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{krll 61hl pri
rl!.f irlr/ rlsi,illg irlill if

drjul ,b- L5,.ll I t: u ,rt".Ej,.ll 't ."+ O! a- t{.1 ft rayl d sjll !}dh"ll ,3le3a}dl O" tb.lt llj .!,.3

o!+ill, .&'ll c+1,1, ,rlyl, ,(!lE lt ,J!1 dr lrj.ll ir{ dl3 0-i l-iu..ll 6!1 6rl-jl : -,r1: i}r$ tl Ui..
.J,.L1+ ksrlrl, l.a+e .SlAlb f.Ji t#Ee! q-.j.t, Ltsi.ll, lJi,ll ra.'r i rrill crLjrlul! ,u..Jrrrtl3

J tr,r$ t U!.I ,i.g iJarr.L.1. j L,Si. f+l iJlll ol6gs ouEi"lr rir,.r !$Jr irlrlG c!-Ui r."ij i.iJltrj

.&l,s d,:ll drr:3

,,n.,1i. : ..r'rr{g:J!,rle rt&!! ,l}s..ll ,3l,{rill irJli rl,r.b fuJrnl i-rlrl ir* Jrl:bfl dJlJ LlJl lia &un lil

.!:,all Lrill ;.rjq i+1, i.l.J'.j| iJU arr .)pb t!)c .s.j: Y

ir- d,ul+t e-il L"r! ilrk fuE-yl e-Ul |li3-b , l-!Jt ijlq" ,\s - tl,ll Orur.ll ...l,rrs J!,ril Fr

dl d,4r1l d dilslll dt! ,J,n,r.loj +L..1 +Ll lr+.+. rlsl-ti {yaJ,Ul Jt$il r.3 rtu .8r.4}.I+ d*IjLdl

: t{.iJ,J o* Jn crhUi&f l 9" 4c}i.
.1,*ll Ll:'ll t{+ rl+b:inJr.ll irtrl 04 i#&r JfrU c,t!)o rj'i,J

.(r+ll dDtdl rlrlrj+ f:{j ijJ.,ll iJhy l,JlrlirlJ tLi,il"ur}+ dal+llgrajl] 6l+Eii-Yl a./$J ltr e lnLi
Abstract

Knorvledgc managcment is on€ oflhe contemporary subjccts rvhich dr$v
attcntion of all small organization ,including the health sector ,due to the increasc
ofcompletiorl thought knowl€dge management all facts ,opinions work methods
expcriments, experience and information that the individual and organization otYn

are unified and mixcd ,giving then yalu€s and keeping them continually .

At the same timc thc porver of quality manag€ment has incrcasc in these

organizations for the porver in any organization ,is connected to the ability of the
organization and its rolc in achieving the best services.

The presenl study dcals with analysis the effect behvcen kno'wlcdge
manaSemcnt and the dimensions of thc quality ofhenlth services depending on the
hypothesis \yhich starts that there is an effect relationship behveen knorvledge
manxgement and its dimension ofthc quality olhealth service.

Al-Hussein general hospital in Karbala is chosen as the study place .thc
researcher used a questionnail e as a mBin tool for collccting data from th€ meant-
in-the-subject the hypothesis is testcd by certain statistical method.

In thc light of results ofthe analysis ,the researcher rcaches at some conclusion

,the most important ofryhich is that there are meaningful effcct relationship
behveen knorvledge management and the dimcnsions oi the quality of health
sen'ice' 
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6$u : l4)J,ll r} ulb !rt*t!Y! lpLtlyt d,!r!,.tlJ cj.lritl a,. lr,t L!,. t+F-ls &JE j irtrj €rlA
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!L"u!r eb-.I flJ ,(2 d:l. ) qJ $}|UI d+t o,!! Jrt & OrJ! l.cr.s sto fuli.yl .....u $!,,,,-rrr
crtrjl Jrlslr l*!Jl o[iL, r. u J+l o. t+J tSld,qh) drxyl ,, ""u 1,]..J1 6,ilriyL ti].,I L, ..-!l

.;i.,el el.lill t.U+ rt+tt,b ,iir,.,I Uhl Jit JI.i !FJ.t (,J."!yD jalnt 
CtruJJt fhii_t i uii

l,r+Lvl tJL+t e-i, FJ, rrr;s lli.ru u3 1'Jt sji.,.Jl ..J,.'.d d ;I'rlr-tfl I], I_: iaoi.ttr c,r.j,:,..I fl o," Llrlr iije .til .i.4J (2) &+t Or!.J. d+

-;Lgs 6i*ii :u.ru
.llJl+rJ stl LlJl c.*n slt & nl C4l l,aliit Cfrli (l) ds,il OJ,

&:l+Jl ll.El c,! :J!6jJl

fuH-yr ;Jt&l e{ 
,lru:-t ,Lpt .to1 gr.I ,r-.rr

253

si$l ,'^r.11

1,.!!r I.i!D L&r



(+".tr.lb JlsJ! A*i"tl) &Jr"tt lrt{ :Iri
Knowledge Management -;Q*oJl tJhl tr{r{ -i

al{rr (1. Nonaka) Jlj Ol rrl +r::I{ l:ujr.qilr l.lfq i:r 6-! diUr,rA fu..,F.1t irt{ d,c Ar:3! iJ $t
r$ti.r f:.s{r L5,i.!Jill lrlr,y e+ea.tl GEit r! ,$!r (1991) rte Jrlrt (;iiJurr r$liltrrEJdl) de iH.iI
d.J*:ll irl{ d/U ,rjt i irtryt tq! aj:+ 4jE j.iLl ,},.hlJ J},rl r:.! d+.I tj4 JliuJ u ls sJ) ++ d,riiLiJ
,!JU tJll s{ J,Sjlt s.{ 3eq lJ5.rt 6111 4o d+lsll O!, (126: 2003 , e+l) tJr.ll 6Jtq! ,,r,j{I rJbALJl.{J
c!i-i,rr OJqJE tiJ3lb : -!:r.11 ldr" J Jitr Or{^.J6,jt ,t^ Jj .:,l&.tb irr," .tl d& e-i,l IJ LEjnl ra(l1.lsjll ;+ielrlt
dAtl .UU.ll Ob Ct+jlb JIJII dtr d fl*l ejl 1..,:i. ...!J-\, tl.r,, Or a., dl,+ lr'r 6r,j{,$ Jsi]+ Ci,taj!., l#yl
dE.Lr.Jl3le+ d lil (, ilb 4Jt.{ Ciu} J wJ.-lrr r.. JislGl3jJ Jsn 'ar. u (:qtl,-lt irlJl oL .d,r.& e^Lliinl !il$l d'Ji.I .r.Jtsxll d+dl O^.5 ICL-r1& Cr.+ o" u.lii e+.+ rr.-l rr!! i,,ts! e.r Cjult ots Ct.-

.(l:2007 , eJ.J a,JsJ{J!) .t !i.ll Ct4. rJ.:l 
y sl! @i!l €,!i+ryb ii,aj,,ijl Litratt eb jJs. Jjll tlcJ

}.j LiJ.jl +..J airgJ lri.t "I ,+r" r ulr ;uJ.! r-rtjl I .rr,.t 1 ,s (42:2o07 .,J..}!b gJalll) .Jut lls
ii ."rC:l.ttjjll Uy.I fot r#l$l drG.l ef l"!i.,I , iJ. pl

&U:O$ Or elSll L.Ji tJLj rtlL,l*;+ sJr1}rI e.r {i*.I Utll dl (Atrdrew: tggBtZO4) 6rr
.Qr- 41" o:u t- ,j.rii 6+5 lps" Jl r{& Elt3t irJX.rI dJurtlj &Lu,trjl O^ ausji ejl ,{L.I J!$e

d:65Jl r&.1! i!!i.11 l3IS$ ..ru 
elir r+sjfu dlsj ,.:r.e d ft*.,I irhj d (lf :2005,@r+s) al ta+r

t.j+.j1 ,JtJ.u due$ lAtt ,rl.:,r) drt Or tJ^Si4:t qrdl ll]l ,rr.E 
s.q, .druu lJ, r. e.Ej JA,.r, t J.:r,ll .ilrarl

. ir,,,rul,ll

-:fu_ it rrqlr 6.a:: li.y,J Uhl Ol ,j,rtJl ,l, dt t +
.l^$il JgJ,ll djL i}. LAi.ll .ilral d$.r e! t-jL!r.J:J?N:.trt.D l.tj) _l

.t !j"Jt rrrir 4tb LJ 6tt r+,+ JBltt Jrtti, !.." ri t{JXr O" * -2
.!ju:6y,r'r,l r ,.r9 6r ^qr. u.r lip.Jt llr! iial dil or.!:riJ At _3

,r!)il, ,..|gj,li €r a ?,rr ,d$Ljl &lJi, r:r, L{-Ui c}, d* elt 1+.,11 l+L lll.dt i,hl eall .iy; rtr CJ.{r
qs&e r;ll dlr&ult, .ir.i+Ju .ci!+!nsyb .r+aU"Jb ,,rut+itb , drr uJ- rl, .q.Jr.jtb ,.,!,.:tb .d;,lt ql+lL-!j

.r.r* ,Js,! 
'*j"l1b 

tN+ .EusJIJ f.,,i r{rllcp k-.j.: i.Jiill rl rjr
-;&r.tt E,tr1 ,1q11 -.;

J.:jll c!-lcJ r'!r:r.tl cE+ 
"Je 

jsr &+ # Ob r+!& Jq.l lj>E er oJj :UJ,..I irh) OL At-t-.Jt q,EJ dljt
-:;ll

l!{r .qJsll dL.ll o"i) f1-L.J .eLu,lrlll eb{i&{ 
'oLu,tL.I d-Et slo -isJ g j,lt .,r+l }r :.Ic!l J.rrll -l

F-rj) .l.Fl" I dJ4lL lLJL4ll O'ji' crle iE{ {Jill e3uJri! y:}.tl JiiL {d lr, dlL liJ,Jl rJtrl J}r ri, 4+J
g* <.rs..r .;,aloj irLJl !,aU, rr-a' or !,f!.I (18:2001-gs.!f u,^.!) a; les cLjrt*l! qalu (127: 200g ,

lJ.rl.+ e-{, .L+sl4l+il fL]Jl .$Li &l3e O. u"L"i &t&J ijJr.Jl &lsJ .rJlry! J$:t 6J. e& (6rtr.! rSjI ralje
t+l ,.b c,t ,tr.tt r11 O"rJ (Laudon & Laudon-2003:7) r.l , !U!Dl ,9IJSU t:dt 6ti,.J si ,J+! ifL{,

.'AL,,jll !+Jl t !t! !-!a 6li OJs! r+k ;i+,aj k-E& .j 6UL!-.,
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."rill, Uiull c'lit, L..Dut 
rJr-?xl 0$.s4J lHill iult Jl {! (Kelley,1998 :32) !1, r^s $l (ps, Jr.tl e{r uf

olr e.Uill (r.*Er,ll *.lllr eotlJt *!b r;:-:,I :U*.Jl eau. sle .jsJ €iI cJr+I J^rdffiol Ls,GE osj d l:.a oqr lJr*ll ,JrJl r.c,t]yb jfb.Jb *,+,, r*t, Ui, ;r[ orru. ,rl, ,; .,r,".,,c!+,.,*;ijJ.dt 6Jt{ ,:.jE ,..r1 d+.lt IJA efu !ri+.t l+..::r eio. iL tur, os d c,i-13.ldLI u"! :r*'- , & y!.l ecr.bt .Lt ijs *jlt .p +Sijll.l lr.t+{J t ijrb t*., o*_ .3r!!ull tr$jsjgcr{.ljllr d 4iJ tL j\ r(128-I27: 2008 , rrj) .q.cr.t.yt cJrajl *tr,r,_r o^q ,_yl e{i {jrsilf.rD. rjl d,rJ! l{& },.tb ,1J6tilr ,4*_rt Jp llr.I (rl (i+i,.!]l &FJl) C {!*.ll q,. !.,r'r,: du^ olg li.ptt o" ,nit Er.tlr .{.Erdt Al! li-lt dJiJ rJiI d_ ,,,! ,rq * urr',,.t, 
^ 

,rrrt Jrr, !-r.lbi$"Jr dls.it ,l b\r,Jlrb *lb e!, l.!qr r}.s !& j,.ri 4l.u!r ,il, *i, rr (i-!s.l &Ji."n)
(43_ .d;IL J,.u) .lrJnJ J.iul dC+ ,glliiyt &U (i r.s olEtrr rl^.1 trui:l

oJo.s dsll li^ s-fu.d,rs- orir:jr..tr irrrl ra:: !irr1j.pr:-.1,* n- -rl'Jl]'l;;jff'_';lia d f^!l C!{, ijJ.Jt s.te 4_ll!t trDt!.$ dl,^lr.Jl ,r.iJ dx-JIJ oJ..I Jesnjq ed er} e^ 6++J &..!.Jtr:5: cr.r+ Olr .$6:l lct.i+l Lj,," Adal ,O!. ,I A* ,* +*,r ;;r, .r.ij U_, r, ,* ,r,dr.Li ri",,..J Ut,rl s+n q3l €r ... t-tl &.g .rsll lir Ju{, (128: ,* , aul .,rr*, *l.l+l !s iirnl
611 qqJ L" o#J {}igr 3l t*J,ll d-FJ r. c+i il,.lAjl iJ+ur t+ , rJ f ttf, til"rr"o*. cap) Iirrt 6r+!Knowledge ) li..slt u,!r rlrrb .r:ldt lLiilt dL:,r + "r_".f, a* ," c*, i,*j.I ..ir,: r. as; jl ,o;.r":6a L-.9q U.var ur iLv er l4r,.rJ ud !rrL*., rr1 u,- ur, 

"1.,*rI 
i3.;. ra r."r; 6ir6 6lapts.l3fu .rjau"Jb Jrsltt an r.Ur.JaJl €Ejlt ,!.lJ .Lrt Lr-'-l il.er +,_ U*iL, 6ri:.1 Jej,.r dli

.(5:2007 , cr.yj oJ-+4 .f*3.11 e3 l_i}t.lt o.Jj# Lt4ll ,ta

oE L'{' dJr.43,., e+-+ d! r-ro) ,.ir.lr ;Jr{ d+x {-.41., i}r. rr,6r cuu Jf ;"J.*;'
-:eryt s'jJ sle e4J (il.nt Ut{ dJili, etjrj rt .i-

_:si ,r.rr.I Llry L-.rAJ+ €lrL.. €i& dtuA _: (process) i{adl .lo.$..ijll !r.eJ 6J+!l +qi (Jl rJ$. ra t+ l{liJtirJ i!.i.Jt ;liJl..,l tr i.!.p * r+r:li rr :i.iJ,ilt cj_o.!a] ..&,!c.g tC O*r-lt o4liilt !r.jJ:.ur.rl ,Lr. citilst Ja \j. Li*t Of sjir ,"le""rb d-ll $A dr$gl e! $rl +raj! ti*.lt t-rnb dlul ,el!i ,.irl irll il, ,, ir., LitJal rrl.j .
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dfll,lrll d,4J lr &rrl #t] J+.d s3ll lu..Jilt 6"bll cjlr Cr l.!a.tti$(l CE r, (72-63:2005 '{''JSll)
eLi3u,,rl J ,',!;l-,u gl..i-Ju r|l,{e dt+. ,J ;cl}l! C,lt qu,jb *r.e lrrA OI'ul! ciJlJ.a e*rtu erl'll

\472')2OO7,$u).Ol- d,e dri. sl .jJr.l! i},.r o. ,u llq #r o!,"13*l! '3b$I J.+nir 4Pu+l

.Ols.llr grr.Jiuyb d,,.Jb LlJ,rb.Bln.yl dJ,: elll slr,l,.,.ll di! (y'rl Oiill :;t'c :tu 'lt Oji

.drill d&ll s! kj9 els,$ u-r.,ill sll lr$..jl llJ,ill dJ'<J Ol4E J^ tijiijl d firll r&all eJ-ii

eCl aLJn .Jall d$rl+, ,rlilJt o!{ill ;$.i" dJXl kl, i$.!l d-.',,!ll drt!1j. J +llLri dllja :AJ'"ll 6*!j

179-73t2005*u.a$l) .o;-/'.ll rUsll ilf a',/.lll r"Jol 'ilr-tt qP Ub*"! ual-tl- rt&l 'd:lJl

or rr+. ur rr Ca vJl tulLYl"l.ajt sll (222:2000.,u4r aLoj,r) Jl,,,l rrl -:(l€ader ship)8rli'll '2
.'r.CiJ .il$l ddt l .J:! .U3U o. X1,"" lel"+ iJlr)

t +.+. !r.l ull illljll {!Fl er (wheeletr & hunger, 2000:89) .tLni sl -:(Culture) llllSll '3

,Glt].I .j.l Ol 4ll .J|3.I sr, * - r,'unrrr lellll rl,:ol q+i !'lJ:& sxb l.Fl'l dr e:ll illlr ,:.l,iillr '.:,teEill

.lsJ,ill illtr{J ir*jl"ll pr i'rlo '"s'-
! grr ,*jL,.jll lilljl Cr-.'+t+ (222:2000,s,A3 gunl) .JrJl o -:(Technology) Lr".JJislll '4

.dl$!l 6r.j JtLt ,rl {iYl 3i ot E!,ll 4+!$ exl dib"ltj ':,$',j"li l+ltlA e! tu".l+l fi'"i eX1

-:(measurement) o*!"Ji^ll .5

ort qJ^ c!s..I!.ll .r.! urJ:ii.r"J"ll JS!"ll JJ+fu 6J:+ eEj sl" rl &J d'':\ tuJ'ill ljlrl o*lil diYJl" oJ+ rfu

llLa..rl : "Jr! s& !l,l! ia-."! :i,El4ll 14J L ,rl.rJ+,411 sls srrJl j3. 11*n1 lj I 'l ,$sijl ,JL.ll ,J"L i;bB

Lr.. c,t-tlij o' r"'rt 41.+!Lr{ 6!+11 6l+3dl lP'iJ i+lql Buijll 9J '?l#! }J-LilU }''11 c'ui: !'&
(102-,(,.",r$ll) eU.Yl oDu slLd) 6Jtrniu^ll tFrf l crler+ !4iJ 4e. -}'nl dillijll eJlr+lJ LJbill Ld'll

Li*{lU llJL,l,.J L+LD 1J;4-*:6i q,+: o,,]t t"ll Ol(Vestchera & Koszegi,2000:33) crr-r 101:2005

s{ &L.Jr.ll J*afu d,uiijb rL&Yl ol. l*J+ alr+!3 or+ f,'1, gU-l oj'st &J-lb ' spLL.fl g.Uil t#t!e!

d;lFiil €ir ui- ' ;l 1irAr51 
'I 
!! rl d,J5i dlllj .'u.ll,,llJ nlrx e'J! s'Io tlr"s! 'l{* CEijl cjlti or i-!'F'

.fuy."ll g-jl d.jl:". .J tuJLL3 6jiJl3 irtiSl

(i,,lb N$i"11) ':5,.all 
d,,t"sll rr3+ :ldili

-:lp,all c,,L..riJl 3.rja 634.i" -l

ig1 6l r-.1 ei.eJ.g.lr 1\ r+1 !iJ,.}.ll Lj)r-.ll 
'L.jl ot -'r'+ 6ej ClL"a' t#l'i'!$Cl lnyi irS'J

cF rr cjgjar ++ r:t rjg: Uh*r &u''ba F r r{+l'i Lfui'}.ll Psljt ol (;r.i eJl"! } rl o"'vl" p"/

Features cJl-..lell iF &J.+, \j! ;r3all c!!c rl3 fJlrYl J3i1 # L'1 'ts-j'll lr'! fsl-.! eil L{+l

es;r r4,!3! ,l3!..j1 J+ JI tjl' ll d,t-. Lll tl+J) 'ui!l {r ejlb Ls Jl Arl Characteristics o'll"ilb
: L{ .,J 4jr+ . r! Ll"Ja.ll 04.,:j^ .C1-i.i1 ,illl /.DJ-;J"ll oL+$i.11 e- t-l3ll Ji Cl-j"ll u'lt"'ai &L-Li

.(329-328 :2006 'rAlJ d':ill) ahj'i,-)l

a
256



I, u{J& }e u,t."tll o.,qsJJ uii d} s{ dl!!l st r-r.r!; (rl,ri) .J,l ,li t*.irf, dJ, $! LsJ Ll
c,bdttr...!rrqUaUilr. ll .3bL,I eiJ,{rl, G3!q tirJtu uJsJ ! Jl OJq $ d-Ujb L re,j, dllj 1_ f+lj
Er-+,0 c+r ,-r.lutg L.o sJ Ul+.| d-.J $ f$-*1,11 ,3r . .rr Jl +_ si .,J.igt cu!3lb l+I ot .=lt
rr.ii t &,:,fu11 sA l"Ji dli do d.ri !!! . ".rt l:,rLtjd kJ+ u:r.l ,.L.o .(336i 1999 .s+ q3:lt).eEujyl
.,i'r l\ llr gl !'Jr 1rt3 gl ,-.,-,, , tr ....rl |nJl L$t s-grl esb (7712008. esklb 6*jD .n!dr....n ltij.
.,tr!ar 4 ot lj'.,t d$-j e! L.tj" !i+lr-l &c {lt .|.r r^r L$l fl$j d euatity 6{Ct i.tr-. (,}' +$Ll
dll L,i! crllq. i,J.r" J tl64 e.!l LriI aj-4,!ir t 4- 41ti, ,,rr,:..,.1 Ol,.sr tra, (34612002 .ps.ll)
Lr t,u+l+ er":l l-r$J ,r! oli l{jr jsl Jl ;idri"!l L$J 616.,.,1JL. Lrt jl L$t (J-e3,q ols tiF &!lr rrtilj
.6.!f).fu$,.11 ;$ai+ Ar.l: y L$l ,!-E (]G i,ir..I LJill {ir,* o- JEI j-,! Lll.J Lst 4i!* ors tll

(2O: 2O04
g5,a:t o$)! ;;ult I e.irr:l 

,: r#lr (Who) i+nu! i.,o,l X"!j raiL. ril i.Jr,all ,:,Ll3lt 6.rr. [.1
, .rLi. Jl lt.j , i*Jrll ,3f LJ ,+."j ste ,:,!Ei- L &ls) {r{ lJ r3i !L r 

brr r &s:rJ !.ra-tr o. fuJiral a-,.1 i&b
"!i.:.11 r3*3 ftb!13

. (14 : 2003 . tl*J es or-.Jt)

rs.ir .fi+.llr l+LJl di!,r5it e\rl d-fu d,lrr.l J,:il firfi q.! e+LI sdlt rE.ll O. !s,.Jl .tr'.,J i.,+r
o'a{,llsl &Lt'J rbrlJ irJ rli.,.r L.ilb,s'.fs! d,.rJijr ,G,.al r.*JLdl ,rrrbE l rr.+*,:" r .Lrii eDrj,:r3
ulll 6"3 lji'Jl l{J+ e e$.11 &LIt s!, UrtI lrc .;rUgl 1.le Or dtlt, 6!.Jt Jt dJ:.,.I eiriJ .f.1t,lt
. iJ+ilu l-Jt".tb d+br ci* g'., :ul rt;s.,al O,{jJl rLr (rj} i:i:lyjtb ..r::lr.I+ r!:l!t rrp lj{J .$rhyb

(2:2001 rpjtsl)
fir-rL sJr i$r ilel+"! ,.a!l iJ,e,:*..ug,.,:.-dt 3l ,ri, .,1 ,r$,,:,. {,..-lt L.rfJl 6riq Li
(,.jI dll cilr]J];ll O.J cJr.Juxtl ctrJi sle jS'P Of frfi.Jt tLgjl elsJ 

y ljAJ ,r_rkjlt r|rlrr.u L$,Jl sl, d},.sll
(A ,dll Js 6- elL#ll ,tIr .,.r1 jL! 

Cc..Lg Lns e l+rl sJ d,EJyl c,Jr trs. !_s!x jl {:j{r o*l s..tc
J^ fkijl .'ndl dJ+ C,l ,,.:rJ .o:!rr lt 6t+.b 6S,r iJ.p 6>r. r *.r y'3lt LLiJ aJs: Ai ++r i+ll LrXl
(eX,Jl '!I"! 4j5.1x i,. '+l,r.d r(!<lJ &Jr! s+!. ri8 dll .jr.,l, s!,etijtl, .c.Jsal ,$j slc ,,.rijjl JiI+u.
.r,:).1, e.,4rl +Lll er pJ ,)-dl rL,al irl- o"!6 sj Cl.s +Lljl llr (i rrJsjl disr &Juj i&l .!aii,

(2:2001 .,rjr-r:r) .L$J r.lJ+ (Jr. slc l+ir JyE".y O+ tunj dJb
f .lJ! dlt !.,.JrL$Jl r#Cffis eu.,.b"jl O.:.r.?.l#L t+:,.I €l,.lijl s{a,,-iJd Crs.r trr3 urJ
,+-u.ll Gll rFIJ sl,ji-ll ru-ri a*,,a1 ,t!j lJ.i Jrq if oL;J ,!+.:., .a-ll 6! r.Js.a$ futall i)+.,.j Jl
Ad+ (.rill C*,..).!U rt,!. !U Ljrjt Lr$b LJhij'.I (3}]Ltb lou,ryl _!,.1b Lrt.rrtr tij$t s-i4sJl .)r3. &

.rd.c q,rljl erl d${J (J!+rJU

-:!.,.att c,t S.lt 6r3q rql _qr

dLl L. rLdl ri^ o-qj '{.irrql lJur-i 0!,.L.! irr +J,.r 
".r.rJ,! # el+ i!*r t}ti.r !.,g rrll 6Je ,rua

,Lr'&.I lir&lu dilqrlt dDu-t €l rrLisl ,{,l+!fl ie_}_,ari_d}lb 4nuxl slturull ) & rb ds& L$.11,
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,d$fr 
"-otttl 

(IlralLll .olr,6il rali,l+: ir..!t .1it1,4.1 .dL.ilt.f.t ryt .&6:$ tu314 +JrEjl Jj,!.
-:slill JrJlsb s.a3lrs,.l d,lrr$ t{+ ltrrl Lt (538: 200g

ttr!+r LlJIj .l-Sidl ,:,U+++ el lllr.rll Jibl ol,,Jx olrilr LJ O.,Ejtu , T&ngible i,4rr!dt +b+t _1

6* t- (39:2005 .o"t*) .r#t"s{ l.Ll. J.I rb.,I Jl.. L r t*iL .'!n" iJ ,kJrEr"! d,,r" !t J-E"lt, ,lrrAl <i}p"1ll
l+J,ll ,:,rt uJ!, i.r.L$ e'l!.tl, lrb$b ,r],i+l J". , (.rl tt.$-)l t{jL i+.{!.t.Jl .r.rr rfi JJ-$ JEi qaj

(59:2008 ,s*lt) tut t{a*L oE t^rt4l, 4ru!t eLlt JAj d*.r Lljlt &+J !)

!H ereJ eill l#uliil+ {-B!,j| rt.ij c*I ..!i1- i.".r e& lrl tr} fJi.+J .Reliabilify lrL&ll - _2

.j ta:trrs pr& t+.!illr .Llxt ,tJ sl 4liu f-,.jl lJ).: (,l9 \{4J{ .r.aJ3u. (J.rr l+trL.j^b .Or+i!!4jl
.qrusJ kluJi! ue XrIr cd+.a l+Sttrl ,'bj.l, &.jrr....n .!i L$t p,rie oro3 4itt c,ljrll

tlil c,is t{rj], drlr eLgi.ll tul^l ulti euii. f.rjJl rJ lL ap..}i$. Responsiveness !.r4:-yl _3

fnu. sl L{+qr.l Ldlll tJi. Jjlr.Or.f . ".x t+,Df oul3 lJrti sJe r a,rrfu. claFJ.c!l1s& r4,a!ry L.rilt
l+t .+ ,rl- d.tiJ]l-J l-tl.ldl ' arrh.! O:!rr ..,.tt 6l+Li : .,,JI L.t !*!t O-o ' {Jrt. duJl drr .&JUll

. cE+iii"4ll

s& LCjd , r h . q.ts u+tl ,t-l-l .3!:i! f+Ji e& !+ll tlr ,,.J,:* .Assurance (OL.f D 
: .! . .,rl -4

.odrr&"u,ll I l!tJ! J)&l+ rdrut ,k+tA,.. cI rd,t l ei nul'., 
'{,^r! 

_lJdJ \+.$n4 u4ij s! lXl u"Jn

.cr,lrt.. .!t fu:-l gJc ,+t.)b #t el ,lJ O,. [rts.+J ejJ]t H!.rj! (,le fit -.\J .Knowledge li]ojq d-t lb
Lt ort iJri+ri".iq ,:ljEj.I srfus ruirL d.l,i 6!:nj. L.4l r+I tr.r goaes .Empathy r-i!Lr!l -5

OsUl JilJjJ ,Cr'{rl Js r;--lnl rrl.liil ou die €l'L! l-drJ ,+sill+ oc+fLdt €Lttsl ia-*&J .'l+.1,i,

,o.l+D) (ell ...,rb$,d,],;lsi) ijE. Lqj'j e.! $r.r'1g! ror,,liJr or-r +r! ,:Lrr+..rr!.,iy f"l,- (d!b^)

(40-39:2005

&itill ,&,-i'rl

6l*+tl ..,Fib L!!l c{r:nia cras,triiJ Lj/aJ

LlJl ot:;Ji Jl+ib.lj+jl tii ol+t lqeJj"tjj dr.J'..^i.rl tr^ cbrl!.
IjiJl $!i c,lrl+l d!.i -:!Ji

-,,1! u ,JJ.I+J a" 0..j"". J ,i+Fll {ii €r.L.l JJsl Cjs s.I (3) ctr+l }4
&li r."J (3.37) (n-! il .!r,<pt !.$I Or sJel c,rt+ I.U.ll Ulr) J$rd tull O$J.l srL,rJ .L.ult id Ol -l
y'Jxldr '..-!l L.Jrll Ln Oj #ls,A Or-ildl {ir '..-!l .L-Jl L+ O) O+J,J. J,( 1.23) €,1+ll , i!-ry1 L.ri
uJ'"L trlj^yl trr,jr ,u4 6-rtJl J+:"t (/-L"JD {-!Jl rilc L.Erdl s+ 

.ul 
s& J,, ti^|, .(3) El+l

,, !..!l ,Jlrl C"u ',Jtl'U 
d+iLl (J).r (r* L$".. lia)l kiltaij +-rr: I .. r 

a 
.Ju.u kllrl elo d.ilu l#! Ls!3!l

.(%67.33) J'illil lr ele llfll {rii 6UJl 4r-6 c,J.J.ttu

s&l +t^.Lr,"Jl sle ,",1.-- $ (X4) lre rr ,.-rdj dl ,{rtil cjs O) sj }*ijrtl l$ d+,.Uri qj {tsJr $e.,

irtJ-.)J. c,J,&r.^4rl rl'!. ) c,,:6 s.xl (xl.x2.x3.x5.x6.x7.x8.x9.xlq.xl1.x12) slr.ll q!,ar l3$ ,cJ&!l oa

ddl fl.Ej .Uldl iLl e.! 
ta rl- ' I q<.r+j €lr&Jl ,!r..ll L$ll 6{+ Or.^j d+l i}4 LLir irJ,a|,,#rrl i.iJu

nl4lr.ll JJlr.. 3l (A..;c .5l.q J..i3 r.i..,i.i, alt ryJ'.l3lr ,lXrJ s.Lii"-l\ i+tr irJl rlj!.)l.t o;lj! +J L1J-

258



{. ,.. , t'-)b f,r}srll 0" (i$!l dE"r,!b ,tljj.,U or.,i.{1 ,q*g,, orl.^lt o, ar dr ^tl a!,}il.Je dr,.J
s-i &Judr Jr{*,i d+l or -d,rrJl, ii.,-rJr -i+rr..g t+l +!.J6 s{.i&4.J1 .*r .ti,.r el ors" JLail c,+&rlt.$dl qE|iall .I-lJ.,! sl,ir..-tl LtAr d4lt ir:6. . lr_l y j_" j js,:e !.. r1 f.1, .SU:rr! ruill , rjqJi .fuJ,.l
J3!b c,L!J' .rt er tsJr l".rb dijj f$ cl*,j.,j! iirt! .frus ,pi qj$,t l# 1*,, ,r-***, o^jr* (,J* 1_
C'bill CJ.l-,i .d+All li.i el JL&-yl sJ aliAfu }Jc ,,0, , tu o.t .-Ljnejt d ,!l!t ot rins.gl i,llsr3.92, 3.43, 3.49, ) €ti.ri jl (s,-u.lr ,.iltl eJ Cr:+-E .l l1,tlr ,,. "u.l ,._.,sl 4].r, ol ,J,iiault ej lre.jl

iJl4jtt .jjr{r- ryt ,...ii,..r!r ( 3.08, 3.I9, 3.68, 3.5L 3.s, 3.I4, 1.27,3.11l.St lr q+ ii sJe d+ t-" (0.8g, 1.24,1.19, 1.36, 1.41, 0.E8, 1.17, 0.96, 1.38, 1.22, 1.17 )78.38oh, 68.65./o, 69,73./o, 61.62%, ) ..:! 1l r++ drxl q,_l fi.:Ltr) ,sJJit jqr. €Uellrl .t{.t tlj.j.lt
iy'l,r oa+ L. rrr . sJlllr 1"!, (63.78%, 73.Sto/o, 70.L7%, 76.00%, 62,70%, 65.Ato/o, 62.t6%
r ar.^J qitl -Lirlr.jb c,!q.,I - q{ajll qtu u,,ir L4!i d*L!r Js,.r+ gtl3r o+ln ,l.ij-nt) u,rlt srl (x4).L.{Jri^I o- &r +ll.r o+1,. r (r.35) rpl+a, r!-:!, (2.8f) ._!.*r",-a*, dr, ...t - .ir,(crli,ilt
{31 €Ll+r sle .r+tu J(a, ol"s,jl r.. iril .!!l &#l r,6 t !i.ll elli rlE ste ,1+ u.lf; grJt s,.ajr ar.,Jr

iSe .ZZX1 o;4 i1 te+",j {,aG,j. dr&t ,r.,it .,i.rdt r : ,r4,trc,r! L"f (3.36) ,.r! lJ .v4xl L ult dl. ,*l c,rr+ 4+-s.r.:r ,:i:^r tu.,l olrjuql srr*6jl .L{I t.^.* ot -2
(J.,..JXI err 

. -tl .L,{rl Ln aF J+t c.^ OrJgI erL .-rt L ..sJl La,i Ol CH+-J , ( 1 ) fJr.,,tL.J , rjr -:y1 1_;
crli {rrs lrut ci!4*cll t{.t!.itut ric l+_J"t.,l J+L. s& {-lr!l 4ip i..Er.J lt&l sjD &J tlAJ l(3)el+Jl

(67.30%) J:dl^ll lia slc {ldl r5tl dr_i:r !..: c,} r.;r , 4*!.1 LJjll e$]q! Srlr.Jl ftu.Jlr't ' ' $fi ,rJr,.ll O. rrbl I+t^ .Lt 
"Ji c,..lD 

,.t - $ l#l sj l,rl lr4 ,.ki (r3l olrxt d+atti ;-Eslr &J
Js4 !+),Jr ,3u.4rb .{#!,r sr&.rb &l.r$b €d,Jl J,aj,Jl rLir--rl rrlijor) ,_i ulr (vt,yz,ys,va)o!r.3li*+b dirri-",3j] 4+JU+ ,jLia .4\t iJr dJ& dtr cr_rrtr. q.t s 6J.Lj,.e t-iJrr l.:rLjl #.i!-rt o.Ij:{+ ., ;1(,
3.76, 3.22,3.27, ) c-! jj (d+tlt J{-B"jL,.un..lr e3 &ur .,+ll cl}..,u i_!3!J_l tr,ir ,L,rl..,.rr LJLl

dti:t ,!,...,r 
#LLat ,.'1rr j,' , crl*iidr oqt tlr.-., l.rat ,;f,:ril hft ,fl,f..:, j;

srt il uE (75.14%,64.32%,65.41yo,64.32%) &! jl ;JJ+
( : )&"+

:g !u, I'l!rt;".r, r-*.:! eJtFr si.prfrL^!t Etr.ijni r&lt,rl-f
z!+."t .L,i d.81 ) dlJ Y di:t .L.i Jijt

0 2 10 14 11

4 6 2 20
2 7 7
7 11 6 8 5
8 4 6 15 4

7 10 8

6
9

0 4 10
,| I I 11
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a
0 4 8 14
6 I 4 l3 6
4 6 14 5
2 12 8 10 5

.rJr.il !ib-)b &rjld q_r.l...lr !-Jlr
0 4 8 t8 7

?
d

.J'

1 10 I 16 2
1 8 12 12 4
1 8 14 10 4

I,i..ll .ilJ- lJ tu i,.ll liu.ll .!*Jl
I 18 2 ;

ll
,t'

10 2 20
,| 4 ,t8 10
1 I 8 l8

fit-ll LiU.JylJ tujd s,-,1...J1 !*J,il

2 4 12 14 5

ij
J'

0 6 6 16
I 4 10 12 10
2 4 18 5

1 7 8 14

l
,J

2 4 14 t0 7
5 8 8 12 4
2 10 4 '16

iJJ+..11 !.ilJ'}]lJ frr_i,.ll s..t*'ll lr-Jt
4 8 12 7 6

!
{

8 6 8
7 16 4 4 6
6 8 10 7
U 0 2 20 't5

ijJl+/.ll lilJriylJ fujJJl sr.L,all.L{ll
tslill rl&j O. -:Jr,z!.j1

L":l(3.44 cn! !! .e;Jdr L urt ais&l €rq rrlL&)l J+ij,.l er,ll A$Jj,I srL."s.I.L-qrt tcr! Al -3
dr..-tt L..stl iri ifA J+l ,J,^ O$J-lls,it -lt L.,Jl tirG al ,.e+J,(f.Ol )6Jt+.lJ Li!.jyt Lq!.,:r,
il+l c,Je r.+!l1 ,{l,Jl 6J$ DLi or ljl&Yl ..,gia sto LUJI i-rlc t&!.llrr,.:ot ,rjc dq lbr ,(3)Clrll q..:J!l

.(69.32%) Jjij'dl lia sle i.+ll rl2ii ,5tUt i-;,',.t:. t"ri, l+-,.J d.'ir lrJ,,.J r.J.,Llt Lrj,ll ehL

ri]i ,d!.lt o. (+i lua !t-Jl s& ,3L.. .g $l rri r+I tl.| ,..r< .,- ejlt ,"UrIt d!.ltj t-E$L JjcJ

ra'i$ r:rrt.rll r!+l d* ((JaJr.ll) riLjJl er l^l,r.r d-j,r."lt r!ll) c_dt esl (y5,y6,y7,y8l",! rt ,:,!,..

e$i slo ..1,i]...j1 u4Jsj ,rati..11. ar.iJ a-li!. Jl ct}!.ll O+ e.tj t 
jll Jsu".ll Jsr s.l,i&"Jl fll .r*.!r dit ll

,!li lj (9+l l..as)t$ l+lL.sJ L{llrrLi Or ilrr cd+-,+ #-j&.."I stl-l .d-r:ir qls-du {rLlt sl4r-ill d,.:!l
LJtr. I ,!,i!-:yl L! ,-,:!r , dlrll ,* 13.32, 3.32,3.32, 3.S9 )

el+t+l ,:,lJiil $!. ..tr:r.! oiC i-ijlell &J,ill s+ ..r3 
"& 

.J.: L-, sJbjl (,& (1, 1.13, 0.92, 0.91)

.eJlril s.le (66.49% 66.49%, 66,49%,77.84%) en! !j ;+i 6rnl +."rr
dl t J (3.61) ,'.:ti. ll ,e4Jxl !..{rl iF sJD! d,rq f-|bj'-,Jl JriL.l tr,ll OJ.}JrI 9JU,6J l&ull i+ Ol -4
,{iJ,lt a, ..,-t1!*!, ;..6 irA J+l s} ordl e+' 

..,-rl L.,J11 i+ O) a*+J , ( f .04 ) (pt:..11 dlr.lll i+
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g.Jilt 4$,I rl-r..t J Ltrlst dr. Dti d!. l+l+i,yl J}l.{ g.lo L!$ t+ f.&,I .rt.tet ste d+ trAJ ,(3)e.r+l
(72.16%) )i,3Al [A ste rjrdt diidul {t* &-! t+i . o,ttrjJt o\q di6{ r, jI dsrli Lri,l rril sjorri! .drstl Or s.tei l#L.- !t-{risJo ,"r. - $ l+l \j .u{Jt ,, 

"*, urri olrrn, .1r.-Lr: LgJ. rq,rtlJi,rlc ctsr:l LriJt :erL,j,fur !j:".r,.l.rjr!: l,l:--rr .t.ill) .r+:,raigS,yf O,vf f ,yl2)oya1 ,.r. -iirl," er sir,iL"Jr et s+L, .)-, ,.rt.lt trnJJt ,uo.3, rrr, ou... n.i j .jL, ; ,p.,, ,_, u._3.43, ) ".:tr 31 1.^-r €rjtLr rvLlj.-yt otr.,.!rr-,lt d e+tr dJjJr rjuarlro !ri!"E! eJr+ d qiJrlt

#+ +r'' :u'tr $,,.1{,,, i r !i {,,'u-i.r 
_,.,j,, 

;T jT :ff Jflf l1ll; ll i.il,
.sJlr,I uJe (68.65%, 75.14%, 74.OSV',70.8to/o) &ti il ;{+ drxt r!*irq t.lq (3.33) '''"J il ,,J+.Jirl t.,J,il &. cli ,:,rtr irt ,lt +*u rull irdlrjll errarll .L,.sJt t+ Ol -5

s-,4Jijl err 
..,- tl LqJl tri! i,.. J+l eA aj.i}.lt s,Jt sjt L. 

uJt t+! Ol CHirJ . ( 1.16 ) plr..lt , 1)- 1yl q!
J outl J LjJt ij.{+l .,,tr: ar, rjl: a- {o-,Jr *1.:. u,r, f_1.l} :4" f*j.J, J*, ," a* ,rn, ,(r)0r,.,r,

(66.62%l r# t lu stc l+t {)ildr_tlt ,*.,r €4! r--.! , ,,,.ardr glllste Gu. l.{+ t4llill otet..yt$li .Jr,all or sJol t+L-r .!Lul {rlc ...t . - ri r+il , : I r.l ,* * }r, ifra, A,.ul t-8 .). lor
{ + eU, o,J, sJe s,L.]u.dt sl s+.LJt cJrly.,jt .rs) ,_*n usr (vir ,rrO,rru,rr1li:{fiJr rrr,ar
e+LJt d]-r,t i+,:i .r.ie. d6*J ,++ {rJJEr !EJ,.J, 6" ..,O-r, ul u*Or, ,>r.ff ,9r,i .,1,.},* or..l,t, .lr*:frlrl g* [isilJ pj),.l u,."Jr:Jls& ..r.i!rl (,j .,+l ctx.]t d,.+ ,Lb 6JJ.-r i_g.-ru ..rit..J, ;I'r0, r'09, ) LJu.-j crLir,Fjvr ;..l! ,".:ru , ejbjl s& ( 3.5r, 3.43, 3.05, 3.32 ) ,:,r.! 31 (#r.er
d&l ,+."1r 

t{3+rr) cli_Frt r!J( (J!+;jAJt ot+ tjrs+.]1 al}ill .r+ G (J]9 dq r_- ,y'rjJ eb (1.25, f .l8

slt , sle ( 70.27%, 68.65%,rr.rrr",'#;l;l&!tJi (3.26) dJr! il .s-4 1L..uJl o. sbldrq L&ujI J+ijd tt Jl o$J4Jlsjl*ll.L{Jt LIor _O
s-al l+r"'''l!-Jt L.iiFJ.!rer o$$.1(,,r...-rr L.u,r r.-r o! o$rJ, ( r.; )+rr:..1 ,t*yrt+
&lrlll ef oLujl 6J A:liu.ilr .,,c$ ,J}. i* .i!1,!l J*i! ste Lljjt :+D d{.Eiq! rL&l sJD d{ t\ .(3) eljl.(65.30%) J:iil lia slc 4jdt rlll d6jl trd q qp. rtrril r a*.lAlr &L-jI e.(,& lrJ.r,jll Oi drlI+L,o.LLJI,,& ,,.!. - dt+l ,?:.-rrr l]^,,,kr,d.l .,1 ,4-*r**,
rrr'.:Al ci:u.Jlr .,ur-tr d s+Jl dl"Jt fL&) e# qlt (yt|,yll,y2O,vif 

1 o1;lr d!d. rili .y19 {rinl, ,'1r''-L.- -'..;U* 4*qU C"llr .r-.Ji ,r.r.*tl3 aJ,.tjll o:+_lt ilLt #_ir..!l# e+LJl ,!)t 1dti+,rt.^r,,3.08, 3.16, ) cil il (l*r: ieL, 24 Jrr. sJo tuJ&Jl or*, ,fia*,, ,1rr_l",Jrrr, * ,1.*,,.,, _o,r,

d,r.r +r,.'L$ r 3 - rr":r.r o*j 4*r, --, r.'.,?I::Y:rff H *.f ti. 
li, f .ii,

:cd-li il 3+| dEl qrujl
. SWt uJe (61.62%, 63.24%, 62.1 6%, 87.03%l
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Lr6 * ,^ - .il ,(u!.J.I $r{! sr.iL.I rLl 6!U.,I ..idrt i,sLt Jirs) 04 e$ (yr9) ,Ji!l o.3, u trt
d+ u.{ (3) eil+lsiJtlluj,,stl t ..uI 14!,rr dil r,6.! d,,.!". r (1.36) ,pr}.,. !i5.jl, (2.62) &!r srr,,: !.4r
dui t+4! &jJill $b,Li.dt {rji ,:,t+lA. t slc.,& ds4 o"Ljt t- Ulil rtd },-irl !i lrgj..l dI rlr|.,te

.(52.43%),",iti it lrlv"j {;,t5,

t,. L{i S}t! L.r (1--tl d,lrlill ,.U+ rt J s& U_A.I Uhl _i3l y) ,,.-rrt :r,.bJf Jr+{ sb 
.,Jar !!a su.Ljj

L,e. J,l,ll cl+;J,til Jl+il ri-J.!)rl lnJitt Jl+rt d+t o,l 4.alls.LiI Jt.rrjJl ea$t iiul .llJ,i4. j elnJi
.{-,r"Jlr !n!r l+.t i iri

-:sJJ!l ,Je" JiJl 4*J,iJl Jt+it -l
( .l+.{yrn! l}rll 6Jhl o* tJL.rl t$.t sti }\JL rl}r .r1, r )-:(H0)d,.jt {}.}Jf .

(.f.4,.1Jb qrd Irl{ d# !i,a:l {yr .rtt Jl." I tijr +C )(H1) rrr,lrr J9;..! o

-:e.tr usJ Cij,cjll {11,j,.. Jrlj s{ (4) cL+Jt J..4
(4)dr+

Lu.r.r d AJ'.$ t hl Jrt urrp ulilt Jts:yt giFll J,is:
Sl ,r ,lg-ll ,Lt RrD].,I:ll &l! C:+tt F 1+!

(o/o1l
J.,.-il F r.i tuJsll iJhl constant

b a

0.88 %77.59 10.387 0.427 -8.314 l+-J.Llt
{,j. J.i$f l L-EI ,:,1-i. otc rt&}l+ daL,ll Jlrcl O. -:Jr..a.ll

-: dlr La &rrtl 0' c':!
r.r:- iie (7.56) ixr+I Llr,?tl (F) L,,! 0,. Jr,$ e{dr0.3s7)d,rji Jldyt err-l Lr....! (F) LI ol _t
Ll . - j Xl)r ri jl rjqd.-! llqr r (Hl) .u+Cl q,iri Jrrir (H0) r$J l+;J u:i, 1+jc pnJ (%r) U.r.

(%99) &i t-rJ+ sl (%l) Lr]l.,.Jj* JjD :+,4'.rnlsb lLir_I;-,lrl J+iLl

rb],j eJ.I ,,!,rrxl cr (Vo77.59\,r.Lrl r. J*4 irr,.l irrrr 6l (x77.59)!rg (Rr) *&ll &t . J'.,c -2
.Airlu (.i lrJr J:,i dJal dt:ni. t ar4t r,j! (%32.41) :jllll 4JiqI L-!t Ll ,rrl-r"t"lt cJe

,.+i, r+-J"l"I trLj sl) q{J+ 6r-! r\J Jhl+ r{..j1 llrl 6Jr,j Ol (jn (0.427) ixt+I r rl!.rl Lj Ot _3

.(y.42.71

oulsjll Oa ;lsb 3r5r Jlr.t.r LiF! Uhl 6rL,j Ol s+. (0.S8) LJ!! ;lr.::! pr.s.J &1,"11 {.i3 g) -4
.("/"88) :i*l :*qrr.!l i.rrj d q{r3- ,plr..ll

262



-:{+jEll ire, Jill f+AJiJl Jt$il -2
.rrrr&yu qJr.I Uhl Oij i+lr.rj llyr d,tt Jiit i$r 5Ji y )_r(Hohdl l+6jt _1

.irlt leYb {i*d ,Jtrl C* ,+Larl llyr oli JJ:L rfl& .u: )Gtf lrl.:r l,,a; _Z

-:+ ufu efu,aill crr rrj Jr$j {,4 (5) &sjl },&

* 1, 
^1rr.rr1* 

r,-r, ui*i "]-* i,fI ; T!i -irtvrJ!Jjr {a.r e.nJ rir. (HI) $.Jr r+qri J+ru Oo1 ,",t, l]qri jr:ro rraj ("zl) rr,,.
(%99) i-t L.J! {rl (%l) LJj,.4 utf,* rD lrLjeyl slE ijJultltrl J$ijJ

tlr! sjll l3!:#llor (%9f .69) 4i-l u Jg.! tiJ..J.uhl or (%9I.69;Eq:r 1n) *,"i:r(9r,. a,:e -Z.arr"rll s.t ial.r Jp dAi i3rr{in r.ai.".r !B! (%8.3r) ;u r.,ir+r j+,,,!l rrr .!rr.jD!r ere
l+.!dr ,trr.!yt ,rLj s{ f tJ iJ-r,U rlrj Jt!4 liJ,4I {rhl r.,Lj Ot (.i,j (0.519) t-ijJ.I r+t {.I Ol _3

.(/"s1.e)
ciLilsjyt o{ rl.:b;JsJ Jt!.t.r GJr.Jl Irtrl 6rL,.j al g.jn( 0.96 ) iitLll Jt,b.j! (J!4..I &l*.1 {+ ol -4

.("2"96) !-4 lrr.ccyr 6rU u{ f r3n* a!i..l

.!h!ue liJ-, i,rr)i!*,,rrr..artrrjr o,, r, l,,flr,{ffi;: -l.Ll+-ylj &J,.i irhl o* ,+l-r! ijrr €,[ JSti :i\c 
--rr11rr1i3 a_y _,

_,cl kc e .l}.jlt d,l"t . J{ril s{ (6) &5J },.,,,(e)&+

(s)&+
'gr.l]oyl slo lij.i iJ[l 

-,]l o"W e.Lj,ll rll.iyt e:edll ]rti

i!,je:slv rr-Li sr'.r&r!EfrI!ll,r.,1

Jii*.l JIt jl

,lrlt.j"yl (,]D iiJ-j tJ.) .it o.lr! s-Lj,jl Jtr.jy E$.jii 'N:6j
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tu"lKNl fJ-ll e3l5r !!-r CslI rllj u. -r J.l-ll
_: d! r. &.+t cF c,:jJ

r<ri... Jje (7.56) titutl]tJ+t (F) {":i o..$r ,rAdso.r r)c*! rtrrsyr 6!3,ril L3*..1 (F) :-I aj _I
1$,.r1 :lyr ri Jil {rr.r sl,: l3^r . (Hl) ,U+rt ,+fuf d+qr (H0) luJ +;i o"U ajjo ru3 (o/"f ) i,"jiu.

.(%99) & i-:.Jq rrl (%1) f*&r dd,4 & r+qbjl sb lAJd 6JlJl .Jr\ilJ

,!E sjlr .:,!*i!r iF (%90.94) 4lJ*n u .iulr:GJ,jlirhl Ol (%90.94)e!jt (R1 J*.JI,I &1,. Jr.je -2
.ei'.u (ri Lr$i J} (lAI .".,!.l:n ,. r.^L*.t 'lJci f/"9.06) r!!$ ljll+I l+-,!I lrl .L.t*-!tstD

:1..r. L.lr:-yl trqisl qr3+ tr.rlJ 6\ Jt$.t l4Lll irlrl SrLj at ('nd (0.461) {jt$t rrr!.rl l!! dl -3
.(%51.e)

l:lt3lFyl iJ- 6!-111 6\J Jtrr+ l3JuI Uht 6rtrj Ols."l (0.95) li&I Jtlsjrt *JLfjI &l,.Jt L4]!O) -4

" 
.(%95) 1+,,1 r.rq+yt 6r!j sl) €{riu 4tr+i]

-;Irr.!!t Lrc. i'),i$ 4*bijl Jl+it -4
.i{r-Jlr ,l-Jl irhl tJ+r +t,.rl l]rr ,:ti JL r$r s.Ji y )-:(Ho)rdl t{,:Ji -1

.f"U,nb tIL.j Ltrl or.. lgerl l]lr ,:,tt JE I ttt, s.r6 XHl)l3*d t+nJf -z
-:e.! LasJ e ij,.jlt d,urr. as: rtl (Z) rJr+J *4

(7)&r)
l.;rl"jof l .rlc Jr"jl Ul{ Jil o"! ,+l,.ll Jlr:ill g\9.,:ll .JsrE

)U ,. ,Lull ,L lz)J+.&,ll &r. fu.qll F 4.+

l%'tl
1-..ll F L liJr-ll tJl,rl constant

b a

0.95 %91.65 7,56 32.943 0.345 -1.O37 {,J,"I
4rrKJrl ,.l-lJl ,rJc. rtaoYL estrll .rl.ro1 ,.p -:_!*Jl

-: .r,lr L{ JJ+l iF C;i
rb (7.56) inHr rJlrdl (F) {+ rFJ+l (-Ar(32.943)d.il Jl$jyt e lr-.jl J,u . .-.'t (F) L.r! A! -f
fu)r Jl Jjr !-.J ej,l rUJ. (Hf ) !s..lll !,.Ji rJ,tr (tt0) pr,:t {41 .-ir:.qro rr-r3 (%t) !i- 6r*

.(%99) ,$ LJq gl (%1) LJ* uui,,,. $e i"D'.."$ crte llJsll Ulrl )ii.d 4:Jr,.rl

r!.;L: rit ol,g:tt 6 (0/091.65) 1L.,",: u r-,ir tu*d1 {rtrl o)(%91.65)gl-,J (R1 Jr*rlJl JJa. }it -2
.Cir-ll d ,.lj,lr J|n du.l ,:,]]:i!. i.^r"*J U.rt (%S.35) aillll fiUll 1r-"!l t-) .l"JJlslc
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fe.,,r l-J*,I trL,,.j sJl f rj;6ut1lr_r3 .1l,rto Ltedli,lrl 6rLj irtu.u (0.345) UlUt qr Lr! Ol _3

.(/"34.s|
liuuJyl cn i\rJ ilsJ Jrrr,r rir.,r irtrrtrrrj ol,# (0.9s) fur$ Jrsjyr (pr+,.! &Lnr Ld ol _a

.(%9S) i+"ii i4)*,Jr ,!Lj dl q$i- 6)l+.Jr

.!ihdrr, {,,r rJr{ o*+ *, ur. 
",, ,o f:] f,irffj'*T _i

.d!r,l,tl, liJr.lt Ltrl 0-$ iJr,.rl Ltyr ol! Jt tlre 
-orr;1rr1.*.j, ,9r, _,

-re+ Lfu eljqtt (jr.ta. Jjrrl sJj (S) &l+J J|jg(8)dr\
!i,Tl' * t".r ,.rr.f 

-1, *,rl u^u.r .1r.s.t!r 6i3x.:1 2$:tx & G
!'Il+ll F r+!

(%51
!J-.il F f.! rl.r-ll 6Jhl constant

b

020
a

0.82 ./"67.38
4.17 6.198 19.237 .i!unt

slt rL&)lr ,Ll.all ,lhel o. -:J&,JLl_ JJisjyt

",& ** r& (4.1 7) i.J .r,I 1r!+lr (F) r+f.iF Jisr e.rd6. t 9r,* ,_r, U* "*-* lr"Joi Ttir.d1 tJtJr r+i,,1 1rlL.5J ,lyr Jj Jir {..J r;,i l\ , (Hl) rr+r.,1 irni ;r FOi r,-rrr, ,r, n, ,,* 1nr1
.(%95) & L.J.r ql (%5) L.r*. a,+i* & !i!r,:Jrsls

{J.!D ,lr! eijt ourijll o- (%67.3s) .r4.,J r,..)*.i-,.Gjjl'Jht o] (%67.38) EnJr (Rr) ,r-,is &u. ],.1, _2
.a jralt 

s.t f*h JuE dJrl €!il, idl,,_l {eii (%ai.ur)'.,1 arr,r,, q^, ,t ,**,
'(%o20) fu,+ cju,lJl ,Jr,j s{ sd! iJ.! rrrJ Jlj,i rjJ.r {rrrl ,rrrj ol e! (0.20) liJLJr r+r ijri or _3

,,rJ!,.i ,stilr.jyt dl.. ,sb irsJ Jtri{ brjjl uht ,Jlrj ol (,.! (0.s2) rxlrx Jtlsj)lj rp+-,I &LJ r-I ol _4
.(%82) i+*! dh,jJ ,rt j s{ sJji-

.ir.,all L.::t i{+r l.!n r 
-:L+lll i+:Jll Jl'liil -6

i,...rLq jtu*r.i#.irJffi;1xTfu*-.:,;,11,15ffi 
_ 
j

_,c+ t.s, e!,,jit or& rrJt sJj (9) &+r ,,+4

r,-,t-yr,:, :;,p r,rr li lt''.".,,,-r, u*r **
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UJ 6.rt*.ll&t Rzu-xll&r! le.lt F 1+
(v"11

j.".il F r-! GJ.rll iJlll constant Jlirdl

b a

. 0.97 o/o94.23 7.56 48.955 1.951 .17.884 tJJ+l rl+l

:-n- lislll td-ll ,rJo rf,so)Lr cL-Lrll rlEl u,q -:JJe ll

-r .lL u &+ll i|. C.:]l
.tlc (7.56) t.i]'r.tl i+lqll (F) qp o- J+l eAd48.955)crL! .jss.iYl 6bnl:.u*,:..ll (F) Lqr ol -5
Ll'' -l l..I1. Ji jl !s.J sl+ l!*,9 . (Hl) *r.J !a1;i d+tr (H0) r&ll lJ-Jl .Flj ql" rtl3) L3!. ,ci*

.(%99) lff ,+Jq I,l (%f ) LJ- c.Ji* ir ,+*lt Lsi 6$+ ll+t .rle l5',I 6_'t!t Jr,ii.l

d Lt t. *e dlil cl!}s! xaL.-l u -d (%5.77) lj\ll L!. lrlr tpll ul . l+.J,I ,r$rl r{J+ lll+r (+
'AiJ'i!l

1+i: d&u6r irL.j sll ,5r! i.r:! irs3 .1111"1 Urt4I Urll 6rL,j at (,.nr (1.95f ) f.ix$ l+I 1+ 0l -7
.(%1es.1)

d,Eliyl or tr5L arsr Jl$a Ljall ulrl ,rtJj al qr'{0.97) ijltril Jll.j}l 4rLJ.,ll &tsll IaI a! -8
.(%91 f+.,j, !i!lr!l irlj e{ g$lu (ol*.ll

!lJl .:rrr,cll

drl3aJlJb ol+liji-)l
-: *l t4l LlJl 6!!iJ .:,l..ljjjll ,t.-i'rl li. dJtii-

- rcr\Ejr*ll -:$1
h^r ;La && Lbi^il 'hl iJ."ai..ll ,cre, ij,rJr 6,lrl rtr.ii-l il .<Ajlt gils]l ,j)6 aJ" &lr!'t':b rl+ -l

.OJpJI L$.ll Lsll ;!+ (P o,s*i+- L

.19,.a11 Ls.1l iq rtr..'l :'u-i.!l lU.iil ,ll)jil -2
:dtl o# LlJl ,iUfi. J:ls3 elui rJ',: e.i -3

l.{.u 0* e.ll ..!tttl & c,lu r l kjJ'.llrl fei eJll .r!,iLll l#LLdal sJ Orl$ LlJl 4lt crLr.ull ol -i
drui. J3,! eEb ua3 r.i,n-.il) ir.ii ll' &Jrf! *4 d$.ll eF sll ,*t"A.LuJl sb kjiJl. Ulrl jF At

Jsrll cJr dil eit a.!qJ !!U rili (cFllAtl k-f.+ elll -Lj.ru^l! ,:,Ukrll - .,!r..lt $t- cr! i#
l+ii, F }Jl .i!l,Xt sl+:l L{lj J+l! l+5..llLsllf.U+ ru+l €!:dj..l l,#j+i er r&r+J1 s4,i!&ll &l+ -qr

.4rL.lerl lgiu !hj,,'rl 'tJ!$ 
t+-JBl"jl raltu l^:[Jl

-:rj; to L!l]1 ,t!Je JUil elEj oiJll -4
.1r.,9.r-!U fuJqlli_rlrl ]:iit (%l)(,jrd $p LJu;lfr Ji jl clua -i
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.i;tl,.jeyl, {Jqlt ,-rlrl Jit l (%f ).aj!,.l & LJ;.. IJyl 3i jt rJril _e
.{+hLylr ;Uj.Jl irht Jril,j (%I)djis r.t l$J,j rlyr rt jl drj. _e

,td-dl, ;UJ,"lt lrtrr .']til.t (%l)6ju. rb r4L. ityr J! Jjl dlu^ _r
.dl,itU ll!.I 6Jtrt Jr[d (%5).ds4 rb fJ&. t]yl 3! .,!l dtir _a

.r+r.e,I Lrijl t{+ .rl+U llJrjl iJhl Jit l (%l)r+__ r:c loo* 1yj ,i.}l ,rllr _3
ol )l irlrieyl J+1fu L.Liryl JriiJ Lqjrt J Jgil{ L&] .}ilr rrlJ d &i &l,jlti c/,rr_tl fLIt pJ _5
til ."ll Jd! l.-!t!ll filJ.ll+ 4lJ .tiJsl rJhl oJib ll i,. sJ.ri,r l+J.tri ,llr ,+rLloyt 

Ot 0# Jjll Jeiri Cln.i.sEr fu. J.ru r&ldr Jlfi. lxrL q-r"r.Jr J9& ir..ur ,+J.rqr ,i.rr+_)l Jr,ir, ;rr]r t+rJJr.$

-t oli,.aJill -:i+j8
.sdLJl ciX"ll JrJEi f$ liJ-Jl iJt!) i trt i\,Lnjt UlJ,aldqLX q,4Jr €l+tix{yt .r,s!,j r.er laL.j _l
dJlgllr 4LLlAb .-!.Jr: dirj, 6. ln!:. i,r,a, ,,r,r.! 1J* ,!Lj (sfni4.$) liJ.+.It t !i.I aLr^t 6JJ.a _2

Jrlr rri& L.!r^r,r c--.,, .., .,,.vrr.r j*br ir!.i,. ,lT"l..ll'J;'#r*tr,HT
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