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•:. Résumé: 

On constate dans l'aire d'aujourd'hui une rude compétition et un conflit extrême 
entre les différentes entreprises, qui chacune d'elles essayent par tous les moyens 
de garder son influence sur le marcher, et généralement l'axe de compétition entre 
elles, est la satisfaction des clients, et leurs préservations et ça passe par 
l'améliorration continue de la qualité des services 

l'objectif de cette recherche est de faire la lumière sur le role de la vente 
personnelle dans l'amélioration de la qualité des services et sa via l'étude du cas de 
lagence mobilis, l'amélioration de la qualité des services est lié à plusieurs facteurs 
parmi ses facteurs essentielément l'amélioration de la vente personnelle, vu 
l'importance de la relation directe entre l'agent de vente et les clients qui implique 
la compréhension, la bonne volonté et la tolérance, en cours d'action, ainsi que le 
traitement des erreurs causées, on peut dir que la vente personnelle a un grand rôle 
dant la qualité de service à travers le dévelepement des compétence de service des 
vendeurs. Cela explique l'impartence de la vente personnelle et ce qu'il réalise 
comme résultats positifs à son enterprise. 

Les mots clés: la vente personnelle, les vendeurs, qualité des services, 
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~).J\ .l..l~y ~.J yI ~~\ u:aJi.l4 ~ ~ '.?l,a';' ~,l\ ~\ ~W.J ç.bi .)} ~\ \~ 

.~~ ~UJ\ bJb';"lI )~'/ A.wy..a.l\ û~yh.J4 

.101 ..r ! • .f.~ j,>... ê'l"Y' !~l;J':""::"'" > ,j)WI y\.:p. 

.155 c)"" ,2006 ,~jJ\~ (~:Üj;ll~ y-till0:!.:J1 ~~ !~J'11 ~I, 5 "..)+ll -uttJji.l1 J:~I :j~y..i.J j:;fi ~ 1 
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ft\ ~ ~ ~~ ~I ~li.J11 ~ dl~ üÎ )1) ,w)lJ~\ dit ~jy'Î ~\ û\.9~'1\ 

'f'~\ CP ~j ~J ~~y ~ ~ ~J ~ 8JjJ ~Jb'l\ 

:ÔJ~\ ù.a...;Li :':ù\ 

.1IlJ~?U ~\~ 1.5J..4 4JÎ" ôjy;JI '~J J M.Jeiran uy:. .ili 

J~iJ ~ ~\ ~ .it' ~jJ Jeiran ~L ~ ~I ôjy?- .)c p.::JJ ~L~I j~\.9 

.~\ :UhJ pJ CP ~\ ~~ ...# f'Î 

~~ ~\ û~~ ...::.ill5. lJ.5.3 ,w~\ ~ ~1.hJ1 1.5J..4 " :4JI .)c ôjr.J1 ~y:. \..cS 

ISO 9000 : 2000 ~J.llI w~~\ l<.\ .o~ ~~ Jj ~\ \~ ù\.s \...JS ÙJ..ljll û4lhl-J 

.' .',II ûlJ.h.i.J -'~', A 1\ j Â..J ... 1\ '\.....a..:iJ\ ~ :i...ul:i ~ j L ..L :,j .- 11 ~ .iliUJ-lJ"' . (:..- r..r ~JJ""'"' ~ ~ ..,'':J ~, '..r."'-' ~ 

~luj:Uh 1 ·L oj- Il .î!W4kJ\4
J:.r

j\\~)l1.J. ûl<.~\a A..J"jWI û~1.J:u:u.;
..,~ ...'.. 'i-l, ~=.r ~_ J 'Y."'-' 

.2 û \.:t.!jlll ~ :Ul~\ ~~ ~1..1::a::G ~ Â 1,)" JI ;;"):'\..9 

jlj)l~ ;;j~1 k.) WI.5 •..ki9 ~~I ) <:jj.W~ ;;j~\ .hU f'~ 1......iJ~\ \~ ~ ~.J 
; 

.19 J'" ,2006 <;L..c. ,tÜ,:;JI J .~ j;:\J)~ 4....;bl\ ":.I~J &1.i. -;u..WJI bJ,eJ1 ~,;IJI :.~.? ~i.1;,~ 1 

.16 ~""'" ,2002 'G!jji\IJ ~\.i....l\ )~ 4..wbl\ ,~.l.:>J\ u~1 J ~JJ7:I\~\ ,AS..).),,]! ~r\... 2 
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ùfi ) )j~ ç.b~\ LU"\3 ~~ ~~\ ~.Jj LP ~ (Fisher)~ ~1 ~ OjyJ~ 

4.c. . -_1\ k.J\ \ .'. ~ .ûc. o·~ (~ \~.l:!.. )_~\'\A\\ '~' \ '\~ ~Y""' J±1 ~ 1..@-lJ,) ~J (:.,- ~ ~ J ~ 

u\~Î ~ ~ ~\ ~ .(Fisher, 1996 ,5) L.L.rY\ .J~ Ù"l ) A....J;,W\ .J~ Ù"l 

("'~ (Kawan, 1996, 28) 01j:. ~ ~J .1(David, 1994, 18) ,)~1-: uJ4}JI u4è.JJ 

2:~ u\A~l ~ ..} ojyJ\ 

~I...SY:>-~\ u\"""""').J\ LP o~ ,~'G':U......} ~.l:!.. r.l~J ~ \.::ùj .)c. A....J;,W\ ~~ 1...S.l.<. ~ OjyJ\ 

~ Jl.:&l\ Ù"l '-:-lfo ~.l:!.. r.l~J ~ \.::ù1 .)c. A....J;,W\ ~.J! 1...S.l.<. ~ 0jyJ\ 

:oj- "LI\ u\~~\ I.......l.uIl...l:u Lu .. :1\ ubb\ ~. 1_ A....J;,W\ o.J! .l.<.. ~ oj __ I\ ~ ~.... UJ-l.Y . ~ , ." ..s-- ~ r..s c.,r '.r.""" 

~b ~ ~lU; ~J ~\.::ù! ) ~L..l:!.. ~ ~\ ç. ~j .)c. ~\ Oj.J! r..s.l.<. ~ ojyJ\ 

:Jy..J\ ~ yl1J~ ~yJ\ 

.(Kawan, 1996,25-32) ]6.i 4L. CL) G,1:;"'-; .)c. ~I Oj~ r..s.l.<. ~ ojyJ\ 

~l>-J\ ~ JI •~\ Ù"l L5~ ) ~.Jj ~ " :'; jyJ1 ) J~I ~ ~L..J\ 1.....i.J..)k.::J\ J)b Ù"l 

'j -1\ , 1_ :; JiJ\ . ...tJ.. ,übb'JI\ ~ ..J L~. ~ 1_. l ",.~ ~.I\ ~~ 4....JSJ\. '~\ \ç. ~ ..s-- ~ i.,?J "', ," '-r? ~,) ..s--~ -.r- ~ i.J.a...l J 

" ·'-11 u~ wb~G '~~.l:!.. ~ 1)l;.' üLè. .il 'u..:;,\ wlJ.b:l.J'wûJ-l.Y ' J "", ~ r.l U (...)A ,'Y t, ~ . , 

ÔJ~\ ~i :~~ 

~ L:..l.j\.S \~11Ac fl\ w~ ,w\"""""'j.J\ ~ jJlB rh ~ ç.\j~\ oj~ ~ J !A~! 'JI 

j~yl\ ~ ~ ~l ~~.ll\ ~\ ~ ôjyJ\ ~ 0~ ~j ("'W\ ) ~L;J\ t \.bij\ ~j 

~ W~ .<Ge ~#I ~ !J~j JI 'jy ~ ~ OjyJ'j ,j~yl\ t-?'"!JJ ~ ojyJ\ t-?'"~J 

·~PL: Lbh... ~~j ) ~bil\ j~J ~i 'JI~ <Ù ~~ 'JI ("')j::Jl 

J)l:.. Ù"l ~~J .~ ~Î '-:,..,3 ("'U:wJ1 ~) ~ ~I ~I~ :Uk.9 obi OjyJ\ ~J 

~ ,~l üLbl..::w . oj -- 1\ .h.W ~ ,u:;"\.lll w~\ wLbWI ...~ '.- ~.I\ ~ ~ ;- ~ '.r.""" ,lfJ ~ ~ 'J '-F ~ ~ 

'ÙJ-lyi \....a.J ç.!JJ ~ ~ cJL...:J\ Y.P j~} .)c. ~ 

_"::"~J "::"~J ~Li... .."::"L...l.iJ1 u.è OJ,,&\ O;\J! :<JJ~I 01)c "--':lli .....i.! 1 

.24 J"" ·2006 
.25 -24 J"" J"" -J,iW\ ~yJ\ ~ 2 
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~ \ J,d:.\ o·l~~ ~L:û.l\ JL:.c~\ ~ .~\ Wb . ~.!..JI .1:..~. Ô.,J- '1' i .Jil ~ 'j ~ ~ .,.'J ...)-'-= '-F ~; ~ '.r."-' r'~~ 

~1..J1 ~'J ~L:;J\ o.,JyJ\ ('~ W .Jil .û~\., e:.\:jj)11 ~1..J1 1.....âJ~'J Ù"l ~.J 4Jft Ù"l 

.~t.:;, ~).,JJ ~ LL~ ~l:W 4Y:"Jj~) o.,JyJI ,''l'!, .,~ û~\., e:.\:jj)1\ 

~1 ~ ûL........j-J\ lSy........ '-" ~.:p.i>J\ \.5y........ ~ ~Iy... ~ 4J?Ji~J ~t ô.,J~.J 

~ .,J.b.J ~\ ~L.'J~\ ~\yJ\ ~l AI jl4i ~\ j) .~ ~)\ LS~\ ~ '-" '(lb ~l'IÎ 

.l~\û~~~\ 

:~ J~\ (II~ JJ.b:l :l!i.lCi 

~~ .~\ o.,Jj?o ~ ~J ù~ ~4?- .O.,J~ ~~.J ~ o.,JyJ~ r'~)1\ ~ .Jil 

~) ~\ Ù"l.J ~Iy'~\ ÙA :u.....LJ ~ Jb ~.J ~ o.,JyJ\ ~ d J~\ êJb,,,,'j 

.~~ 1~~) ~ lili.J-"..l;!.b.J ëJb~1 ,,', ~ o~ y~\ ~ ~ 

2:~ '-?~ o.,JyJI j~ ~};.J <Y'~ (~j~ ~fo )4y;,:}:i ~~ ~) ~~ 

:~ii\ ~yJ\ 

4.b..;J\ o~ ~ .~yJI ~ ~~\ ~\ Jj\.,Î ~.J ~ ê""""W\ ~I Ù"l 4.b..;J\ o~ û.û.aJ 

.'".,1 ~·."il\ ûl·L.:H.l.l.b.J JI :ij~;;G ~\ û~I .. 1 ~\.l\ .l.l..J..:..:jj\ . 1.... ·"<.~ll\ '\.5.c-- 'Y"'" ~.. lS, , ' 1..:. ...,....,...... 'Y.. ;..s- ...J::-'..r u 

w~ 4-h ~~ 4J\ ~J ~~ u\.5. 4.b..;JI ~~ ~ o.,J~ o~U\ ~\ .) fii\~ 

.û~1 JJLU 

:~l!i.l\ ~yJ\ 

~ ~.J .<\.l.c Û'i,!!!lùJI ~ ùJ~\ ~\ Ù"l ûÎ.lJ~\ ÙA û..û.aL, ô.,JyJ\ ~ 4.b.yc ~.J - . 
•:l.i,/LhJ\ ô.,Jj?o.J r·!-" , 0,11 ;;..lj?o ~ ~\ .,J6../;;\ J".h ÙA lA..l;!.b.J.J lJ.J-ljJI û~6. ~ j#.jll\ 

ô.,JyJ\ ~ 4J\.S..aH ~\ ~\!)\., ~\ û4kc ~ 4.b..;JI o~ üjSj ~j ~.J 

~) ~.lllj jS -ÙyjJ\ ~ ~y.~.J 4~ o", ~ ~ ~ ~lb..JI 4j.,J ~l ~~ Jy-o)l.J 

.lJ.J-ljJ\ ~ l:W ~I 4.ilS::J \ .,J.JA ~ 

.32 V'" ,~yJJ ~ '~J~I ,jl,k -,:W,••.J.i 1 

.29 V'" ,~yJJ ~ 2 
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:~Ül\~\ 


.J~J ~J ,û~\ ~ Ûl'l) l~\ LJ-c û..JJ....1., ;;J~\ J.#.j:J :u:..."y>-! :u:...yJ\ O~ ~Jl! Il 
> 

ob4-J\ ~ Oj.l9 foi ~ hl ~j:J\ ul ";1J ,~~~ ~i ~ oJ~ 0j.hJ\ 


oJ~4 ~ oh'., Oj\J} ~ ~ ";1 ~~\ ''''>,1.0\ ~m ~l 4j~'j4 -(Proactive) 


~J4+i~ Û3J :.uy1pJ\ .ll) \~J ~I ~~ ùfo:i 0\ ~ ;;J~\ wl ,.::.A.•..~)-J\ â.JJ\ ~ 


f'LJ'J.\ ù::-: ;;J~\ ~ ~~ ~\ .hh;.. LJ-c t?Î,l ";1 \ç.-.» oJ~\ ' .. ' .... 2 • ..,\ :u:...yJ\ o~ 


.û\.:JJJ'J.\ 0"L ~ ~\ û\.c.~'., 


:~l.>JI ~~I 


~J ~ ~J ,;;J.r.Jj 4Y?'.lî~'j\ Oj\J'j4 ~J ~\S1\ û'.l\h~lJ.l ~\ ~ ~J 

~ ~\ ûti.....:J\ ~J ~ ~.J~ ~ ~\ 0yly\ û4è.JJ ût;..6. ~ ~5J\ ~ .l9 ~J ~I)\ 

.y.ll \.....:0)\ I..S~ L.J~ ~JJ?-J :iJ6. ~ jSJ L.Jyly\ \.....:o.J I..S~ J~\ ~ ~ ";1 ~'* :U6. 

";1) ü5J ,~\ ~ ~J LJ-c ..bi9 ~ oJ.r.Jj ~I ~} :u:...yJ\ o~ ~ ~j:J\ JC.ll..J _.ll~ 

.~~.;.t.J\ ÙjJy\ .J~ LJ-c ~~ 

~\j~J ~j~\ j~i :~WI ~I 

~)\ ,ç.\J'J.1S. ~~ o..Jc LJ-c .u ~~\ ~~\ ..y:;. L.Jyly\ \.....:0.) ~ ~J :;J~I w..l.f.J 

;;J~\ I..S~ ~J..::\..:.i M~'I ~~\ ~J oJ~\ J~ ~j:J ~~ ~ 'ë-ll· ..~)~\ ~\ 
),............yJ'1 ù.;b LJ-c ~1J.b....cJ :;J~\ J~1 4jY-" U~ LJ-c &.i~J ~)l:,. LJ-c 

~J~\ J~Î :'iJÎ 

~ WI.,. ..bi9 ~\ J~'J4 ~ .):l'Y ";1 :;J~~ ,~\ ~4 WIJ ~ ~ ;;J~\ 0"~ 01 
1:.}1lAS ~yi J~\ ) ~ J#. J~\ ~\ ~~ 

:(Performance) ~ liil(l 

.~\.i:J\ ~,\\ .1",. ~~\ '_","AII ~L'J\ .~\ Il.a....J\ \~ ;." 'JI ~ ~ J ~-.. (..)-<2-l r.s'., J:!--"-l..J 
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:~1.ll\ ~\ 


:~J~'i\(2 

~\ ç.1J~ 4.tJ~ ~..lt.~.'i\ ~ ~J..l ~~ ..jfo ) ~3 ,ç.\}~\ ~ ~W'i\ ~ .JJ ':.:13 

.(~ W3 ;;~4- ùfo 0~ Jlbc.~\ )fo f'~) ~~\) 

:~\(3 

~~ . j ~~\ Î ~tiJ\ o,l,Q ) ~..bJ\ 1...... ~i"i\ ~lil o,l,Q Il \~ ,. "~ ..I\ 0 ~ï\ " I...F .' 3 - 3 r:..- . (.$'. ~.J ~ ~ ~ 

.(~\ ;;~ ~ J)G.. J..uJI o,l.Q ,Ll.....:Jj ~3\iJ\ J~~\ 

:~l:J\ ~~\(4 

\~;{\ , j :u .. 11- L:.~\ r-: ~..bJl i _'~',~I\ UL.:aI, .~ 1\.l:u.l1 I~ ~ ,.f' 'I...F ~'J U ~ 3 r:..- ~ ,~ '..$"',. ~ 

.UW\ ~.I.:<·:I\ i 
~ ~.'Y~) 

:~Lb..J\(5 

ûWjj ~ ~..bJ'1 ) ~\ ~~ ~ ) ~ \.,_)?~,,,,l iJi\1 LSJ..J\ ~J ~\ \~ ~.J 

.~~\ ~\ ~\..,rj ~~ yi ~ ~ 1....3 ~ J) u..c ~\ ç.\..l~~ "sUa) ".JI 

:~~':i\ ~J"oiI(6 

. 1. . -.1\ ûbb 4...u.l::J ';. ..:.~. . '1 ...:J! .tG ' ~ ..~ UJ-l....)" , ~, ~ :Jo' • ù.,}W-, 

:~\ ~J"oiI J~ ~ ôJPJI (7 
,U~ . ~ ~ b\..l..l\ ~ k ,,' ~~\S . ï .', -~-,,\ Q;J\ .b..:J\ .~ ~~\
~~,I...J,I) ~ ~ ~ ,~~~r:..--::--F, ~ ~ , 

.?b Ù3..l Y ) 

:4~\(8 

-:, LI\ _';'\A\\ - ..l ,~II . ..l..l A..i.ili\1 ~~I . l",': ,., ,. ,1'1 ,.1.:..:. Il ~~ ~.\\,! 1._ 11 Ji:,
i...::I.)"""') (:..- ()C '.?' LS .' " ~3 iJ~ ~ ~ '-F"'" UA ~ i..,?"'3 

·~..»é3 û~1 ,~l)\ ,~liJ\ 'lY'~'i\ ,~)..:J\ ~\S ~I ~i\ ..lJ9JI ~ ',\J?) "J ~I 

:(~);J'i\ ) ôJ~4 ~ "' -;1\ ÔJ.1i(9 

J)G.. ~ ~ ~\ ~ û~\ u..c .l;~\j .ùyy\ J~ ~ ~Y'"'yJ\ ~\ ô.J~ ~3 

ô..l ' b\..J:,.j\; ....1.;. ~~ .'. J$J ~W\ ~)\.,J\ \ ~ w\ i LI 0'.. ·-:·1\ ç.L......~1~()C "~ ~ -' ~ iJ "(t-'~ 

. ~L.... 1.A.3.J:l ) 1.A.y~ ~ lJ:!i\1 ~-,i LS..l..l ~ (,j'lW1LS..l..l ~~ 

.29 U"" ,2010 
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:~W\ J...:ill\ 


~~ 14 j~~I,,~ h~ L~ ~\ 4-.Jj ~~ b~Îoj.& ,) ~ ~~-

O"" .11 • \.11 ~l.J oj" 11 jl,uÎ ~..l.J.l::o..:i .( .. le . ï .', 1\ ~j ~ ~ • ' 
~ c--' , ~, ~ ~ ~...?- ~ ($'", ~~, ~ 

.~.) j~\ ~J ~ JS ~ ,) ~ AJ,,/:)I j~~1 "~J 

~.l~\ .:.a\.l~ :~~ 

~ .~.JS:j ~ ~L~I ~yJI ~ 0Î ûle.b..ll ) û~1 4-: ë1b~,,,,~, ~\ 4-.J.llI 0J 

1:~ loS~.J ûbh..a~) ~ 

~ 'd;J"';"; f'~ ) ~~I ~~~ f'"".oJI ~..,;è ~J H'".o~,l\ ~ :~Q.a'ij\(l 

û}j~1 ~J ':.jl:.::.'l~ j~'ll ~ ,JllS,,,,J\ û~ ("".<'J\ h~ ,) ~~ .~.b.JI ) ~\ 

.ûle~1 û~ _!Jo",11 ~ 1.....i.J\S:jj\ ûl lUe 1 ._",',~11 Î~.b.ll A,si,',.<,~,l\ Î ~\.:j,j';l\
'j , ~ " ~. lJ r:.:..- J ~ ~ J ~ , , 

~I \~ ~\...b:i 4-.Jj j~\ \~ jh.;l,J ~lb::J\ oj~ ~ le :~~o!ali1 ~ J!\j:UI(2 

û';l'll ~.19S ~\.:j,j'l\ ~.l9.l\ ~ ~1yJ\ 0-" ~~ y~ ~-.JJ~ ~J f";'-",o~,l\ t"" ~.b.J\ ) 

tJJâ~,l ~1j)\) ~ti..J\ û4k:- ~ ~Î ~ loS • j91yJ\) ~..).llJ\) ~W\ û}j~ .û\~1 

. L': h:iJb 'û1j\ '';l\ .'" lb::J\ ~ ~J ~~, ~JI.Y. ~ 

f'b:~:i...,J ~ UC ,Jll{, "J.] ûbL::.-.J'l\) û~\ .)IjjJ f'\~'l\ :iJ-*"" 0J :~I~)'I JJ~(3 

~ w wJ ~1 ~ ~~ ç.lj~\ ~ û~1 ~j§ oj4J ~ ~~ ~Î 4J .û~\ 

,4J~ 

~I ç.\j\ ~ A..b9b....J\ ôjy:J\ P ~J 0-" üLS ~ ~~\ 0-" :~I JL: 14 .:.a14~(4 

c}~ ~ loS ç.b~\ ù~j ~J (.jjy ~\ y~~1 0-" ~\ ~~J c}~ ~ loS ~.b.JI) 

.)±!h..J\ 09J ç.\j~\ ~ .;J\ :;"", 01 1\ û1j~\ h~\ 0-" ~'j û';ll.:J\ ,,~ .}J 

.~~yJI 

~.l~1 .:.a~ :.:JW\ ~I 

. 1. ',_ .".. ':1\" '~\' ~ t- L',I" 1 1_ ~ ~,' ~ j- Il \ .~.: .11 ~ j '1 
~ ~ ~ M ~ l.i"', ~ '1t-'~, ~ .J-l-l "'.J7'-' J c:~ ,,~U, 

, 9J;' <'1 ~ '~'" al\) ~\ ûy)\ û~ t"" ~lb::J\ ~ ~~J ~ IjJ û~'-"" ~ 

2:~ 14 Jl..WJ oj"& ~LÎ û~ (5)~ ~J û~\.,-JI ,,~ 

.30 ,-,"'" .2003 ,'yl> \il1 '..r.y.ll .foll )J ,~G:i.l\ ;,).IiI\ ef'.l:ij ~\ :~I ~ ......... J:!!y 1 

2 Jacques Clavier :Technigue de L'ingenieurTraité L'entreprise industrielle, Paris, 1997, P5. 
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,. \J'i \ .».!La..a ~~} :'J.Ji 

~ ~);"~"'~\ AJ",ô'ill û\~\.S5J1 J)l;... ~ ~ ~~ <:jü.J3 4Jiô~,11 ~~\ 0C- ç.\j)r\ .J+'U.J 

::i..cy.J\ :~ 4.1 ../J~ ~W\ û\.i...a.l\ ~ ~.w\ > ~jl J)l;... ~ <:jllJ\ ~ ç.!..J)r\ ~.J 

.tJ)...~\ ,ô~\ 

4j\......Q\ \. '.... ,·L ~II ~\ '~\ ,â<Î\ ~ ~. 1... J ~ -- Il .1.:.-:: ..• '.11," LS L:, 
, "<r"'"" ~ ~ ~ ~ ......-IJ-I:! <:~ (.5""'" ~ ~ UJ-ly Û. ~J 

\~ > .l;\.hl\J <:jll.J\ ~ y}.hJ\ ç. b)r \ HiiJ > ~yJ\ Oj~ ~ w\ > J~\ .)J 

~~ ~ ~\ ~j~'fL: ùJlÛ L:, ~ .)\1\4J ~)\ ~ :liJ...,b o.l.J O)~~ ç.1..J)r\- , 

:·<··U\......Q\~\S:jI! ~'~ 1 ~\I i II~w\' j ..-:·.~1\L.~ ~ ,i '.C. ~,\\~·.IIyy ~ , " ~ J r ,i..? 4,S",. ûJ <:..,........... ~~ û ~ I..,? ~ 'Y 

.4..:lj~> 

~I:W~.. 
ûl ~'.. I\ 1 N!. \. .1_ J'j.:û....'}\ '.C, ~,\I ..-:'.. 11 4..J..J1~'}\ ~\.- II II 4.ilS::J\ ~-; 
~-"""' ~ (..)A ~ ,~ I..,? 'J <:--"""""""' ~ ,. '.J"i"""' 4,S", ~ 

-.r"l...J ',)lh~ ~lS:J\ ..J~'f\ ~ hl ~J ,<:\:ij'f\ 4.ili.:i ,4.i\S::J\ ~ :~\1\\ ~jl....::û9~\ 

~ ~ 0J-lY\ ~ rJ ~ ~J ,~y.J\ j~J .)} ~jj:J\ j~l ~ Jl.i:l.i'f\ ~ ,oj~\ ~ 

r~ .tj~ ç.~L: r~ L:,~ ~i ~ts::J4 ~ W~ ,ô j.b.A.l\ û)jJ)r\ ~ <:j:ù.J\ .J#~ , 

i..?iI\ ~)r \ \~ ,y.-J\ ..J~ ~ ~j ~ \~ .J ~~\ ~J~\ , ;.l~l;"~ 0:H ~liJ4 

~ )\.S ..J~'f\ ~ h~ ÙJ-lYLS ~ts::J\ o~ ~~ ~ .4#J\ ~ts::J\ 0C- ~ ~ 

Il 4j\......QI ~'}\ ,~\, ......Q! .~.I\ ~\S:j ,Âj~\ ~\S:j , ,.~." .11 \... J-1. -- Il ~\S:j
4,S", , r ' " ~ 'r ~ ~ ~ <:..,........... (.5""'" ~ ~ 

.~~\ 0C- <:j:ù.J\ ......Q!j:J ~î> JI ~ts::J\ 

~\ ~->ïi :lli~ 
j.b.A.ll ~.1\ ~ "=',··.·.. 1\ _.\..:'" \',".1')\ ç.\j.l1 .l..c..l ;-:'I_~.. I\, 'L:,'.Ij..J.:t..J\. _,L~.\\ ô(,<Î ~ 

'Y ~ I..:...~ r.:---:' r!J"'"', 'J 'Y r...S • ~ ~ 'Y . ~ r::---'" :r-.J+'U 

'4 ~ ~ '..J~'f\ ~ ~1.S..t.'f\ .J \"'''",,.,1 i..?iI\ 0J-lY\ ~ ~ ~~\ ~>J~ ~~ 
'. LI û~\ ):iJj~ Û\ç.\j)r ~W .o,<Î· 1\ lûc'}\' hL W\ 4.ilS::J\ ç.1..J)rl.J -:.L-:.~ ~ . . , :.r''Y J. ,~ ~ ,'J 'J , ~ 
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.)J::ijj'f\ ~ '}J ~J 4h ~ JÂ i..?iI\ 

~~\ ~J 'Ôj~ ~!--: ~~)j û~ ~~ ~\ ôfoJ 4.ilS::J~ ç.1..J)r\ ~ JS ~ 
.~ , ,,-_.1\ \. '-_. ~I ~ \ .... < ~\ û1..J1a:i..J\ o~ JJ~ - ~ 
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3 Gerard Taker, Michel Longbois:Markcting des Services, edition de anord, 1992, P45 . 
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~ytJ\ J.l....:J\ ,~y.U:J\ J.l....:J\ ~ ,w\j~'j.\ ..} J.l....:J\ J~'j. tL,-ii wje J.:?~J~'yij 

.. ~ Il ~.l....:J\ ,,'.. ;': Il ".l....:J\ 
~~ (j ~~~ (j 

~~ ~\ ~\ ~\yJ\ ç.~ ..) ~~J ù~'j.\ j\je) ~ ~}l\ ô~1 JleSJ ~ 

jtl.....'11 ~) 4jL:.::.'j.~ Ù.:,o'i;'<l ~ ;;.ljLJ ~)lJ ~ ~j~ ~ ~ ~y.\j;J\ 0.!~ 

~ 4..ii.J.L. ~\ ~ ,. \- .'..':\I)G1j ~ <t:j\ Le . ,~' ~;;_~.1\ u' !o.• 11 
~ ~ , ,,~~..JJl"'"'"', 	 , ~, C~J i..S l.J"'l ~ ~ 

.J~'j.J 'J~'j.\ ~ ~.b.l ~J ~\ ,..:)..:..~'j.\J w~)l.J\ Ùys.... <lll i..S..;.:?-Î ~J ,4>Y"<) 

w~~'j.\ ~I~ 4Jj iY'~ (02 ~\ Pl) (WI) ~I~I ~~ f'\~J ~ iY'~\ obI 

ù~'j\ w~ ~\.ll1 w~\ i..S~ iY'4! ~ ~L....J\ \~ ~ ~ ù~'j.\ w~ ~ 

"'-:--l~ ~ ~ 'ù~'j.\ w~ o~~) l»!J?"" "JI jJjJ ~ ~~ ~G ç.l.1::.c.J ~ <t:jJ~ 

:. !tJl J. ..l.::J\. Q •• 1:.. leS w\....Ul\ 1 ~ 'tS.S ' Lw ' ,< wi :Uj~ \~L w\l:J\ . 1 ~ i..F J,.....r ~ . (..,)-<l U C· Jr f'", (..,)-<l 

~-J-4 ~).4 û-lL:.:J wi ~I~\ -.J~l ~l.ll :(08) ~-.J JJ~\ 

,SPSS . '\......a..::..'; \ ~\ 'G 1_ j~';L , . .1\J:J\ j\je\' : ~I ~ , ~ ~ ~ "~ ,1.J"'l.) 

(%60) w~\ ~L....J J#\ ..l.::J\ ~ ySÎ .:..ilS wl ~~~ .:.;1 ~U\ JJJ.:?.l1 ~ ~ 

~G ~ ~ .u~ ~tJ~ ,w~~'j\ ..} ~\~\ ~ ~ 4Jj ~ I~J .jSS ù~ 

·~lJ.ll\ ~~~ ~lJ.ll\ 

:~~~\ ûü~ ~.J ~fo :~Ull ~l 

J.-J\ J ù~'j.\ ~~ ~~ ..} Ji~ ,4c~) WJ~\ ~ IJ.:? ~ :1.b.~\ o~ .F 

è<l~'? J ÔJ\:l:;...J\ ~I ~)l.... ~ ~t::J\ ~ \~J ,~~\ ~ f'~\ J:-.i ~ ~ ~ 

~ ~ ~jJ\ ~'+J\ yfi\ j\je] ..} je~ ;;, .,;.L~ ~ ~till\ o~ :UJJ.:? ~} J~).l ~l;.ll\ 

:~ leS wlyh:J\ o~ ~~ ~J wb~1\ 	J w~jJ\ r.:~ ~ 

:~·a; ·7J\ ûül..!.J\ :~ AI ~ ~. ~ 
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:~\-1 

:.)tJ\ dJ~4 ~j ~ji~.J 

~I~ ~\ j~i ~,.jji : (08)J$...:;J\ . ~\ ~~~\ j~l ~,.jji :(09) JJ~\ 
! 1%L..JI ~\J~\~\ 

fi'j' 11%43,6 
1 

%56,4 , 79 

61 

140 

~\l 1 
%100 ~\ 

SPSS ~L..o::..."i\ ~\ ~\.:jj ~ J\..o:lc."i~ ~lb.l\ J\.le] ~ :.J~I 

0A ~ 4J\.S.J ~y ~)A ~ ~\.ûJ\ (j4 ~U\ JS..::JI., JJ~I ~ ÜA h)Lj 

~ ~ ~ %43,6 ~ ..clJjJ b.) 61 ~."s~\ j..lc ~ ~ ~~ ufo j\S:j wb~ ~."sj 

ÜA ùH~1 ~ u:a~'j ~ fot.;\ ~I ~J %56.4 ~J b.) 79 wb'j\ j..lc 

.:?JL.U..,'j \ ~ je ~)~'j ..clJjJ ,~."sj,l\ 

:jAlÙ\ -2 

:.)tJ\ JJ~\ ~ ~y will ~) .)J ~\ ~ ~\ j\)Î ~jji ~ 

~\ ~ ~\ j~1 ~,.jji :(09) J$...:;J\ .~\ ~ ~ ~\ J~1 ~,.jji :(10) JJ~\ 

9 ~\ 

~ 20.:r Jii 

~ 35..,.]! 20:.r 

~ 50 36:.r 

~ 50.:r)Si 

%~\ 
1 

J~\ ~\ 

%2.9 

%67.1 

%27.9 
, 

04 

94 

39 

:u.... 20 ~ J!l 

:u.... 35 \.I.lI20 .• W'" 

:u.... 50 ~J 36 ~ 

\ 

i 

1 

%2.1 

%100 

1 03 

140 

:u.... 50 ~ foi ! 

t~\ 

.spss-.: (j~'j\ J.:b..:i ~tù ~ bL.ûc} ~t1J\ j\..lc} 0A :.J~I 

C.J!fo ~\ j\)Î ~1 (j4 b)lj ~U\ JS..::J\., JJ~\ ~ ~Ji.J\ ~\ ~ ÜA 

~. 50 1136' :üill L .\.: ,. %67.1 \., . ~ -:1\ G 35 20' ~ ~ IAc.l
A....J....... ~ 1..5'". ~ ~ ~ ~. ~J J I..J:H r"J 

foi ~\ w\j:üil\ ~ ~\ j\)\ ÜA ~ W'> • ..,9~, "JI ÜA ~ Ji1 ~ ~ ,% 27.9 ~ 

.yt~\ 0A r ~\ j\)\ (j4 u al .;..··, .. ; WJ ,%2.1 ~ Wil: ~J G 50 ÜA 
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:~\ ~)\~ ~\ .JI)Î ~jjl oU.J\ dJ.l:;J\ ~ :~I ~~\ -3 

~I ~..g.ll ~ ~\ .ll>!Î ~Jji :(IO}J.S...!.l1 .~I ~..g.l\ J:!Àl4 ~~I.ll>!1 ~Jji :(l1)JJ~1 

%~\ 
1 

.JJ;.:i.l1 ~I 

%4.3 

%29.3 

%4.3 

%45 

%4.3 

%1.4 

%5.7 

%5.7 

1 

06 

41 

06 

63 

06 

02 

08 

08 

.Jl.bj 
1 

.....i.IiIJ-'I 

~ 
1 

~ 
~ J,~ 

J.ols;. 

Js-l:â:i.A 
1 

~~ • 

JI.b.: 
%100 140 ~\ 

.SpSS-l " ~';l\ .1.L ". 'Gj 1_ .J\...:W.c.';lG ...I\...b.J\ .J\.lc.\' : ~I.U ... , ~~ r..s- ,.~ ,(,,)A ..) 

~J %45 ~ ~\ ~ ~ ~\.a;{),,'~ :G! ySi c;1 o)lcÎ JS..:;J\., dJ.l:;J\ ÛA ~ 

~ .J~ ~L...:l... ~ ~\ ~\ I..;-lb.......:aG ~~\ ~ ~ 4%29,3, ~ ~yJ\ ~ 

~~ ~ J~\., .J~\" wlJlhf\ :G! ~ J5. ~~\ ~ lo ~~I ~ -,;bJ 4 %5,7 

.%1.4 ~ Ù:!.lc.\1.i.J\ :G! ~J ~ y.....,al ~~\ ~~I ~ 1~ ÙP- ~ ,%4,3~ w.J..l! 

-" ;,,,"; .lJrr-- r..S ~ ~J . ~ U.pq. Il \ 
'U'" lS", ë"?..'J \~ U1J\:G!J. 1_r..s \...(~ b\...:W.c. \ 'tüi\ o~ w·· 1:.\ ~ ~'J 

.~~Yl ~ '# ~~f\" Ù~f\ tG•.J I..;-l~1 ÛA 

:.:ll;:Wi~1 ~ -4 

'~~f\ ~~~\ .JI)Î ~jjj oU.J\ dJ.l:;J\ ~ 

I%~\ .J)fi:J\ 1 ~\ 

%39,3 55 1 

~J\.c ~,.y!. 
1 1~ 

1 %35 49 , ~;~,.y!. 
1 + -

%11,4 16 ~~ ~,.y!. 
/<'

:~ 
%14,3 20 0661 c.J..ù1 ~y.. ~,.y!. ~ 

140 t~\ 
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__ 

~Jb ~~~~ %39,3 ~1~ u4y ~).4 \.SJ..l ~~ 140 0:H ~ 4.,jÎ ~~ 

~ :. ,._<1': .. ,.Lt:,u.Jl' %143 .j, ,~,,~\~' ~ :. ,._<1',.. ' %35 ~ i>'-" ~~ (...i"\ , ~ û ~ (.S"" ~.J-l i>'-" ~~ , ~ 

.%11,4 ~~y§ ~~ ~ ~t:,u.Jl ~ ~ ~i ~\.S~ (0661) ~.Jl\~).4 

:.:ll;:W.'i \ ~ ~~~ \ - 5 

:~~)'\ ~ ~~~I y.....=. ~\ J};!\ ~jjj cl..d J~J.;Jl ~ 

I%~\ 
i %7.1 

1 %42.1 
.::..,\~ 3 2j.o 

1 %18,6':"1y1.- 3 j.o ;.si 

J)fi.:JI ~I1 

10 :u..... 0..0 J!i I~ 
1 

59 :u..... 2 .)\, l'IJ'" 
,~, 

1 '~. 
126 w~ 3 .)) 2 0..0 7:'" 

1 

45 i üly.... 3 0..0 jiSl ~ 
%32,1 1 'ô)

i 

i 
1 

i %100 140 

.spss~ ù~)'\ ~ ~tù ~ J~)'~ ~U::J\ Jbcj ~ :J~\ 

~yc ~).4 ~ ~W ~ c~1fo WJ·<?9',,,.J\ ~ %42,1 ~ wi c)lci JJ~\ ~~ 

~ ~ H.::JI,.W ~~?~ L>.Iil\ WJ'<?O~' HIll ~J %32,1 ~~ '~J ~ 0:H ~ 

J~ L:...o ,~ ~j.<J\ ~ ~'uû.l\ ~ ~? jJ~ ') ..J:ii\\ WJ".,oî "Jj %7,1~ ~ Ji! ~\.S 

.~'--\\ w~ 1_ lie\.....:;, ;;.G'ù·(~·1 ~LSJ\ ;;.~,~i\ 4.JJ..l ~\.S ~. ,oÎÏî ""il :.ï...u1:.\·,l'--Y""' ....s-""'" '.)'"*"'.....,....J-'"'"'" ~., \ "...::; .' , '-" 

:ù4..J04 ~).t .;\;lâ.l ~~\ -6 

\ 

%~\I J)fi.:JI 
1 

~I 
1 

....~...

%19,3 27 
i 

;i,.....l.i.J\ ;i,...~ \ ~.,jy:;> ]. .; 
%35,7 50 ~lW\ 6.....~\ 

)0 J 
1 

i %100---,-1_14_/0_--L-___-=t:.J-"""'-_,_J\____ 

.spss~ w~'1\ ~ ~tù ~ .l~)'~ ~U::JI JlJe} ~ :.;~\ 

)~ ~ ~yc ~).4 )~\ J..lc J}j\ j~\ ) 0:U \ JJ~I J)l;.. ~ k)lj 

%24,3 ~ :ili!rJI w~.l!JI J~ ~ ~ %35,7 ~ (y.....'û.J\ ~I) ~'û.J\ j.:.-~\ 
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~~\ Ô.J~ Ü\.S..9 .J:P..'J\ .J~\ ~i %20,7 ~ \~J ~l:ûl\ wlJ~)'1 .J~ ~~ ~j ~J 

.(Réseau ~\~) %19,3 ~ ~..liJ\ 

:~JlJ\ ~J.iJ1 ;J~ ~ ~ ~J04~)4 ~ &:JI J4--.J ~~ r.sJ.4 fJ.iA'i -~ti 

~ i.?,<.,:.,~,1\ ~\ ~~ LS~ ~\ ù~)'\ wy~ j.a JS ~ ~ ç.~\ ~~ 

J~ ~ .J~)'\ ~ .1A.J~t ~ J~)'~ ~jJ ~~\ ô.J~ ~ ~ ~JA~)A 

J~)'\ ~ ~ 'ü~,!\ wlJ4c- j.a ~4c- JS ~ ~1yJ\ 4.JJ )~)' ~L..:J\ ..6.....jW\ 

~lh....~ ùC ~lJjJ\ ~ .JJ)1 w~40-J (~(\ ~,' LS~ 4Jyr...J LS.J~\ ùlJ=.J)'1 ~ ~t 

.~L..:J\ 

r~\ ~~\ wlJ1.p..J\ ~\S 'lf'""l.o..:;J\ w.J'4 ~ J-J\ ~fo. r~ ~\ ~ ç.~\ ~J 

~6..0 ,~~ ,~w ~~ :~ ~tJ\ ç.yJ\ ~ ;;J~yJ\ wlJ4:JI ~ ~tîll ~ Ui,a9~"HlII 

~ ~t 4.J.JJ ~y ~ ~J ).p. ~ ~ ~ .l!J \~ . ~w ~~ J#. 4~~ J#. 

:~tJ\ ~\ ~ 4.J~ ~DJ\ ~ts 

~-.JlS:J F :(15)JJ~\ 

'---_La_La:i_"5_J!_'~_ ...L..._ ____ ~-~--~_;_!J04 ......._.---j---~-"~-----+--J!-'~-2-~-~-'_i-I_La_La:i_~-~-' '--11 

:i .\V :i ~," H!. ~6. "J;.i,iI ~:::.-:t\ • :-!h:J ~a.b.:i"'" ~ ~\ J: L.'. '. '. ~\ .....~g ~>?- ~i04 (p! ~ ,g.;:I!o..I ~~ ~ J ~ i..F.Y-" -.J 
,135 ...r> ,20 Il ,y!.?JI ,4 \;6'1 .,;~ ~~ ,~1..A ôfii., ,~ 

:. l, ~ ~, i1\ ~1 J~L ,,', LiJ\ \~ w\..:lS.ll~ ~'J '\.:iJ\ ~jJ~ , " '-f ~~~ U'" ~ ~. ~ ~ J 

IY~\ w40-.JJ j.lc. /LSJ..AJ\ =~\ J~ 

4 =( 1-5) 4.Jj ~j~ ~1 ~ dfti\ ùC ~ :LSJ..AJ\ 

5 : y\ 1Y4iJ\ w40-.J.J j.lc. 

~jJ ~Lo.:J\ IY~\ ~ ~ Ji! ~J ~\ o~ 4Jl...::.,J ~.J .0,8 =5 /4 = ~\ J~ 4.l4J 

:~ ~ wlill\ ~ J~ ~ \~J '~J'J\ ~\ J~ ~'J\ .b..l\ ~~ 
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2,60 lJ-4 Ji! .)}1 ,80 lJ-4 

3,40 lJ-4 Ji! .)} 2,60 lJ-4 

.~~\ w)~ U"~ ~ \..ù..,uc·l ~l1Jl ")\..lcllJ-4 :-,;J.w:l.4.l\ 

:~J~'i\ .&: J~ ~\ ûlJ.)0À.4 ûL:401 ~ -1 

.} ~yq ~y ~ ~\ J4..J ~b 0~ Jr'" ~\ ..)1)\ w~4.1 ~J:l ~1yJ\ JJ~\ 

.(04 -:.- 1·11 .1:. '·1) ~.J\.4.i.c '1 \ .A.J ~'û' ~~\;;..) . ~ ~ ~ ~ , • ~ (....)-'l ~~ 
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~.l~)'\ .l.t.:! ~u 6-0 ~.l..iJi ;.l~ ~ ~ ~.jA ~j.A ~ ~\ J4-.; W~ ~.l,Q ;'JJïi :(17) J.J~\ 

~~J#. 
1 

~!;.o J#. .l;l:.....a ~""" LAW ~!;.o 
~, 1 11 L..W

5'. ':] j ~.. ~L4&l\
i ]. J, j ]. ]. ,1 ,1o. 1 ,j. ~I ~ 

! 

~ ~ ~ 
1 1 

~, '5, ~ 
., 

~ 
., 

~ 
., 

~ ~ 
., 

C> C> C> C> C> 

..; 
1.4 

1 
8.61 

• ÛJ-I.Jll ~I 
.~ 

0.837 3.89 02 7.9 i Il 12 64.3 90 . 17.9 25 i ~ JL..;jj;;,~\ ! 

1 

• ..) _~\ J:!.J 1 

1 
~~\ .a.!

1 i":l . 

..; 
162 

~I J:!.J I.? J); 
.~ 

1.062 3.46 2.1 03 12.9 18 44.3 14.3 20 ;) ~L.~ 

J.I::I...oJI üijlll 

_.JP.\:i ÛJ.l i 

62 1 

II ~ -:1~ .u~. 

3.66 2.1 03 44.3 19.3 27 
! ;) v4-0-: 11 

1 ~..Ii..ll~.a.. 

J ~\ J:!.J i'~ 1 

;j' 1.161 1 3.24 8.6 12 29 20.7 11.4 16 ..:.L.~I 'wLt 

1 

.J • ,. ! 

I~ Â.l,~ •. , 

1 ' 1 

~J'il v,.J\ .:..>A 1 

~ J~J U"I..>":! . 
.~ 

1.077 3.74 5.0 07 9.3 13 16.4 .6 . 33 ~ ~~\I , 
û"\.:jl\ .;su... 

~~\ JJ.>.. 

..; i 
~\J~J~ 

1 

.~ 
~j.oll ;) 

05 i1.046 3.92 3.6 6.4 1 
09 17.9 25 38.6 54 33.6 47 4..l.\S ~yu.,. 

1 1· ..:.L.~ J..P< . 
1 1 . • i 1 
~' • : i • L_.....-L___ 

! .~~4f3.646~i--~-1----~W\ i$)~1 u~)'lJ ~WI ~l...,.QJ\ ~~I 

.SpSS-:l 0~'i' ~ ~ti.i ~ J~'i4 ~lh.l\ J\.lcj ~ :.)~\ 

~LJ\ .J~\ ~ J}i \ ~\ û!J\~ çoW\ ..b.....ji.J\ J k)lj (17) r!.J dJ~\ ~ti.i J)G.. ~ 

~ 4..p..\..i ~ ~.bJ\ ;;J~ ~ :.} ~y :L......)A ..; ~\ J~.J ~l.....A LG~ ~W\.., 

~ ~J~'i\ ~b ~ ~\ û!J4c- LG~ JS~ o'+iJ ~~ ,,) J~ ~J ~.)A ~J~'i\ 

V'~ ûlli ~ ~»\ ~\ ~ ~.J (3,65) ~l.....A ..b.....ji.J\ \~ A~ ~'.S ~ .4S~ 

~J ~ IJÎ J~ o'+i'/\ '# ~ ~ ~J (4,20 ~ J3\ ~j 3,40 ~) '-,?'L:..:J\ û)~ 
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W üts ':\1 4 ,..9 ;; WI ";J\ ~I- .11 , 1\ ~ , Î ~\ ûlA:..;/1 ~i üts.li ~\- .11 ~ '-.?' r .J :J. , 'Y"" \.S", ~ '-:? ~ ",. ~ 'Y"" 

~I o~J ~l:....J\ o~)ll ~1 ~J :ua....~ ~ ~J ~.Jj 3,24 ~ 4J ~L...:..JI .h....ji.J1 

.4......-..).J1 ~ ~I J4-) ~)~.)ll ~ ÙJY~ ~J?'j,qJI \.JA ~\ ùÎ ~ 

\~J .0,64 ~ .J.li ,-:?.J~ ù~~ 3,65 ~ û))~\ ~ ~L...:..J\ .h......,l\ ) k:)U ~ 

(,) ~~~\ ~ j1)Î .fo. ~ 4\.c ~.J~ ~jL..Uc.)'\ ~ ~ ~ ~\ J'q...J f"~J ~ ~ 

\.JA ~.liJ\ ~..G...i\ ;;jj?-~J ;;jy'; ~j ? ~ \ \~ ,-:?y~ ~j\...ûc)l \ ~~ ~\ J'-?.J 

·reJ~ 

:~~~\ ~ J~ ~\ ~\~~ ~4~l ~ -2 

~ ~JA 4......-..~ ~ ~I J'-?.J w~ I.S~ J~ ~I j1)1 û~'q..l ~J:l ~1yJ1 JJ~\ 

. (05 ':- LlI .1:",1) Â..J\..:..:j.,.,;/ 1 ~ ~\.j' ~..G...il;;j , .'
~...Y"""' " , . ~ UA ~~ 

~~'i\ ~ ~l..i w.a ~..w\ ~.I,* ~ ~~.J-4 ~~ ~ ~\ J4-", ~L...w (.S,w Ni;'; :(18) JJ~\-
~\,.. 1 L..l.o.J ~\,...l.:Ib... ûl!t;..l\1 ~\,...~ 1 ~\,...~~. 11 L..W 

1~. " J 
! !3· 

ft J ] 1 

tï ~~ 1J ~ 1]~ ., -, ~JJ J~. li· ~ 

1 1 11 1i 

JI ~~ J.?j ~ 1 
1 

l...f..o • 'l.Vl\ .::..1...1..:b.~1.>' ", 1
11.124 27.1 38 1 23.6 32.9 461 5.7 • 08332.96 1 10,7 15 

1 

i r+'~l.W.i\ 4j~':"'ï.S i~I 
1 i 1 i . 1 ~ i 1 .~1 1 53 6.4 !37.9 1 1 1 09 "+.L:> &+l.1 J4j. f'~Il 

1 ~J""i ~l.VlI .:..L..û. 1 
1 : i !.:FI_4_'3-j-!_Of:4--1ii--4_4-1-1_20-+:_28--r-1 

1 

.~! 1.042 1 3.46 5.7 08 11.4 ! 16 26.4 1 37 

1 

43.6 61 12.9 18 .::..l,Jlo ~ 4....lÔJI 

1 
i 

;)l4).~ 

i 1 i 

1 
1 

1 1 1 ! ~, J.?j ..r-: 
1 

! .""'l........;J .\.......~, 

J, 1 

05 i 
JSl.!.....l1 Jo. .) ;jJ.oj.~.~ 1.00 3.79 3.6 1 10 14 10.7 15 55 77 20.7 29 

1 
/,,!!.a. J.lj; ",++!jj ~I 

i l 1 i 
4....lÔJ\ i 

1 1 
1 

WJrjJI .\ J.:!., • 1~ ,;.>i-JI'Oj 

J, 
1.318 3.40 i 12.9 18 13.6 19 1 16.4 23 35 49 ; ~1;>!h·i '" 1.~ 

1 i 

11 0.66 3.34 ('WI .,v~\ ~\...,...~Îj !,WI ....,.~I .h....jW\ 
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(,,}"=IWI., ~1.::JI .Jy:...JI ~ ~w.l\ ~\ ül;~ f'W\ .h.....jW\ ~ .) ~~\ J..,~\ ~.b,)U 

~~'i\ ~ ~li ~ ~.J.:J\ ;;.J~ ~ ~ ~y" ~).4 ~ ~\ J~.J w~ lS~ 

L.'; ·.C ~ 3 40 . 1\ 2 60 . :tJw.l\ ~\. , ".h..... ~ (3 34) 4..J ~ ~ U)'-":t ~.." ...s".' (...,)-" ~ ti:I ~~.." ::J 

ûl;~\ .)c ~~\ ~\ .Jl;9\ û~~\ û~\ ~.., .Jr.il\ .)} ~ ~.., .h.....ji.c ~~'i\ 

~ ~ fol ~ ~\yJ'l 0:H..,?~»"J\ ~.., ,~~", ~~ 0:H .J~\ \1\ ~\ ~ o.).Jt,JI 

ùJ.r...i'i\ ù\S. 3,44 tl: ~ij\ ûl;~\ F ~L.....:J\ .h.....)\ ) l..S ,~~\ Y.P 0:H..,?'''',J\ 

.0,66 ~ <Ù 'i.J~\ 

:(u.bu..ll\) 4l4lJ\ J.1L.:l J~ ~\ ~\J~ ~l:4-} ~-3 

~ ~y" ~).4 ~ ~\ J~.J w~ lS.J..o J~ ~\ .)l;91 û~~J ~J:! j\.,.J\ J..,~\ 

.(06 ':- LI\ .1.:.,.\) (w..b\.,ûj\) AjlJ.l'1 ~ ~li " ~~\ ;;.J' ~ ~ ~ ,. ~ i..,)'4 IJ-?-~ 

(~l...ll\) ~411\ ~ ~ü 6-0 ~.ùJ' ~J~ ~ ~~..J.A~.jA uA ~I J4-J ~I........a (,$..\A ;*J;!.... :(19) J.J~\. 

~. 

3·.. 

1, 
.~ 

J, 
'~ 

1, 
.~ 

1, 
.~ 

J 
.:J' 

1, 
.~ 

~. 1 
~[)4.~ ~[)4.~ ..y~ ~[)4 L.W ~[)4 ûbL,.aJ\ 

1 L.t...:i 

1 

~':1 

1 

, 

1 ] ]. J J ~ ]. ~ J~. 1), ~ ., 
i 
1 

~ ..J.JVl1 ,M 
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1 

i 

"-....J...l1, 

52.910.99 3,75 3.6 1 

05 9,3 13 15,0 21 74 19.3 27 .) ~I ~'" J.oI>U,; 

û-iltJ.ll ~ "-"':""'1 

, .,;;l .....jl....~ 

1 
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.) ~ J""'", ~ 
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..p\S,.;;. ",,1 •""'iJ j..1.S 
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.) ~ J""'",~.J:I 

~ û-iLùll "-....J...l1 
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i 

"'~J 

1 .) ~I J""'", ....a.....:.: 

1.137 14 18.6 26 27.1 35.0 i 49 9.3 13 ~.JA "-...:;.. 
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~I..I.i.oO.l\J ......~ C,JJl'l; 

1 
;:;lujl1 ~ j..l.o.:lll .) 
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Case Processing Summary 

N % 

Cases Valid 140 100,0 

Excluded 8 0 ,0 

Total 140 100,0 

a. Listwise deletion based on ail variables in the procedure. 

Reliability Statistics 

Cronbach's Alpha N of Items 

,801 26 



Q01 

Frequency Percent Valid Percent Cumulative Percent 

Valid ~~ 

,pi 

Total 

61 

79 

140 

43,6 

56.4 

100,0 

43,6 

56,4 

100,0 

43,6 

100,0 

Q02 

Frequency Percent Valid Percent Cumulative Percent 

Valid 
20 cY Jil 
~ 

[20-35] 

[36-50] 

50(.).-

Total 

4 

94 

39 

3 

140 

2,9 

67,1 

27,9 

2,1 

100,0 

2,9 

67,1 

27,9 

2,1 

100,0 

2,9 

70,0 

97,9 

100,0 

Q03 

Frequency Percent Valid Percent Cumulative Percent 

Valid 
}..b} 6 4,3 4,3 4,3 

~y 41 29,3 29,3 33,6 

ft'",;; 6 4,3 4,3 37,9 

ylt1, 63 45,0 82,9 

J.lc 6 4,3 4,3 87,1 

x.lll. 2 1.4 1,4 88,6 

'Y" ~ 8 5.7 5,7 94,3 

J~ 8 5,7 5,7 100,0 

Total 140 100,0 100,0 

Q04 

Frequency Percent Valid Percent Cumulative Percent 

Valid ,,-!~lc ;;,.,."y:; 

~y;;"""Y:; 

~~~y.: 

0661 ~y.: 

Total 

55 

49 

16 

20 

140 

39,3 

35,0 

11,4 

14,3 

100,0 

39,3 

35,0 

11,4 

14,3 

100,0 

39,3 

74,3 

85,7 

100.0 



Q05 

Frequency Percent 

Valid 

Percent Cumulative Percent 

Valid 
1.:,.. J9i 

[1-2] 

[2-3] 

30- ysi 

Total 

10 

59 

26 

45 

140 

7,1 

42,1 

18,6 

32,1 

100,0 

7,1 

42,1 

18,6 

32,1 

100,0 

7,1 

49,3 

67,9 

100,0 

006 

Frequency Percent Valid Percent Cumulative Percent 

Valid 
.....sJI ,0Y'" 

~WI).......'JI 

~WlI w l jLlli,';i1 

;(iilyJl wl....sJI 

Total 

27 

50 

29 

34 

140 

19,3 

35,7 

20,7 

24,3 

100,0 

19,3 

35,7 

20,7 

24,3 

100,0 

19,3 

55,0 

75,7 

100,0 
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! 0,99 3.75 ! 3.6 i 05 9.3 1 13 15.0 21 52.9 74 1 19.3 27 .) ~' Œo.J J..~ 
! 1 ...........J..oli1 ,jlLVll .... .... 
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1 J+l.,.~4 
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• .) ~ J'+.J ~! 1 

~~JA~j.o 
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1 ;)lLVll
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1 1 
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~~'~')\ ~Lül\ .jL.' ~y.l...ll~~';i 

140 140 140 140 140N Valid 

0Missing 0 0 0 0 

.h..jl..ll 3,3443 3,5314 3,47263,6512 3,7679 

.64158 ,66919 ,78723 ,64710 ,66113c,?J4--Ji wl~,!' 
1 

Statistics 

;Jrl! J~l 

N Valid 

Missing 

k~! 

wl~';iI 

Statistics 

140 


0 


3.5535 


.44942 




One-Sam pie Statistics 

N Mean 1 Std. Deviation Std. Error Mean 

;;"'-lL.:ic. )'1 140 3,6512 • .64158 ,05422 

One-Sample Test 

Test Value =0 

t df Sig (2-tailed) Mean Difference 

95% Confidence Interval of the 

Difference 

Lower Upper 

;;"'-lL.:ic. )'1 67,336 139 ,000 3,65119 3,5440 3,7584 



One-Sam pie Statistics 

N Mean Std. Deviation Std. Error Mean 

...,~';I' 140 3,3443 ,66919 ,05656 

One-Sampie Test 

Test Value = a 
95% Confidence Interval of the 

Mean Difference 

t df Sig. (2-tailed) Difference Lower Upper 

""~';I\ 59.132 139 .000 3,34429 3,2325 3,4561 



One-Sam pie Statistics 

N Mean 1 Std. Error Mean Std. Deviatio~ 

Â..!41l: 140 3,5314 ,78723 ,06653 

One-Sample Test 

Test Value = a 

t df Sig. (2-tailed) 

Mean 

Difference 

95% Confidence Interval of 

the Difference 

Lower Upper 

:ij4\l1 53,078 139 ,000 3,53143 3,3999 3,6630 
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One-Sam pie Statistics 

N 1 Std. Deviation Mean Std. Error Mean 

.jL..,'./1 3,7679 ,64710140 ,05469 

One-Sample Test 

Test Value =0 

1 

Mean 

95% Confidence Interval of 

the Difference 

t df Sig. (2-tailed) Difference Lower Upper 

:..;L..:.'JI 68,894 139 ,000 3,76786 3,6597 3,8760 



One-Sample Statistics 

N Mean Std. Deviation Std. Error Mean 

~yJ.Ji 140 3,4726 ,66113 ,05588 

One-Sample Test 

Test Value =a 

t df Sig. (2-tailed) 

Mean 

Difference 

95% Confidence Interval of the 

Difference 

Lower Upper 

~yJ.J\ 62,149 139 ,000 3,47262 3,3621 3,5831 


