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�����(9�P (� (�$D-%$'B@  &% O�$����B20$C��%�0��/'-5!8�K8�@  @&,�(����(@B#9&!�R�=!9���

+,- 211B6(($,�/0��%��9C%(*9�PC �?����5�"�&�"� 400 C��%�0�� �?�D-%$'B5!8+,-$�:(#$�B/B@B#��91(�#.*I,�

>A-I:(@�($&?�9(P�(':5��&O�C� E<8�+,-@ 0���(�?�9&�%/B��(��91(�#.*D-%$'B%%�9:;� 7 &0�� ,���!" 

��$���� 1 (���.%���$6�'����$���,.�	��#�����<�� 

D-%$'B5�8�+:D%�/'-C% @  &% O�$ 1K% :S����&0�� 211BD%��B20$C��%�0��5!85?���(3<�=� E<8�>�5!8�!"

�#:(#�% +:,-�� 9F3 %��2 &O��R�F&$(& (#,� ��(3<�=�&'�&2, %�A!F@B#(��+,-C0%9,K%�>�:S��2 �� 

:(��r/B��(��91(�#.*D-%$'B ,��@&,�+�->�C�(��5!8 4-1 @B# 4-2 ,���!" 

 

C�(��5!8 4-1 @&,��?����@B#(-%�B#D%�/'-C% @  &% O�$�?�@��C�$%��2@B#&O��R�F&$(&  

B��=)#5�8�+:D%��B20$C��%�0�� �?���� (-%�B# 

%��2 

  �-%���0�.(K%950���  25 :U 79 19.75 

  26-35 :U 220 55.00 

  36-45 :U 68 17.00 

  46 :UD<"�+: 33 8.25 

(�$ 400 100.00 

&O��R�F&$(& 

  I&, 301 75.25 

  &$(& 92 23.00 

  .�0� 7 1.75 

(�$ 400 100.00 
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C�(��5!8 4-2 @&,��?����@B#(-%�B#D%�/'-C% @  &% O�$�?�@��C�$(#,� ��(3<�=�&'�&2, %�A!F@B#

(��+,-C0%9,K%�>�:S��2 ��  

B��=)#5�8�+:D%��B20$C��%�0�� �?���� (-%�B# 

(#,� ��(3<�=�&'�&2, 

  C8?���0�:(�QQ�C(! 22 5.50 

  :(�QQ�C(! .(K% 95!� 950� 294 73.50 

  :(�QQ�I5 .(K% 95!� 950� 81 20.25 

  :(�QQ�9%� 3 0.75 

(�$ 400 100.00 

%�A!F 

  D-�(�A��( 19 4.75 

  F������(�V��&�.��� 52 13.00 

  F������ (�=�59%�A� 290 72.50 

  9�-�D%�62(��� 28 7.00 

  �0����� 11 2.75 

(�$ 400 100.00 

(��+,-C0%9,K%�>�:S��2 �� 

  �-%���0�.(K%950���  20,000  �5 96 24.00 

  20,001 � 30,000  �5 159 39.75 

  30,001 � 40,000  �5 67 16.75 

  40,001 � 50,000  �5 28 7.00 

  50,001  �5 D<"�+: 50 12.50 

(�$ 400 100.00 
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���C�(��5!8 4-1 @B# 4-2 &�$�(O%6� ��/B��(��91(�#.*D-%$'B9�!8���� B��=)#5�8�+:D%�/'-C% 

@  &% O�$�?����5�"�&�"� 400 1� +,-,���!" �B20$C��%�0��&0��>.Q0%�'0>�A0�����5?����C%�C-� � (#,� 

��(3<�=�:(�QQ�C(! 3����	��8��%�����4�5<����!���$%4��%�� 20,001 � 30,000 ��� 9�K8%����/'-9&!�R�=!

�?�9:;�C-%�$!(��+,-O<�9�)�*950���"� O<�C-%��K8�@  W@B#A?�(#R�=!9���+,- 211B6(($,� %!�5�"��B20$1�����!"$!

1��$('-@B#12-�91��� 951I�IB�!%��9C%(*9�PC9:;�%�0��,! �<�5?�>.-$!�?������(>A- (���(/0��A0%�5��

%��9C%(*9�PC5!810%�D-��&'� �%�����!"&0��>.Q0:(#�% %�A!FF������9%�A� E<8�5!85?������"�$!1��$F(-%$

D%�91(K8%�1%$F��9C%(*@B#%��9C%(*9�PC%�'0@B-� 5?�>.-&�$�(O9D-�O<�(#  ��(�K8�@  W/0��%��9C%(*9�PC+,-

+$0������ @B#&0��>.Q0$!&O��R�FI&, &%,1B-%��� &��1$�21:S��2 ��5!81�@C0�������A-�@B#$!%�C(���(

@C0����5!8B,B�   

 

��$���� 2 (���.%�$��
.�(��,.�'���1�5�>���
�3��#��#���
����
#%4!�
1�5�'���6���0��%*

���,���

���'	�
-'�;	 

D-%$'B>�&0���!"�#9:;���(��,�0�/'-C% @  &% O�$$!1��$('->�9(K8%���(�K8�@  @&,�(����(@B#A?�(#

R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC$���-%�9F!��>, E<8�:(#�% ,-��1?�O�$5�"�.$, 10 D-% I,�O-�

C% O'��#+,- 1 1#@�� @B#O-�C% /�,.(K%C% +$05(� �#+,- 0 1#@�� 5�"��!".��/'-5!8+,-1#@��$�� �0%$

@&,��0�/'-��"�$!1��$('-$�� >�5���B� ���.��/'-5!8+,-1#@���-%� �0%$@&,��0�/'-��"�$!1��$('-�-%� E<8�/B��(

��91(�#.*D-%$'B :(��r/B,��C�(��5!8 4-3 
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C�(��5!8 4-3 @&,��?����@B#(-%�B#D%�1#@��1��$('-D%�/'-9&!�R�=!>���(�K8�@  @&,�(����(@B#

A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC 

1#@�� �?����(1�) (-%�B# 

0 5 1.25 

1 10 2.50 

2 13 3.25 

3 29 7.25 

4 57 14.25 

5 76 19.00 

6 79 19.75 

7 69 17.25 

8 37 9.25 

9 16 4.00 

10 9 2.25 

(�$ 400 100.00 

Mean (10�9�B!8�) 5.55 1#@��  

 

���C�(��5!8 4-3 F �0� 1��$('-D%��B20$C��%�0��>���(�K8�@  @&,�(����(@B#A?�(#R�=!9���+,- 211B

6(($,�/0��%��9C%(*9�PC%�'0>�(#,� :���B�� 1K% $!10�9�B!8�%�'05!8 5.55 1#@�� @&,�>.-9.P��0�1�&0��>.Q0

���$!1��$('->���(�K8�@  @&,�(����(@B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC+$09F!��F% E<8�

%��9��,�����(:(#A�&�$F��6*.(K%��(I�=)�O<�1��$('- 1?�@�#�?����+$05�8�O<�@B#+$01( O-�� ���5!8/0��

$��($&((F��($!��(A��A�� A!"�?�@B#&�� &�2���(�K8�@  W/0��5��A0%�5��%��9C%(*9�PC+$0$����� I,�

&0��>.Q0�#I�=)�@B#>.-D-%$'B/0��5��9�P +EC*D%��($&((F��( I5(5�3�* &((F��(&�&*�.(K%5��

��(&�(5!89�!8��D-%���  �QA!@B#R�=! E<8�OK%�0�9:;���(>A-&K8%5!89��#��9�F�#�B20$9:;���@1 @B#�-%�9���+: 

5?�>.-D-%$'B@B#1��$('-���+$0&�$�(O9D-�O<�&�6�()A� 
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��$���� 3 (���.%'����$����$�����'�;�	����
�3��#��#%4!�
1�5��0��%*

���,������'	�
-'�;	 

D-%$'B>�&0���!" &�$�(O@ 0���(��91(�#.*1��$1�,9.P�C0%��(�K8�@  @B#A?�(#R�=! 211B6(($,�

/0��%��9C%(*9�PC C�$:S����+,-5�"�.$, 4 :S����,-����� ,���!" 

1) 12)R�F��(%%�@  9�P +EC* 

 

C�(��5!8 4-4 @&,�10�9�B!8�@B#10�&0��9 !8��9 �$�C(V��D%�C��@:(5!8&��9�C+,-D%�:S����12)R�F��(

%%�@  9�P +EC* 

C��@:(&��9�C+,- 10�9�B!8� S.D. 

9�P +EC*�($&((F��($!(':@  &����$ �0�>A- 3.20 0.663 

9�P +EC*�($&((F��($!(':@  �0��C0%��(>A-��� 3.28 0.733 

9�P +EC*D%��($&((F��($!D-%$'B9�K"%.�5!85��&$�� 3.30 0.707 

  

��(��91(�#.*10�9�B!8�D%�C��@:(&��9�C+,->���(��,12)R�F��(%%�@  9�P +EC*  @&,�>.-9.P��0�

/'-C% @  &% O�$$!1��$9.P��0�C��@:(&��9�C+,-9.B0��!"9:;�C��@:(5!8�#�?�$�F���()�O<�12)R�F��(

%%�@  9�P +EC*  >�(#,� 1��$1�,9.P�>�B-91!�����  ,���#9.P�+,-���10�9�B!8�5!8$!10�>�B-91!�����>�52�C��

@:( E<8�$!1��$9.P�,-��(#,� :���B�� ,����"��($&((F��(C-%�1?��<�O<�12)R�F��(%%�@  9�P +EC*>.-$!

1��$&����$ �0��C0%��(>A-���@B#$!D-%$'B5!85��&$�� 

 

 

 

 

 

 

 

 

 



21 

 

2) 12)R�F��(>.- (���(B'�1-�  

C�(��5!8 4-5 @&,�10�9�B!8�@B#10�&0��9 !8��9 �$�C(V��D%�C��@:(5!8&��9�C+,-D%�:S����12)R�F��(

>.- (���(B'�1-�   

C��@:(&��9�C+,- 10�9�B!8� S.D. 

�($&((F��($!��(>.-1?�@�#�?� (���(�K8�@  W/0��

%��9C%(*9�PC5!89.$�#&$ 3.31 0.779 

9�P +EC*�($&((F��($!(#  @�-�:SQ.�.(K%D%

1?�:(<�=�+,-5��5! 9$K8%50��$!:SQ.� 2.86 0.893 

�($&((F��($! 21B��(>.-1?�:(<�=�9�!8���� (#  �K8�

@  W/0��%��9C%(*9�PC9:;�%�0��,! 9$K8%50��$!:SQ.� 2.86 0.899 

  

��(��91(�#.*10�9�B!8�D%�C��@:(&��9�C+,->���(��,12)R�F��(>.- (���(B'�1-� F �0� /'-C% 

@  &% O�$$!1��$9.P��0� C��@:(&��9�C+,-9.B0��!"9:;�C��@:(5!8�#�?�$�F���()�O<�12)R�F��(>.- (���(

B'�1-� >�(#,� 1��$1�,9.P�>�B-91!�����  ,���#9.P�+,-���10�9�B!8�5!8$!10�>�B-91!�����>�52�C��@:( E<8�$!

1��$9.P�,-��(#,� :���B�� ,����"��($&((F��(�?�9:;�C-%�C(#.���O<�1��$&?�1�QD%���(��,9C(!�$

(#  ��(>.- (���(@B# 21B��(>.-$!1��$F(-%$>���(C% :SQ.�@B#��(>.-1?�@�#�?� 5!8&�$�(O

C% &�%�/'->A- (���(+,-%�0��5��50��5! 

3) 1��$:B%,R��  

 

C�(��5!8 4-6 @&,�10�9�B!8�@B#10�&0��9 !8��9 �$�C(V��D%�C��@:(5!8&��9�C+,-D%�:S����1��$:B%,R��  

C��@:(&��9�C+,- 10�9�B!8� S.D. 

1��$$�8�>�>�1��$:B%,R��D%�D-%$'BC0��J >���(�K8�@  W/0��

%��9C%(*9�PC 
3.27 0.881 

(#  ��(�K8�@  W/0��%��9C%(*9�PC $!��(&?�(%�D-%$'B+�-9:;�%�0��,! 3.22 0.827 

1��$$�8�>�>�1��$:B%,R��D%���6!��(A?�(#R�=!.(K%��6!��(D%1K�

R�=!/0��%��9C%(*9�PC 
3.36 0.881 
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��(��91(�#.*10�9�B!8�D%�C��@:(&��9�C+,->���(��,1��$:B%,R�� F �0� /'-C% @  &% O�$$!

1��$9.P��0� C��@:(&��9�C+,-9.B0��!"9:;�C��@:(5!8�#�?�$�F���()�O<�1��$:B%,R�� >�(#,� 1��$1�,9.P�

>�B-91!�����  ,���#9.P�+,-���10�9�B!8�5!8$!10�>�B-91!�����>�52�C��@:( E<8�$!1��$9.P�,-��(#,� :���B�� 

,����"�1��$:B%,R���<�9:;�:S����5!8�($&((F��(+$0%��$%�D-�$+:+,- C-%�$!��(F�T��(#  1��$

:B%,R��5��,-��C0��J>.-$!:(#&�56�R�F 9FK8%>.-/'-9&!�R�=!9��,1��$9AK8%$�8�>�1��$:B%,R��D%���(�K8�

@  W@B#A?�(#R�=!/0��%��9C%(*9�PC 

4) 12)R�F��(>.- (���(D%�(#  �K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC 

C�(��5!8 4-7 @&,�10�9�B!8�@B#10�&0��9 !8��9 �$�C(V��D%�C��@:(5!8&��9�C+,-D%�:S����12)R�F��(

>.- (���(D%�(#  �K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC 

C��@:(&��9�C+,- 10�9�B!8� S.D. 

1��$�0��C0%��(>A-��� 

  &�$�(O&$�1(>A- (���(+,-�0�� 3.74 0.869 

  &�$�(O�K8�@  @&,�(����(+,-�0�� 3.75 0.770 

  &�$�(OA?�(#.(K%D%1K�R�=! +,-�0�� 3.57 0.943 

1��$&#,�� 

  +,-(� 1��$&#,��>���(&$�1(>A- (���( 3.73 0.842 

  +,-(� 1��$&#,��>���(��(�K8�@  @&,�(����( 3.76 0.809 

  +,-(� 1��$&#,��>�D�"�C%���(A?�(#.(K%D%1K�R�=! 3.52 0.891 

1��$(�,9(P� 

  ��(&$�1(>A- (���(&�$�(O5?�+,-%�0��(�,9(P� 3.72 0.867 

  ��(�K8�@  @&,�(����(&�$�(O5?�+,-%�0��(�,9(P� 3.68 0.797 

  ��(A?�(#.(K%D%1K�R�=! &�$�(O5?�+,-%�0��(�,9(P� 3.33 1.029 

��(>.- (���(+,-%�0��O'�C-%� 

  ��(&$�1(>A- (���($!1��$O'�C-%� 1( O-�� 3.73 0.758 

  ��(�K8�@  @&,�(����($!1��$O'�C-%� 1( O-�� 3.65 0.761 

  ��(A?�(#.(K%D%1K�R�=! $!1��$O'�C-%� 1( O-�� 3.61 0.835 
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���C�(��5!8 4-7 ��(��91(�#.*10�9�B!8�D%�C��@:(&��9�C+,->���(��,12)R�F��(>.- (���(D%�

(#  �K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC5�"� 4 ,-�� F �0� /'-C% @  &% O�$$!1��$9.P��0� C��@:(

&��9�C+,-9.B0��!"9:;�C��@:(5!8�#�?�$�F���()�O<�12)R�F��(>.- (���(D%�(#  �K8�@  W@B#A?�(#R�=!

/0��%��9C%(*9�PC>�(#,� 1��$1�,9.P�>�B-91!�����  ,���#9.P�+,-���10�9�B!8�5!8$!10�>�B-91!�����>�52�C��@:( 

E<8�$!1��$9.P�,-��(#,� $�� ,����"� (#  ��(��(>.- (���(�K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC C-%�$!

12)R�F5�"�5��,-��1��$�0��C0%��(>A-��� 1��$&#,�� 1��$(�,9(P�@B#��(>.- (���(+,-%�0��O'�C-%� 

C�"�@C0D�"�C%���(&$�1(>A- (���(���(#5�"�O<�D�"�C%���(A?�(#.(K%1K�R�=! 9FK8%5!8�#&�$�(OC% &�%�+,-

C(�C�$1��$C-%���(D%�/'->A- (���(@B#&0�/B>.-9��,1��$F<�F%>�&'�&2, 

 

�%������91(�#.*1��$1�,9.P�C0%��(�K8�@  @B#A?�(#R�=! 211B6(($,�/0��%��9C%(*9�PC C�$ 4 

:S����D-��C-��!" ���$!/B��(��91(�#.*1��$F<�F%>�D%�/'-5!8�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��

%��9C%(*9�PC>�R�F(�$D%�/'-C% &% O�$ E<8�:(��rC�$C�(��5!8 4-8 ,���!" 

 

C�(��5!8 4-8 @&,�10�9�B!8�@B#10�&0��9 !8��9 �$�C(V��D%�1��$F<�F%>�D%�/'-5!8�K8�@  @B#A?�(#R�=!

9���+,- 211B6(($,�/0��%��9C%(*9�PC>�R�F(�$ 

C��@:(&��9�C+,- 10�9�B!8� S.D. 

1��$F<�F%>��� ��(�K8�@  @B#A?�(#R�=!9���+,- 211B

6(($,�/0��%��9C%(*9�PCI,�(�$ 
3.54 0.738 

 

���C�(��5!8 4-8 F �0� /'-C% @  &% O�$$!1��$F<�F%>�C0%��(�K8�@  @B#A?�(#R�=!9���+,-

 211B6(($,�/0��%��9C%(*9�PCI,�(�$%�'0>�(#,� F<�F%>�$��  
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��$���� 4 ,%��
$�'�
��-�=&&�� (Factor Analysis) �����,%	���$��A?�A�>&(��,.�����3��#��#%4!�
1�5�

'���6���0��%*

���,������'	�
-'�;	 

D�"�C%���(��91(�#.*:S���� (C��@:(C-�) I,�>A-951��1��(��91(�#.*:S���� (Factor Analysis) E<8�

:S����5!8+,-OK%�0�9:;�C��@:(>.$0 5!8/'-������#�?�$�>A-9:;�C��@:(&?�.(� ��(��91(�#.*5��&O�C�C0%+: $!D�"�C%�

,��C0%+:�!" 

D�"�C%�5!8 1 /'-�����+,-�?�C��@:( 21 C��@:(>�@  &% O�$C%�5!8 2 $�5,&% ,-�� KMO and 

Bartlett�s Test I,�10� KMO 5!8+,->A-9FK8%��,�0�D��,D-%$'BC��%�0��$!1��$9.$�#&$5!8�#>A-951��1 factor 

analysis .(K%+$0 @B#10� Bartlett�s Test >A-5,&% &$$C�V�� 9FK8%C(��&% �0�C��@:(C0��J$!1��$&�$F��6*

��� 9.$�#&$5!8�#>A-951��1 factor analysis .(K%+$0 E<8����/B5!8+,-C�$C�(��5!8 4-9 F �0�$!1��$9.$�#&$

@B#&�$�(O>A-951��1��(��91(�#.*:S���� (Factor Analysis) +,- 

 

C�(��5!8 4-9 @&,�10� KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.903 
Bartlett's Test of Sphericity Approx. Chi-Square 4004.322 

Df 210 
Sig. 0.000 

 
���C�(��5!8 4-9 F �0� 10� Kaiser-Meyer-Olkin (KMO) 950���  0.903 E<8�OK%�0�9:;�10�5!8&'�$�� 

9�K8%����$����0� 0.5 @B#9D-�>�B- 1 �<�F%&(2:+,-�0� ��(�?�951��1 Factor Analysis $�>A-��"�9.$�#&$�� 
D-%$'BC��%�0��5!8$!%�'0 &0��10� Bartlett�s Test +,-10� Significance 950���  0.000 E<8��-%���0� 0.05  �<�:r�9&6
&$$C�V�� ��8�.$��1��$�0� C��@:(5�"� 21 C��@:($!1��$&�$F��6*��� �<�C-%�>A- Factor Analysis ��91(�#.*
C0%+: 

 
D�"�C%�5!8 2 9$K8%+,-5?���(5,&% 1��$9.$�#&$>���(�?�951��1 Factor Analysis $�>A-9(!� (-%�

@B-� D�"�C%�C0%+: /'-������#C-%�$!��(��,C��@:(@C0B#C���0�1�(%�'0>�:S����>, I,�>A-��6!��(.$2�@�� 
Varimax E<8���(��,C��@:(�#F���()����10��"?�.���:S���� (Factor loading) 5!8$!10�C�"�@C0 0.5 D<"�+:@B#.��
10��"?�.���:S����D%�@C0B#C��@:($!10�$��5!8&2,%�'05!8:S����>, �P��,�0�9:;�C��@:(5!8��,:S������"� (��C(3�(� :w�#
F�$B&�56�7, 2548) ,����"�/'-�����&�$�(O��,�B20$:S����5�"�.$,+,-C�$C�(��5!8 4-10 
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C�(��5!8 4-10 @&,�10� Eigenvalues (-%�B#D%�1��$@:(:(��@B#(-%�B#&#&$D%�1��$@:(:(��D%�
@C0B#:S����   

:S���� Eigenvalues 
(-%�B#D%�1��$

@:(:(�� 

(-%�B#&#&$D%�1��$

@:(:(�� 

1 9.310 44.333 44.333 

2 2.239 10.661 54.994 

3 1.696 8.075 63.070 

4 1.390 6.618 69.687 

 

C��@:(5!8+,-�����(>A-951��1��(��91(�#.*:S���� &�$�(O@ 0�+,- 4 :S���� E<8���(9BK%�:S�����#

F���()����10�+%9�� (Eigenvalues) 5!8$!10�$����0� 1.0 950���"� �<�@ 0�%%�$�+,- 4 :S���� I,�:S����5!8 1 

&�$�(O%6� ��1��$@:(:(��D%��B20$C��@:(+,-(-%�B# 44.33 :S����5!8 2 %6� ��+,-(-%�B# 10.66 :S����5!8 3 

%6� ��+,-(-%�B# 8.08 @B#:S����5!8 4 %6� ��+,-(-%�B# 6.62 (�$5�"� 4 :S����&�$�(O%6� ��1��$@:(:(��

D%��B20$C��@:(+,-(-%�B# 69.69 E<8�:S����5�"�.$,$!,��C0%+:�!" 
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:S����5!8 1 12)R�FD%�(#  ��(&$�1(@B#��(�K8�@  @&,�(����(/0��%��9C%(*9�PC  

 

C�(��5!8 4-11 @&,�C��@:(D%�:S����12)R�FD%�(#  >���(&$�1(@B#>���(�K8�@  @&,�(����(/0��

%��9C%(*9�PC 

C��@:( �"?�.���:S���� 

&�$�(O&$�1(>A- (���(+,-�0�� 0.755 

+,-(� 1��$&#,��>���(&$�1(>A- (���( 0.835 

��(&$�1(>A- (���(&�$�(O5?�+,-%�0��(�,9(P� 0.727 

��(&$�1(>A- (���($!1��$O'�C-%� 1( O-�� 0.707 

&�$�(O�K8�@  @&,�(����(+,-�0�� 0.823 

+,-(� 1��$&#,��>���(��(�K8�@  @&,�(����( 0.815 

��(�K8�@  @&,�(����(&�$�(O5?�+,-%�0��(�,9(P� 0.818 

��(�K8�@  @&,�(����($!1��$O'�C-%� 1( O-�� 0.707 

Eigenvalues = 9.310 (-%�B#D%�1��$@:(:(�� = 44.333 

 

���C�(��5!8 4-11 F �0�:S����5!8 1 &�$�(O ((���+,-,-�� 8 C��@:(5!8&?�1�Q +,-@�0 ��(&$�1(>A-

 (���(+,-�0�� ��(+,-(� 1��$&#,��>���(&$�1(>A- (���( ��(&$�1(>A- (���(&�$�(O5?�+,-%�0��(�,9(P�

��(&$�1(>A- (���($!1��$O'�C-%� 1( O-�� ��(�K8�@  @&,�(����(+,-�0�� ��(+,-(� 1��$&#,��>���(

��(�K8�@  @&,�(����( ��(�K8�@  @&,�(����(&�$�(O5?�+,-%�0��(�,9(P� @B#��(�K8�@  @&,�

(����($!1��$O'�C-%� 1( O-�� 
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:S����5!8 2 12)R�FD%�(#  ��(A?�(#@B#D%1K�R�=!/0��%��9C%(*9�PC 

 

C�(��5!8 4-12 @&,�C��@:(D%�:S����12)R�FD%�(#  ��(A?�(#@B#D%1K�R�=!/0��%��9C%(*9�PC 

C��@:( �"?�.���:S���� 

&�$�(OA?�(#.(K%D%1K�R�=!+,-�0�� 0.873 

+,-(� 1��$&#,��>�D�"�C%���(A?�(#.(K%1K�R�=! 0.870 

��(A?�(#.(K%1K�R�=! &�$�(O5?�+,-%�0��(�,9(P� 0.903 

��(A?�(#.(K%1K�R�=! $!1��$O'�C-%� 1( O-�� 0.719 

Eigenvalues = 2.239 (-%�B#D%�1��$@:(:(�� = 10.661 

 

���C�(��5!8 4-12 F �0�:S����5!8 2 &�$�(O ((���+,-,-�� 4 C��@:(5!8&?�1�Q +,-@�0 ��(A?�(#.(K% 

D%1K�R�=!+,-�0�� ��(+,-(� 1��$&#,��>�D�"�C%���(A?�(#.(K%1K�R�=! ��(A?�(#.(K%1K�R�=!&�$�(O5?�

+,-%�0��(�,9(P� @B#��(A?�(#.(K%1K�R�=!$!1��$O'�C-%� 1( O-�� 

:S����5!8 3 1��$:B%,R��@B#(#  C% :SQ.� 

 

C�(��5!8 4-13 @&,�C��@:(D%�:S����1��$:B%,R��@B#(#  C% :SQ.� 

C��@:( �"?�.���:S���� 

�($&((F��($!��(>.-1?�@�#�?� (���(�K8�@  W/0��%��9C%(*9�PC5!8

9.$�#&$ 0.723 

�($&((F��($! 21B��(>.-1?�:(<�=�9�!8���� (#  �K8�@  W/0��

%��9C%(*9�PC9:;�%�0��,!9$K8%50��$!:SQ.� 0.748 

$�8�>�>�1��$:B%,R��D%�D-%$'BC0��J>���(�K8�@  W/0��%��9C%(*9�PC 0.699 

(#  ��(�K8�@  W/0��%��9C%(*9�PC$!��(&?�(%�D-%$'B+�-9:;�%�0��,! 0.646 

$�8�>�>�1��$:B%,R��D%���6!��(A?�(#R�=!.(K%��6!��(D%1K�R�=!/0��

%��9C%(*9�PC 0.573 

Eigenvalues = 1.696 (-%�B#D%�1��$@:(:(�� = 8.075 
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���C�(��5!8 4-13 F �0�:S����5!8 3 &�$�(O ((���+,-,-�� 5 C��@:(5!8&?�1�Q +,-@�0 �($&((F��($!

��(>.-1?�@�#�?� (���(�K8�@  W/0��%��9C%(*9�PC5!89.$�#&$ �($&((F��($! 21B��(>.-1?�:(<�=�9�!8���� 

(#  �K8�@  W/0��%��9C%(*9�PC9:;�%�0��,!9$K8%50��$!:SQ.� 1��$$�8�>�>�1��$:B%,R��D%�D-%$'BC0��J

>���(�K8�@  W/0��%��9C%(*9�PC (#  ��(�K8�@  W/0��%��9C%(*9�PC$!��(&?�(%�D-%$'B+�-9:;�%�0��,! @B#

$�8�>�>�1��$:B%,R��D%���6!��(A?�(#R�=!.(K%��6!��(D%1K�R�=!/0��%��9C%(*9�PC 

:S����5!8 4 12)R�FD%�9�P +EC*@B#��(>.-1?�@�#�?� 

 

C�(��5!8 4-14 @&,�C��@:(D%�:S����12)R�FD%�9�P +EC*@B#��(>.-1?�@�#�?� 

C��@:( �"?�.���:S���� 

9�P +EC*D%��($&((F��($!(':@  &����$ �0�>A- 0.775 

9�P +EC*D%��($&((F��($!(':@  �0��C0%��(>A-��� 0.747 

9�P +EC*D%��($&((F��($!D-%$'B9�K"%.�5!85��&$�� 0.742 

�($&((F��($!��(>.-1?�@�#�?� (���(�K8�@  W/0��%��9C%(*9�PC5!89.$�#&$ 0.603 

Eigenvalues = 1.390 (-%�B#D%�1��$@:(:(�� = 6.618 

 

���C�(��5!8 4-14 F �0�:S����5!8 4 &�$�(O ((���+,-,-�� 4 C��@:(5!8&?�1�Q +,-@�0 9�P +EC*D%�

�($&((F��($!(':@  &����$ �0�>A- 9�P +EC*D%��($&((F��($!(':@  �0��C0%��(>A-��� 9�P +EC*D%�

�($&((F��($!D-%$'B9�K"%.�5!85��&$�� @B#�($&((F��($!��(>.-1?�@�#�?� (���(�K8�@  W/0��

%��9C%(*9�PC5!89.$�#&$ 

 

�����(+,-C��@:(%�&(#>.$0I,�>A-951��1��(��91(�#.*:S���� 9$K8%�?�$�9:(!� 95!� 1��$9.$K%�

@B#1��$@C�C0���� C��@:(%�&(#5!8/'-�����(� (�$�����(5 5���(()�(($ F �0� C��@:(%�&(#���

��(5 5���(()�(($ 4 :S����9,�$&�$�(O@��9:;�C��@:(%�&(#�����(>A-951��1��(��91(�#.*:S����+,-

5�"�.$, 4 :S����>.$0 ,���!" 

• 12)R�F��(>.- (���(D%�(#  �K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC +,-:S����>.$0�����(

>A-951��1��(��91(�#.*:S���� 2 :S���� 1K% 12)R�FD%�(#  ��(&$�1(@B#��(�K8�@  @&,�

(����(/0��%��9C%(*9�PC @B#12)R�FD%�(#  ��(A?�(#@B#D%1K�R�=!/0��%��9C%(*9�PC 
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• 1��$:B%,R��3��+��*�-��	4/��	���	�$�+�� +,-:S����>.$0�����(>A-951��1��(��91(�#.*

:S���� 1 :S���� 1K% 1��$:B%,R��@B#(#  C% :SQ.� 

• +��*�-��	���3����.�89�& 8�5<��!�4/�%�����	4����+��+��	���+	��/&5<��!� 1 5<��!� +��

12)R�FD%�9�P +EC*@B#��(>.-1?�@�#�?� 

5�"��!"&�$�(O&(2:��(9:(!� 95!� 1��$9.$K%�@B#1��$@C�C0��D%�C��@:(%�&(#5!8/'-�����+,-���

��(5 5���(()�(($�� C��@:(%�&(#5!8+,-�����(��91(�#.*:S���� C�$C�(��5!8 4-15 ,��C0%+:�!" 

 

C�(��5!8 4-15 @&,���(9:(!� 95!� 1��$9.$K%�@B#1��$@C�C0��D%�C��@:(%�&(#5!8+,-�����(5 5��

�(()�(($�� C��@:(%�&(#5!8+,-�����(��91(�#.*:S���� 

C��@:(%�&(#�����(5 5���(()�(($ C��@:(%�&(#�����(>A-951��1��91(�#.*:S���� 

1. 12)R�F��(>.- (���(D%�(#  �K8�@  W@B#

A?�(#R�=!/0��%��9C%(*9�PC 

1. 12)R�FD%�(#  ��(&$�1(@B#��(�K8�@  

@&,�(����(/0��%��9C%(*9�PC 

2.  12)R�FD%�(#  ��(A?�(#@B#D%1K�R�=!

/0��%��9C%(*9�PC 

    2.  1��$:B%,R�� 

    3.  12)R�F��(>.- (���(B'�1-�     

3. 1��$:B%,R��@B#(#  C% :SQ.� 

    4.  12)R�F��(%%�@  9�P +EC* 4. 12)R�FD%�9�P +EC*@B#��(>.-1?�@�#�?� 
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��$���� 5 ,%��
��������	�D��'����$����=&&��������,%	���$��A?�A�>&(��,.��3��#��#%4!�
1�5�'���

6���0��%*

���,������'	�
-'�;	>�'(	�
0�'�A�����
 

��(5,&% &$$C�V��D%���������&0���!"  >A-��(�� 91(�#.*1��$O,O%�9A��F.2 (Multiple 

Regression Analysis) $�9:;�&O�C�>���(5,&%  9FK8%>A->���(.�1��$&�$F��6*(#.�0��:S����C0��J�� 1��$

F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC>�9DC�(2�95F$.��1( I,�

�?�.�,(#,� ���&?�1�Q5!8 0.05 5�"��!":S���� (C��@:(%�&(#) 5!8�#�?�+:5?���(��91(�#.*1��$O,O%�9A��F.2 

(Multiple Regression Analysis) �%���� 4 :S����>.$05!8+,-�����(5?� Factor Analysis @B-� ���C-%�(�$��  1 

:S����5!8+$0C-%�5?� Factor Analysis ��8��P1K% 1��$('-D%�/'-9&!�R�=!>���(�K8�@  @&,�(����(@B#A?�(#R�=!

 211B6(($,�/0��%��9C%(*9�PC ,����"��#+,-:S����5�"�.$, 5 :S����5!8C-%��?�+:5?���(��91(�#.* Regression 

C0%+: E<8�@&,�+�->�C�(��5!8 4-16 ,���!"  

 

C�(��5!8 4-16 &(2::S����5!8�#�?�+:5?���(��91(�#.*1��$O,O%�9A��F.2 (Multiple Regression Analysis)  

:S����5!8 AK8%:S���� 

1 12)R�FD%�(#  ��(&$�1(@B#��(�K8�@  @&,�(����(/0��%��9C%(*9�PC  

2 12)R�FD%�(#  ��(A?�(#@B#D%1K�R�=!/0��%��9C%(*9�PC 

3 1��$:B%,R��@B#(#  C% :SQ.� 

4 12)R�FD%�9�P +EC*@B#��(>.-1?�@�#�?� 

5 1��$('-D%�/'-9&!�R�=!>���(�K8�@  @&,�(����(@B#A?�(#R�=! 211B6(($,�/0��%��9C%(*9�PC  

  

,%��
��������	�D�� 

 

C�(��5!8 4-17 @&,�&(2:C��@  &$��(O,O%� (Model Summary)  

Model R R Square 
Adjusted R 

Square 

Std. Error of 

the Estimate 

1 
0.691(a) 0.477 0.467 0.544 
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���C�(��5!8 4-17 F �0�10� Adjusted R Square = 0.467 .$��1��$�0� C��@:(C-�5�"� 5 C��&�$�(O

%6� ��1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC (C��@:(C�$) +,-

(-%�B# 46.7 &0��5!89.BK%%!�(-%�B# 53.3 9��,���%�56�FBD%�C��@:(%K8�J 

 

C�(��5!8 4-18 @&,���(��91(�#.*1��$@:(:(�� (ANOVA) 

Model  Sum of Squares df Mean Square F Sig. 

1 Regression 69.127 5 13.825 46.737 0.000(a) 

  Residual 75.728 256 0.296     

  Total 144.855 261       

 

 ���C�(��5!8 4-18 F �0�10� P (Sig.) 5!8+,-�����(1?���)950���  0.000 I,�&$$C�V��5��&O�C� 1K%  

H0 : C��@:(%�&(#52�C��+$0&�$�(O�?�$�>A->���(�?�.�,1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,-

 211B6(($,�/0��%��9C%(*9�PC>�9DC�(2�95F$.��1( 

H1 : C��@:(%�&(#%�0���-%� 1 C��&�$�(O�?�$�>A->���(�?�.�,1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!

9���+,- 211B6(($,�/0��%��9C%(*9�PC>�9DC�(2�95F$.��1(+,- 

 ,����"������(�?�.�,10����&?�1�Q (α) 950���  0.05 10� P �#�-%���0�10� α 9F(�#�#��"�/B5!8+,- 1K% 

:r�9&6 H0 @B#�%$(�  H1 E<8�.$��1��$�0� C��@:(%�&(#%�0���-%� 1 C��&�$�(O�?�$�>A->���(�?�.�,

1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC>�9DC�(2�95F$.��1(+,- 
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C�(��5!8 4-19 @&,�/B��(��91(�#.*1��$O,O%�9A��F.2 (Multiple Regression Analysis) :S����5!8$!/BC0%

1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC>�9DC�(2�95F$.��1( 

C��@:( 
10�&�$:(#&�56�7

O,O%� (b) 

10�&�$:(#&�56�7O,O%�

:(� $�C(V�� (beta) 
t Sig. 

10�1�5!8 3.327  31.999 0.000 

�021�A(��
����
����
#%��


�3��#��#���
����
,���

���'	�
-'�;	  

0.240 0.322 7.071 0.000 

�021�A(��
����
4!�
#%(�

�3�1�5�,������'	�
-'�;	 
0.395 0.531 11.643 0.000 

�$���%��1��#%
��	���=��� 0.117 0.157 3.417 0.001 

�021�A(��'$;�6C	-#%��
>��

�!�#��!� 
0.116 0.155 3.417 0.001 

�$��
.�(��,.�'���1�5�>���
�3��#��B

,������'	�
-'�;	  
0.040 0.106 2.268 0.024 

 

���C�(��5!8 4-19 &�$�(O&(2:+,-�0� C��@:(%�&(#5�"�.$,�?���� 5 C��@:( 9:;�C���?�.�,1��$ 

F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC>�9DC�(2�95F$.��1(.(K%

�B0��+,-�0� :S����5�"� 5 :S����&0�/BC0%1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��

%��9C%(*9�PC>�9DC�(2�95F$.��1( @B#���/BD%���(��91(�#.*D%�@C0B#C��@:(�#+,-10�&�$:(#&�56�7D%�

&$��(O,O%� (Beta Coefficient) E<8�9:;�10�5!8@&,�O<�1��$&�$F��6*(#.�0��C��@:(%�&(#@B#C��@:(C�$ 

O-�C��@:(%�&(#C��>,$!10� Beta Coefficient &'�@&,��0�C��@:(%�&(#C����"�&0�/BC0%C��@:(C�$$�� E<8����

C��@:(%�&(# 5 C��,���B0�� &�$�(O9(!��B?�,� 1��$&�$F��6*�� 1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!

9���+,- 211B6(($,�/0��%��9C%(*9�PC>�9DC�(2�95F$.��1((C��@:(C�$) ���$��+:.��-%�+,-,���!" 

1. �021�A(��
����
4!�
#%(��3�1�5�,������'	�
-'�;	  
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2. �021�A(��
����
����
#%��
�3��#��#���
����
,������'	�
-'�;	 

E<8�:S����>.$05�"� 2 C��D-��C-��!"$����:S����9,�$ 1K% 12)R�F��(>.- (���(D%�(#  �K8�@  W@B#

A?�(#R�=!/0��%��9C%(*9�PC 5!8��,12)R�F��(>.- (���(C�"�@C0D�"�C%���(&$�1( �K8�@  @&,�(����( ��O<�

D�"�C%���(A?�(#.(K%D%1K�R�=! I,�$!C��A!"��, 4 C�� 1K% 1��$�0��C0%��(>A-��� 1��$&#,�� 1��$(�,9(P� 

@B#1��$O'�C-%� 1( O-�� �����(5!8(#  ��(>.- (���(�K8�@  W/0��%��9C%(*9�PC$!1��$�0��C0%��(>A-���

��"� 9��,���@C0B#D�"�C%�5!8�($&((F��(+,-���(#  +�- &�$�(O:r� �C�+,-�0��@B#+$0�20���� E� E-%� %!�

5�"���(>A-%��9C%(*9�PC>�:S��2 ��$!1��$@F(0.B��9:;�%�0��$��@B#&�$�(O9D-�O<�+,-�0�� 5?�>.-/'-9&!�R�=!+$0

C-%�9(!��('-��(>A-%��9C%(*9�PC$�����@B#+$0C-%�>A-1��$F����$>���(9D-�O<�%��9C%(*9�PC ,���#9.P�+,-A�,

���(�����/B��(&?�(���B20$/'->A-%��9C%(*9�PC>�:(#953+5�:U 2551 5!8��(9D-�O<�%��9C%(*9�PC/0��

I5(3�F5*$K%OK%$!&�,&0��5!89F�8$D<"����:U5!8@B-�9�K%  2 950� E<8�OK%�0�I5(3�F5*$K%OK%9:;�951I�IB�!5!8>�B-C��

1�$��5!8&2,>�:S��2 �� 9$K8%/'-9&!�R�=!(� ('-O<�1��$�0��C0%��(>A-��� �0%$&0�/B>.-/'-9&!�R�=!9��,1��$F<�

F%>�+,->�(#,� .�<8�  

:(#�% �� ��(�K8�@  @B#A?�(#R�=!/0��5��A0%�5��%��9C%(*9�PC 5?�>.-9��,1��$&#,��@B#

1��$(�,9(P�@�0/'-9&!�R�=!  E<8�OK%9:;�D-%,!D%�%��9C%(*9�PC5!8&�$�(O>A-+,-���5�8�52�$2$IB�I,�>A-9�B�9F!��

+$0�!8��5! 9:;���(:(#.��,9�B�@B#10�>A-�0��D%�/'-9&!�R�=! I,�+$0�?�9:;�C-%�+:&O��5!8>,&O��5!8.�<8�9FK8%

�K8�@  W@B#A?�(#R�=!%!�C0%+: @B#���(#  A?�(#R�=!5!8/'-9&!�R�=!&�$�(O9BK%�+,-.B��A0%�5��C�$

1��$&#,��D%�@C0B# 211B 9A0� (#   e - Payment 5!8&�$�(OA?�(#R�=!/0��%��9C%(*9�PC+,-5��5! %!�5�"�

(#  ��(1K�9���R�=!5!8�($&((F��(�#��,&0�>.-/'-D%1K�R�=!>�(':@  9AP1C�$5!8%�'0D%�/'-9&!�R�=! OK%9:;�

��(&(-��1��$&#,��& ��@B#9��,1��$(�,9(P�>�52�JD�"�C%�D%���(�K8�@  W/0��%��9C%(*9�PC   

�%�����!"1��$O'�C-%� 1( O-��D%�D-%$'B��(�K8�@  @B#A?�(#R�=!C0��JR��>�(#  ��(�K8�/0��

%��9C%(*9�PC 5!8$!12)R�F@B#$!:(#&�56�R�F &�$�(O&(-��1��$9AK8%$�8�>.-@�0/'-9&!�R�=!+,-%�0��,! I,�9�F�#

%�0����8�&�8�5!8&?�1�Q>���(�K8�@  @&,�(����( 211B6(($,�/0��%��9C%(*9�PC 1K% ��(�(%�@  @&,�

(����(,-��C�9%� E<8�C-%�1?���)9���+,-&256�9FK8%�?�$�9&!�R�=! I,�/'-9&!�R�=!&0��>.Q09:;� 211B5�8�+:5!8

+$010%�$!1��$('->���(�(%�@  @&,�(����($����� �0%$5?�>.-1?���)/�,+,-�0�� �($&((F��(�<�+,-���

(#  ��(C(��&% 1��$O'�C-%�>���(1?���)+�- @B#+,->.-1?�@�#�?� D-%$'B1��$('->�9(K8%�R�=!C0��J@�0

:(#A�A�/0��5��9�P +EC*�($&((F��( E<8�OK%9:;��2,5!8&?�1�Q5!85?�>.-��(9&!�R�=!$!1��$O'�C-%� @$0��?�

$����8�D<"� 
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@B#�����(5!8:S����12)R�FD%�(#  ��(A?�(#@B#D%1K�R�=!/0��%��9C%(*9�PC 9:;�:S����5!8&0�/B

C0%1��$F<�F%>�D%�/'-5!8�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�$��5!8&2,9$K8%95!� �� :S����5�"� 5 :S���� 

E<8�%���#$������6!��(A?�(#R�=!/0��%��9C%(*9�PC 5!8/'-9&!�R�=!&�$�(O9BK%�A?�(#+,- 8 A0%�5��C�$5!8

�($&((F��(+,-��,9C(!�$+�->.-C�$1��$&#,��D%�@C0B# 211B 5?�>.-/'-9&!�R�=!&�$�(OA?�(#R�=!+,-�0�� 

+,-(� 1��$&#,��@B#(�,9(P� I,�9�F�#%�0����8�.��/'-9&!�R�=!9BK%�A?�(#/0��A0%�5�� e-Payment 5!8

&�$�(OA?�(#R�=!/0��5��%��9C%(*9�PC+,-5��5!.B������K8�@  W 5?�>.-9��,1�$&#,�� :(#.��,9�B�@B#

10�>A-�0��>���(9,��5��9:;�%�0��$��  %!�5�"���(D%1K�R�=!/0��%��9C%(*9�PC /'-9&!�R�=!+$0�?�9:;�C-%�@� 

9%�&�(.B��V��@B#�#+,-(� R�=!1K�I,��($&((F��(�#&0�9AP1$�>.-O<�5!8 -�� 5?�>.-/'-9&!�R�=!9��,1��$

&#,��%�0��$��>���(D%1K�R�=! &0�/B>.-:S����12)R�FD%�(#  ��(A?�(#@B#D%1K�R�=!/0��

%��9C%(*9�PC $!/B�� 1��$F<�F%>�$��5!8&2, 

3. �$���%��1��#%
��	���=��� 

�($&((F��(�?�9:;�C-%�$!��6!��(C0��J 5!85?�>.-:(#A�A�('-&<�+,-O<�1��$:B%,R��D%�(#   5�"�

5��,-����(:(#A�&�$F��6*>�1��$:B%,R��  ��(>.-1��$('-@B#>.-D0��&�(@�0:(#A�A� @B#��(F�T��

(#  ��(:z%����5��,-��C0��J>.-$!:(#&�56�R�F 9FK8%&(-��1��$9AK8%$�8�@B#1��$+�-���>�>.-@�0/'-�K8�@  

@B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC O<��#5?�>.-/'-9&!�R�=!9��,1��$F<�F%>�>���(>A-

A0%�5��%��9C%(*9�PC ,���#9.P�+,-����()!��(9��,%�AQ��(($(':@  >.$05!8�?�B��(# �,%�0��.���>�A0��

�!" 5!8$!/'-I5(3�F5*@% %-��9:;�9�-�.�-�5!8�($&((F��( �#1K�9���R�=!>.-/0��5�� ATM E<8�>�1��$9:;��(��

�($&((F��(+$0$!�I� ��>���(I5(3�F5*@�-�@B#1K�9���R�=!/0��5��A0%�5��%K8��%�9.�K%�����(&0�

9AP1+:C�$5!8%�'0D%�/'-9&!�R�=! ,����"��($&((F��(�<�+,-:(#��3O<��I� ����(1K�9���R�=!,���B0��@�0

:(#A�A�/0��5��&K8%$�BA�@D��C0��J 9FK8%+$0>.-:(#A�A�O'�.B%�.(K%.B�9AK8% E<8�%���#&0�/B

9&!�.��@�05(�F�*&��D%�/'-5!8.B�9AK8%+,- @B#����()!$!/'-@% %-��&$�1(>A- (���(�K8�@  WR�=!9���+,- 211B

6(($,�/0��%��9C%(*9�PC9:;� 211B%K8� I,��?�AK8% 211B/'-��"�$�>A-9FK8%D%1K�R�=!>.-@�0C�9%� E<8�5��

�($&((F��(+,-���$�C(��(9F�8$9C�$ ���9,�$5!8��(&$�1(>A- (���(�K8�@  WR�=!9���+,- 211B6(($,�/0��

%��9C%(*9�PC �#>.->&09�F�#AK8% ��$&�2B 5!8%�'0@B#9BD5!8 �C(:(#A�A�D%�/'-&$�1( 9:;�9F�8$AK8%@B#��$&�2B

D%� �,� $�(,�D%�/'-&$�1(,-�� E<8�OK%9:;���(:z%������(@% %-��+,-%!�5��.�<8� @B#OK%9:;���(��(#,� 

(#  ��((��=�1��$:B%,R��>���(�K8�@  W@B#A?�(#R�=! 211B6(($,�/0��%��9C%(*9�PC>.-&'�D<"� �0%$

9:;�/B>.-/'-�K8�@  W/0��%��9C%(*9�PC$!1��$$�8�>��� (#   &0�/B>.-9��,1��$F<�F%>�$��D<"�C�$+:,-�� 
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�%�����!"1��$&?�1�QD%�(#  C% :SQ.�5�"�5��9�P +EC*@B#5��I5(3�F5*�P+$0&�$�(O$%�D-�$

+,- E<8�D<"�%�'0�� 9�-�.�-�5!8D%��($&((F��(5!89:;�C��D� 91BK8%�5!8&?�1�Q>���(>.- (���(@�0/'-9&!�R�=! 

5��,-����(>.-1?�:(<�=� 1?�@�#�?� C% 1?�O�$C0��J9FK8%%?����1��$&#,��>.-@�0/'-�K8�@  W/0��

%��9C%(*9�PC I,�>�:S��2 ��$!��(>.- (���(O�$-C% /0��5��9�P +EC*�($&((F��(5!8&�$�(OIC-C% +,-

@   2 5��.(K%&�$�(OI5(3�F5*/0��5��&((F��( Call Center C�$9�B�(�A��( E<8�$! 211B��(5!8$!1��$

F(-%$5��,-��1��$('-1��$9A!8��A�Q 1%�>.-1?�:(<�=�9�!8���� ��(�K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC

I,�9�F�# ,����"�.��/'->A- (���(+,-(� 1?�C% @B#+,-(� ��(@�-:SQ.�%�0��O'�C-%� (�,9(P� 5���� 1��$

C-%���( �0%$5?�>.-9��,1��$F<�F%>�$����8�D<"� @B#5?�>.-��(�K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC

 ((B2/B&?�9(P�C(�C�$5!8�($&((F��(+,-����I� ��+�-  

4. �021�A(��'$;�6C	-#%��
>���!�#��!�  

12)R�FD%�9�P +EC*E<8�9:;�A0%�5����(>.- (���(%�9BP�5(%���&* 9:;�&�8�@(�5!8/'-9&!�R�=!/0��

%��9C%(*9�PC�#+,-&�$/�&@B#9��,1��$:(#5� >�  ,����"��#C-%�1?��<�O<���($!D-%$'B 9�K"%.�5!85��&$�� 

&�$�(O>A-���@B#&K 1-�+,-�0�� CB%,��C-%�$!1��$&����$ �0�>A- 9FK8%>.-/'-9&!�R�=!9��,1��$F<�F%>�>�

��(>A- (���(@B#9FK8%9:;���(&�� &�2�>.-$!/'->A- (���(/0��5��9�P +EC*$����8�D<"� 5�"��!"���9:;���(&0�/B,!

C0%�($&((F��(>���(C�,C0%&K8%&�(�� :(#A�A�%!�,-�� OK%9:;���(:(#.��,10�>A-�0��>���(:(#��3

.(K%:(#A�&�$F��6*D-%$'B5!89�!8���� R�=!C0��J@B#��( update D-%$'BC0��J5!89�!8��D-%��� �($&((F��( %!�

5�"���(>.-1?�@�#�?�>���(>A- (���(/0��%��9C%(*9�PC5!89.$�#&$ 5?�>.-/'-9&!�R�=!&�$�(O9D-�>���6!��(@B#

D�"�C%�C0��J>���(�K8�@  W/0��%��9C%(*9�PC �0%$5?�>.-��(�K8�@  WD%�/'-9&!�R�=!&�$�(O:r� �C�C�$+,-

�0��@B#5?�+,-%�0��O'�C-%� �<�9:;�%!�:S����.�<8�5!8�#&0�/B>.-/'-9&!�R�=!9��,1��$F<�F%>�  

5. �$��
.�(��,.�'���1�5�>���
�3��#��B,������'	�
-'�;	  

&�8�5!8/'-9&!�R�=!/0��%��9C%(*9�PC1�(�#$!�0%�$!��(�K8�@  W@B#A?�(#R�=!9���+,- 211B6(($,�/0��

%��9C%(*9�PC ��8�1K% 1��$('-9�!8���� ��(�K8�@  W/0��%��9C%(*9�PC .��/'-9&!�R�=!+,-(� D-%$'B1��$('-+$0

9F!��F%.(K%+,-(� D-%$'B$�/�, �#5?�>.-/'-9&!�R�=!9��,1��$9D-�>�/�,.(K%9��,1��$&� &� E<8�$!/BC0%1��$F<�

F%>�>���(�K8�@  W/0��%��9C%(*9�PC 9�K8%����+$09:;�+:C�$5!8C�9%�1�,.���@B#C�$5!8C�9%�9D-�>� 

�($&((F��(�<�1�(>.-1��$&?�1�Q�� ��(>.-1��$('-D-%$'BC0��J5!8O'�C-%�@B#�(#���+:>.-O<�:(#A�A�

52�1� 9FK8%>.-/'-9&!�R�=!9��,1��$F<�F%>�>���(�K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC 
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��$���� 6 ,%��
��������	�D��'����$���%��52��$��0��%(��,.�'���1�5� �!�>���$��A?�A�>&(��,.��3��

#��#%4!�
1�5�'���6���0��%*

���,������'	�
-'�;	>�'(	�
0�'�A�����
��
������#	�	������ 

��(5,&% &$$C�V��D%���������&0���!" >A-��(��91(�#.*1��$@:(:(��5��9,!�� (One-Way 

ANOVA) I,�>A-&O�C�5,&% 9%� (F-Test) 9FK8%5,&% �0�B��=)#&0�� 211BD%�/'-C% @  &% O�$5!8

@C�C0����� E<8�@ 0�%%�9:;� %��2 &O��R�F&$(& ��(3<�=�&'�&2, %�A!F@B#(��+,- �#5?�>.-(#,� 1��$F<�

F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC>�9DC�(2�95F$.��1($!1��$

@C�C0�����.(K%+$0 I,�&�$�(O@ 0���(��91(�#.*C�$B��=)#&0�� 211B+,-,���!" 

1) %��2 

 

C�(��5!8 4-20 @&,�10�&O�C�9:(!� 95!� 1��$@C�C0��1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!9���

+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$%��2 

 Sum of Squares df Mean Square F Sig. 

Between Groups 4.206 3 1.402 2.604 0.052 

Within Groups 213.231 396 0.538     

Total 217.437 399       

 

/B��(��91(�#.*D-%$'B9:(!� 95!� 1��$@C�C0��1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!

9���+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$%��2 F �0� �B20$%��2C0��J$!1��$F<�F%>�>���(�K8�@  

@B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC+$0@C�C0�����%�0��$!���&?�1�Q5��&O�C�5!8(#,�  0.05 

,����"�&�$�(O&(2:+,-�0� 1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC+$0

D<"��� %��2  

2) &O��R�F&$(& 

C�(��5!8 4-21 @&,�10�&O�C�9:(!� 95!� 1��$@C�C0��1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!9���

+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$&O��R�F&$(& 

 Sum of Squares df Mean Square F Sig. 

Between Groups 1.246 2 0.623 1.144 0.320 

Within Groups 216.192 397 0.545     

Total 217.438 399       
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/B��(��91(�#.*D-%$'B9:(!� 95!� 1��$@C�C0��1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!

9���+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$&O��R�F&$(& F �0� &O��R�F&$(&5!8@C�C0����� $!

1��$F<�F%>�>���(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC+$0@C�C0�����%�0��$!

���&?�1�Q5��&O�C�5!8(#,�  0.05 ,����"�&�$�(O&(2:+,-�0� 1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,-

 211B6(($,�/0��%��9C%(*9�PC+$0D<"��� &O��R�F&$(& 

 

3) (#,� ��(3<�=�&'�&2, 

 

C�(��5!8 4-22 @&,�10�&O�C�9:(!� 95!� 1��$@C�C0��1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!9���

+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$(#,� ��(3<�=�&'�&2, 

 Sum of Squares df Mean Square F Sig. 

Between Groups 5.571 3 1.857 3.471 0.016 

Within Groups 211.866 396 0.535     

Total 217.437 399       

 

/B��(��91(�#.*D-%$'B9:(!� 95!� 1��$@C�C0��1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!

9���+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$(#,� ��(3<�=�&'�&2, F �0� (#,� ��(3<�=�&'�&2,5!8

@C�C0����� $!1��$F<�F%>�>���(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC@C�C0�����

%�0��$!���&?�1�Q5��&O�C�5!8(#,�  0.05 �<�+,-5,&% 1��$@C�C0��9:;�(��1'0,-����6! Scheffe E<8�:(��r/B,��

C�(��5!8 4-23 
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C�(��5!8 4-23 @&,�10�9�B!8�9:(!� 95!� 1��$@C�C0��D%�1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#

R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$(#,� ��(3<�=�&'�&2,9:;�(��1'0 

(#,� ��(3< �=�

&'�&2, 

 C8?���0�:(�QQ�C(! :(�QQ�C(! :(�QQ�I5 :(�QQ�9%� 

10�9�B!8� 3.41 3.49 3.75 3.00 

C8?���0�:(�QQ�C(! 3.41 - -0.08 -0.34 0.41 

:(�QQ�C(! 3.49 - - -0.26(*) 0.49 

:(�QQ�I5 3.75 - - - 0.75 

:(�QQ�9%� 3.00 - - - - 

* $!���&?�1�Q5��&O�C�5!8(#,�  0.05 

  

9$K8%5,&% 1��$@C�C0��D%�1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!9���+,- 211B

6(($,�/0��%��9C%(*9�PC �?�@��C�$(#,� ��(3<�=�9:;�(��1'0 F �0� (#,� ��(3<�=�5!8$!1��$F<�F%>�

I,�(�$@C�C0�����%�0��$!���&?�1�Q5��&O�C�5!8(#,�  0.05 $!�?���� 1 1'0 1K% �B20$5!8� ��(3<�=�&'�&2,(#,� 

:(�QQ�I5 $!1��$F<�F%>�I,�(�$>���(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC

$����0��B20$5!8� ��(3<�=�&'�&2,(#,� :(�QQ�C(! &�9.C2%���#$����&O� ����(3<�=�@B#.B��&'C(

:(�QQ�I5&0��>.Q0$!��(��,&%�@B#>.-1��$('-9�!8���� R�=!$����0� @B# 211B5!8� ��(3<�=�(#,� 

:(�QQ�I5&0��>.Q05?����>�&O��5!85!8$!1��$F(-%$5��,-��91(K8%�1%$F��9C%(* %!�5�"�$!1��$&�$�(O>�

��(9D-�O<�%��9C%(*9�PC5!8$����0� (.�� (�=�5$!��(�?�.�,B?�,� C?�@.�0����>���(9D-�O<�%��9C%(*9�PC) 5?�

>.-$!1��$F<�F%>�5!8$����0� 211B5!8� 9F!��(#,� :(�QQ�C(!950���"� 

4) %�A!F 

C�(��5!8 4-24 @&,�10�&O�C�9:(!� 95!� 1��$@C�C0��1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!9���

+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$%�A!F 

 Sum of Squares df Mean Square F Sig. 

Between Groups 2.071 4 0.518 0.950 0.435 

Within Groups 215.366 395 0.545     

Total 217.438 399       
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/B��(��91(�#.*D-%$'B9:(!� 95!� 1��$@C�C0��1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!

9���+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$%�A!F F �0� ��(:(#�% %�A!F5!8@C�C0����� $!1��$F<�

F%>�>���(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC+$0@C�C0�����%�0��$!���&?�1�Q5��

&O�C�5!8(#,�  0.05 ,����"�&�$�(O&(2:+,-�0� 1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�

/0��%��9C%(*9�PC+$0D<"��� %�A!F 

5) (��+,-C0%9,K%� 

 

C�(��5!8 4-25 @&,�10�&O�C�9:(!� 95!� 1��$@C�C0��1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!9���

+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$(��+,-C0%9,K%� 

 Sum of Squares df Mean Square F Sig. 

Between Groups 1.686 4 0.421 0.772 0.544 

Within Groups 215.752 395 0.546     

Total 217.438 399       

 

/B��(��91(�#.*D-%$'B9:(!� 95!� 1��$@C�C0��1��$F<�F%>�I,�(�$D%�/'-�K8�@  @B#A?�(#R�=!

9���+,- 211B6(($,�/0��%��9C%(*9�PC �?�@��C�$(��+,-C0%9,K%� F �0� (��+,-C0%9,K%�5!8@C�C0����� $!

1��$F<�F%>�>���(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC+$0@C�C0�����%�0��$!

���&?�1�Q5��&O�C�5!8(#,�  0.05 ,����"�&�$�(O&(2:+,-�0� 1��$F<�F%>�D%�/'-�K8�@  @B#A?�(#R�=!9���+,-

 211B6(($,�/0��%��9C%(*9�PC+$0D<"��� (��+,- 
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��$���� 7 ��
$�'�
��-'�3S���'����$����=���#%(��'���#�>���
�3��#��#%4!�
1�5�'���6���0��%

*

���,������'	�
-'�;	 

 D-%$'B>�&0���!" /'-�����+,-(� (�$:SQ.� D-%1�(:(� :(2�@B#D-%9&�%@�#9F�8$9C�$D%�/'-C% 

@  &% O�$ ���@  &% O�$>�C%�5!8 3 I,�:SQ.�@B#D-%1�(:(� :(2�9:;�1?�O�$:B��:w,5!8&�$�(O

9BK%�C% +,-$����0� 1 D-% &0��D-%9&�%@�#9F�8$9C�$9:;�1?�O�$:B��9:w, E<8�&�$�(O��91(�#.*9�K"%.�+,-

,���!" 

1) :SQ.�>���(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC 

 

C�(��5!8 4-26 @&,�:SQ.�>���(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC 

:SQ.� 1��$O!8 (-%�B# 

1. .��9��,D-%/�,FB�,>���(5?�(����(5!8�K8�@  +:@B-� +$0&�$�(O

@�-+DD-%$'B+,- C-%�5?�>.$05�"�.$, 
188 16.2 

2. >���(�K8�@  W (#  .�2,A#���@B#B0$ 0%� 152 13.1 

3. 1��$+$0$�8�>��0��($&((F��(�#+,-(� @  @&,�(����(@B-�.(K%+$0 151 13.0 

4. 5?�>.-9��,%�AQ��(($(':@  >.$0 (I5(3�F5*@% %-��9:;�
�($&((F��(9FK8%I�(�(($5�� ATM) 

150 12.9 

5. ������.������	/�!�7����	�� �3��>�5;�����/���5? 125 10.8 

6. ��(D%1K�R�=!/0��(#  %��9C%(*9�PC �#+,-(� 9���1K�A-� 120 10.3 

7. 1��$:B%,R��D%�D-%$'B>���(�K8�@  W 118 10.2 

8. 1��$+$0$�8�>�>���6!��(A?�(#9��� 80 6.9 

9. 1��$B0�A-�D%�(#  �K8�@  W  63 5.4 

10. (#  ��((� 9%�&�(:(#�% ��(1K�9���R�=!D%��($&((F��(+$0$!

:(#&�56�R�F 5?�>.-C-%�&0�9%�&�(9F�8$9C�$.B��1(�"�  
8 0.8 

11. ��(&% O�$:SQ.��20����@B#B0�A-� 3 0.3 

12. /'-5!8+$0$!1��$('-5��1%$F��9C%(*9 K"%�C-� �K8�@  WB?� �� >A-9�B���� 1 0.1 
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���C�(��5!8 4-26 F �0� /'-9&!�R�=!$!:SQ.�>���(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��

%��9C%(*9�PC$��5!8&2, 1K% .��9��,D-%/�,FB�,>���(5?�(����(5!8�K8�@  +:@B-� +$0&�$�(O@�-+DD-%$'B+,- 

C-%�5?�>.$05�"�.$, 9�K8%����(#  ��(�K8�@  W/0��%��9C%(*9�PC .���,�K������(�K8�@  @&,�(����(+:

@B-��#+$0&�$�(O@�-+DD-%$'B>�@  @&,�(����(+,- E<8�O-�9��,F �0�	����	����$���	�� �3�� *.�..90 

/	�� 91 8�%0$����� �������1���	�	������$�3���K8�@  @&,�(����(>.$0%!�1(�"� �<�5?�>.-/'-9&!�R�=!C-%�

9&!�9�B�>���(�(%�D-%$'B>.$05�"�.$,@B#C-%��K8�@  W%!�1(�"� OK%9:;���(5?����E"?�E-%� &0�/B>.-/'-9&!�

R�=!9��,1��$9 K8%.�0�� �($&((F��(�<�1�(@�-+D:SQ.��!"�0%�9:;�%��,� @(� @B#:SQ.�&?�1�Q(%�B�$�

+,-@�0 >���(�K8�@  W (#  .�2,A#���@B#B0$ 0%� 9�K8%����(#  ���+$0$!:(#&�56�R�F9F!��F%>���((� 

@  @&,�(����(F(-%$J���9:;��?����$�� I,�9�F�#%�0����8�A0��9�B�5!8>�B-.$,9DC��(�K8�@  @&,�

(����(R�=!9���+,- 211B6(($,� E<8��P1K% A0��:(#$�):B��9,K%�$!��1$ 9:;�A0��5!8$!/'->A- (���(9:;�

�?����$�� 5?�>.-9��,:SQ.�(#  B0$@B#.�2,A#��� &0�/B>.-/'->A- (���(+$0F<�F%>��� ��(5!8C-%�5?�

(����(>.$0@B#C-%�(%9:;�(#�#9�B������0��#&�$�(O5?�(����(+,-%!�1(�"� 
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2) D-%1�(:(� :(2�D%�(#  ��(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC 
 

C�(��5!8 4-27 @&,�D-%1�(:(� :(2�D%�(#  ��(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��
%��9C%(*9�PC 

D-%1�(:(� :(2� 1��$O!8 (-%�B# 

1. 1��$�0��C0%��(>A-��� 201 23.5 

2. 1��$:B%,R�� 196 23.0 

3. 1��$(�,9(P� 186 21.8 

4. 1��$O'�C-%� 1( O-�� 132 15.5 

5. 1��$&#,�� 124 14.5 

6. ��(:(#A�&�$F��6*O<���6!��(D%1K�R�=!@B#��(&0�9AP1  4 0.6 

7. 1��$+$0$�8�>�>���(�K8�@  @&,�(����( 2 0.3 

8. :(#&�56�R�FD%�9�P +EC*�($&((F��( 1 0.1 

9. ��(:z%����D-%$'B 1 0.1 

10. 1��$B0�A-�>���(C(��&% @B#1K�9���R�=! 1 0.1 

11. ��(>.-1��$('-1��$9D-�>�>���(>A-��� 1 0.1 

12. &�$�(O,'D-%$'B��(5?�(����(�-%�.B��+,-�0�� 1 0.1 

13. (#  ��(A?�(#R�=!1�(:(�"�@  W@B#�0��9:;�9AP15!8

91��*9C%(*9E%(*��&+,- 
1 0.1 

14. 1��$&����$�0�>A- @B#V��1��$1��$('- 1 0.1 

15. 1�(9BK%�9(!��9%�&�(9�F�#(��5!8$!9���+,-+$0&$8?�9&$% 1 0.1 

16. 1��$9AK8%$�8�5!8$!C0%/'-�K8�@   1 0.1 
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���C�(��5!8 4-27 F �0� /'-9&!�R�=!$!1��$1�,9.P�>�D-%1�(:(� :(2�D%�(#  ��(�K8�@  @B#A?�(#
R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC$��5!8&2, >�9(K8%�1��$�0��C0%��(>A-��� 9�K8%����1��$�0��C0%
��(>A-��� 9:;�:S����9 K"%�C-�5!8&?�1�Q>���(>A-A0%�5����(�K8�@  W/0��%��9C%(*9�PC 5�"��!">���(�K8�@  W
�?�9:;��#C-%���,5?�,-��C��D%�/'-9&!�R�=!9%� ,����"��?�9:;�C-%���,5?�(#  >.-$!1��$�0��C0%��(>A-���C0%
/'->A- (���( 9FK8%>.-&�$�(O�K8�@  W/0��%��9C%(*9�PC+,-&?�9(P�,-��C��9%� @B#D-%1�(�?�$�:(� :(2� @�-+D5!8
/'-9&!�R�=!>.-1��$&?�1�Q+$0@F-��� 1K% 1��$:B%,R�� 9�K8%������(�K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC 
&0��>.Q0@C0B#D�"�C%�5?�/0��(#  %�9BP�5(%���&*@B#>���(&$�1(>A- (���(+$0�?�9:;�C-%�@&,�C� 9F!��
@10�(%�D-%$'B&0��C��@B#9BD5!8 �C(:(#A�A��P&�$�(O�K8�@  W/0��%��9C%(*9�PC+,-@B-� E<8�5?�>.-/'-9&!�
R�=!�0%$9��,1��$+$09AK8%$�8�>�1��$:B%,R��D%�D-%$'B@B#5(�F�*&�� ,����"��($&((F��(1�(5!8�#
F���()� :(� :(2�(#  ��(>.- (���(/0��%��9C%(*9�PC>.-$!1��$:B%,R��$����0��!" 

3) D-%9&�%@�#9F�8$9C�$>���(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC 
 

C�(��5!8 4-28 @&,�D-%9&�%@�#9F�8$9C�$>���(�K8�@  @B#A?�(#R�=!9���+,- 211B6(($,�/0��%��9C%(*9�PC 

D-%9&�%@�#9F�8$9C�$ 1��$O!8 

��(1K�9���R�=!@B#��(F���()���(1K�9���A-�$�� 3 

D�,1��$9AK8%$�8��0��($&((F��(�#+,-(� 9%�&�(:(#�% ��(1K�9���R�=!@B-��(��  3 

%���>.-9F�8$A0%�5��>���(&0�9%�&�(9FK8%D%1K�R�=!$����8�D<"� 1 

%���>.-�($&((F��($!D-%1��$C% �B� �K���� >���(&0�@  @&,�(����(R�=!/0�� 

SMS 

1 

>.-&�$�(O@�-+DD-%$'B@  @&,�(����(+,- @B#&0�9&(�$:(#A�&�$F��6*>.-$����0��!" 1 

1�($!(#  :z%����5!85?�>.-/'-9&!�R�=!$�8�>�+,-�0�D-%$'BC0��J D%�C�9%�O'�9�P +�-9:;�

1��$B�  

1 

:(� :(2���6!��(&20$C(��>.$0 1 

1��$9AK8%$�8�>�C��/'-$!9���+,- I,�9�F�#/'-5!8�K8�@   R.�.,.1 , 1� @B#1�5!8O'�.��R�=! ) 

5!8�0�� +$01�(C-%�D%9%�&�(9F�8$9C�$ 9�K8%����&�$�(O���D-%$'B+,- 

1 

1�(��,.�0�����5!8A�,9��+�-1%�C% 1?�O�$ ��(A?�(#R�=!.(K%��(1K�R�=! 1 
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���C�(��5!8 4-28 F �0� D-%9&�%@�#9F�8$9C�$5!8$!�?����/'-9&!�R�=!>.-1��$&?�1�Q$��5!8&2, 1K% ��(

1K�9���R�=!@B#��(F���()���(1K�9���A-�$�� @B#D�,1��$9AK8%$�8��0��($&((F��(�#+,-(� 9%�&�(

:(#�% ��(1K�9���R�=!@B-��(�� &K 9�K8%�$����(#  ��(D%9%�&�(:(#�% ��(D%1K�R�=!5!8+$0$!

:(#&�56�R�F �($&((F��($!��(D%9%�&�(E"?� 5?�>.-/'-D%1K�R�=!C-%�9&!�9�B�&0�9%�&�(.B��1(�"�@B#+$0

5(� �0�O<�$K%9�-�.�-�5!8�($&((F��(.(K%+$0 &0�/B>.-��(1K�9���R�=!A-�C�$+:,-�� 
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