How long do you stay for this trip?

( ) I night

( ) 4-5 nights

12. How do you travel to Hat Yai ?

( ) Personal vehicle

( ) Traveling agency

13. How many people lo travel on lhe uip in average?

( ) Alone

( ) 3-5 person

14. Who do you ravel wilh in Ois trip?

( ) Alone

( ) With couple

( ) 10,fi)l-30,0fi) Bath

( ) More than 50,fl)l Bath

( ) During3-4 times

( ) More than 6 times

O Wednesday - Friday

( ) other (Spes;F/1.

( ) 2'3 nights

( ) More thatr 5 nighls

( ) Plane

( ) Other (Specify).

( ) 2'5 person

( ) More thao 5 penon

( ) With friends

( ) with family
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Part3 The sigrificant of Marketing mix for Muslim foreign tourists.

Directions: Please marks (/) in Oe blar*s to meet your opinion.

Marketlng ML Level of signilicant

Least [,ess Foir Much Most

Product

15. Art decoration in hotel and in the room does not depict the

human form and human archilecture

16. Markersin the rooms indicating the direction of Mecca

17. Large fimction room should be separated according to sex.

18. Conservative TV service

19. Beds and toilets should not be placed to face the direction

of Mecca

20. Avoid catering entertaifinent activities which an again it

the Islamic religion.

2l . Avoid alcoholic &inks in each room and hotel restaurants

22. During the prayer time the Azan should be heard in the

room.

23. [n each room has Quran and Yassin.

24. Hand bidet in the toilet for ablution

25. In each room them should be prayer veils and prayer mat.

26. The hotel also conducts special religious classcs on Al-

Qurao recital, Qianullai! and Tazkirah prograrns for hotel

guest and staff in order to improve their religious knowledge

27 . Hota.l should follow the "Zakat" principles giving back to

the community

-rc
li.

tr
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Mrrketlng Mir Level of slgnlllcant

Lcrst Lecs Felr Much Most

Pricc

28. Different room rate on holiday / Hariraya

29. Appropriate rcom rate stated clearly

30. Suitable price ofthe room

31. A variety of channels for payment

32. Special price for long staY.

33. Hotel payment through Islamic financial arrangcment

Place

34. Advance resewation through the Intemet

35. Reservation through the Travel Agent

36. Reservation tluough on the phone

37. Resewation through govemrnent or enterprise

38. Walk-in

Promodon

39. Pubtic relation media for advertising

40. Promotion in festival and seasonal

41. Halal Package tour setting

42. Speciat room rate for a club

People

43. Muslim friendty sewices

rl4. Muslim costumes which cover the aural

45. Equivalence for customer quick service

46. Majority of staffof should be Mulim.

47. Knowtedgc and skilts for Muslim friendly services

Proccsc

48. Quick Muslim friendlY services
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Mrrkedng Mh Level ofslgnillcrnt

Least Lcss Frlr Much Most

49. Female staff for single female floors, male staff for single

for male floors.

50. Staff functional for scrvices

51. Enough staff for customers.

52. Staff has communicotion forei grr languages.

53. Staff has the skills to provide services under the

provisions of Islam.

Physica! evidence

54. Separate floors for single men, single women atrd families

55. Hotel facilities iro cater to men and womeo separately such

as spa, swimming pool and fitness.

56. Halal hotel atrnosphere

57. Halal restaurant service in lhe hotel

58. Halal spa service

59. This hotel has a large prayer room with a full'time lmast

to lead daily prayer and Friday prayen.

60. The hotel also provides services for conference and

business meetiDg package that complies with halal

requiremenls such as offering the doa recital by the Iman and

provision of zam-zam water and dates at the opening of

meetings.

@4[ Recommendadon
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RELIABILITY ANALYSIS - SCALE (ALPHA)

Nof

Statistics for Mean Variance Std Dev Variables

scALE t75.91t3 1230.6381 35.0805 46

Item-total Statistics

Scale Scale Corrected

Mean Variance ltem- Alpha

if Item if ltem Total if Item

Deleted Deleted Correlation Deleted

vt5

vl6

vt7

vl8

vl9

v20

v2t

v22

v23

v24

v25

v26

v27

v28

v29

v30

v3l

172.4000

r 7 r .5333

172.t333

t72.3333

t72.20W

r72.00@

172.6661

r72.0000

t72.2W

r72.0000

t72.0667

172.0667

t72.2W

t72.0667

171.8000

t7t.8667

172.1t33

.5355

.6438

.6246

.4759

.6034

.6394

.7340

.6350

.7208

.7468

.7524

.64t I

.5733

.851t

.840E

.7863

.8309

.9826

.9823

.9824

.9828

.982s

.9823

.9822

.9823

.982t

.982t

.9820

.9823

.9825

.98t8

.9819

.9820

.98t8

I t87.8286

n97.2667

I t80.1238

l r90.38r0

n76.0286

l190.8571

I159.3810

I184.4286

n78.4571

ttu.4286

n78.4952

l185.9238

I188.7429

tt76.3524

t18t.7429

t170.2667

I160.838t
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v32

v33

v34

v35

v36

v37

v38

v39

v40

v4t

v42

v43

v44

v45

v46

v47

v48

v49

v50

v5t

v52

v53

v54

v55

172.00@

172.0000

172.0667

t72.06,67

t72.0000

t72.3333

t72.2000

t72.0667

t72.t3t3

t72.t33t

t72.2667

r72.0000

t72.06,67

t72.0667

t72.2000

t72.0000

172.2667

172.2667

t72.t333

t72.5333

t72.2667

t72.4W0

172.t333

t72.t333

I157.857t

r r58.4286

I t89.78r0

l r77.638t

tt72.2857

I t8r.5238

I t85.457t

r 198.78t0

I190.4095

n78.6952

ttu.4952

1182.7143

I t71.7810

I t84.2095

I t80.1714

I t 8l .1429

I t88.0667

n72.9238

tt77.2667

t208.5524

l163.9238

tt74.6857

l r6s.6952

tt49.2667

.8566 .98t8

.895r .98t7

.7861 .982t

.8302 .98t9

.8100 .98t9

.7716 .9820

.8098 .9820

.6083 .9824

.6639 .9822

.865r .98t8

.8092 .9820

.7756 .9820

.8s35 .9818

.7236 .982t

.8183 .98t9

.8020 9820

.6733 .9822

.74t0 .9821

.7521 .9820

.2857 .9832

.8624 .9818

.7088 .9822

.8629 .98t8

.9301 .9816
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RELIABILITY ANALYSIS . SCALE (ALPHA)

Item-total Statistics

Scale Scale Corrected

Mean Variance llem- Alpha

if ltem if ltem Total if ltem

Deleted Deleted Correlation Deleted

v56 171.7333 r 172.638r .886t .9818

v57 t7t.7313 I t87.78t0 .6470 .9821

v58 t72.1133 I 168.6952 .82t2 .9819

v59 t71.8667 l 164.98 t0 .8584 .98 18

v60 tlz.trtl tt54.5524 .8665 .9817

Reliability Coefficients

N of Cases = 30.0 N of ltems = 46

Alpha = .9825

I
i'
F
j
ti

I

j

l
i
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ulJroorrnooornr.rr,iorintiruiufnrioqdurquiuurrodu

RELIABILITY ANALYSIS - SCALE (ALPHA)

Nof

Statistics for Mean Variance Std Dev Variables

scALE 171.3750 757.9833 27.53t5 46

RELIABILITY ANALYSIS . SCALE (ALPHA)

Item+otal Statistics

vt5

v16

vl7

vt8

v19

v20

v2l

v22

v23

v24

v25

v26

v21

v28

v29

v30

v3t

v32

v33

Scale Scale Corrected

Mean Variance ltem- Alpha

if ltem if ltem Total if ltem

Deleted Deleted Conelation Deleted

168.5625 754.2625 .033r .9495

t67.3t25 743.9625 .2224 .9479

168.8750 738.3833 .3555 .947t

t68.31?5 739.8292 .27U .9477

168.0000 722.2667 .50/.7 .9463

167.5000 726.5333 .4403 .9468

168.2500 ?21.2667 .3662 .9480

167.5000 7t4.2667 .6913 .9451

t67.t250 726.7833 .560r .9460

167.5000 720.6667 .6187 .9456

167.2500 738.2000 .395r .9469

t68.0000 733.7333 .3495 .9474

t67.8125 73E.2958 .2513 .9482

t67.4375 741.9958 .3280 .9472

t67.5000 7t7.2W .7774 .9449

167.8750 727.5t33 .6134 .9458

t66.9375 734.4625 .583r .946t

t67.4375 7t4.t292 .6724 .9452

167.5000 702.4000 .8481 .94/,0
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v34

v35

v36

v37

v38

v39

v40

v4l

v42

v43

v44

v45

v46

v47

v48

v49

v50

v5l

v52

v53

v54

v55

t67.4375

167.4375

t67.6250

167.3750

t67.3125

t67.1250

t67.3t25

167.6250

t67.4375

167.3t25

r67.5000

t67.5625

t67.6250

t67.2500

167.8750

t67.7500

t67.5625

168.0625

161.7500

t67.6875

168.3125

168.0625

745.4625

739.4625

7t2.9t67

722.7833

?18.4958

72t.5833

729.t625

715.4500

735.0625

72t.4292

732.8000

7t2.1958

701.3167

717.6667

702.7833

708.0667

720.5292

7t7.6625

746.8667

737.0292

745.2958

724.5958

.2299

.383r

.8252

.6147

.6733

.7105

.5574

.7764

.4380

.6633

.4681

.6753

.7432

.7t52

.7992

.7561

.5228

.6072

.2698

.4259

.t862

.6376

.9477

.9469

.9445

.9457

.9453

.9453

.946t

.9448

.9467

.9454

.9465

.9452

.94/,6

.9451

.9443

.9446

.9462

.9456

.9474

.9467

.9483

.9456

T
t.
J.
t:
Z

t
'i
i



Scale Scale Corrected

Mean Variance ltem- Alpha

if Item if ltem Total if ltem

Deletcd Dcleted Correlation Deleted

v56 t67.5625 7t4.7958 .7520 .9449

vs7 t67.t250 721.0500 .669t .9454

v58 t67.4375 734.2625 .3487 .9473

v59 168. t 250 729.0500 .3596 .9475

v60 t67.9t75 720.s958 .4849 .9466

RELIABILITY ANALYSIS

Item-total Statistics

Reliability Coeffi cients

N of Cases = 30.0

Alpha - .9473

SCALE (ALPHA)

N of ltems = 46
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.l.i
clrJoorunu oinrr ri osrfi urludrrn ot rnltfl zssz-zssl

(Ioiernationr! Tourism ln Hat Yal)

Jenurry-Dcccmbcr

20r0 2orD eh

Vlsllot

Thai

Forcigncrs

2946.A70

2,O74,168

872,102

2,609,0{5

t,83E,353

770,692

+t 2.93

+12.84

+t3. t6

Tourbt

Ihai

Forcigners

234338!'

r,560,568

784,821

2,070,5E6

1,3E7,7E3

682,803

+tl.27

+t2.45

+14.93

Ercu]sloobt

Thai

Foreigners

60r,0Er

5 r 3,800

87,28t

53E,459

450,570

87,889

+t t.63

+ 14.03

- 0.69

Avcrrtc LcDgth of Stry (Dry)

Thai

Foreigncrs

2.52

2.54

2.49

2.47

2.57

2.25

+0.05

+0.03

+0.24

Avcrrgc Erpcndlturc ( Brht/PcroM)ry )

Vlsltor

Thai

Forcigners

2,A37.41

2,t20.47

3, r 33.63

2,24t.73

|,940. t 2

3,0r2.55

+ t39

+ 9.30

+ 4.02

Tourict

Thai

Foreigncrs

2A52,73

2,|5.?5

3,167.53

2,29r.20

t,964.36

3,053.95

+7.U

+ 7.71

+ 1.72

Ercorsbttlst

Thai

Forcigncrs

2,ttt.6l)

2,t56.88

2,375.12

I,E36.t2

1,747 .91

2,28E.34

+ t9.20

+ 21.40

+ 3.E0

Rcvcnuc ( Mllllon Brht )

Vbhor

Thei

Forcitncrs

ts,ttt.tz

9,497.74

6,39r.0E

tz,703AZ

7,E06.20

4,E9?.22

+ 2a0B

+ 21.67

+ 30.50

n,
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.era.tnml{ l.l olu2ugnilo{mo? 15 oommnu 2553

dud'u qinra

tiqr16l

2553 2552

atl 0lu2u 2553t52 oToA 1y-o-y) 0lu?tt

I lJ'lral$0 r962,629 2M,8r6 +l1.65 r,757,8 t 3

2 cu I,127,803 350,295 +45.05 777,50E

3 d,l, 98/',763 -19,690 -r.96 1,004,453

4 o{nqu 818,303 -23,r22 -2.75 84tA25

5 m1fla 815,970 197,743 +31.99 618,227

6 ournu 79 t ,185 176,619 +28.74 614,566

7 00dtn:lau 7t5,6t2 68,907 +10.66 646,705

8 o1? 689,673 34,639 +5.29 655,034

9 auigoruSnt 620A96 -6,578 -1.05 627,074

l0 IUO:UU 612,620 39At7 +6.83 57r,473

lt iariu 6tI,0r9 274,054 +81.33 336,96s

t2 d{fi lljt 579,105 15,530 +2.76 563,575

l3 rliuaa 458,292 3t,225 +7.31 427 967

l4 r?unu1u 401,188 38,159 + 10.51 363,029

l5 lnil2u 385,689 22,N6 +6.31 162,781

,2U tt,574,347 r304,650 +13.81 t0,169,697

,ra
: d1Ufl{lUOI2tnUMlU0l llngnrUnlrn
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