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Abstract:

This study aimed to identify the quality level of the actual services
perceived by staff and patients in hospitals operating in the city of
Qalgilya, and to identify differences in their responses depending on the
following variables: hospital, respondent, gender, marital status, age,
educational qualification, and function. The study population consisted
of workers and patients in both Darwish Nazzal governmental hospital,
UNRWA hospital. The sample of the study included 126 staff members
and patients out of 420 people, representing 30% of the population.
The researcher used the descriptive method and SERVPERF scale to
measure the quality of perceived and actual services, the questionnaire
used for the study consisted of 28 items divided into 6 domains: the tangible
physical evidence, reliability, strength of response, safety& trust, empathy,
and the characteristics of the hospital. The tool of the study was constructed
with the help of the literature review and previous studies regarding
this issue. The tool was also tested for validity, reliability and suitability.
The results showed that the responses of the studied sample towards the actual
and perceived quality of services, were high on all fields of study and on the
total score. There were significant differences in the following areas: power
response, safety and trust, and empathy due to the variable of gender in favor
of males. The study provided a set of recommendations such as providing
the requirements of hospitals with modern equipment and providing suitable
training courses for workers in their respective fields in order to improve the
quality of medical services provided.

VY



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
clas dulac s ALald i b dlolell Sleadiudf b

dedde

550 5 Tawlally TSyl LLA oo dllgiual Toasy Sagall cayal a3l
oolall g Uadll 25 cpalally aladl faeladll o lalaie JSI palall o530 oo o liipnall
Tk ghas sleva s dulle Busa oli olatio JVA o 83Ys5 clletuall Loy Gty
JUas palis (1535 3500 Ssha 58 Bagall duuad o6 pladl g Uaill 3 Lol o sa
LS Lgs ol ¥ A0S0 Daladl s lonall s J3a3 Ll o lunsll o Gy oslonall
oy ) ) = Omaalis —nSlgis I TS Laall ooloaadl aglut) gupliill 3 gaidl o]
Solal 5 Rty luis 558 lsiadl cagh 4t Lasl aay ol sgane a0
Basall tsolie) UMa (o (Rosall Bupa) o) soeh Led Luslius Zaalyy cplall g Uil
Cramant) Laling olan syl ¢ Ll calall ¢ Usill o laliie (aay oial 3f (el
b iy Bosall olila Gabd Lpoaay Tasd AlalKae Tas 5l LIS glats 50 30 sall
LYY Do YooV iagll) Basall Glad g e s stuall (353 s8]

Uhaalal 5lae cJgall oo g ol 3 Lamall 358ally (bl gall p3a3 Lo o 02
22355 sle Lgiou8 suns Lguibalse oL cro pipll Sle T gull 5,080 Lulidy o gull usal
3odall (o Taiall 5 Gall any elldl cagd Lagludl Lyaall Lle My Loy <I 5Ll
& Gall Ll gl Balgall el gl wal Slaall 5 oLasyl Gay Siliall abli)Y LuwlY!
AL e 5 ela da (LYl 3liad apanl oo aling Laf Losla slatial Lol
WY s o Tl el 3 Liugns (5 5ts b Gall gt JSI 1 0oL ¥ 353
Sl e Laaa ¥l sloaally Aalall Lle iy «oSunally cpualally (JSLl Jatig
ol gall (3 sial Usiuall Liggdl 5a,85) . (OLusyl 3 sial sallall o Medl (o V0 5oL
(Y om¥eea

@l Jga cro apandl 5 lioly wiladl oaall pUsill yapa Ludall Lyle ) U<
S35 e aatas Zalinall Lpaal g Laaiill blas ) Lionie 5 8,038 ol plite Y el
Losie Liiha 38a5 ol Lualinls Ll 82l g Laaall fo uly p5eis Asle (548
el AUl s lly e Lusalsy ato ys e (.__ﬂw Laliaay Zali,ll o gus
aadl s o sia Wlally cae ¥ 5 Bysmalls Ylab Lsass Lollas ay JalSsal
les iadll Al e Sy IMa o bl Gileally augilly saill I o patdly

AR



FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

g Uad (ol Loty Ll loaadl o a3lglly anlailly Zaall Jio Lgy Aalaiall ooloaall
A Moy Lsliy 055 ol s Lol caan (e B salally Lol ) sl o JLad an
Al s ol Laolis Lagia e gshaiy il LoYasall Lle Il oggie 5 daley
e Lol aatas Laily 3,00 giall Lodall 5<Hall 5 byttt sae ol Jle asis Y
Lolas Lnatians JSES 30 (A ydenlly Lyolall) 2831 pall cloaally ol liall gyan 5133
Sl 3ol ooy Busiall Laliyl 3iay Lay pajall o paiaall Llaal Sl
el elael o pllaall bl GaSatt Lplall Ulall aaluadl ompaall Llalal s
L saadl sloaall Lpalall Lle 0 Ll oo Lpwl Y1 23l 58 (o oty . Ll
a1 5050y Laalall wlpuiaally e Lb ¥t s ¢ aall Gapaitll o luwys Lgoads Sl
Saniall as¥ Lalaisy Lualladl Zaall Laliis (o535 . (WYY go ¥ 2V (3l Lasué g
Uatoy 5,008 Lk oluyo 53055 e waiad Ll (oo allss of Lolels o) 153kl
038 550 Ol elld (i all Y Gagai b bl 5ol Sue Ll algall e Bastusy
Toley asads 0 Say ¥ ey Leaa¥ly Ly suall oo penenl o lally Jlaall i 5 L3l
(VA9 AL galall Saniall as¥l Aakiio s Lpallall Taiall Takiie) aslae 5 A55Y Liaia
Sladss ol Llle Busa sstun Lnb 33e ayay Loadl uo B Las iy
i Oblsall 3a lia g (agians o (Sl (o llil Lal ¢ agSla gabo g (bl sall ) ggan
ZI Lol Eo sl ol 3 s Lo liay cBuan Aamy s Lol <y Gl pabaaay
ol Lana sloaad juudl Jpmll Lo say damaall LleHll 525 ¥ 08 alad §0ue
XAl Lolaly P elgd] dbaa) Guaiabalall il gall J5lal Ldle 3osa
Lalalsy il dphall oloaall Susa s sims ooled) Lulpull sia mela elldl (YO m
Cro il gaS g (o 5aS okl Aga s (o LalaB1E Lpue 5 Alolall o ladiduall (3 (] sall
ool Laada e 8,0l Jal
-y | A e

& eirally Gabelall 3 e ES,uall Lbadll slessll Susa (sstws Lo .Y
FALLALE Gpue 8 dlelall o lhakiull

edrally Oalolall i3 o IS uall Lubadll oloall 5ua (s sius iling Ja .Y
& paally (bl A5V ol patell s LAl Gyse 3 dlelall olidiiudl
S g o galall JaGalls cyanlly e laia ¥l ULally (uially

Yo



o llg pelolad! ;a0 dgarg o Siloadf Bag puled
Clas dulac .5 ALald i b dlelell Sileadiudf b

Ay Crlia y3
b Aolall liaiiuall 3 o pally Galaladl Ja3 (ye 38 ually Zaladll clouall 3usa
sibatall § 55 il Las LLAlS Lyus

(S 5tme s (Q =+, 0) LIVall (5 shuw wic Liilian] UYu &l3 Bg5d ange ¥ .Y
o el Slditall 5 o sally Galalall Gl o & pually pladll sloasll 5asa
sl yatal Lags Ll Ty
b Aalall Sldituall b i yalls Galolall sl o & pually aladll sloasll 5aga
omiall yuaial Ly LuLals L
b alall S lidiiiaall b s el Galalall i oye & ually aladll eloasll $usa
aelaia ¥l AUlall it Las G0als Lyus

(SJLMJAQ(C(:’,’O)UY._\."LSJSHA._\.\.C@LAAQUYJCJJLBJ‘)S_\AJ&Y .0
b Aalall s lidtitall b adpally Galalall i oye & ually (aladll elosall 3usa
enll yuaial Lays LuLisls L
b alall S lidtiaall b ud el Galalall i oye & ually aladll eloasll Susa
oalal gl aial Ly LuLE1 Ty
b Aalall slidtiiall b adpally Galalall i oye & ually aladll elosall 3usa
gl gl il LS LIS Ty
Tyl deed]

a0 Aladlas b Y1 Lo oS Ll yall sia Tyanl (a5 )

o Ol gall Losiall Loplall lousll 80 g (5 5un I 8,230 8t Lualyull a3 .Y

1



FAT ol = (1) papisntly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

Lipandl 85¢a ¥y Lokl adlghll 3 (a8 o LAAIE Tote olidiies Lo ¥
e A8La e ailas Loy dpiphalall Ll ol Alabiall Lgy pas Al o g lall dayss
sl i s Lgilona (anlily o 585 Lgsl dam Ll gull & gl LISy o gumiy 5o Y1 LIS
a oels ¥ loae Jan Al oY gpnibal gall Londall Ll oloaall 5upa e GuSal
(5 e Layaal Lalyull 03a el 130 o Sl Jal o L33 g8 s I 4 pill agie
oW 8y 5 o shall s g g axis g Jal (e ol sall Loniall wloaall 5
PN TRVY

ol ) g

53 el abolall s (o B uall Lelaill osLouall 83 gm 5 s M il )
AhdlE Gnue 3 dleladl o Liakill
LAl Eiae 3 Alalall oliititudl 3 o pally abolall Gijb oy 2 uall Llaill
Aala gy o alall Japalls

Lyl 5l e Uy a0 Glaia¥ olin ss agass ¥

i ydd ! 39>

uimu.l-aj‘ga‘ssa.”d'}&&)dﬁlﬂ@@éﬂ'JbﬁhMl@h'JdldM
YN JE Y0 =8 [ s Tadl gl 5000 5 TS R 3 Al gl & gl S

e yd) O auke

S 3 il e 0+ 5 clalall suad 3o¥T asll o Gula e (lastiiudll 380 ¢
Lagio

lad¥ cating 3 Lagye Yo Go ST 5 panall ua el sse o) #
-l ybd | el

ﬁﬁsgww*.\g(,aa_‘.u" *“g’_gJancLA_\;‘.l‘aﬂau_'wQAguLaig‘};:’;w:'“ | <
Laaolall Golie wloaa wiaiy A5y ol il Lade <l 1S Las Lle,

ARY



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
clas dulac s ALald i b dlolell Sleadiudf b

Ssasy pladlly manall Galolall (il 550 &3] LS aliiall Lgitey b 5a¥l I
(Y oo VAN Lallall Taall Laliie) &y g Taelaial

LLall 13a 0K a3y .Oane oa,e Jal oo say Jae ol blas a dasill <
Dlao ol Liswlas dac 5l 201 5 05 A<s Ja gl 50alan 5l b 5Ll
Ll oIl (b Tl st s 85030 dals o spine LLiS Loaall oyls 130 ol 0N
Yy ekt Y Lnle ol cdrantls Yiasly Melis ity cands wdll 3 ellgiusy s
ot sl JB O o= Louall s U o<1y e 05A3 Yy Leas Bulel oKay Yy o JATS
(VY oo V44 V.ann)

aelalal Loaall Llae L3S 5 Gulgiual diyol e aSa o2 Bugall <
Bobll iy maaall wdgl 3 Ladall olalall Llas 30 s oleaall Sasad
.(Rod & et. al, 2002, p 435) .iannll

ﬁmukm_,,sn 2 Lol LAl Jlaks as sual o rialidls Ligee <
Jems Ll Laaady B8 Gsmnly Tues L) pamsy Al gl (ro o sl
all Ol y duwed Moa Led €, Bl A0Sl olaaaslly Douall HlSw sue ¢ sanae

(bl Shal cay ya3) . dawd
Tyl g Al Hla¥)

18390 ) pggae

b L waly Al Qualitas 459U LKW ) Quality 3552l o sg80 aa s
oMl LY B30 Lagad a3 eilSy alia M A juy # Gl 5l paaial)
dale cuad Lo say @ililly aladl Jaadl Jle axSoull 3 Ll Lolatal el cayiall
Lel Vv 0 2yl ‘%Q&-’MSA“J NI pSlac Al (5 0ud | slacl d—‘a%’ e <IN Y
sl Jsiad . Jaadl alias Al Aoy 0l spola Wl L g8 &yl & gl 3 paudl
gLl g Aul,all) aniy o Mae aSaal Jae 13] cmy €l o)l taly anle &bl ls dana
(Voua YorY

il e Lgbiny oSas lgall Soaaie 5,K8 48 8588 Glas Susall cdal
uvmun,;syﬁm@J(Wuw)gmw(Bebonoyw)unyus‘?mn
ciline Lae a3 Uk (Rajavaral) [lslal, (Laasy ddaiaall ol (<

YA



FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

J5L 3« (Elli sin ikka, 1999) Lyigally dpasiiilly oWy s liaadl ol paitll
o el asags Liuliisy Lalias 3he las &) jims asedo 3asall o (Patel,1994)
1JUiol Susall lale pudy pllaaall Lpad Babay (30l Ls ¥ sl ) @i Sla
LS (80 gall Suaatis wlay a3 (Juran, Feigenbaum, Ishikawa, Deming, Grosby)
Seaill Laso e eladbas Galys Sagall o (I sak Las Sasaldl Guseld b ayy
pLid a3 Ll 3 Lillas Gl o 50aS Susally dualall o ¢ sill A5Mall Zagalsy
llally Talall Jio goal olallany Susall aggio bays,ly oudling LuBY Lalias
sLa,l Loy (Garwin) Lessass uialdl g cevaliall Juadl (o [RPNE !
e Ta el Lolall wloaall Ly 80l o elld iy Loy agiladgsy S5 olalal
clala to Lalawily Lo gymall Lelaia ¥l oloaall a2l Ll (Murto) Ly g
L L3, (Bouckaert & Pollit) Lgs e s «a8 s3Il Lisal 30 5ol 2 g Lays ) LaS e300 30
aSa Ll elli€ eihe y Laladll Loaall ags\Suls doaadl ousius oladss Gu ol
[(Elli sin ikka, 1999, p132) . uSlgiuall &l ol Lo

abugll 38 nall: oy oloaall 3o HLaal 3 JAus Tun sualic T ellliag
Layolic cuua Sugall Guad o oSary .olialsall Lo Usdly Llatuw¥ da,u
(Overtvit) 5 (Herbert and Curry) I fuliiwlg 3usadl (raay allis & ducss ol
plgal L I

.Customer Quality cllgiwal 39 ®

.Professional Quality i igall 359alls @

.(Management Quality p.838) Sharifah & el.al, 2000 &I/ Ji Llaallgogn @
Liie) 5,8 5 g Julss Ul 43585 e o psgdoe o Sasall of Layy
Sy Laa@lly 8o gall Jaluis coa :Value Laydll 5 S0y 3a3y ISy s )3 Lgals (Buuaa
Balae of Zaad o SLAl aSall s5litely —Jaaall— dllgiuall a3 3 las Galy
(ot s osudliall) Liasds 0 5a ¥ Loty 3l wloasdl Susa g Lplaall pulu

. (\/\*ua x* A \réM')
o OSs cOabaals b ALolall slyaiiuall anls U Sluatll o wasll aa sy
Laa ubalall aall o Uaall 3 Lymeall Ll )l 3:6S aue (3 3,354l Jol sall aal

14



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
clas dulac s ALald i b dlolell Sleadiudf b

Logs Jias 3l Jalsall o geass Lalg cdamaall Tl )l 3 8,0 allasy Josatll wlall
puc el N Z3La] dpaaliinll ZBLEL g Toylu¥) 3uludll Lagh Toncall wlosall Supa 3
Al- Adham) .olass s S3gal cro SULKY! 3155 aue s Alafall Ly yiull ol <IN 3l ss

(Som Yot

ol yally (s yall Loniall wloaadl 5 Lasdlss oy 3asall o o Las it

L L pllaall S8 5T (G35 e b gty lisl yo o Lgras oy g e Lsbiitunall 3

Loyl sia oela 131 LgSusa e Walo U<y Loaall sigd alsadly G yall Ls, (saas

slaiitudl b byally calelall 8 Go 2S5 ually dalaill loasll Susa ool
LS Lyae b Aalall

:Qlﬂ-\'ﬁﬂség wﬁn

S lteal) Losiall o Losall g suco een oy s Lo Zouill usslio cm il 3!
3 caa cellgTunall L) 7 sue e bl (<0 aatady dolall sloaall el b Loy
Ll b popall sia (aSy Aoaall Suga o353 doasdl a Y Slgtuall o1SI,0)
Toaall 55 g LS 13] Lo gand 3 laa Basho 4y «aSlgiuall o Taal, 1,055 Lyliay
Y pl Gaas I Talay

Ll Syally Guaslidl aglala IMa (o 0uads Gullgiuall olad s o)
Laolally Ledtdl oYLyl s o i€y capudil Loaall enie sul
ol Busall Guliie 3,8 oy ally aand Guoals Lesdll gesis Lpsay A
O eoladgill dlls o Gaslall Wl e ou,als (Parasuraman) oo gl s
ale M olosall suga Guliio Jual Hsgls usmas donall Susal aSlgtuall &SIl
459 9 (Parasuraman) Juis oo clliy N AAO

& Tamall oloaall Lgio g aladl ¢ Undll oloaa po Lpiaglad oo My 3,500 s )
Laihe (S5 al o) ¢ (K520,) Busa Ll e olonall ells 3 sa oyt na colybiiuall
oS Lane oLl Maalay alall g Uadll slalaie Ls 13 dpasill il slalal
dagalll oYL (55 (agslad ooy (Sl lala e S el oo plaally JLas

Y~



FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

o oYLl el @IS plguy coloaall alls 5o gal GuSlgtuall 85 e ags ,usls
VLAt T LSl gall 5 (Y sl cliaal e Laal, Ldss (< sl o, ellgiuall
le GuaTiall Gultaall i3 (o el ddanall onia 18 (o aT3s ags |y Tun LAl
A all Ll e Was e Sl sl gall (o ¢ iboslly (aall Ga sl
sl §,iue VAAO ale (Berry Zeithmal, parasuraman) o JS saa adl
¥y 3elaIl g Alolaall caalailly Loaall Jymgll o a5 doasll Busa (oladl Ly,
Ol L8y dus galall wlo gan sall g 43353 gall y Lolaiuw¥ly (o Ylas¥ly dadlaaall
pells laally - Mo ¥l Jlacl op olosa e e Leaubs 38 jlaaly o]
39 oLl ©llayy colaial 3 many « Bayaadl o lluall Caslgll Loaa g 53l
Lgaalas (S g Lonall 80 gad L go olasl Lot 18,0l slay ¥l & yamial VAAA ale
(SERVQUAL) JIsS8 yuull Lasill 3uga zigad dule (allalg doouan Zaliie 40 3

‘1.6&:15
Q'JJiJ :ua\&:biyb lC)l‘.)ZLGA.:L"J ‘Z_yLAJI le C\’.‘AJ 3\.“‘“3414." ¢
- Jlasyl

S380 s Lulaiely Ly wgaiall deuall 30833 e 3,08l :ulaicy) ¢

Ty o Lous a8 oSl uall Sue Lwal 102 1l Lot a0 dylalial ¢
ale JSa, Lasde

sseall Jing oLmi¥l aga sy e Laliiall 3,085 alata¥ly LUl (Sblaisl ¢
alhy Lo yadgy ellgiuall olala aghl

allaill 3L s laadl ¢

Aol Lyl Loaa 03083 3 :ddlaall ¢

el a8s (Al Lals (o g 8o sall alal Lwas 1,35 Bl alii) S sgas (S
ool ole s s Ll e Tuasll sl ¥ Sl (o a2l e a3 bl yull ells
ool anyl o Y1 oaY Lysan Lakiie gog sal I asdiae oo caliag Lgd
Loaall 3usal any ol jamic aalS 161 Luall 3 Jlsa¥ paen 5 Jhy Lolaie YL
el Lagds e Ll (s

Y



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
Al G158 a0 b dlolell Gilod Satanlf o6

(V) dsad

s LA 13gn ABKALY il jall Wuda daadl) Baga yulaa

03a)y (asgulyy slulys
(Parasuraman, et .al 1990)

03a)y (ajygulyy oluly
(Parasuraman,et. al 1985)

Sl S sgaa SIS dgag (e

Reliability &alaiey! Reliability i ulaiey! Specification = lasl gall
Responsive Llainy! Responsiveness ilai.y! Conformance  J5Lasll
Tangibles L salall (LY Competence 3 ,laall Reliability &ulaicy!
Assurance ;,Laall Access isaall ol Delivery astull
Empathy ¢eall po cilsLazll Courtesy du LIl &L Value Za.sll

Communication JLeasyl

Credibility &sluaall

Security LYy Lol

wdtuall Loaall ) 9o agd da ja
Understanding

Tangibles Lu salall (LizY!

(YYEoa ¥ oo Ve digll) 5 (VAYGaeY v v v e(@3lall)  jaadll

(o de gana (o (SERVQUAL) 1555 sai ulalie alusiul Jga Josle Jua 5L adl
oot ol 5,38 3 aas (ulaiall 13a o 5S (Cronin &Taylor) JUisl cpia Lyl

u..l_g.dl |..\.A ui LA\A"3 ‘Qldu:u‘ﬂ Q.a Z.C}A%.A 4_‘ S99 :C;:Lcu.‘a.‘b C;:Lo..\i." Sdﬁ
(oall oY uliio) (SERVQUAL) (o yabyaw (ulafie waiel 131 Zylaally S50l

L yana Jad (o wluhyall o wpandl 3 il s A uall Loaall 5upa) sl (ulyieg

oaia Ll oo

Jadal ;5 lsatall Ll alay YU 50 (ulaie posiul calyll s Grw L

oailan wablailly A8ty Ly dalaiw¥l 5535 Lolaie ¥ usalall galdll
Baga eled 3 padtil a8y dulyall (a152Y Tap Mo SIST Lulaiall 13a 06 okt
Ol e 4 (uls Y sae Ui 0o Lpaall slausll

YY




FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

A L | Ol g

. (Eleuch, 2011) duul,s <€

csan (LI 3 Laall sloaall Le g dluly olsiny Ll ealyll gl
Danall Lledly Looall Lue i) bl il ol sad asiil Lulyull sia
Aglaall ué Taaydl Byl cro il s s LISV Louall wles e o sl byl
Losall olyaey ameall Lile Il Loaal (e 828 Qiasall 3 sa e Ll yull usiel
Ouobis G Llall s sall U Ty all 55 o pglal ouall Susa Jle aSall Tynnll
olyaall Lae gs Wiad dulaall duay gattl Llaall JYA G Lanall Lle )l slova )
sin by LS dousll Lae s wpantl Lany agday (asms Guilgall gl L5l
Taaball oy Laally 3all S gl 3500 g ll il slaiel ) Zalall e o gpoall Ll pull
LoLl Ll Lyle 0 (ST 3

(Yo VY (o9,alg Elg) dulys <

sl 5 Lameall Lile sl Lla¥) olu,laally 1olsiay Ll osialll gsal
SLaadll jans sa cosaill duwljull sda Cua dpaiill o laad tJaadl due o5 (awal
Lapashs Juuy oo puall Zamall Tole by 3 &yl ol ylaall & paal
LYl (g suaes VoYY annae 1Sy Lpwla¥ Lle Il g suae (o Lulpall paias 55<5
oLlagu¥ly Loall Luws ol Ye o Vale 5 VOEY anune Gl olibliuall (3
SN B0yl

oes e Laa lall bgiall 30l s wlga g3 dlia o dulyall (5L o ekl
el bgiag o Llall 3,00¥1 o3 e Jandl ducsd Guuat! duaall Lle !l
Laall Gle il g nue a5 aalyie S 3755 L0 ¢ Lus Ladasy il el Al
bl LU, cay o¥las G coaa a8y (Guwadll s gga 52855 o¥las Joa
e s 0l Lulyall cai gl an g2l 550 58 Gausally el laall Gruuns ol
Lo, Lakis] acy dal o Ll Lidlyall Snua abid avacad Laall Lle,ll 500
e all Taall

s aats Lokl adlghall 01 ol 3l Loladl Lo 5l ciaes Lulyall w5l
Talyall wosa Daaly Eoladl LI Labail e oLy paadaitll Haiall e 35Sl
L shady dpanall Lle )l oluo 3)l0] L0808 J s Lage lalas]

Yy



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
clas dulac s ALald i b dlolell Sleadiudf b

: (Y+Y+ Rath 4 Padhy) dul,s <

Slaituall (3 Basatll Lllady pagyall Ly ol Lulys plaldl gsal
Lllaiy o yall Ly oy T30l Lyl Ll all s i caigll 3 8, Laaall 5,0
Ba sl bt o paall o At g s yall o Yo v Lhyull sia 5 oyl B gt
alstll uall fpa (Galadl g Uadll (o L5355 aladl ¢ Undll (o L3I5) 1 Liiituns Liaw (0
coudiul ologlaall pan 8 Gl dblEall wenasl . sLilud sy obl Huaa
il Slaall pps by il (asal Foagsy Lol ollasyly ol giall
pe S G sleuall Bu g Ls ) ST dnlall s Lisiiuwall (3 oo yall (laa g mas
DT alall g Usill 5 By saatll (5o o alyall il elli€ 5 s ,a Y1 o bt 3
Lsheall L il e dlld e sy (ooa Y olaiiual b agidle) oo dallad
ol Lonlall wlonall Buga auwady alaia¥l 3§58 ool Lulyull eeady
SLaaiTuall 638 (5 ag3suds Gl s yate Lallak Cprun’ 555,00 LA,

SARRR PRy dulyo <

o3 3 (slaall elod) SERVPERF (ulsie aluaiul Jf Lulpull sia cidaa
LY osia 5 bl olaituadl oleas Basa sad Galalally oyl lalss)
— el yuall aall ¥l — 3 sall sl LSlaan) LYo ol G0 wsay Liyas I LaLal
) Zalyall Golgia e

X) u—*ﬂ' oo ohiatiue (8 falelally payall (o dualyull paian (4SS
e Laaye V0N 5 dale VAV (o Tipall clasy o Sliall j5é s cylans ol <I
Slel wil€ el sllal g5t Ll ,all e oselal Lyl 3 s gl el
Tl yudl sl ey SERVPERF Guliiad b fabolall slilal stus o 33150
Joai olandl fas giall Ly g Tl B sl LY Laslama 1 3o laall =31S g (518
bl GMe wpay M Lwlpull oslial dliSy dul,ull pulite e s pall wllal
il (5525 Busd @angy (bl pllal 2ilSy Basall slasl oy 5530 Lakias
Olaan s3ll (o lose Tl yull ciond s Laelaia ¥ Ulally alall Jafally aads ol oLyl
Susa kil SBuusa molyy At Lolall slhialiwal ollal alad 55,08 Wiy (e
Faa el 250 0 Eadall Lo uall

(Yoo (yalg Fotter) dwl s <

Looa acal pula ol g8 ayall Lay Gulad o o Tyl sia Gua 3l
) Saaaie Jalas uass doua Laall Gl delin | 5 Guuslisll 8haally cllgiual

Y¢



FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

Aol Tpls e 03853 50 1S yol olibiitius 330510 Lual pll s ey yal ulaall
Sl oo JS plasiuly o (dosall) dlgtuall Loual agililiey cpalolally i ol
Llle Layu dlia o I Lalyull msls yuisy . Focus Group Sl delas s ol
olesanay Galolall oy cllgtuall Losad calalally i yall @S ol Gay LLS,Y e
Louiall Looall 5,0 oo yall oSl 3lass 1aSo ol glas 1555 o pall (o dac 8
O I3« ayall ud Las dli ST Louall pasliasd fulalall oSl eslS5
ST Jaolity Blaty Lasd ) 5L 2LSe wlaslas ody 50S5al delan sl
Ll jolas masis ol Lulyull ¢ 355 . Llo¥l (2,23 ST Lasde wloslang
(Caeall) ellgiuall Loos oloslas alastul aeny odyall £ sus e HLais¥l ase
Aaall G pandl L5100 a5 55 i o sl sa S LY guad Ll elial ol ¢

el Tl Toua oo slaal L8l 301385 (A gaall

(Yoo Guyaly Sofaer) dwlyn <

Limeall Llall Zaliily (ghgaal ellgiuall oluuis pshs N Lulull @ias
(htiaall o) cllgiuall Susa Joia wanil 2kt guws ausiul . CAHPS
ol oo LY S UL e w8y aletunally o sall saf ST alatal Led Sl
el ¥ aall 3 3aS55 de gama VU IIE SV oo bala oy Syl o
43305 gagall oo slaally sl 3ya ¢ i el Gaalill § 53 San o Ruailaie
Lo agadly «attuaall 50 pad Las Ml seall o Lnaly Gillad ¢ 5, Linall s g, Y
Llyall man s . CAHPS il s b ooy 0l olyially Jgiall ao L8010 eil<
ol o bl SYLasly Uagyall o330l Lolaial ST 15 S Ll
serll slalad Llaiu¥liaa o ol o bl 3B go g (ad yaall Y Lasly
agd @il asally aSlgiuall o I eln 3 LaS caslolion y ikl a8 2alas
Talinal o Layy Gattuall oyl o1 cam gl o afituall 30 a0 e alaialda o
sl aes (b audid o (Say (o pall Hshie (o dysa,Eill olaslaall o LS o sl
L ESas saftus deua Joadl e Jseandl Gacas Lay e loldly o Mguill il

. (Al- adham, 2004) dul,s <

o Tenall loasll ol gsiuey Lieg arsi Olsiny by @alyll e
o LS Lulull Gaa agall Lsall 551001 £1Y 2350 Apighaulall o lbiiu
Gsiue (8 8,35l Jolgall e can Il elliS g B gally pola glul plas aaks 451

Yo



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
clas dulac s ALald i b dlolell Sleadiudf b

il oLt Bass LS (s Lo yae Il cidan Lyaly daaiall oleaall ooyl
e Lasae Sy (ubls due 8 dlelall olhaliuall e dulyull sia ik 3ugall
Lasi YoV aasue K5 dgad Cabolally ps yall (o &l yudl Lige @ <5 g bl
cro IS sty Blaty Loy Fage LuSlimn] and o3 LAl o pa g Ll yall Sl oyl
ibitall s Tlolall aLud¥l Ciline 3 Louiall slousll (5 ghuuny o yallg alalal
ALY Lelle ool b Lpale cins g damaall o lelhll Calis G clliS s canl sl
slosall Suga 3 yually dealall sliituall Lol alusd slinul Alolal
TLoliall 39 pall yaslae oL liall o el pals o Ltttunall Lo Uad puan 3 Tanal
L3 g Ll yall oy Load s Afubue ¢ Uity o ladtituall sda ol plsl Gans oS5 ol
Loga g Lnall sleaall 3 10Y s jids
(Y o) ) dulye €

ol sleas G Cpuniiiall i pall 4y 535 e 8 yaill e Ll yall sia cbaay
ol plad s dlld Gaaty g clonadl sda B g (s gimal Huy Y1 (3 Lal¥I Sy g Lkl
cloaall 3usa (ulad e Lulyull o 5uatsl Llad agl Losiall sloasll (g siual agSI 5l
Shally eliaadlsia all) s dgas (M GobT aly hads Guadiiall Jlas dgay (e
—oloant] Lylaall Susall o Leaslis G ¢Sy i pall o (VY 0) Lualyull Lige il
o Opratiall o pall Lpassny 3 Sagall oy Aadsye enl€ —Ligall ol il Lalyy LS
40083 Lo Busa Lushd Lelin (e Bue wlin s Lulyull ceud Ldle ilS olonall dlls
Ssw (8 sl L e Ly Loy (aiblgall wloaa (o & garall byl
Y b Lkl Lle
DAd | Qs yd | 3 Aaufyeldf 00D e Lo

o3 Jal 0o (Aaall s3U) SERVPERF (uliis Zulyull sia b pasiul @
e aoaiul LLall sluhll g galelally o yall Jls Lgay Co oloasll S
(o ally Galalall e eyl Lly o lulyull (aay pe 3at55. ulaiall i Lis Ju15
Lagd s pall o Galelall e a3 ey pal il e lul,all (o o calinsg

sia Ols Aalials Liyue 1€ a3 Ll s lul,ull JS e cilin, Lulyull I ©
Lale Lnagall olUaslaall oo ooy il Laall oo Jlatill 3 Zadlll oyuall oye Lagaall
ol e Lolas Zalias Lighualall Lilly Glantls 3MEY s oo sl Lol
O Aaliae Tl yull 5l ¢ 585 o1 a8sm 10 ALl ol yall L csad 3l 5,2 Y1
ALl sl

Al



FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

Jlatu 3 aem ol Sasituaall sa s DSl ikt oo JS Sle Lulyall sia eyl @
Lgad aaly Akilus aa g al daa Al o lalyall JS oo Caling liay Ly ,all Lol
48 (Al 5o ¢ amTuaall 1aa e (53 Ty pa Laliie L o€ ol gall & il LIS s
585 osSall U1 G goo Altue Iy ALl oluwlyull e 85,0 (SEI Jan
a3V Samts fLitly Tyaall 3 dals ol aa s ¥ gl Sgua it
Slwlpall ol dulall subasy aedliy ¥ G Lulpull o ATl 43Ky « puamaill
RPN EQCH T AN PRVV-SNRA L 1 A |

0585 Apalall al il e (IS Lgale Blaally Lnall sloaadl Sasa las @
Sle pSaiy Jall 1aa s Ayl aledls oSt o las Liipladall Lyl il Aalual
Lo ua I alins Tl yull 508 055 o a8 giall (o 506 dle y Aball olonall Susa
LIl Lge L gl bl all ells L sl 3l Jgall 5 ALl bl yull sl e
- habualall 1l e Lolas Raline aeall p Undll Zumcatall LS go s 3 58
:'&.Ly‘;'&.wbma.@

I Gmoos Ahdus (o JS & (plsally (nabsall o duljull paaiae (5SS
b sl e el iy Aalials Lgsa b Ll gall &5all WISy ain o oSl
OnaaSall ps yall sae alyg o ﬂ!w}wu)l;uwuky YV Omtiniwal W
o Laase VA TLawY) 18 gl T, lall lolaally gs,lshll b Ganalalls
san dlly e el diasin €Y Guigaall (IS § ganall alh apley (bt
2ol o Slan ¥l paindl o ZY* e say coslhall Lidall Lall aas calyl
Ll VY Lo oyl Ll VE = salill g5 byl oy Lilign VYT Zigall
083 O (VWOENYAY) Al o3 Jylually dgie ZRILH Slasiul way dalla
Ll pmite o Lualyull Lise

(V) Jyaad
(hioaal) el lni dud ) i 35
(7) dagiadl Lsaitt | 1,<ill sdiiall
£4.Y 1y oSl U155 G
o+ A 1t UL I
Voo 'Y g ganal

Yv



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
Al G158 a0 b dlolell Gilod Satanlf o6

(Y) doxdl
& gaall yiial la A2l e a3 55
(7) dasaall &ttt [ 1,30 & gasall
0t A 19 s g
toY ov UR e
Voo 'Y gsanall
(¥) o
il il oot Al ) A 353
() dpgiall gt |, Sgasall
£Y,4 ot <3
oV, VY Sl
Veoe 'Y g.sanall
(%) doxd
Lo Laia¥) ANa) el las A ) Ale &3 58
(7) dugialt dpuuidt |l &gasall
Yy, Y4 el
Vv, v Codie
Voo 3 g sanal
(°) Jdsd
el Allal) pgiial s Al ) A 38
(7) dugialt dpuid) | i and
X Ve Yo e Jal
Y.V 00 ¥eYele
Yot vy R LN
4,0 VY 0 —¢N e
N3 A 1 =0\ e
g, 0 T e i
Veooe 'Y g sanall

YA




FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

(1) doad
sl pannal) el oo Al pal) e 355
() sl a1, sl Sl
<A \ (ils ) oo
<A \ (Cibge) Sl Ll
o v (s 50 prio Consle
1y A (ks go) pund
YY.Y YA (ks g0) b yoo
1y A (il g) sl il g
V.4 \e (s g a3
£.A 1 (il go) lons Ciligo
\ ¥ (o2aall) o s il g
\ ¥ (oaarall) pala g Uas il g
£0 o\ (o2all) il o ud
Voo 'Y gsanall
(V) dsad
caladl Ja sall il oot Aual i) A 353
(7) Lagsall dpuuitt | 1,0 el Jajall
Y,¥ vy 55 (e JBI
VYo Y s
Yo Y1 pols
1,0 €1 o0
¥.Y ¢ Sels Huials
Voo 'Y g sanal

Sl yud | 3131

(Y* Vegiagl) bl ealdl s TLall o lalyully sl ool e ol
GLiwY edatil g Al )l Gae o UL paad Servperf o 5us yuw Gulalse anatil
(A) Jsaal b LS ulayl & e de g0 5,83 (YA) Lle

¥4



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled

glaso dydac . Al alB dbyao b dlolell Sleasiiiadl B
(A) dsaa

Al elanal e ASLiiay) <) 88

ol A8l Ol 880 s Jaall
) ¢ osalall galll Jalall |y
4 -0 0 Lolaxeyl| ¥
VYo ¢ LlasuYises | ¥
V- g v @l oLy | ¢
Yo —\V ¢ cablall| o
YA =Y\ A siitadl paslas | 1

YA g yanall

Tl yad | g

b eand s Lgianks o Mal a3 Ll s gl gegiall Tl yull a3 b sl
A sllall S £ ATy Slaa ¥ Julatll gy s ULl mgiall lia
1% B

ool Laala b polaia¥l 550 GaaSadl o 3ytue e Tulyall 31l cus e
Wy ¢ oMouatll Gans shal any Liuadlay sagly abituall ey da gisall
ALl LS, semy LY caaly o ansll el ey pal

&

21319

. B.

Lall 2L 5,8 Ualas alasinls Ll Jolae salll s 316Y1 &L (o 38a3l
Laslar¥ Wiy 31531 LS et ga 3V Jgaalls
(%) dsaad
ciladdl) 3 ga (uld Al 45 gSal) MaBU W L S Jalaa

oLl Laad sl
< AV o salall golall ol
Ao Lolaiey!
' LlatuY 5,53




FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

oldll dad sl
< AY ailly oLy
© At cabLasll
. At iituall atlas
. At LS da ol

© A sa Ll sl Y oLl Jolae Lagd ol (3) a3, Jgaall 5l (o mdly
Y+ Saataall Ll go Tplis Slaa ¥l Jalaill (51,2 Y Talls Loy ;a5

Tdlar ¥ | doutlal

Slan ¥l ol Lblug @l cuwlall LUl alaal oUlall pas axy
(=) Jelady Ligysall Lpluall ol giall consiul 15, (SPSS) Luelaia¥l aslall
ANOVA ala ¥l ¢plall Jolas,y

e (lam L) Lolal US e wla o (0) aloadl & saciall ol 3l e 3
0 Sl « (Mo sio) Llal JS G @la o (F) 5« (Rulle) Llal JS oo ol (1)
L s o o« (lan Laanas) Tl US e Sumly Ty o (Rhans) Lolal S
Lyl M 2 siall Goill 31 el ae
(1+) dsaad
Catad) cla 3 O s

clilaiayl iy laiwy)
loa i VA=V 0N e
Loy Y VAN e
Uns 1o YEe =YW e
Lle £.Y° =Y 6\ 0o
laa dulle 0,0+ =8 ¥\ (e

Ddal yd |

il Al oY Pl Lalaiall eslanll oy i €

seyally Galaladl 8 (o S juall Lladll Glasadl 3usa goiwa La
SAaldls dyna B ddabadl olbdiiall &

)



2 llg pelolad! ;1 dgarg o Siloadf Bagr puled
s dutac .5 ALald i b dlolell Cileadiudf b

o588 G 5,88 JS! L Ll U siall croaditl (el 138 Ge sl Yl Jal oy
(VN (YO)c(VE) (V) (VY e (V) edshanl (s oLl ¥ las oo Jlaa S
Ll s Lo da (V) Jgaall Cans sl
(ougalell galall Jaloll) Jo¥I saslly dilatall giliall -
(H)d\g.\;.h
cusalall gabal) Jalal) nd 4 laal) cild) ady) g dnbuad) cillaw giall

age | Sy [ bawgia . ad,
X *, ol Aal .
Llaiwy | gyleaall [ "Glaiwy 3,341

LWe | -vay LA 8yshie L8 Lk 3galy olors Saiiuwall gol Halsss [

sl ylaw) Jis TaiMo o Mg s daole 33 ya ahituwall (sl 41533

iLlle * AVE Y, oY R
(ASoats gl S

idle | Ay | g el Gumy LU e Tlle Fayo e Gololall pu [ ¥

Lie | s VAV | VAL | sl Loutall cleaall Kagk pe Gatall alall seliall aeday | £

LWe | <A Y,Ve Jlaall LS dayull °

Cla a (0) 3l ds sl #
o salall galall Judall gass Bl yll e oo lylaiual T Baladl (3 +) Jganl (e st
o oblaieY) hugie ads cua LIS Lajull ey ol3al S e Lile eolS
Craaiiiuall IS (gl aa 5y 451 oS53 Ll sda g aastuall &lpuall Couun §,¥ 0 — ¥, £
Uabdl cralBy capan At ool caiiuall o Lalag g @ shis olinsy 3¢al
(el Leadlly oY1 IS cany ST e abians Jal (e oo luall Sl sus 5%
Y Lol slanally Loy U 5562 Y0 8 yagats daige LS H oLs L gull & 4all IS
oL a3 131 Bue lailas ausy g Loyall Lol Jlak oliilas 5 osa gall san gl
Il I3y e Mapguaill 53053 (o 45 gunaly Lad Guisasall JSI Ldle wela ollaiw )
alall seliall G sy oaan¥1 Gulalily §pa3il asl dan calalall Lila) Lol
tpin o sSall U135 G g htiturs O M Eastill s cia Ll shas (33Y (pabiituall
oY saall e ey daaa gaolally lalall s elio (aylas 443.¥ <+ 4 ale patsl
Ao Jans g3l a1 JaSYT anll e Lesbial gy 585 Loauslly Lokl o315kl
Oaralyally s sall olalialy 45 Loadall Losall sda ol Il o5y Loaall

vy




FAf ol = (1) papintly gobundf sadf = Silawlatly Sl dsgidll puadll dzols dloo

 (dolais¥l) AU saly dlladiall gilisdl -

(1Y) dsad

dalaie ) aad 4y jlaal) cld) Ay g dnbual) clla gial)
ags | SLadyl | lawsie . 2,
. % ol 8ad) .
Lladwy | gyberal [ Tdsamiwy 3,341
5 yall slas a3 35 sl L shtwall 0] 83
e Aet Y vy 2l slad Lguads e Lgalads Al g e olly ookl 5)l0) 23 A
O a3
Lile * AOA Y, AV agro Ablaty g byl JSUiay Lolatal abiuall gun [V
Llle AV Y,AYv JsY! aliall b sl JSEIL douall a0u83 e kSl Goyas [ VY
Llle * AY Y,4A ol (Jlasboas aya8tl Saaaadl o liag il akdwalaily | VY
Llle <, VA RN 485 9o 5 L8080 Luabs oMoy Al Batay | VY
Lile + o Y,y Jlaall Ll da ol

Ql;)d(o)'é)m:\;‘).\‘;mﬂ*

el Lolate ¥ gas Lalyall Lige obylatul o Salual (YY) a3, Jganl o gty
— ¥ o el Ll can o bilatu ) b ste WYy JBIS jadll oly3s e Llle

cpadiuall Glaall Cuea £

Oloastiy Guadtituall o (Jlupns coally (VF) 35 8,88 e LS Llatul e
OL B Mally sy U gy il (ol M g ga sl oSy i sany L35 Tl = o
AL ayul) LIl oY) IS G saall a oly58 JS e dle wilS Llazuy)
U Lolate YU Loalall slosall of M Lausill s3a @adl gia, ¥, AY @il daa
Ladals (il saelsally 31l g sl so Lo Lablay Guatiutunall IS 15 ¢ oo yall & use s
5,300 o Lol LS slaalyally Lalhall olilaally 3laty Las Lalay (ol 5l
—aalyll S Lay o —omall spags Lille ilS Lulyull Lae oblatal L (V)
Baelually ¢l o agd auSs Gudll s yall po Jolaill 3 Ludlacas ssay

(Aalaiwyl 358) SIL saylly dilaiall malisll -

’Y.

(\ Y‘) Jeaall
Alatiy) 5 g8 amad A jlaall cild) Ay g Anbual) cila giall
daps | S lawsia . =y
. *, ol Al )
Glaiwyl | baal | " Lladwy) S o
e < Vel ¥ AY Touall 3,533 Lu50S B30y aalid yo ahtaall 5 G gudpaall juny [ Y0

\RJ




2 lly pelolad! ;a0 dgarg o Siloadf Bag puled

lecdidac o Aulials ddyao b dloledl Sileaiiiowdf 9
PEQY! Sy bwgia X ad,

_— %, ol asl _—

Alaiwy! Q‘,l_“\.u.ll dalaiwy! 3,841
Llle v, A0\ Y, AQ bﬁeﬂ!d.,lk@tdﬂ&l&;&dl@&p&l AR

e +,Ac0 Y,A\ s all 3ue il ‘»;_s.ﬁ:.,\_o\,.: OsE 53 &MIQAQ\,LLAI Yy

i gis V,Vov Y,AA Lovall e JgmalI MWyl iS5 (i yall plaing [ VY

e L EM AN S el

Q\;JJ(°)E‘)§§H:&;‘)J&4§*

e

ahaall S e Llle el duhull Bge o llatul o (V) a3, Jsaall e Ganls
(51 3L o 5oST g Lenall s Y1 LS 08 gl g0 LK (YY) a3, 5,800 e Lo
800 sia e Tplay] eilS il gall G JS wbladul o Jelld 5 ol syas
D3B3 Y i yall o e Jos 1iay s ua M Ll LSS o pall silatal Lol
San Al b Loyl eaty i g il (3 Loaall Lo J gnnl) Yy b Lis g
558 M —ea Ll aatitil LaS — by g3l e Y17, UY0 Llle ollaiuwy eslS
gy (il Gada (8 Galelall Ji3 (e el slala pe Jelailly Lolasuy
Ol Solal dllas e o liay aalis e olag ;) Gl

D (a3 (La¥) Al saylly diladiall malisdl -

(Y¢) dsad)
A 9 LY aad 4 jlmal) ld) Ay g Aubuald) cllaw gial)
dage | GLasyr | lawgie ) a3,
. %, ol 8al .
Ll | gleall | Ly 5,841
Llle <, AVoO ¥4 ol s 5 A Gamiuall 5 alelall gl pupia [ ¥
Lile -.voq ¥.aN attaall 3 calelall go ellalas die oLa¥L Hats | ¥
A yal) 35ud e la M Tusl<I 3 yaall _aitiedll 5 oy glolall clliay
Ll . AYA Yy 2l Oe Ll 4 el ekl 8 0 sle el
agsllutinl g
Llle +aan ¥, A Jlaall LSl dayull

Q\;JJ(D)E‘)MQ‘)JG&AQ*

el andl pas Laalyull Lie wllaial o Galadl (V) a3, Jsaall Go Guniy
eilS Gaa A Ta sl ey 1S Jlaall ol,88 e Lle walS A8y oLyl 4a

Ye




FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

Osoriny Salelally 053ty el ol mdly Jolo faas ¥ AT LI ollata Yl
Slady Gsit el G I Taaiill sia calyll shany cagre agplelas wie o LYL
oolad UMa oo Latl sda Uy elibl ol a0 1531 elsu agillgas calolall

(Sbladill) Gualadl sadly ddlaial) galiall -

(Ve) Jsad

cabalail) anyd 4y jlmal) cild) a5 dubual) o giall

dage | SLaaY | awgia ) ad,

. *. &) 88l X

Llaiwy! | gbaall | T ety 3,840

Llle ey PR oaare JS il alaia¥l caiiwal Jeo | ¥4

Ll * VVY Y,a¢ wolaial Gla (5 oo yall Llall dalaall ditwal psy | £
i Ll calalall s olals SAiulwall agal

Lawsie | VYoV [ ¥oo ? poben platll elbeladidoans olals pess FE gy
el el ey Blian ( Adll Hul Kl dala oloua Jio (Joiil

Llle LAY Y,AN ol g aglolas 5 BLUL caitwall b Galelall gl ausy | €Y

e ,ovAa Y,Ve S Sl

C'_}l;‘)d(c)'é‘)m:\;‘)ds.\aﬁ*

el Cablaill aay ga Auhyall Lige wblaiul o (V0) a3, Jyaall o oty
Sl gyags dlawyio el aid ( (£1) ad, 3,880 lae Lo ol 38l alias e Llle
Tagalal g cagias LMadl Lagplal syl oo calalaill (g calolall o 1 elld 5 oyl

Loall G, lall b 3 Lali g (any po dday BISTs O Eoa

ebalill ol

sl o Labalato (5% JBYI o (Y 00y (o shobaalal] Catl ailay Loy
oL el s A sio Lgale o Lilatu ¥l eslS 30l 3,3300 o guasy Lol g a3ala
Sk e ailas L calelall Lala slova ;usss e 55008 Hud Gudiiual o LK)
Tapall el s LISl 5 Tali,l ¢ 1 o L a3 oloaall sia ol dasm duols
b ALl Law o (I ells salydl gasd anydl lia e Tyle Jlaall lag) LK
- irbhalall pataall olaw o Law 8y ¢ pall oo calalall Jolas 5 Lol

Yo




2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
clas dulac s ALald i b dlolell Sleadiudf b

(il pailad) guobudl saslly dilaiall galisll -

(V1) dsad
Al pailad sl 4 jlaad) cild) ady) g Agluad) cilla gid)

dage |Gy | bwgie _ ad,
. % ol Aal) X
Llaiay! | gl | Tdlaiwy 5,34
awgis | +,AQ0 AN pgad 3y oo yall dali) o 0gs bl Hi50 [ EA
e |+, AN YAy Laalpally HUSEU Busss oSUel caituall Gamsy | €9
ey Bl e lalanll 4y 3 g5 50 Usy | aibeall 3
Lile | - A { - S pa¥ly ol by JUCTOREEN u—h-umld-\ke 5.
Unwgis [ V,VVA ¥,YY oyl alael Jolis eLbYI (o LIS fose  aituall poiiu | 0
Lle | +.400 A A s all slael a1 o BIS vue Jakiaall ol 303 | OY
awgis | V,vAY Y, N4 iiwall Jals G elgall (o ps yall olabiial alias Jeas | o€
i yall YAl dayliay obs Usy | Skfueall ausd
fawgio | VoA | v 2ol ey sleslae g M‘“M 00
Taa,lally dulalall
Qe [ +N0A ¥.to SIS Jlaalt

_Q\;JJ(O)B)M%JJ@Ai*

155 Guoliadl aadh pa Ty all Lie o lylail o o Mel (V) Jgaadl oo oty
Sles « (0%0+£8) ali, ¥ old olaal e Lle il a3 dylley dhwgio Gn
Sle oLlain¥l e iy ol 50 e dhugis eilS a5 LUK sl
(s b plU 1aa s pud sall HUATY Lawana (SUol aa gy 431 el o 3011
oo SIS sae Loyl dling Gaall ugas plss dliay madituall 3 53055 o
’ ol sl bl o s 3 85!

Bagdae (bl U] Gl ol il abias e dhauw siall o llaiw¥ Wiy
Tapas e vn M Gawlity Gacd yaally oLl ¥l sae 5 o oo ol LalE o Mgl 5353 3
Uabadl gl el 1 o o Lyolall LIS NI TS I ell3 0 gy g ud pall sie po Ao sia
LIl A85Ls e (Ll Lags] ca Aol gull & 9ol ULSy (sul ol Lipbailall daks 4l
LI da jally 3,00 il UL Cen oliitunall sas Lagsbalyall o Lia Lagsi Yl
I el sa bl ghan g Ao siall dajull o & )8 LSy (20 AV Glle wilS
SOV v a LaS s Lealp Lo s (8580550 (paditiaall Gaslas G
Omatintunall aied Tacadall &5 gall s Loalall

1




FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

:ablaiadU Sl daully slasy oiyig aliill doda e
(VV) dead
Glilatudl 41 da jall g S Ay jlaal) cld) aiy) g Aubuall cla giall

ety daye | gobeal) SR | *Llatey) taugia el 23,4
Ll © VA ¥V ousalall goll gyl |
Wl <ot v.ay Lolaaeyl| ¥
Lle < LA ¥ LlatuYses | ¥
Llle <240 ¥, A1 Gy Gy | ¢
Llle +,0v4 Y,Ve dablall | o
e < 0A ¥.io siitall paslas |
e ., 409 ¥.VY LSl dayull

a3 (0) 8l s o ol #

el Tyl o ¥las gai Lulyall Lige wllatul o (V) 4l Jsaall ¢o oty
Ll yu5 (2005 (5,875 Sofaer) Lo A olulull po Loyl sia 3ats, dille
Oaoaly Fotter) Ll ao calialy (Yo + V3Mall) Lul a5 (Thrush & Fickel, 2005)
e 5 egetall o Lonall ailas] Ll JiST eilS alalall ©S1,ul o 3 (2006
Aooall Suga Gaa G e pally alalall (o YEAT Lad am g ol Lallall Ll
Tal o o Al el 5.yl Ly il Las Loilean ) V0 013 35,3 dlia oS, aly
Calolall 585y 3lasy Less Liliaal axd ol olaMial usa sl (Al- adhame 2004)
538 alyll yiudyy 1S liiituall sludl 3 agd Loniall mlonall (g gy b yalls
5 Ugao il o pally lalall S5 dgay o oloaall Susa (stue o il
Sla3l e Ladpall il VIS g Tpibo sl Taleall ailas Las aéll ey agslaliaaly
5855 Oaala OVslady bl Ghisall sl oIl Glaig Ll 2
Omraiiuadl udgd Loy W slaliaay!

ra @il GG Yl Lalaiall il Ll <€

Clalad) 18 e dSjuall duladll slauad) Buga ggiwa SR (A
Olpadiall L GQLild daaa @ ddaladl oLaddiiuall ?A s rally
Jagall yasdl (Lelaiad) dlad) uiadl (&gasall (Adiwall sy
sl ol g ‘g.a.l.a_l‘

v



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
clas dulac s ALald i b dlolell Sleadiudf b

(YY) (YN (F2) e (VA) e (VA e shandly alyll sl 55 lpuadl gy (3las g
Lgmns 5L 03 (Y0) (YE) < (YY)

Lpad Sl Jg¥) dud ill pand malis -

llatul 3 (A=+,°0) UYal 5ius aie Lslaan] AVs old Ga,b ang ¥

S G (VA) ady Jsaalls o (o) Jalad pasil Lus 3l Gandl

(\A) Jeaall
(oddial) piial bt Claddl) Baga (s giea gad (59 8N AVAL (&) Jalad il
Yl ggiwa | () dagd Jaall

< \14 VYAE cesalall galall Julull
< eVE VAL — Lolaiey!
©.YVe (JRER Loyl 548
.00V oAd. — Ly oLy
oA V.¥a0 — il Lasll
SR ¥AY \,£04 — shiutuall yaslas
CEA vea — LS Ea sl

(~,n°)djmﬁc\é3m}d\d*

305 Lpslan] UYs oI5 Ba,0 anse ¥ 0l K3 (&1 (VA) Jgaall (o iy
calll giay . (A= "+, 0) Go ST &y puunall LIV (5 5Tuo &) oty luaall 5paial
e Lagaad 5,550 pall SIS ¥ g Cgplall 3 Lo an oL Lty cpnpiitaaall o M) ell
Oalalally LS 5,530 sall ol yaall ol Aigaall oyl clie Lagio IS pise o
Alia oS ol 13 Jealilly Coputll Gan o WS slpw dgule sashas dliay dlio
Alall slauY b Lagiuy G3dlaal

(Y9) dsd
&igaal) paaial b Cilasdl) Baga (s giaa gad (59 il AYAL (@) Jalas gl
UYul gsiwa | (o) dayd Jlaall
“ o\ A — o salall (galall Jutoll
LY CAYE Lolaiey
ERALY DR A% Llaswyl 5,8

YA



FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

Aol gsima [ (o) dasd Jlaall
IRV N IRAR! iy oLy
©AYY RLY) il Lall
oY Vel il aslas
484 o0 IS da ol

(*510) e dic Lilas) JIa *

sl ¥l e Llaa] LY o3 Basb amss ¥ 1 (V4) Gl Jgaall oo Ladly
IS B oasally Gololall any GaSsmall yuaiel Los LI dajull ey 3L
Sy QU=+, 0) VIl (5 stus (o ST Ly guamall LVl (g gus Y (il
Jom paoll Lgay (3 0oty pedpally Galolall (o US o1 M Tt s3a calyll
Letny L0055 Lo an ) agadlsy Sualy Ly 3 O sim agdl Lolay dalyull slad
Ol 138 G elpu Lpdd oa passall Lale Jumny 0 sloaall ol oaay o
el Luolyo oo Lagtill sia cadlial udy bl sall ) sgan oo pl akiwall 3 Yole
(2ol pllal Gl gapall s bladiul (5 35,8 asay S (Y00 V

(Y+) ol
ol il b clladdl) 53 ga (5 giana g (59 AN ANYAL () Julad il
Yl g giua () dLaud Jlaell
R © ALY o salall gulall Julull
TR .+ 0Y0 Lulaicyl
*oeen Y, oY LlazuY 548
ey ¥,YAA aailly oLy
*oeen Y, e\ abLall
2L CYevV— stiutuall Gaslas
oV \LAYA QIS Ao yull

(*510) e dic Lilas) Jla *

LW LW e Lyslan Y0 013 35,6 aa g0 L oMel (V) Ypaall o ai
UVl (55ims Y cpuinll juiial (g3a3 (Cablaally Agilly ole¥ls dlatuYl §53)
Q=+, 0 0) LY (g giuws (o ST LS Ly guanall

va



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
clas dulac s ALald i b dlolell Sleadiudf b

sia e oSl Lnluall o Uaw siall (1 Gants sBol (YV) Jgaadl Jle ¢ MYy
eSS GLall o e Jay Las « UM Ensluaall el giall o el el BN sl Yl
Balaiy 1ia s 5,583 patae 58 ol pataall O M elld salill giays Sl llal
Loaiall wloaall e Lay apal Jadl oL Baa bl JGL «Glalall Catll Als e
Oalalall (1 a3l A,(asuw ¥l 558 say Il aadly Blaty Laasy . SLYI e SiST 4l
I ol spass SUYI G SIST L ¢ santins cdasll olala Gl Gaabiiuall 3
OLs Al (Le¥l (o gumiy Lol g . paiaall (3 8l5all (o uST3 5005 5235 93 Jadl o
8 Bouiall mloaall slad Spall oo ST AEHIL Hakins (Le¥L pai Lal algiy Ja
OLs adblailly Blaty Lays g Ja sl Alally slawadl (o oSSIE (138 5500 5 ¢ Gaadlicinall
Crmittanall 5 Clalall (e ) Louall wloaall oyo S yall (po ST Calalatily yatuy Ja !
aaiad Lgdany Las ol Limmy aiiuall 4 05 o Yall alans 5 1all o jaudy aa
Leban Las Ayanl J3T Lllatul wela 13 bl eloasl e Jganall 3 Jasll e
Jaoll dlal (55

(YY) ol
ouiad) el lag ciladdd) Baga 5 siea gad Anlual) cilan giall

SLY S9Sall Jlaall

LR ¥.Vo oo salall galall Sl
¥.a0 LYY Lolaiey!
¥,08 L) LlaiwYl 553
Y4 .9 dailly LY
¥.\o ¥.AN il Ll
LAY LAY il Gaslas
¥v,\o Y. A Al dayud)

Gotue e Lilean] Yo old 35,8 usay pae 3 (YY) Jsaall (o Gt

& Loaiall Sloaall By ga (55T sad Tulyall Lipe SLlatul 3 (A=« +0) LY
3 TSI Lo sull ey olo¥l paan e Lielaia ¥Vl A junal bas (Gunbiiuall
iy Zyteall Lo ,all B85 lagys (+, 0 0) oo LIST Lale (F) aull AV (5 sTus o\<
S Lga s (o Gmatituaall 3 Loakall sloaall Buga (s5Tus O i panb 4313 any

S



FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

Jaladl sl sl 1S elsu (ol Rpelata ¥l Ul Cua ABAS Y o jally Galolall
ciaell) Ly o caliad g Al oloaa oo Tphll oloaall o ala g daclaia Yl

AaeLata Y1 Ul L Lslan A1Y5 o3 Gypb sany dua (Yo 0V

(YY) dsadl
Leldia¥) Alal) paial g cilasdl) 3aga (s gima gad (3 gl AN ala¥) bl Jalas il
ol (GE] Bnal betl Kot ORL s Jaal
adyull alaayel | Gyl | alag el
CAEY | eeva | v eNo \ Y oleganall
< ¥Ao [ vye | evvag oleganal Jals | Gugalall galall Jolull
VYo | £V,A+Q £ yanall
cANY | Yooy [ oy, eAN \ Vo AN le ganall G
< aYY [ vye | ey eve ole ganall Jals LolazeY!
VYo | ov,0+1 [
S YAL | v Nev [ e vy \ £ YVY ole ganall G
S XYV | AYE | Yaxey ole ganall Jals LlanuYl 5,3
\Yo | Y4,ova [
SV Y-R W ETRE L 2 ERURE R \ AR ol ganall Gy
< AAA | AYE | e oey ole ganall Jals dailly ;LY
VYo | e oYY £ gaall
+,00Y + ¥Ya s VNV e \ VNV e ole ganall
XYV | ovye | ey vey ole ganall Jals il Lasll
\Yo | £V, A0V £ gaall
e g | +08a | . ¥. \ AT ole sanall (g
e ave | AYE | oY ALY ole yanall Jals il Gaslas
\Yo | ot enY g yaall
. vy IR R \ R QLLJ—A.AA-“C):L!
CYAY [ oaYe oy vy ole ganall Jals IS da ol
Avo [ v vy g ol

ANOVA (0.05) 5 sissa 2ic Lilaa) Jla #

&)




2 lly pelolad! ;a0 dgarg o Siloadf Bag puled

oo dulac . QG5 diiae b Alolelf Sila izl
(YY) dsaad
saadl el bt Cleddd) Baga (5 sheea gad (398N AN GalaY) bl Julad il
A Ja gi olays
Ol EGE* ) Benal Bl o Sl jns Jiaal
adysll byl [ Lyall | alag,al
CAAV | WA | e Y 0 VLY olesanall Gy
CYAA | Y. [ EneA ole sanall Jals [ ugalall gulall Julull
\Yo | £V,A-Q £ sanall
cvre | e00n | e vey 0 VYA ole sanall Gy
ca¥1 | Y. [ oy van ole ganall Jals Lolazeyl
\Yo | oY, 0+ £ 9ol
< AYY | +.88A | - ¥¥ 0 VAN ole sanall Gy
< xvv | Y. [ vavae ole sanall Jals LlaiwYl 543
\Yo Ya,o0va &5.4;.511
c OV | S AYY | g 0 \IRRL ¢ ol sanall Gy
< tAA | Y. [ oA 0vy ole ganall Jals aatlly oLyl
\Yo ASSCARY &Ml
<o | < AVA | sYVA 0 VYA ole sanall Gy
S XYV [ oave | eeevy ole sanall Jals cabLaill
\Yo | £V,A0Y £ sanall
S XYY | VYAY | 0AA o Y.ALY ole sanall G
< aY1 | Y. | on vy oleganall Jals | aidwall Gasbas
\Yo 0¢ 1Y &Ml
ST BE YRS £ 9N B R o V.o AY ole sanall
< ¥Ve [ ave | yovea ole sanall Jals LS ol
\Yo \RRAR &Ml

ANOVA (0.05) ¢ s die Lilas) Jla*

Ssiue die dilan] Yo ol God asay pae Goludl (YY) doaadl o Gt
& ol S loaall Supn (s ptunn s Lulyull Lise sllatul (3 (0 =+, 0) LYl
Yl (5 e HLS 3 LI da ull e g ealan¥l pan e yanll piial Lus o pabiituall
sl Salill s o L phall Lok 21 Jo gy (00 0) 00 ST Lpale (F) gl
an g2 Y aily ppenll il S Bualy Cpaiiitunall 3 Louiall lonsll S g (5 e ]
Adlaas Lad olosa 305, 430 dyn€ ol sin (il OIS ol g Jasas

£y




FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

(Yi) Jgad

raladl Ja sall il lad Ciladdd) 3a g (5 gheaa gad (39 AN AN A il Jalad il

o (1 Bnart Dol Bl BT T e Sl
adyull alaayall [ dyall | alay gl
* YAY | VYooY A ¢ V, Ay ole ganall Gy
cxva | vy [ goany olesanall Jals | o salall golall Julull
\Yo | £V,A+A £ ol
CAAA | C AN | e ¢ YA olesanall Gy
ety | oavy | oovyae ole ganall Jals Lolaze !
\Yo oy,0+1 g ganall
< 6vv | +q0. [+ vvo ¢ LR ol ganall G
XYV oYy [ vAave oleganal Jals Llaswyl 3,48
\Yo Y4,0v1 g ganall
S VAA| < YA | vy ¢ < ALO ole ganall G
<2ay [ Avy [ oa VA ole sandl Jals dailly ;LY
\Yo \eLovY £ el
S XEE | A AYY [ cvva ¢ V0N olesanall Gy
< XYY [ vy | eeveo ole ganall Jals il Ll
VYo | £y AoV g ganall
covy | e vy [ evye ¢ \,YVA ol ganall G
«a¥1 | oavy | ey vay ol ganall Jals il atlas
\Yo 08,+1Y g sanall
<Ay | 004 |+ vnq ¢ < EVA ole ganall G
«¥ve | vy | Yo Aoy Sle ganall Jals LS dayull
\Yo YLEY g ganall

(5\9_\.&“-0

ANOVA (0.05) 5 siase 2ic Liliaa) Jls #

b Loniall lauall Buga (55ime sa Luulyull Lipe alilatal b (00 =+, 0) UYL
OLS 3 LI Tayul ey ol paan e alall Ja%all puatal Lag oppdiit

¢y




2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
clas dulac s ALald i b dlolell Sleadiudf b

sy Asheall Led 3l B8 gy « (+, 7 0) oo LIST Lgale (F) aull LY (5 sTs
Tpalal apully 305 Y Gaadiiuall 3 Lokl loaall o L) Zamill sia calyll
o Lle of Loy Luale 3ulgh e Mala Gauyall OIS olgud dosall sia il

o cilinly olauall 4uds b Lilaaall e Juy 18y doslute Zosiall olosll
Jasall juiial Lass Lilaal T¥s ol3 Guub cund daa o (Y00 V o Ragll) Luly

salall
(Yo) doadl
Abgll pamall piiial b cilasdl) Baga (s gia gad (g Al AN ala¥) bl Jalad il
Sl IGE 1 Emarl Dl Koo R Jesal
adyull sbugall [ &l | alagyal
S YAY | v yoy | eoe¥ Ve 0,*YA ole ganall Gy
< ¥VY | Vvo | e VAN olesanal Jalo | Gugalall galall Julatl
\Yo [ £V,A9 ¢ ganall
«,v0Y |V AAY VOA. \e v,ovi ale ganall G
<¥aq | \vo [ goave ole sanall Jals Lolazey!
\Yo oy, 01 £ yanal
CYNA | VAV ©YVY \. Y,V¥ ole ganall G
< YYY Vo [ Y Ate oleganal Jaly Llaawl 3,8
\Yo Ya,ov1 &34.;4“
<0t | AAAL | e eve \e £y ole sanall G
< EAA | Vo [ ot VA ole sanall Jals ailly oLyl
\Yo [+ oYY ¢ ganall
CXYTA LV ASY e \e Y,\ov oleganall G
. XYY VO [ ALY ale ganall Jals cabLasll
\Yo | £V, Aoy £ ganall
coovy | oy, vvY | e vy \ . V,YY ole ganall G
L L TR AW ole ganall Jals il Gaslas
\Yo | og, ey g ganall
AT | OV OAE [ e ¥NA \e Y.AAA ole ganall G
< Xer | vve [ vwvey ole ganall Jals TSI & yull
VYo | Yayvy ¢ ganall

ANOVA (0.05) (s siasa 2ic Lilas) Jls #

123




FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

Gpiws die Lilaanl AV o3 S8 usay pae an Sl (YO) Jsaall
Loaiall oloaall Susa (ssiue pad Lulyull Lipe ollaiul 5 (0= +,+0) UYL
B Tayull ey olu¥l paas o gl anall Suiial L cpatituall 3
Ll Tea 3l 48 Higas o (+,00) oo ST Lgale (F) pull YA (5 te oIS 3
el oo Lille slosall 3usa st o e op8an Lall o3 o1 e Juy Taag
Leatlly o1 elli€y cmlonall galsgo any caluadl 3ol I saaall s o aulsgll alll
Basa ssiws Jha Galeladl pe (805, L0000 agihiaws M3l e o5 5all
cloasll Susa (s5mms o M elld calyll gians . Candiiuwall Gaia b Loaiall oloaall
Loan ol cuy galall Jasally 5515 ¥y ¢ o sall S5l Sualy ¢padiituaall 3 Eouiall
plaie saf g alaie G Saaad aa sy MO dblus] deva o olialiall
g Cvrrm {

Crdsaall o e Jug Uss ol ¥l aen e Llle Lalyull Lpe o blaiul e5lS )
Alals Goae 3 dlelall o lhakiuall 5 agd denfall slevall e sl

Lf":(a= ','°>UY.\.‘|(§‘9L.¢A.\.:LZ\.}SL@A!UYJQ'J&&JSJP‘g‘aMUe.\S Y
s sanally e Laaa WAl g antly e oaladl Jayalls e caals oIl awall: 230 ol juiiall
Louiall lasall o M Eamill sia bl ghau, adlS Lulyull sl e sl
Lol ALU oloan ooy ol it ety 315 Y o 5all

Sle (00 =+, +0) UVl (5giue wie Liblaanl LYs o3 350 apay sl ¥
ellialy cabalanlly A8y ole¥ly olatn¥ 858 :4uY ala¥l e Guiall juits
(AN Al Y e 5558 dlia oS5 ol Gaa LY

Jstie va s gug (sl olalialy (855 Basa Ulany Gaadiauwall 33050 o £
Asuituall olanalls 35¢a

3l pany il pacy (aailan ¥l cLLYI (aay B oall agay Ga 0
oA 55 slaall Guall I GLadll I s yall Gans Hhiay Las ddyaall

¢o



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled
clas dulac s ALald i b dlolell Sleadiudf b

rQluagd |

AGY olao sill Salyll = iy duljull il o sl

Tuolany g yall el wo oo Wiy Lapall Lyalall 4Bl ghall oo SLSH sl 50555 )
Boaall Olaaly dall s yaall 51853 i€y e limmaill any b oLyl

o elliy aitudly Lala Lua Jis ooyl Lol Lals (Sl yudgs ¥
Apaall LeBY udiiuall 5 5lae (o)) Laks o, 3y,b

bl e b all JMa oo caituall Jads oladall 1553 e Jaall 555,05 ¥
g Lolall eldagall 3 Lyga¥ 5ud50) il DS, e Jlall dlli€y il ol
aiiuall zola e T ga¥W elyid (i sall 550 hiss oYl e 5aiSE (il

Slysas Jahe aual past Ciligs 3usb e oloslas Lalail 8555 Lo Jaall
O el o yall Y Lanliad vty Lalall oliaa il slasy) e Jandly i sula
el £ ooa wie ol LAl Jalay el

Ll e Jaslly L I alaia¥ly daighalall Shall 50 5l 3,505 .0
olaaiiuall b Layye ol Lsle cilS ol Llala

@ﬁ@'ﬁkaw|é|ﬁ|6ﬂ3..\\3;“1.9\.336\.“033_)\9‘).\@ A

Slanall ol 352 ¥l o elld G o o labiiuall ooyl 5udss e Jaadl ¥
Basa Gawad Jal go cllas 5 US alelall 161 Tuagya3 oly0 sadsly Adpanll
Aeaiall Akl o leaall

1



FAT ol = (1) papintly gobusdf sasdf = Silawlatly Sl dogidll puakll dzols dloo

;e iy yakall

rPRCFYIRU §1

i VA a8, Lala 585 Lk (Y +8) (ool gall § sBad LlGTaall Liggl 50,55
Voo Jsl
ANo o= [)Lo.c“).i'u.s.u claall

YO oyl Lalaly Ja Y elgil Aas (¥ + + 4) Ayipdaualall Ltk oIl Alaldl ¥

JUs i 5aS Gpaaiiuaall J3 ga s o oloaall Suga Gelad (Y20 V) Gudy (3l 8
Loball ol piaal Ula) Leaall olabiall 5 Loladl 30Lal ma bl oY e
Taiill Lyl Lalaiall Bl 3 AL psall sasipall . ()Y 3 Lai¥ S0 50

A=Y G (YA0) Ladl o ,El Ll (VAA ) dgalladl Iaall Labite 0

alaall KoLl 3,101 Ayaall o lalai ¥y Laalyall o sl 5,00l (VA4Y) and and 1
YA =YY o (¥ sae ¥V

Jase alaaiuely sl pladll 3 Zeasdl Busa « (YooV) « 2o gl Y
ea bl Uas  (Ha,¥ oin) Loladl olpditual 3 Lilass Lulu (SERVPERF)
Yoy —Yo) UAJ:.'L“.. «S..Lg..\;” ZJ.A\A ‘g:.o\é’l

p e (F YA (Y

1. Al- Adham, Majd, (2004) : Assessment of Perceived Health Care Service

Quality at Palestinian Hospitals: A Model for Good Hospital Management
Practice (GHMP) . Masteral theses in Public Health, at An- Najah
National University, Nablus, Palestine.pp.8

Bamford, David & Daniel, Stephen, (2005) , “A case study of Change
management effectiveness within the NHS “, Journal of change
Management, vol. 5, No.4, pp. 391- 405.

Eleuch, Amira ep Koubaa, (2011) : Healthcare service quality perception in

Japan .International Journal of Health Care Quality Assurance, Volume 24,
Number 6, 2011 , pp. 417- 429 (13) , Emerald Group Publishing Limited.

1Y



2 lly pelolad! ;a0 dgarg o Siloadf Bag puled

glas dutac ALald i b dlolell Sleadiudf b

10.

11.

12.

13.

14.

Elg, Mattias; Stenberg, Jesper; Kammerlind, Peter;, Tullberg, Sofia;
Olsson,Jesber, (2011) : Swedish healthcare management practices and
quality improvement work: development trends. International Journal of
Health Care Quality Assurance, Volume 24, Number 2, 2011 , pp. 101-
123 (23)

Ellisinikka, Aaltonon, (1999) : Client — oriented quality assessment within
municipal social services. The international journal of social welfare,
Vol.8 issue2, p.132.

Fickel, Jacqueline J . & Thruch, carol R., (2005), “ Policymaker use of
quality of care information . International journal for quality in Health
care, vol. 17, No. 6, pp.497- 504

Fottler, Myron D & et. Al, (2006) “comparing hospital staff and Patient
perceptions of customer service: a pilot study utilizing survey and Focus
group data “, health service management research, vol.19. no. 1, pp52- 66
Kumar, Sameer; Ghildayal, Neha S.; Shah, Ronak N., (2011) : Examining
quality and efficiency of the US healthcare system,International Journal
of Health Care Quality Assurance, Volume 24, Number 5, 2011 , pp. 366-
388 (23)

Padhy, Prasanta Kumar & Padhy, Prasanta Kumar (2010) “Patient
Satisfaction and Marketing Effectiveness in Selected Large Hospitals in
India” Berhampur University ,Vishwa Vishwani Institute of Systems &
Management.

Patel, Anoop (1994) : Quality assurance (BS 5750) in social services
department, The international journal of public sector management.
Vol.7, No.2, pp. 4- 5.

Rod sheaf & et. Al, (2002) : public service responsiveness to users demand
and needs: theory, practice and primary healthcare in England, public
administration. Vol.80, No.3, pp.435- 436

Sharifah, Latifa & el.al, (2000) : On service improvement capacity index:
Case study on the public quality management, Vol.11, issue 4- 6, p.838.
sofaer, Shoshanna & et . al., (2005), “What do consumers want to know
about the quality of care in hospitals? “Health services research ,Vol.40
supplement 1. pp .2018- 2063.

WHO annual report, 1999 & UNICEF annual Report 1999

EA



alndf | Cluasgd dpolall ! Ao Lt @
8)13% ) QLUS (4 desss (sl Al Ay
Ayt Ay Slaotand b SalB¥1g

" il JT O e, chaa 3

o [ [ S ) e S [l 55 i

€9



2ol el Sl dodaill dudelall guuds
2Laid¥lg 8yla¥l SLLS o die e didedad dawlys
by JT s sasa” saso o Audlpndl Ayl cileold) 8

: gaele

T o a5 BN AIYA e (s amlae Loy Lualiiall LleLall o pgbo ual
Leslal (g stumn s Ll Ll Lebazily Lpolgar g Waia W1 oyo Lopla¥l o labiiall o
ala il Lo 45 L 513 Ll s Bl Ll ALzl L ihal 3083 Lo g3 us
Cro (= Taalpall Lige — L3hpall Lpaw )l slaslall 3 sLatd¥ly 5,10¥ o LK) paalall
delimy Lk oll LgSuels pausiy ddyaall LaaliSy oy (o 9gall g palasll 555 5 Lyaal
Laale &lajsall 450l o)l sall 5ad g3 daalall &gl el paly dLayis s Sagaall 45 ,aall
M Tl 5in el w88 Lg3uliy Laliaall Luaiill ool yy s shad e 5,ulally Ligos
gl LK Ll s 585 I el (o Baula aguall ilall 1ia 3 &l

oo waall g5y dlall 63 ol CoM Tawgall Zaalyall e fulsiely
craamy Lgd Glind b e gy duelyull Uis cis Ldnkill &sanlly olal,all
palaill eluw’ye Lulels o481 awaslll (Cameron: 1978) Lulids 355 BLuil
oran  daipdaill agilal o b uia Ll (o wpanlls s oasiul il (aslall) Ll
SLazi¥ly 5,1l S LIS elaae — Lubyull Gae e BLawYl a3 Bk e oLl
ells sl ge ad ooy cJalaill Tallin Liliul (V+) 8l sa — Lpas Lalall LY e Ly
el Jolas g « (Spearman) J bLsyl Jalas aluatnly L gasy Laj,s aay oL
.(Kruskal- Wallis) 4

Lalelall slal o Lol My awss oL G (I Lulyull cuala a3y
cro bl Bas 35 ¢ (AN Gulaiall o) Tulyull Lise S5 oo Led A aall dyaliiall
ol siae 5 el S LIS G LS« (80 ,800) 45 s rall L3 Laill Lyaliiall Lole Lall Loy
(0) ssels I sl Laa 3M5 3 olanss colanl Tawas 5 3,00l Lualiiall Lgiyle s
aladl Lo il &y 0 s ,a T LIS (0) 5 alall b giall sie Tolels (g ghue o3 LI



FoIf ol = (1) paydieedly @alandl saelf = Slawlyatly SlodU dogidll uadll deols dlso
L= & 4

Abstract:

The concept “Organizational effectiveness” is regarded as one of the
contemporary concepts that provide an opportunity to evaluate and measure
the ability of management in organizations to carry out their missions,
objectives, and technical activities along with the performance level to
achieve their goals.

Depending on the relevant extended administrative literature review and
the results of many applied studies, the problem of the study has been identified
and two hypotheses have been developed. For this purpose, a questionnaire
was designed according to (Cameron: 1978) . Data were collected by
distributing the questionnaire to a sample of the study- Deans of the Colleges
of Administration and Economics and chiefs of scientific departments. A total
of (63) questionnaires were distributed from which (60) were received that
were suitable for analysis. After sorting and classifying the data by using the
(Spearman) coefficient correlation and variation for (Kruskal- Wallis) , the
data were processed.

The study concluded that the colleges maintain a positive relationship
with the dimensions of organizational effectiveness perceived by the study
sample (total Dimension), and in seven dimensions from the eight dimensions
of organizational effectiveness researched (individually) . It is obvious that the
colleges’ performance level of organizational effectiveness was divergent in
five dimensions while convergent in three of them, which led to the emergence
of (5) colleges with an effective overall average level and (5) other colleges
below average.
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5 A e lone Baltiall Al e dliblaall ol pall e Jgumall Tulac ua
Cunningham: 1978)) is¥l sl aats Logae olyiially duakiall Lylelall
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Whetten:) Babill L sVl alie oS5 Loie luste Jaall lia o<,
3. gl lasaall Gilaal (ulsd Caay el Lokl 5ae olabaiall L35 (1981
oI sale olualall lats 13 paiaall 5 Laolall J31 a3 Wio Ll (yad Zalalall
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ool Blaiall laty s o (atalall Libaadl Jans 5 L) Laliiall Lulalall o LSS <l
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(Oalaladly s 584l g g gaall ole gana Bule & saasSl yiw Yl ) sasiiall Ky o
09352 el sy s sSall o luwsally (3L Aaliiall (s (Il
Cameron: 1982) (Bedeian & Zammuto: 1991) (Griffin:) dakially o5t
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Ly Ldolaall o lEdall odaal, daliiall slasl Lslolatal 3MAT Gy Lulelall
Aalelall ey pelaal QG Jlaa¥l e ¢ pnll alus o LMEAY) siag dalaiall ay
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Abstract:

This study aimed to identify the standard of the performance efficiency
of the academic department heads at Al- balqa’a Applied University from
the view point of the teaching staff. The study sample consisted of all the
Julltime academic staff who are professors, associate professors and assistant
professors at Al- balga’a Applied University. Their number is (718). The
random sample included (115) teaching staff members. To achieve the aims of
this study, the researcher used the performance efficiency questionnaire. The
results have shown that there is high level performance in the administrative
and technical fields of the academic department heads, but a medium level in
the fields of teaching and learning, working and scientific research, and the
environment and social duties. Furthermore, the study has shown that there
are statistically significant differences in the working and scientific research
field between the human faculties and the scientific faculties in the interest of
the scientific ones. As for the sex variable the differences were in the interest of
the males. There were no statistically significant differences according to the
Jaculty and sex in the other fields. Also there were no differences in all fields
according to the academic degrees and the period of teaching experience of
the staff members.

In the light of the study results, the researcher’s most significant
recommendation is holding training workshops in operating the academic
department that aim at showing the importance of the role of department
head in developing the environment and social duties and scientific research
through some instructions from the university administration to help them
reach the high level in the performance efficiency in this pioneer role.

Key words: efficiency, performance, the academic department head.
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Abstract:

Information Systems (IS) effectiveness is considered to be critical in the
field of Information Systems, because of its impact on organizations’ success.
Different managerial and academic departments at Al- Quds Open University
(QOU) achieve their work using different types of information systems; such
as admission IS, Registration IS, Students affair IS, HRM IS, Procurement
1S, in addition to the academic portal that used to achieve different academic
duties. Therefore the main objective of this study is to provide a further insight
into IS effectiveness and test this effectiveness at Al Quds Open University.

This study uses the Delone and Mclean model and its instrument to
measure the information systems dimensions which include six constructs
mainly system quality, information quality, service quality, system usefulness,
user satisfaction, and net benefits. All QOU branches and centers have been
investigated in the West Bank- Palestine (87) surveys were collected from the
QOU president, vice- President, heads of QOU branches and centers, and
heads of managerial and academic department.

The main results of the study offer a good explanation of IS effectiveness
in QOU, where the IS dependency exceeds 90% in all departments. In
addition, the results of the IS effectiveness dimensions show high effectiveness
of the information systems used in the university;, where there is a high
positive impression of the respondents towards information systems quality,
information quality, service quality, IS use, user satisfaction, and net benefits
were achieved.
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Abstract:

The main goal of the present research is to assess the financial deficit
of the Palestinian general budget and the burden of the Palestinian foreign
public debts. The research also seeks to examine the tolerance efficiency of
the Palestinian economy in dealing and holding the burden of its foreign
public debts. The Keynesian mathematical model has been used to derive the
functional relationship between the budget deficit and the public debt, the
same model has also been adopted to derive the gap between the domestic
savings gap and the exports gap.

In order to meet the hypothesis of the present research and to assess
the efficiency of the Palestinian economy toward its external public debt,
a number of economic indicators which are commonly known and used by
economists have been adopted.

The main results of the analysis show a low efficiency of the Palestinian
economy in terms of exports of goods and services. Foreign Currency Reserves
indicate a low efficiency in dealing with the burden of external public debt,
while indicators such as outstanding debt ratio to GDP, average interest
rate and the structure and time period of the external debt show a stronger
efficiency to both the Palestinian economy and the Palestinian national
authority to meet the burden of the external debt.
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Abstract:

The objective of the research is to study the dimensions of positioning
strategy, and their effect on constructing a competitive advantage. This
research has been applied on Jordanian insurance companies.

The research concludes that there is a great effect of all dimensions on
building a competitive advantage such as: quality, utility and price.

The research shows a considerable competition among these companies
in Jordan, and this appeared through study these dimensions. So all dimension
show a positive affect on competitive advantage for these companies in
Jordan. This leads them to give consideration to these dimensions by putting
them into practice and giving them great attention.
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Abstract:

The Libyan economy is characterized by most of the properties of the
developing countries’ economies. It is considered as a relatively small sized
economy and its revenue depends on a naturally depleted resource (the crude
oil) . Yet despite the fact that the development plans were aimed at achieving
high growth rates in productive economic activities aiming at creating a
production base that helps to diversify sources of revenue, and gradually
ease the dependence on the oil sector, this goal seems to be still elusive,
and the economy still depends entirely on the oil sector as a major source of
income and foreign currency.

This research aims to determine the relationship between oil exports
and the rate of the economy’s openness with the outside world. The research
reached a set of results. The most important of these results is that the
concentration of the exports of Libya on crude oil had led to the increase
of the openness of the Libyan economy to the outside world. This in turn
increases the degree of vulnerability of the Libyan economy to the external
factors which are certainly beyond the control of the Libyan economy.
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Abstract:

It recently appears that the Syrian insurance market has realized a
proper development and the insurance sector has opened up to private local,
Arab and foreign companies.

It is well known that the insurance companies provide insurance services
to individuals, organizations and they compete among themselves for
covering the dangers that they are exposed to, so it is necessary to evaluate
the present situation of the insurance companies operating in the market and
predict their future, and this can only be realized by the measurement of their
performance.

To achieve the objectives of our research, we have extrapolated the
findings of the most important relevant studies which have been interested
with the evaluation of the performance of insurance companies, and proved
the validity of the given assumptions and then we proposed a system of
quantitative indicators which will be consistent with the nature of insurance
activity in the Syrian market, and then we applied these indicators on the
Syrian National Insurance Company which is one of the companies operating
in the Syrian insurance market.

These indicators have proved their effectiveness concerning the
performance of the studied company.

On the basis of our research results we recommend the application of
these indicators to other insurance companies operating in the Syrian market
and the development of these indicators and increase their numbers in the

future.
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Abstract:

The purpose of this study was to investigate the reality of reports and
periodical financial lists in Palestinian public shareholding limited companies.
The study also aimed to identify the role of the variables of the study, namely,
(qualification and years of experience) in the subject of study. To achieve the
goals of the study, a questionnaire was developed. The validity and stability of
the questionnaire were measured. The Statistical Package for Social Sciences
(SPSS) was used to analyze the answered questionnaires.

The study found that there is uniformity in the preparation of interim
financial reports where the company is to issue progress reports on schedule,
since the issuing of progress reports in a timely manner contributes to the
increase in the confidence of investors in the company. It was also found
that the Palestine Securities Exchange requires companies to issue progress
reports in a timely manner. Therefore the study recommends the need for the
company to be committed to the preparation of progress reports as required
by the international standard number (34) regarding the preparation of
reports. The study also recommends the need to clarify the interim financial
reporting date of the financial position, and the date of the beginning and end
of the financial period.
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Abstract:

The problem of the study lies in adoption of the English language as
the language of instruction at the Faculty of Economics and Administrative
Sciences at An- Najah University. The aim of the study was to evaluate
the experience of introducing English as the language of teaching at the
Accounting Department at An- Najah University. The study also tried to find
out the most important variables and factors before and during college stud,
which affect the performance of the students in the course titled “Principles
of Accounting I” which is taught in English. The researchers found that there
was no impact for the variables related to the place of the Tawjihi study, the
sex variable and the type of student’s study, lecture time or the academic
level on the performance of the students in the above mentioned accounting
course introduced in English for the first time. The researchers found that
the variables related to the academic background of the students, his English
level, student’s study style and the teaching style of the teacher have good
impact on the students’ performance in the accounting course.
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Abstract:

This study aims at evaluating the extent of the Jordanian Auditors’
implementation for the social auditing as part of their comprehensive
auditing process. The study population consisted of (540) Jordanian certified
Accountants. And the researcher selected a sample of (90) J.C.P.A to be the
random simple sample of the present study.

The data were later analyzed by (SPSS) package. The study concluded
that Jordanian companies are adopting a number of social activities, but the
Jordanian auditors don’t implement the principle of social auditing when
auditing financial data. Yet, the study also concluded that Jordanian auditors
encourage the implementation of clients social performance as apart of quality
assurance of the auditing process. The study recommended that it is necessary
for Jordanian companies to give greater interest to social activities as part
of their activities. On the other hand, the auditor should use a plan which
includes a program of social auditing as part of the comprehensive auditing
process. Such program should be applied by Jordanian companies through
the supervision of the Jordanian charter for the Accountant association and
Auditing offices. Furthermore, the Association should provide all necessary
training programs which can enhance the importance of social auditing.

Key words: Social auditing, Certified Public Accountant (Auditor)
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Abstract:

This study aimed to determine an important issue concerning budgets
in local councils of the Palestinian National Authority, and the possibility of
applying zero-based budgets, according to officials who prepare budgets in
the Palestinian Authority local councils.

The study also aimedto identify difficulties and obstacles facing the application
of these types of budgets. Therefore, a questionnaire has been prepared to see the
possibility of their implementation, which included a set of axes.

The first axis was the possibility of applying zero budgets in local councils.
The second was the difficulties and obstacles that face the implementation
of zero budgets. The third one was steps of preparing budgets and their
availability. The fourth axis was the existence of human and financial
resources in local councils. The fifth one was the ability of decision making
in applying zero budgets. The last axis tackled the possibility of evaluating
programs and activities in local councils.

The analytical descriptive method, which fits such studies, was used
in this study, depending on the questionnaire as a tool for data collection.
(35) questionnaires were distributed to members of budgets committees
in the Palestinian local councils "sample study"”, and later they were all
recollected. The statistical package (SPSS) and the statistical treatment
were used to analyze the questionnaires, including use of the arithmetic
mean, standard deviation, frequency, percentages, analysis of variance and
coefficient Cronbach Alpha to measure the stability of an instrument study
and comparison tests (LSD).

The zero-based budget, is considered as the most recent development in
the process of budget preparing, which leads to making use of the possibilities,
with the ability to determine both the cost and the benefit in addition to the
exclusion of projects that do not meet the needs and objectives of the local
councils, even though they are being implemented.

The study found a set of results, the most important was the possibility of
applying zero-budget as an alternative to the budget currently used in local councils,
due to the presence of administrative, financial and technical resources.

The study also recommends spending more effort to overcome difficulties and
obstacles facing the process of preparing zero budgets. The researchers recommended
the need for training courses for workers in charge of preparing budgets, the
adjustment of the budgets, financial system in local councils, and the need to adopt
the zero budget as a planning budget in the Palestinian local councils .
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(a) If the reference is a book, then it has to include the author name,
book title, translator if any, publisher, place of publication, edition,
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the author.
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11. The researcher can use the APA style in documenting scientific and ap-
plied topics where he points to the author footnotes.

Opinions expressed in this journal are solely those of their authors



Guidelines for Authors

The Journal of Al-Quds Open University For Research & Studies Publishes

Original research documents and scientific studies for faculty members and
researchers in Alquds Open University and other local, Arab, and International
universities with special focus on topics that deal with open education. The
Journal accepts papers offered to scientific conferences.

Researchers who wish to publish their papers are required to abide by the

following rules:

1.
2.

Papers are accepted int both English and Arabic.

each paper should not exceed 32 pages or 7500 words including footnotes
and references.

. Each paper has to add new findings or extra knowledge in its field.

. Papers have to be on a “CD” or “E-mail” accompanied by three hard copies.

Nothing is returnable in either case: published or not.

. An abstract of 100 to 150 words has to be included. The language of the

abstract has to be English if the paper is in Arabic and has to be Arabic if
the paper is in English.

. The paper will be published if it is accepted by at least two revisers. The

Journal will appoint the revisers who has the same degree or higher than
the researcher himself.

. The researcher should not include anything personal in his paper.

The owner of the published paper will receive one copy of the Journal in
which his paper is published.
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