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international students searching for Australian higher education services™

Alee b Bl DS g0 gy ALl GDASI il £ )l aags ) Ayl o8 Cbaa

CBS Guaill o dalll cilodll Jlae 3 clldy cllgindl o asiy Al Glosbeddl o il

Ol Gasad) OOl g Auhall ki Jlae o Jad) apbedll @iland) dpadall clerdl) apaaillys

Al il Y bl eda ciliagiy dlhind 8 el aleill cilend e iy

DS e e g (Al G bl ads Glad (bl 335a) il DISH Al pailad e
aail) e A cilendll Jlae i clolaall e il ddee 8 Jilial

Jliiall IS e e i (Raadidl) 58l) caall wii ol Lal) Jilad) SIS Al gy
sl e Zl el Jlae b lagladdl e il ddee b

1 Gilly, M. C., Graham, J.L., Wolfinbarger, M.F., and Yale, L. J., (1998), "A dyadic study of
interpersonal information search”, Journal of the Academy of Marketing Science, Vol.26, No.2, PP:
83-100

12 Chen, Chia-Hung, (2006), "Word-of-mouth information gathering: an exploratory study of Asian international
students searching for Australian higher education services" Masters by Research thesis" Published Thesis",
Queensland University of Technology


http://eprints.qut.edu.au/view/person/Chen,_Chia-Hung.html

:'"(Wangenheim, 2005) 4wl 2 -7
""Postswitching Negative Word of Mouth™
3530 o) Aadd 3g3e (e Ol Jsad ey sy M) bl Jilinad) DS maa g ) Auall o3a s
cide 3y ke LIS aie 21 Laily covnd o al) Zadal) 355 e Jsaiy ¥ 0sl) Of Gam AT dana
A bl ) clia s 8y VL) clead il e Ayl
pelsas ny ks Jiliie OIS, (5l Lo Le paa Badd 3530 ) lontial) GEL @
Jeaill Cuag cnaaldl g3l e CJU\ Loyl ¢aSHaal) )Lu‘ a8 guall 3y0a) ‘C_“u.db Jal.u‘)\).” °
sabual) Jaliall IS A8 liey Jsatiall sl ol o)y i Al Jalsall 8 HAT dadd 355 )
:'*(Cheng et al, 2006) 42 -8

""Negative Word-Of-Mouth Communication Intention: An Application of
the Theory of Planned Behavior"*

¢ oladl JBliial) DISY Ay Adaiyal) Jalgally bl Jaliiall DISH 4g laa) U Al oda Cdos
ie e bl cid a8y (Jiliall DS A i 3 abad) sl )l e slaieY) gsia (50
)l ol Cayelaly comall (A slgiid 8 acllaall
Jilsiall SISH Ay Lala) ddaise @yl (Sl oSl (e laiayl) A0 uled) (gl o o
el
bl Joliall SIS Ag S b Gdaill AL (TPB) Lbadl) gl 4k o
:*(Anderson, 1998) 4wl 2 -9
"Customer Satisfaction and Word of Mouth"
D S S 13 L g eJBliial)l DNy Lol G Al maagi U Al oda b

&y ¢ ey Jilinal) SISU bl L AL (e JB S ST Al JBlie 2S00 L Gaanial

AU Aaitl) ) Al ciliags a8y ¢ e Al s

3 Wangenheim, F.V., (2005), "Postswitching Negative Word of Mouth", Journal of Service Research, Vol.8,
No.1, PP: 67-78
4 Cheng, S., Lam, T., and Hsu, C.H.C., (2006), "Negative Word-Of-Mouth Communication Intention: An

Application Of The Theory Of Planned Behavior", Journal of Hospitality and Tourism Research, Vol. 30, No. 1,
PP: 95-116

15 Anderson, E.W.,(1998), "Customer Satisfaction and Word of Mouth", Op. Cit, PP: 5-17


http://jsr.sagepub.com/search?author1=Florian+v.++Wangenheim&sortspec=date&submit=Submit

IS ) Gl AS)Lie (e ST S bl L) DS 0L cpmall) e L3N e
el i)

2" (Lopez et al, 2006) 42 —10

""The impact of customer relationship characteristics on customer switching
behavior"

Jsh) 2enill 333e pe AL Clia Cua e LI CDEA) Jilad Y Al oda i

oAbl cidhy el 53550 g Jeaill G dae s (AL £ Ll D)) Gae Al

(Al ) ) A al) ciloagig el Cale) Radk (53430

4ead (535e O Jsaill (i) die sl & ae iy deadd) 393 ae sl ABle g ludly (Bacy Jsha
Ll Canlgl)

Aaxd 3530 ) dsmill Sae il aa (AL Joka) 4S50 e Jal) Aligh A8lay shating Gl A3
Al

AT Lead ag3e I Jeaill Slae JiF aa (AR (3ee) ST IS5 Aaadll () ganiian () L3

AT Lk 3550 ) Jeatll e JBl an (Al £ L) LLaaSs iladd )y seaiins (dl) (L3N

A8 L) bl Al auli 1-4

SIS Glaase S Gos s (Wangenheim and Bayon, 2004) Gy : J5¥) &Ll 2l
@530 Gkl dlae OS5 Ly dusall 338 g i iyl (AL Joad A olud) JBL)
LAdll) laad

eyl Jeatl) gl 3 Jilinal SIS B ey alls (Money,2001 )i saglll dludl )yl
AS N Adjaal) dlaially Alall 558 sanyd Lot

oo Gl (Jilinad) DIy Lyl ¢ oaluad) Jilinad) DISI G ppalse e Aol cluball 48 &)
bl i e Jilnall DISH chladae i cJiliad) DU ciladsay cilaslaall

Saladaa 4 Al Jalad) DK Giloass adare Ay Gl 8 Adlad) A ,all Al ]
L DA el (g8 A )

Apaledl) lasal) s355e op G Jsad o bl Jilnall D 56 sae 8 iy

6 Lopez, J.P.M., Redondo, Y.P. and Olivan, F.J.S.(2006), "The impact of customer relationship characteristics

on customer switching behavior", Managing Service Quality, Vol. 16, No. 6, PP: 556-574
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:Research Variables d&ad) cyaia .5
:Independent Variables diiwal) fysiall-|
el Jaliiall DISH Juye 38 —1

Jiasaly Jasyll DYy il 3 sl -2
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s pally 4 —4

bl Jsliiall DISH Jifiesa 358 =5

leshdl e Jiias) Cing =6

:Dependent Variable gl siai-o
Aagledl) lesdd) g355e Gp G Jsad e ol Jilial SISU L8k -
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:Research Hypothesis &l cluzjd .6

Jilidl DI G Sy V) L) Gl Ghaie e 2y Gilum Gaas paliily Caldl L6
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:Research Importanceéay) Ll -7
:Scientific Importance dsalal) da%i-i
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:Practical Importance 4led) Laa¥)-c

S sae & Ll Glaaad) 550 G zisad SR PIA e Gl Eleall Lpaal) e -

el Glaxdll 53550 G P Jeas Ao L) Jalial)

G 2l ALl Cmgiy 1305 Cala Agae 8 dpendd) cileUail aal aaf Lpadedl) o) gl ey —
Aalled Aled Aot il ) Jeagilly Gl clesdl) gl s Liyeudll Slally clull
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olud) JALl IS dallea b dpaglal
:Research Sample and Population cal die g adise -8

el 38D L) (e s) il Anne (8 Daadaill el (53550 (AL (e Canall adine 3S
(L e A8S Jlae) 3l asloaliaial A8IS; Caulally A lalll Jlae b Tpadadl) sl wai )
At Byude A HLEAL Ciald) Bl ady cuad) due lidl (8 5yadall Al bl e alaie¥) 25 s
B s Aine b dadaill HShall paea () Joadl Guaan Cia s Aine & &)l g Lia Y]
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Jalaill Aallal)l blia) dae maead ¢ Slaan) Julatill Wgindloa axal il (1) slediad 25 2,
Al (196) Slasy!
:Research Methodology &ayl) dsagia -9

sl dagadll e ailicay jlodly Caad) Calaal Gaias &b Caalll ade

Lanal¥ls Lpal) aabad) (e salEaVl Glldy st dad el o Cald) adiel) g il Gl
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:Research Limits &aal) agaa —10

Op bl ¢Juyally A8 ¢ Juyall 338) bl Jliall SIS Cladae (any o duhal) Gulad il —
Slo (Jiiad) 538 (ol Ge i) Ciny cJiandlly Jupall o Aall 358 (Jitasally Jusyal
oadi (laslaall jalias 233 Al sl Al ALY Adlad Ji) AT e dlla o el
Sas3e Cm BN st b ) Jiliall DS 35 s b Lead 35 of oS (Readl) e lagledl
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o Apalaill cysall) bl el 558 A s dide b el leadll (Bl e bl i) -
Sle Auball Jaid ol by (eVlae 1S JleY) 5l cailae 288 sl dnd) @bl e
ool b el cilasll Jadi gd Apedeill cilasal) 3k ¢ LY A Glly Ladaill cilassl) A
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Word-of-Mouth Concept and its Importance
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S Giaall
JALLal) a3 il
What is Word-of-Mouth?

HRIP Iy

138 OIS el aeSobu o i o oSa ) lisal) e naall cas S8 G sSlgtinall
Jilus 2303 e a2l Jeg (5 AT dplas Adle ) Aplad Adle (e sad dslu 51 Jha la sl
A cbalaall o V) gl hE e S Al (e Clagall s i e YIS) Ay sutl) VL)
byl dag cllgidl I e sl ik clla Al cleddly claiid) e GSlgiud) u gyad
OIS Jasy Lo 0paY) 0Sleiall s jaadll ey dlas jaae e gl e Gl b3l cllgill
Cllgiadl hai dgas cpe Gl (5 A A eaall VLA (e ddlacae ST Jaliial)

Loaal) dag Gl cllginall @l e oydiliy Jilinal SIS dale cluhall e aall culgls N
pend ellginall Lgantiing Algy laadlly claiiall Joa galasV) gy Jlails Jilid)l DISU 5,1
Al ladddl (53530 e Dilaglaall

oailadll ety Jilial SIS aseie o pgual) bl Gl e Law Gl 138 il
Lol Ay sutl) s laall (amys Jaliall DISY asede cp Jalailly COEAY) sty Jliad) DISH dlly)

A ladie e Cypaall Gulead) 3B o Q) B guilly ¢ gyl Syguill ¢ i) QOIS (530S

! Goyette, I., Ricard, L., Bergeron, J., and Marticotte, F. (2010), "e-WOM Scale : Word-of-Mouth Measurement
Scale for e-Service Context", Op. Cit, P: 6
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:Word-of-Mouth Concept J8liiall a3slf aggdal -1

S elay) JIKsl aal WOM  jeaisally cajeally Word of Mouth Jaliall oDISI ey
SN Juye g0 Juat¥) dglee (<5 Cua Interpersonal Communications (=il g gyas
Ble & s difisall Juyall eluyy Al Al )iy Receiver Jiliad) SISU Jiias s (Sender Jalial

Ll Lala) (IS 6 hsm 3580 e DISH e

salial e Ll A il Cilie ied el CYLa) g1l a3 e JBlall IS iy,
i ol 08 e plaa¥l ey o JLsall IS Laal e atll o (S5 Ll g Lelalad &S
VLY 1l s e sty JBliall S ity sl e dpall a6 i oalal) (R Cilised

al e Jilndl DS Gaje @il (Arndt, 1967) Jiliall DS lsihe ool Gdiald) Bl o
e Ll il SIS o bl @y Cua dupally disall (gt Gadd (e gsid Jlail

Tieadl) ol i) diglall Aakally DS 138 Gleiyg (o)l

On Adaall) dpeal) A8 gdaiall Jiluyl) Jalg' asf e Jaluad) DISY T(Stern ,1994) e LS
SaaaBlsll Blad) (8 pale (S5 Legany ae Slally (pally JALE) DS ey JilE) 2OIST i je

SIS 585 of @aspal ge ol Al maasl dua il il (Buttle, 1998). il

o ol IS cladaiall e llal Jilall IS 3Ky a8 ded o e S dplad Adle e Jilidl)

ephemeral sl 4 coral s face to face 4adl leay Jiliiad) DS Jlail (580 o (535 el

Sl sk 55 iy i) A e Lo e ol dglat e e Jilidl DS QB Jue e
L) Goh oo d Laly Ansl leag w Y IS Lo lainl) cl€udlly ) @l e

2 Arndt, J., (1967), "Role of Product-Related Conversations in the Diffusion of a New Product”, Journal of
Marketing Research, Vol. 4, No. 3, P: 293

3 Stern B., (1994), " A revised model for advertising: multiple dimensions of the source, the message, and the
recipient ", Journal of Advertising , Vol. 23, No. 2,P: 7

4 Buttle, F. A., (1998), "Word of Mouth: understanding and managing referral marketing", Journal of Strategic
Marketing, VVol. 6, P:243
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el any Lo (Sl & &y ey e bl asly Jiliall IS °(Westbrook, 1987) e LS
ety adud Glia g alaail) Al Joa DS 138 38505 Al leiue J8 e DISI Jlsy) Caa

.Heg_.)a:ltg )i/} FRREY

sy Lo Alage b an clal af e Jilidl DU Y(Swan and Oliver ,1989) ajes

Slo el g AKA i gl (s Cun bl Jalall UKy eyl Bl GUSI) panaig gl

G e wilje LS (Gl day JBall Jaw Ao Jolil dlee (8 GG Capla ddaud sy dgange 45,4

Gilaslaaly (AT pSlginall 3550 (plginal a8 4l (WOMMA,2006) 4831 Jaliial) IS
Sl

sty gam)y e Jlail sJilidl SISH G Capedl) L)) Gl Joay Al oyl g
oo s Aend o mie At Adle o Gloglaally AV Glgiuadl a5 aihuls ¢ Slgiull
Sans leay Jlat¥) a2 o oSy @lad e Jalis 4l llgiuall 4S50 Jlaiy) 1aa s Lends dalaial

S AN gyl clinally Lo Laaal) Kl alasin) Jie cu i) Gyl oo

Alls Jilad) DS e daa s lin maal GV e salyys asdeSall gkl aag
Jiliall SN g iyl maag e A Uag s sSN) Jilnd) DU gy dpeal) 8 Ale e
L s RS Jilin) Sy gl

:WOM vs. EWOM g 5SIY) Jaliial) aMSly (g audiil) JBlitall il -1-1
P ilen D 8 g RSV Bl DS e gl Jiliall SISH Calis,

Sl gl s st sl ge e 8 WOM umiadly Giyeally suliall Jilinad) DISY @
il Gipmally 35 5SKN) Jlmdl SIS Wl cgplall o sasall cilislad) sda e iy,
Jupadl G sl () Cua didljie ye cliolae e Ble s UK, DS ST E.WOM

O Juh JBAl G o (33 5N 3 clegainns G0 Cobomitie (58lSay (ile) b ond Jitadl

> Westbrook, R.A., (1987), "Product/consumption-based affective responses and post purchase processes”,
Journal of Marketing Research, Vol.24, No.3, P: 261

® Swan, J.E. and Oliver, R.L., (1989). "Postpurchase communications by Consumers”, Journal of Retailing,
Vol.65, No.4, P: 523

7 WWW.WOMMA.ORG . Consulted at 27 March, 2013
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AN ) Jaisddl By o Jainall e IS Jiisall (S e Cilide lSa b 0585 (add
Alsay (o Axie) 558 22y

&b =alaiY) e degena ol padd Cn Glogled) 4S50 Alee sa Llle ol Jiliall DISY e
ey Cun (il e € aal Gloglaall AL Dlee o g SNV Jiluiad) DS G s
Lelaay) il Pa e dlyy cuil) Gob oo paladl) g S e ) DS Jlay)
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gidiyy ditesall J e Tm Cigyma (0583 (5305 Gupall e ey (sl i) SISH s Tyl @
o ey g AN el SN ) s A el B e Adlaadll (e (pre g5ier Jupall
oo S Jiad) o oy G Jataall Gy Byjee 068 YT daind) e g3l5 Jusyal
SISy galil) Jilnd) DI 8 Jusall 138 e jaball g 5N Jilial DISH ddlaas
O s Apny Gades A Apagi 4l ptly 5g8 4l Aageaiy Qiiesall candl e Dyasnd Jusyall e i)
Laily arl) et 8 el Y Jupall g Dacars lsge (& 8 3 SN Jiliiad) DS ety cdaay
Sl daasll miik e hala DISH 138 568 Lays g8 Jalinad) DISH 138 (e disme Dl Ba]
S e dlay) clidas U AMazon gise 6 3ypdiall S silie ai o) oSer JB Ja

Sl o3 gilsa b yras dulady) cililail) o3a ol adsall Jls) G o g0

Difference 4gliall 4dsudl) amliall Gy Jlial) S o G40 2-1
:Between WOM and Other Marketing Concepts

Gisedll (Jiliall OIS Gasad (Jiliiall DS Clallaias aliiiu) & ofiall) Gme (il

Oo atl) ad lpandd liaeS 3,8 Gilatie e Euaall (uleal) 5)8) e WG Sygill ¢ gyl
O Onall (sl (e Gialll gy A Lgiy Apaen AN ang 4 V) lallaadll oda oy 4l

ety DByl muagiy ilallaiaall o3a

8 Steffes, E.M., Burgee, L.E., (2008), "Social Ties and online word of mouth", Internet Research, Vol. 19, No.1,

P:43
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AN ) DISI Aagipe dgdyses dadliul sa Viral Marketing o) (3ypuidl)

oo cabiny el say delaa¥) GG Lasiady ) dadiuly b oy g il Gusedll o Cua
sl mlhias aladiul &5 a8y V) Gk el Al slall 8 2y of oSe @A Jilaa) DI
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SIS G s A SN ad) g e laaY) Kl aladiuly elldy agilaal Ay ALl i
el 32y sl DI ola Ty Lelatia e DS e A5 (g a5 (gsie IS Ay Bl
On ALY e gl Gagedll 8 oaddl) e aldall 38l gyl Gasedl) a8 ad)

T pei aad d A sa 090 e laial) I aladiily AY (add

° Goyette, I., Ricard, L., Bergeron, J and Marticotte, F.,(2010), "e-WOM Scale: Word-of-Mouth Measurement
Scale for e-Service Context", Op. Cit, P: 9

10 WWW.WOMMA.ORG . Consulted at 15 April, 2013

" O’Leary, S. and Sheehan, K. (2008),” Building Buzz to Beat the Big Boys: Word of Mouth Marketing for
Small Businesses”, First Edition, Praeger, Greenwood Publishing Group, Inc., Westport, USA, P:23

2 Goyette, I., Ricard, L., Bergeron, J., and Marticotte, F., (2010), "e-WOM Scale : Word-of-Mouth
Measurement Scale for e-Service Context", Op. Cit, PP:9-10
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14 Buttle, F. A. (1998), "Word of Mouth: understanding and managing referral marketing”, Op. Cit, P: 243
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52

:Personal Factors duaidll Jajgall -

tod Jalse EOU de ganall 028 aal
Jiiasall Jomat o (S Al Shlaall ety 2 Jilinad) SIS 32V Aadiyal 4500 hlad) e
S AT R 3550 ) Beas 393 e A€ deall (g 4g 38T (31 DISH kg Le gl 4ald v
il 3ol 38 jhalie e @lly e coyiy Leg dplatl) cladlall aal (e Lo ziie ¢
AV Sl (e dapail) 3T 1) dllgioall ling Ulal rellgiud) o335 @3l Gueat o
dapal mayt Cus ol A SN o)l 8 aiaeliuey Cilatiall Alial) dteSlase & diac Ll
s oo dlgual g8 AT LA slaginly 4eldl B dllgiual e Lo A (Al oSl
NIPAEN
Apladll aldtall e Jilidl DS e Jpanll dllgivsal i€ Jilial SSH i) Jaill o
ol i) DISY e gl ol cAnsdiy Jusyall 48

:Factors associated with the product or 4asil) iially Al Jalgd) -

Service

tsp dalse dxy)l deganall oda auaiy
Aatiyall A0 laliall (i, Jild) DU o) Eus sehlll Gl dadyell A hlsdl e
Ao L) lhlid) il Jlalaall cglladl jhlaadl co)a¥) jhlie jlalaad) oda aaiy e hall
Ge Jild) DI el Jio clesleall jilas sz dgay e tlaglad)l dlas dai @
ol G Gapedl Gleals e Glaslaall (Sl
Slo Jsanll Ggmall o cleaad) § cilatiall (aey tdendll o miidl e Glagledll (il o
gl claindl Jie lgie adlel) e leall 408 dagi e Gilaglae aan Y ) dleie Gilaglaa
OSliall Jlas cilaglaall ge i o sa gl da rlaglaall ge anlly dllgiuall oLE 0
laglaall e Gy ¥ llgind) o of agaial allays 3,89

:Factors associated with the Message Aluyl yaibaiy ddasijall Jalsal) —

it Jalse DU de ganall 028 aual
i) ol Alaid Slas) 8 Al Legsind Al Gl 586 o ALl 4lled o
Ll SIS Jid) Hla) g i U dgylall o Al Juags diple :Allu )l sl dlad o
e Al Al daphally Jusall dwal) Zaly cpall Jlail cchgaall 5y0 sdphadlll e cyLa) o
syl



53

:Tie Strength 4lal 548 2-2

Op AD (Jeadl & oMl G ADL Al abdl G ADLIS (alidyl G Gl
Strong Tie i ilaa cld idle (& o Ll Tie Strength ileall 56 lecans G caliad ¢laay)
s g es IS (V] o s WIS pitpe alasV) o JhatV) IS5 g oSy ) AR a
A 058 o e lBaal) (A Jie (alaiY) ( dpages ADLe AL b3 ()5S SIS (o g
i Lmidie e JUai¥) LS5 (05K ) 38 a5 Weak Tie dims ila el ile (alasy) o
djle 2] ge oddl) ADle Jie Lpases e WD)l 5S5 GIS gimey ae galasY) a1 L b
Al agy il Al

e Laay) ADLe)) (48LS) 558 (s5use Ll Alall 34 (Steffe and Burgee, 2008)liald) oy
Gara Aaly e i) o @l JS el Cun Gradd On G Aap ) Sleiaal) o
A (68 lpanyy Al Al Guil cBaLYIS B s cOlall 3 Gy Do laial) 4kl
"l agamny me Cijlaal) W L Lo 1ol Cus Claall (s A

saall & Clpiie saey Alal) 58 (Gl Cua (aldiY) G A0 Lo gl el i Alall 34
Lpaal (Jilnad) DS Jiisas Juspe o Juad) LSS (Jiliall DISN Jiiasay Juspe (e 380 da3])
" Jisall Zuilly Jaliall DS 5 dpa il Jas o Dsanl 520 Lo (of Do LiiaV) 4D

Gl palad¥l on @l Lgaul & Y(Brown and Reingen,1987) olialdl muass
JS o Cua (2/3) JS) gy LS Adgmin Ala o) Ay Alia laeline dayy 4SS <G e sale (46
A Ao agayyiy Apudl Akl Ll 3 (s ¢ Bl A Jia CeBA Jilsallh (ads Jid sy
Ly i il Jadlly (2/3) JSAL Jie L say (and) aguans (e Gujie sliaal agd Strong Tie
Strong s Adle agin dayjis dasll 8 D) D Jia GFE sl (f (pm (A comadid JS o
GAS; D s A op A G s 8 cmadd O adiee bad (2/3) JSA) 8 ek G Tie
D 5 A Op by asfse . JS3) 4 jeday ¥ i Weak Tie dipaa ddle 4 E 5 B o iDL
Lpagll Jid g (2/3) ISl 8 sasasdl agadl W E 5 B o ey adies i aag YOSl
WOM Jilie M e ple A dragll sday AY) Al ) dlgiud) Leawn A Referral
lgiusa) SISy (Strong Tie iy Adle 43 ks Vs B llgisal) aag A cllgiual (f Laadls &
a5 B llgindl of Laad 1aadl; (Weak Tie dimas ile 4y abayp sl D dllgind) a5 A

25 Shimp, T.A.,(2010), "Integrated Marketing Communication in Advertising and Promotion", Op. Cit, P:547
%6 Steffes, E.M., Burgee, L.E., (2008), "Social Ties and online word of mouth", Op. Cit, P: 45

27 Money, R.B,(2004), "Word-of-mouth promotion and switching behavior in Japanese and American business-
to-business service clients", Op Cit, P: 299
28 Brown, J.J. and Reingen, P. H.(1987),"Social Ties and Word-of-Mouth Referral Behavior", Op. Cit, P:351
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30 Brown, J.J. and Reingen, P. H.(1987),"Social Ties and Word-of-Mouth Referral Behavior", Op. Cit, P:351
31 Steffes, E.M., Burgee, L.E., (2008), "Social Ties and online word of mouth, Op. Cit, P: 47

32 Brown, J.J. and Reingen, P.H. (1987),"Social Ties and Word-of-Mouth Referral Behavior", Op. Cit, P:352
33 \bid, P: 357
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33 Voyer, P. A., (1999),”Word-of-Mouth Processes Within a Services Purchase Decision Context”, Published
Master Thesis, The University of New Brunswick, National Library of Canada, Ottawa, Canada, P: 60

34 Brown, J.J. and Reingen, P.H. (1987),"Social Ties and Word-of-Mouth Referral Behavior", Op. Cit, P: 357

35 Wirtz, J., and Chew, P. (2002), "The effects of incentives, deal Proneness, Satisfaction and tie strength on
word-of-mouth behaviour", International Journal of Service Industry Management, VVol. 13, NO. 2, P: 145

36 Steffes, E.M., Burgee, L.E., (2008), "Social Ties and online word of mouth”, Op. Cit, P: 45

37 1bid., P: 55

38 Brown, J.J. and Reingen, P. H. (1987),"Social Ties and Word-of-Mouth Referral Behavior", Op. Cit, P: 354
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40'Wangenheim, F. and Bayo'n, T. (2004), "The effect of word of mouth on service switching: Measurement and
moderating variables", Op. Cit, P: 1175

4 Price, L.L., Feick, L.F., and Higie, R.A., (1989), " Preference Heterogeneity and Coorientation as
Determinants of Perceived Informational Influence”, Journal of Business Research, Vol. 19, PP: 228-229

4 Gilly, M. C., Graham, J.L., Wolfinbarger, M.F., and Yale, L. J., (1998), "A dyadic study of interpersonal
information search™, Op. Cit, P: 91

4 Price, L.L., Feick, L.F., and Higie, R.A., (1989), " Preference Heterogeneity and Coorientation as
Determinants of Perceived Informational Influence", Op. Cit, P: 238
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20 Ibid., P: 34
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journal of Hospitality management, N. 23, P: 398

22 Hoffman, K.D., Bateson, J.E.G., (2002), "Essential of Service Marketing: Concept, Strategy & Cases, 2"
Edition, South-West Publishing, Mason, Ohio, USA, P:46
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2 yang, Z. and Peterson, R.T.(2004), " Customer Perceived Value, Satisfaction, and Loyalty: The Role of
Switching Costs", Psychology & Marketing, Vol. 21, No. 10, P: 802

24 Oliver, R.L.(1999), "Whence Consumer Loyalty?", Op. Cit, P: 34

25 Ibid., PP: 35-36
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26 Chou, P.F. and Lu, C.S.(2009), "Assessing Service Quality, Switching Costs and Customer Loyalty in Home-
Delivery Services in Taiwan", Transport Reviews, Vol. 29, No. 6, P: 746

27 Yang, Z. and Peterson, R.T.(2004), " Customer Perceived Value, Satisfaction, and Loyalty: The Role of
Switching Costs", Op. Cit, PP: 805-806
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28 Chou, P.F. and Lu, C.S.(2009), "Assessing Service Quality, Switching Costs and Customer Loyalty in Home-
Delivery Services in Taiwan", Op. Cit, P: 747

2 Chiu, H.C., Hsieh, Y.C., Li, Y.C. and Lee, M. (2005), "Relationship marketing and consumer switching
behavior", Journal of Business Research, Vol. 58, P: 1685

30 sathis, M., Kumar, K.S., Naveen, K.J. and Jeevanantham, V.(2011), "A Study on Consumer Switching
Behaviour in Cellular Service Provider: A Study with reference to Chennai"”, Far East Journal of Psychology and
Business VVol. 2 No 2, P: 73

31 Wieringa, J.E. and Verhoef, P.C. (2007), "Understanding Customer Switching Behavior in a Liberalizing Service
Market", Journal of Service Research, Vol. 10, No. 2, P: 175
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33 Lopez, J.P.M., Redondo, Y.P. and Olivan, F.J.S.(2006), " The impact of customer relationship characteristics
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-(35/5) ¢8) Jsanll rasasa

dginall | F dad Glagsall bagia | dgall alaye Cilaypal) £ 902 Sl Jaaa
.000* | 18.252 4.668 6 28.009 Jlaady)
256 189 48.338 (2lsal
195 76.347 Ay

lany) Jalail) il : juaal)

Al e 8 4,5l 2D e 8 bl aiay z3sed) 13 G Gilall dsaad) e iy
Lygine (s5ima; (18.252) F dad caly Cum dpaleil) iladdll 53530 (il Jgad e o) OIS
Ll il sy sl sl Aldiad) 43ysie zsall s O i e (0.01) e J8 a5 (0.00)
Wyt ) U priall & sl das (36/5) o) Jsandl oy dsaill 1agd Ay padil) 3)381 (3lay Lad
i) ol yial)

Jdoadll o alad) Jolial) S 5l 7 dgall apaasll calaa (36/5) aby Jsaa
S bl Uadl) Jiall pasdlf Jalea R? sl Jalaa R L) Jalae

50573 347 367 .606?
(Hlan) Judail) gl 1 jaaal)

b ially (bl DS Ciladae) i) clysiall Ga bl delee G Goladl Jandl G
Chysiall G giay 1385 (0.367) il vasill Jalew Gl (0.606) il (Joal o oLl DU il
S 8) il il A Jealall sl e (%36.7) oltia Lo i ((oaled) DUSH lanae) Alinal)
il o b ol il DISI claane B e Ja L s Ay 58 g o(Jsadl) e )
bl guage 05 o (A1 itie ) gt (%63.3) Ao Gl (Sl dat e el DI

Ll ) 8 Al clysnd) 536 (37/5) A dsaadl s
sasaial) laasy) Aalaa s Wil

Jdeadll o pbead) LD NS il saa B abeall SN cilanna LS00 saiall lasay) (37/5) ab) Jsaa

EFua T Sl Laal) Uadd) Juloa
Libaay) Ay ) G . all
‘ Tsind) | Rsmaal) | @B gy p oy | S
Beta B
.063 1.873 243 455 )
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%Nl ve ggira .000 3.694 243 .050 184 s
%Nl ve ggira .000 6.318 405 .064 405 Juapall 303
%l Le ggira .001 3.236 248 .069 222 dlal) 548
Gsra S 484 -.702 -.043 .059 -.041 Julicall 304
oe duadd)
10% sie (g4ira .095 1.680 105 .065 110
- ila plaall
10% e s9ina .086 -1.723 | -.134 .054 -.093 aglial)

hany) Juladl) ilds : juaal
:Enter dipkh 33y miall jlaady) Aslaa ) deas Sl
E=0.455+0.184 T + 0.405 SE + 0.222 TS - 0.041 RE + 0.110 IS -0.093 S

™

ol G

Sl Jsas e bl DU 86 s E:

bl IS Jiinn s Jusya g 280 T

s yall 3y SE:

Al 38 TS:

Jutiiall 354 RE:

Cilaslea e Sl |IS:

4Ll S:

Gas3e om L Jsad o bl JBlaa) UK 86 g ae diaes Sy 431 Bas Les it
Zisal oo Jafisall 538 e alaind @ Cam o GERI 13 Glaaaay Saill DA (e Lpagledl) & leaall
cJisall 58] s Jalae dgine adel Canil)
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:Control Variable asalil) &)yiia 7-2
toadad) uada ::iji

ouiad) patal cplall Julas (38-5) ad) Jgaa

ANOVA
oy el ¢ sana df oy yall Jas gia F Sig.
@ cleseadl on |.316 1 316 460 498
Sle ganall paia 133.357 194 .687
S 133.673 195
G pall 308 Gle ganall o 574 1 574 1.465 .228
e gendll on | 76.064 194 .392
S 76.638 195
dallsd e geaall g .809 1 .809 1.669 .198
e gaxall aa | 94.065 194 485
S 94.874 195
Jiiudl 5,8 Gleseadl gn | 1.545 1 1.545 3.692 .056
Cle gaaall paa | 81.196 194 419
S 82.741 195
aglal) Gle ganall ¢ 1.798 1 1.798 2.231 137
Qe saaall poa | 156.299 194 .806
Ny 158.097 195
Sl slas e Sadl Sle ganall .920 1 .920 2.589 .109
Cle ganall gaa | 68.941 194 .355
S 69.861 195
dsadll e 2SN il Gle ganall o .225 1 .225 .575 449
Sle sanall o | 76.121 194 .392
S 76.347 195

haa) Juladl) milil : jaaall
0o S) Clysiall gpes die Aysiall (gsie (Y aSad jarie gl Guiall e O Gl Jsaadl (e ey
coind) Jalad aga lpriall 3 3a0n Cligjh dgag a2e i a5 (0.05)
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saad) padal Gulal) Jula (39-5) a8 Jgaa

s aad) e LG

ANOVA
Sum of Mean
Squares df Square F Sig.
Al e geadl 11.359 3 3.786 5.944 .001
e senall on 1 122.314 192 .637
S 133.673 195
Jusall s Gleseadion | 1.465 3 488 1.247 294
e gendll aa | 75,174 192 392
S 76.638 195
dalls @ e ganall G 3.011 3 1.004 2.098 .102
Gl saaall o 191,863 192 478
S 94.874 195
Jitsall 358 e ganall G 5.256 3 1.752 4.341 .005
Gle sendl o 77.485 192 404
LS 82.741 195
il e geaal .625 3 .208 .254 .858
Gle sendl o 157.472 192 .820
S 158.097 195
Glaglae e il e ganall G 1.357 3 452 1.268 .287
e gaxall aa | 68.504 192 .357
S 69.861 195
sl Gle 28 Lils e ganall G 4.193 3 1.398 3.719 .012
Sle sanall Gain 72.154 192 .376
S 76.347 195

haa) Juladl) milil : jaaall

SIS 550 e i) 58 AE) e IS pSaT e @ ead) e o) Gilad) Jsaall e oy
«(0.005) ¢(0.001) sl e s ALl el yiial) die dysinadl (s5ime Y (Gl Jsad e Jilual)
A il A end) Jalad 0g5 Lysine Dl 8 asag Ao Jay 1385 (0.05) (e yrual a5 (0.012)

PRI



126

alail) (g gianall e s
sl ssiall padal Gulidll Jalad (40-5) af) Jgaa

ANOVA
Sum of Mean
Squares df Square F Sig. |
Al cleseadll oo | 7.486 2 3.743 5.725 .004
Gl gaaall pan | 126.188 193 .654
AN 133.673 195
Quall 38 e sandl G 1.652 2 .826 2.126 122
Gl gaaall pan | 74,986 193 .389
S 76.638 195
Lalls g Gle senall G 1.704 2 .852 1.765 174
e gaaall s | 93.170 193 483
S 94.874 195
Jitual 38 e geadl 5w ] 4.541 2 2.270 5.603 .004
cile gaaall o | 78.201 193 405
S 82.741 195
Al e seadl o .944 2 472 .580 .561
Sle sanall a1 157.153 193 .814
N 158.097 195
Claslaa e Sl Gle sandl (g .626 2 313 .873 419
e ganall Gan 1 69.235 193 .359
S 69.861 195
o A LA Gle el 1.762 2 .881 2.279 .105
dd Gle ganall o | 74.585 193 .386
S 76.347 195

Suany) Judatll milds : juadl)
OY (el 3y AR (o S5 oS3 piie g aladll (o gial) i () Goldl Jsaadl (e oy
Ja 1385 (0.05) (e sl Laas (0.004) ¢(0.004) sl o sa Gl cppiall vie Ay ginall (55iuse
o) i) 8 ealetl) (g ginnal) Jalal a3 dygin Clis 8 dmg e
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:dsadl) e e tlayl
deall Jad el Gulil) Julai (41-5) pd) Jgia
ANOVA
Sum of Mean
Squares df Square F Sig.
& e el G 9.639 1 9.639 15.076 |.000
e sanall aa 1124.035 194 .639
S 133.673 195
Juoal 3 e sandl g 13,941 1 13.941 43.136 |.000
e gandll gan | 62.698 194 .323
S 76.638 195
Aalls g e seaall G .365 1 .365 749 .388
cle saadl g | 94.509 194 487
S 94.874 195
difiad 55 Gl geadl o 492 1 492 1.159 .283
e senall pan | 82.250 194 424
S 82.741 195
aball dlesenall g ] 3.050 1 3.050 3.816 .052
e sendll gon | 155.047 194 799
S 158.097 195
Claslaa e dndll e sanall G 2.757 1 2.757 7.970 .005
cle sendl Gan | 67.104 194 .346
S 69.861 195
dsadll e o280 535 e genall o | 18.877 1 18.877 63.725 |.000
cle sendl G | 57.469 194 .296
S 76.347 195

lany) Jaladl) il 1 juaall
o ol cdupall By AEl) e JS5 aSaS piie g Jsadll dad e o) Giladl Jsaadl (e iy
¢(0.000) sl o sa dnlud) chpsial) die dygimall (ggime (Y (Jsadll o DS 50 (b sleall
Jd Jalal 223 Gygine g5 9ay e Ju 1385 (0.05) (e yrual 45 (0.000) ¢(0.005) «(0.000)

Al iyl 8 Jsaill
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rouind) 8 4l psie s
ouiad) b AL pital (bl (sl (42-5) by Jgaa

ANOVA
Sum of Mean
Squares df Square F Sig.
& e geadl gu 1.096 1 1.096 1.603 .207
e senall pan | 132,578 194 .683
SS 133.673 195
Juoall 38 e sanall O .015 1 .015 .038 .846
e sanall aa | 76.623 194 .395
S 76.638 195
Aallsd  clegeaadl g ]|.002 1 .002 .005 .944
Gle ganall o | 94.872 194 .489
S 94.874 195
Jiiall 58 Glesesdll o ].006 1 .006 .013 .908
e sanall aa | 82,736 194 426
S 82.741 195
ol e gadl gn .015 1 .015 .018 .893
e senall pon | 158.082 194 .815
S 158.097 195
Glaglae oo Gl Gile saadll o .049 1 .049 135 714
e sanddl oa 1 69.813 194 .360
AN 69.861 195
oo PS8 i Gle genall (e | 5.493 1 5.493 15.039 (.000
Il e sl e | 70.854 194 .365
S 76.347 195

Huany) Julatll @il : juaall

OV (Ul o DI k) aiiar aSad e s s gl (ggia) e o) Galdl Jsaad) (e ey

Lsine lig b asas o Jay 135 (0.05) (e sl 25 (0.000) 58 Goludl el die dysinall (55
Jeadl e SISU il e 8 Gaial) 8 aglil) Jaled g
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atlail) (g gianal) (b AL i :luala
i) g giceall AL il cull Gidat (43-5) o) Jsaa

ANOVA
Sum of Mean
Squares Df Square F Sig.
&l e senall 17.104 2 8.552 14.121 |.000
Gl gaadl pan | 116.276 192 .606
S 133.379 194
Qusall 3 clegenall 0w | 12.328 2 6.164 18.454 |.000
Gl gaadll pan | 64.132 192 334
S 76.461 194
dallzd e sendll o 9.383 2 4.691 10.536 |.000
ile sendl Gaa 185,491 192 445
S 94.874 194
Jitaall 3,8 e sanall 2.877 2 1.438 3.459 .033
Gle sendl paa ]79.832 192 416
S 82.709 194
il Gle seadl G 2.093 2 1.047 1.292 277
e sendl gan | 155.545 192 .810
S 157.639 194
e R s 9.960 2 4.980 15.969 |.000
e sendl Gaa 1 59.877 192 312
LS 69.837 194
so A L Cle ganall 8.648 2 4.324 12.263 |.000
Il e pad) pon | 67.694 192 353
S 76.341 194

Suany) Judatll milds : juadl)

oyl B8 AR o G oS5 e b el (ssinal) bl e o Bl Joaal) e

Chrial) die dyginall ggise Y (Jsadll e DISI L6 cclaglaadl e dinll Jiisall 58 Alall 558

e sraal a5 (0.000) ¢(0.000) <(0.033) ¢(0.000) «(0.000) ¢(0.000) sl o sa ZaLul)
Al el 8 eileil) (ggisall 3 4l Jalad 25a5 dygine cilig b 35ng e Jy 1345 (0.05)
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el b Aglil) i clagle
raad) ALl paial cpldll Jidas (44-5) o) g

ANOVA
Sum of Mean
Squares df Square F Sig.
e geadl o 7.104 2 3.552 5.416 .005
e gaadll pan | 126.570 193 .656
S 133.673 195
Qupall 3 08 e ganall (g 4.211 2 2.106 5.611 .004
e sendl) e | 72,427 193 375
S 76.638 195
dalls g e ganall o 3.321 2 1.660 3.500 .032
Gile sendll gan 191.554 193 A74
S 94.874 195
il sy clegeadll gu | 689 2 344 810 446
Gle sendl paa ] 82.053 193 425
LS 82.741 195
ol Gle seaall 3.575 2 1.788 2.233 .110
Gle sendl gan | 154.522 193 .801
S 158.097 195
e R s 377 2 .188 .523 .593
Qe saaall pon | 69.484 193 .360
S 69.861 195
sle 28 G Cle gaaall o 3.206 2 1.603 4.230 .016
Il e padl e | 73.141 193 379
S 76.347 195

Suany) Judatll milds : juadll
Aleall 358 cJupall 88 ABN) (g0 I oS5 pitie sa peal) Gl e O Blad) Jsaall (e ey
¢(0.004) ¢(0.005) Jsill o s Al clysial vie &y siall g sime oY (Usadll e 2D ik
& bl Jalad a5 Aygine lE5 8 25ay Ao Ju 138y (0.05) e yrual a5 ¢(0.016) ¢(0.032)

ALl chid) 8 eall
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ohulisl (s gienall B Al e sl

Al (g ginall b 4L el (ulial) Jidat (45-5) ady Jgaa

ANOVA
Sum of Mean
Squares df Square F Sig.
& Sle ganall 2.862 1 2.862 4.245 .041
ile senall e | 130.811 194 .674
S 133.673 195
G yall 308 e sanall o .394 1 .394 1.002 .318
Gle gaadll G | 76.245 194 .393
RN 76.638 195
Aalls g e gaadll G .236 1 .236 484 488
e genall on | 94.638 194 .488
AN 94.874 195
diiaall 3,0 e ganall G .045 1 .045 .106 745
e genall Gon | 82.696 194 426
S 82.741 195
4L e ganall G 2.077 1 2.077 2.582 110
e senall gan | 156.020 194 .804
AN 158.097 195
Slaslaa (e uadl Sle ganall 419 1 419 1.170 .281
cle sandl Gan | 69.442 194 .358
S 69.861 195
Jsaill Je 2 85 Sle ganall o 1.224 1 1.224 3.161 .077
e saaall pon 175,123 194 .387
S 76.347 195

(lan) Judail) gl 1 jaaal)

Gsiaa Y (AED) Lsie pSa3 yutie s la gl (g siuall & bl ete o Gl sl e ey

3923 Aygina ligyh agas o Ju 1385 (0.05) e sl 525 (0.041) s Golud) il vie 3y giadll
ABN e 4 adagl) sid) 8 4l Jalal
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il goi it :lawls
Adal) pgi il Culill) s (46-5) a8 Jgaa

ANOVA
Sum of Mean
Squares df Square F Sig. |
all e seadll 17.314 6 2.886 4.687 .000
Gle ganall ea | 116.360 189 .616
S 133.673 195
dusdisd  cesadion |7.162 6 1.194 3.247 |.005
e gaaall ua | 69.476 189 .368
S 76.638 195
Adalls g e geaall o 15.841 6 2.640 6.314 .000
Gile senall e 179.033 189 418
S 94.874 195
Jituall 358 Gle ganall G 17.504 6 2.917 8.452 .000
Gl saaall poa | 65.238 189 .345
S 82.741 195
Al dle seadl 23.553 6 3.925 5.514 .000
Gle sendl Gaa ] 134.544 189 712
S 158.097 195
closhes e Gl e gend) o [ 7,137 6 1.189 3.584 |.002
Qe saaall pon | 62.724 189 .332
S 69.861 195
Sle 2l LIE Gle geaall G 12.880 6 2.147 6.393 .000
D2 e el e | 63.467 189 |.336
S 76.347 195

Suany) Judatll milds : juadl)
AEN) a5 Aaglilly Akl hriall aseny aSa3 e sa Alall g5 te of Gl Jsaall e oy
Gsima OY (Usndl) 8 S a0 chlaglaal) o Cnd) caglinl ¢ Jeiasal) 58 Alall 548 ¢ Juyall 558
¢(0.000) «(0.000) «(0.000) «(0.005)¢(0.000) sl e s diLull & )ysiall die & ginall
G Al g Jalad 2505 Aysine cilig b 5as o J 135 (0.05) e sreal a5 (0.000) ¢(0.002)

Al oyl
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:Alall Aia3l) Baall sia :)ydle
Alall Aia 3 Baal) el plal) Julat (47-5) ad) Jsaa

ANOVA
Sum of Mean
Squares df Square F Sig.
& Clesadon  |.716 3 239 344 793
Gle geaadll aa | 132.958 192 .692
S 133.673 195
duodll il e sandl o 3.329 3 1.110 2.906 .036
e sanall aa 173.310 192 .382
S 76.638 195
ilalls 8 e saaall G 7.235 3 2412 5.284 .002
e sanall oa ] 87.639 192 .456
S 94.874 195
Jitsall 3 pa Sle ganall G 1.838 3 .613 1.454 .228
e sanall a1 80.903 192 421
S 82.741 195
alidl e senall G 5.862 3 1.954 2.464 .064
Gle geaall an | 152.235 192 793
S 158.097 195
Closlea oo Gl clegeadl o | 2.034 3 678 1.919 128
cle sandl g | 67.827 192 353
S 69.861 195
Jeaill e 22l s e ganall oy 1.661 3 .554 1.423 237
Ale saadll o | 74.686 192 .389
S 76.347 195

lany) Jalal) ilds : juaall

OV (Al 548 cJuyall 358) (o ISy oS3 pkia o Alall Al saall e of i) Jgaall (e sy
Ja 1385 (0.05) e srual 25 (0.002)¢(0.036) sl o s i) (pyriall die 4y ginall (5 5iuse
CCptlall cppatiall 8 Alall Ae)l) 3aall Jalal 22t dygine g 8 25ag e
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to Al Ay 90 e : de aal
sl dy)9a el cplal) Julas (48-5) &by Jgaa

ANOVA
Sum of Mean
Squares df Square F Sig.
all cleseadl gn ]3.061 3 1.020 1.500 .216
e sendl pea 1130.613 192 .680
S 133.673 195
Juoall 3 clesenall gn | 3.922 3 1.307 3451 |.018
Gle sendl gan | 72,717 192 .379
S 76.638 195
dallzd e saaall G 15.723 3 5.241 12.714 |.000
ile sendll gaa 179,151 192 412
S 94.874 195
Jiteall 3,8 e genall (g 2.037 3 .679 1.616 .187
cle sand) oa | 80.704 192 420
LS 82.741 195
Al e saaall o 22.837 3 7.612 10.806 |.000
e ganall pan | 135.260 192 .704
S 158.097 195
Closles oo Cndl e sandl g | 1.063 3 354 .989 .399
Gl saaall a1 68.798 192 .358
S 69.861 195
s S8 L e geaall G 6.897 3 2.299 6.356 .000
Il e pandl pen | 69.450 192 .362
S 76.347 195

lanyl Jalatl) gl : juaal)
gLl (Aleall 358 ¢ Juall 38) (e IS a3 e sa ol Apen e o Ll Jsasll (e iy
«(0.000)¢(0.018) Jsill e sa cuilall Gy piiall die Gy gimall (6 gise oY (Uil e 2DISU ik
& el Ayysn Jalal agat dygina Clig 8 gay e Jay 1385 (0.05) e sl sa5 (0.000) ¢(0.000)
Aald) e sl

ol piially oS ) WSl il piie g g A5 (49-5) Jsaadl ) Caald) Joay dilaad) i) (e
el i)y Al
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) iy AEial) ) pdially AaSatial) cfpiial) (49-5) a8 J gan

oo Sl il | e el | Jliual) 5pd | Alal) 568 aglaal) Seuyal) 3ysd aan)
Jgait) il glaall
nall Jsaill Jad sl R g5 Jad el
elall (5 5iusal) il Jsail)
Jsaill Jad R G sinsall saadl il |l Ay &b L) G sisall
S sisall el elall (55iusal) eadlal
L?_A:.Sa:m
ol g alil | Al g PR ilall g s Jendl sl Ja
el (5 5indl) Jsaill
isal) & 4l dall g5 el aal Ll g )
sealel) il el (g5inal)
eadl & 4l Al 4y a3l adl el sl
Al
dall g5 2 all) 350 )
bl cuaidl
¢lall) 4,40 lall gy

t Al Gl el 8-2
A Sl Gl 73 g0 ) i) Joy oSl e g sl laai¥) (et Sl sey
S i) ) i) 3 Lsiee 5 ) (old) JSlal S clasas) A il maas
Cum o) iy Al sl oSt ) Sl it S ALY (o) e L) Jolidl
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Gulll) Euaal)
Glua gilly giliil)

I Al Al LA e Gl Ll Jaas A milill (adle il Coaad) 1aa 8 i
bl Jaliall SISl 550 ol Lpulul) claanall 5T uld Cangy cala Aae & daladll K1) 8 e
OSa Al Glagilly Glajitall e de sana wali o3 (rag cApadedll laadd) (53530 o GO dsad e
) ALY cillad Y L il s )85 ¢ GShall Gl 8 Gsail) dlee Allads 30 S (GEaS
) gaamge (s JaS o Sa () Al Afiall anlsall (g Ao sana )l
tfpdl) il 1-3

A (2 8 g Aijeay ) Jiliad) DI ilaase e Cipnil) 8 Gaadl Gilaal e U
b e sl s dpae 8 Al Glaaddl (055 o L a3 (Ao bl JBlaal) LS
L Al i adli Ky dilaal) Lol
ol LS cdpadaill cilarsll 53530 0 AN Jgad 8 la) OS5 Usine odud) Jiliiall DY figy .1
o2y Apadeil)l leadll gas3e G WY Jsad e bl Jilnd)l DISH ik dakate clrie Sl
g5 ¢ yanll 8 il ¢ aleill (gl b 4l cuind) b 4l (Jeaill Jad o geal) 1 a i)
Lo lall) 450 cdliall
Sl o) JBliall DS a6 sae b el ISy Usiee oduad) Jiliiall DISH Qe 280 55 .2
il Chpaiall ae dplag) bl Gl A8 jiaie Jadiyg cpardaill leaddd) 53530 om0 LN S
cdunpall 338 yixie pe dpuSe Jald)) Ay Ladiyyy Clagleall o Gl cdliall 568 (Ll cJupall 358
Coaiall ¢ panll za oyl oday bl Jaliall DISI Juspay 48D dn )y deSaie Clpiaie lia of LS
£5 coilagll (gsivall b LD ¢ eall B il ol ggiud) 8 4l (Jeaall Jad o sl
LAlal
as3e Om P Jsad o () Jilad) DS 56 s b el IS5 Lgiea duall 58 5.3
Slo bl Jlnd) DISI a6 pae 8 Dl V) sl Jusad) 58 e ey dpeadll cileral)
Chpie aa dplag] b)) QB Jujall 88 joatie dading cApadedll Cleadd) (3550 o AL Jsa
Jupe i Aatie Glyrie dlia o WS Glagladl e End) (Jiival) 3pa (Aleal) 368 caliall (A
£ ¢ yeall & il ¢ alaill gginall 8 Ll Jsaill Jad 1 a i) odag o) Jilil SIS
celall) Ay 50 dliall dyia3l) saad) (Alial)
@3sie o Ol dsad o bl Bl DS 56 s 8 ol ISy Lsine Alall 58 55 .4
cJuyall 3pa (AR Alsall ilyial) ae Ayl Lol ey dlall 58 juaie Jafiys cAaedll Cilaadl)
i dlia o) WS cJiinal 58 it ae e L) Ay asipy cilaslaall e aad) caslil
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Alall g el 8 bl ¢ aedl) gl b il : s Chiall sdag Alal) 58 ey deSaia
celall) Ay cileall dyie3l) Bl

e deadll e ) Jlinadl DISH 556 50 8 ) IS5 lgine logleall e Cadl i3 .5
AE) Aiid) chia) ae Bl iy Glaglaall (e Gl e Jadiyg et cloadll 53430
Gleglaal) e Eaall iy daSaie lysie lia G WS (Jaiiaal) 3508 cAlall 368 canliil) ¢ Juyal) 350
Alall g ¢ aeill ggianall b 4Ll (Jonill Jad zay

Glaadll gasie Gn el e bl Jlial DU ab pae 8 Lgme Jiied) 535 S5 Y .6
ALE (Jupall 3 Alfiall Chriall ae Al Lol Gy difivall 38 e hadins cpeladl)
858 AH Alfiaall hatiall ae dple alo)l Gy Jiial) 58 e Jading cDlasladll e diadll
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RELIABILITY
/VARIABLES=08 Q9
/SCALE (" i1 ")
/MODEL=ALPHA.

ALL

Reliability
Scale; 4

Case Processing Summary

[3] Gala

N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

.768 2

RELIABILITY
/VARIABLES=08 Q9 Q10 Q11 Q12

/SCALE('J_MH_H 3 ') ALL
/MODEL=ALPHA.

Reliability

Scale: Jwall 5 ua

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

IX



Reliability Statistics

Cronbach's

Alpha N of ltems

.626 5
RELIABILITY
/VARIABLES=Q17 Q18 Q19
/SCALE ("4 Lasill ') ALL
/MODEL=ALPHA .

Reliability
Scale: 4t
Case Processing Summary
N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

.760 3

RELIABILITY
/VARIABLES=020 Q21 Q22 Q23 Q24
/SCALE (" ilall 543') ALL
/MODEL=ALPHA.

Reliability

Scale: 4lall 548

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.




Reliability Statistics

Cronbach's

Alpha N of ltems

712 5

RELIABILITY
/VARIABLES=028 Q29 Q30

/SCALE('J_)_LL&L\.A_I' 5_)_{_5-') ALL
/MODEL=ALPHA.

Reliability

Scale: Jiiwall 5 4

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

.626 3

RELIABILITY
/VARIABLES=0Q31 Q32 Q33

/SCALE ("ologlsall (e &xa ') ALL

/MODEL=ALPHA.
Reliability

Scale: claglaal) oo dayl)

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

XTI



Reliability Statistics

Cronbach's

Alpha N of ltems
.863 3

RELIABILITY
/VARIABLES=034 035 Q36 037 038 Q39 Q40 Q41
/SCALE (' Jex3dl e pdsdl o 5Ls') ALL
/MODEL=ALPHA.

Reliability

Scale: dsaill e adsll il

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of ltems

.367 8

RELIABILITY
/VARIABLES=035 036 Q37 038 Q039 040 Q41
/SCALE ('Jexid! e pdsdI o 505") ALL
/MODEL=ALPHA.

Reliability

Scale: Jsaill e adsll il

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded?® 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

XIT



Reliability Statistics

Cronbach's

Alpha N of ltems

468 7

RELIABILITY
/VARIABLES=036 Q37 038 039 Q40 Q41 Q34
/SCALE (' Jex3dl e pdsdl o 5Ls') ALL
/MODEL=ALPHA .

Reliability

Scale: Jsaill e ) il

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded?® 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of ltems

.584 7

RELIABILITY
/VARIABLES=037 Q38 Q39 Q40 Q41 Q34 Q35
/SCALE ('Jexid! e a1 o 505") ALL
/MODEL=ALPHA.

Reliability

Scale: Jsaill Ao adsll il

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded?® 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

XITI



Reliability Statistics

Cronbach's

Alpha N of ltems

.188 7

RELIABILITY
/VARIABLES=038 039 040 Q41 034 035 Q36
/SCALE (' Jex3dl e pdsdl o 5Ls') ALL
/MODEL=ALPHA.

Reliability

Scale: Jsaill e ) il

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded?® 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of ltems

.259 7

RELIABILITY
/VARIABLES=039 Q40 Q41 Q34 Q35 Q36 Q37
/SCALE (' Jex3dl e pdsdl o 50s') ALL
/MODEL=ALPHA.

Reliability

Scale: Jgaill e 2 il

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded?® 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

XIV



Reliability Statistics

Cronbach's

Alpha N of ltems

.327 7

RELIABILITY
/VARIABLES=040 Q41 Q34 Q35 Q36 Q37 Q38
/SCALE ('Jex3dl e pdsdl o 50s') ALL
/MODEL=ALPHA.

Reliability

Scale: Jsaill e adsll il

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

.197 7

RELIABILITY
/VARIABLES=041 Q34 Q35 Q36 Q037 Q38 Q39
/SCALE ('Jex3dl e pdsdl o 5Ls') ALL
/MODEL=ALPHA.

Reliability

Scale: Jsill e adsll il

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

XV



Reliability Statistics

Cronbach's

Alpha N of ltems

.250 7

RELIABILITY
/VARIABLES=034 Q35 Q36 Q37 Q38 Q39 Q40
/SCALE (' Jex3l e pdsdl i 5L5") ALL
/MODEL=ALPHA.

Reliability

Scale: Jsaill Ao adsll il

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

.226 7

RELIABILITY
/VARIABLES=0Q36 037 Q38 039 Q40 041
/SCALE ('Jex3dl e pdsdl 4 505') ALL
/MODEL=ALPHA.

Reliability

Scale: dsaill o adall il

Case Processing Summary

N %
Cases Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

XVI



Reliability Statistics

Cronbach's

Alpha

N of Items

.684

6

Frequencies

Frequency Table

ouiall
Cumulative
Frequency Percent Valid Percent Percent
Valid  _sb 129 65.8 65.8 65.8
il 67 34.2 34.2 100.0
Total 196 100.0 100.0
aall
Cumulative
Freguency Percent Valid Percent Percent
Valid "16-24" 121 61.7 61.7 61.7
"25-40" 67 34.2 34.2 95.9
"40-60" 7 3.6 3.6 99.5
"l 1 5 5 100.0
Total 196 100.0 100.0
aslaill (s gicaal)
Cumulative
Frequency Percent Valid Percent Percent
Valid O b Ay 56 20 10.2 10.2 10.2
JPERIEN 117 59.7 59.7 69.9
Lle @l 59 30.1 30.1 100.0
Total 196 100.0 100.0

XVII




ICDL cautall 5248 3alg 5 450

Cumulative
Frequency Percent Valid Percent Percent
Valid axd 113 57.7 57.7 57.7
Y 83 42.3 42.3 100.0
Total 196 100.0 100.0
Aaa i g clildl ae ) 68 <y g0
Cumulative
Frequency Percent Valid Percent Percent
Valid axd 14 7.1 7.1 7.1
Y 182 92.9 92.9 100.0
Total 196 100.0 100.0
L gall g azanadl) &l g
Cumulative
Frequency Percent Valid Percent Percent
Valid axd 14 7.1 7.1 7.1
Y 182 92.9 92.9 100.0
Total 196 100.0 100.0
G geaill g Jlas ¥ 55100 i 5 g3
Cumulative
Frequency Percent Valid Percent Percent
Valid axd 28 14.3 14.3 14.3
Y 168 85.7 85.7 100.0
Total 196 100.0 100.0
Glia gl g i laall § dplanall iy 94
Cumulative
Freguency Percent Valid Percent Percent
Valid axd 49 25.0 25.0 25.0
Y 147 75.0 75.0 100.0
Total 196 100.0 100.0

XVITIT




Agial) clal) @l 5

Cumulative
Frequency Percent Valid Percent Percent
Valid a2 137 69.9 69.9 69.9
Y 59 30.1 30.1 100.0
Total 196 100.0 100.0
Y ol Jsailly cuad Ja
Cumulative
Frequency Percent Valid Percent Percent
Valid a2 103 52.6 52.6 52.6
b 93 47.4 47.4 100.0
Total 196 100.0 100.0

XIX




Descriptives

Descriptive Statistics

N Mean Std. Deviation
) DS s po gl b G 196 2.56 .854
A& Gavien N s ye 196 2.53 979
83 e 4l D St g 196 2.28 768
uaide I Jui 3e 196 2.93 1.023
omd DN e 196 3.11 1.099
a4l O s e 196 2.58 1.027
Ay A ya3 4530 2SN sy 196 2.20 1.001
SV b 4l 196 2.71 1.068
LSgial) Sl 4Ll 196 2.74 1.046
s S (G iend IS sy 196 3.57 1.168
o W) s e 196 2.34 944
faapes e S Jui o ae Sihas 5 196 2.92 1.009
o Al aga padd WASH Jui ye 196 2.39 1.009
PATECEI (NS YW 196 2.64 .942
o pedl pxiy Lails 2380 e 196 2.64 1.192
Apaail) ilasdll B yua (5] 196 2.28 .828
dgalaill Slasal) Jlae b g3k g 196 2.23 747
Gpaglaill ilenall 8 s U 196 3.03 .992
o8 e IS Ul Cadd 196 2.16 754
e slaall
e Jganll Gl e sae Gl gls 196 2.15 714
Cila slza
o shadl) aen e il Cudd 196 2.26 748
Ll
Jsailly S8 ilaa Apbdl e sledll 196 2.47 1.020
AT 3550 )
s e slaa Lgiran il e sladll 196 2.28 775
Gl 13 Ly 25 il e sl 196 2.39 .989
GoAY) badl (e ddlida
JUATUR PR P VR N 196 2.74 1.066
BEUETSS
S sl )8 3an) J8 1,88 o % 196 2.42 1.061
Alagie
o Rl ol Jpmll ) 196 2.15 1.085
a@ll ) Gl 196 2.54 .828
s all 5 58 IS (il 196 2.62 .627
aglall K el 196 3.01 .900
Alall 5 58 IS i) 196 2.58 .698
Gas all 5 8 IS (il 196 2.51 .651

XX




e glaall e Canll S bl
dsaill e 2o il Kl
Valid N (listwise)

196
196
196

2.15
2.63

.599
438

XXT




Means

cuiall Why G ) ¢y

uiall o Gl | 2SN L
A& e yall 3 A | adlidl) Aalls @ [ Jupall 3 pa [ la deall Jsaill e
A3 Mean 2.5698 2.5814| 3.0775| 2.6310 2.4496 2.2041 2.3837
N 129 129 129 129 129 129 129
Std. Deviation | .85637 67428 | .92469| 74097 63143 59265 63349
& Mean 2.4851 2.6955| 2.8756|  2.4955 2.6368 2.0597 2.4552
N 67 67 67 67 67 67 67
Std. Deviation | .77347 52032 | .84255| 60036 67602 60281 61243
Total Mean 2.5408 2.6204| 3.0085| 25847 2.5136 2.1548 2.4082
N 196 196 196 196 196 196 196
Std. Deviation | .82795 62691 | .90042| 69752 65139 59855 62572
el By Gl e
sl
TN 5 o Gl | oS Ll
aail) s yall Al ALl | Jusiad) 3 e glaall Jsadll e
"16-24" Mean 2.6983| 2.6760 2.9945| 25322 2.6364 2.1956 2.5083
N 121 121 121 121 121 121 121
Std. Deviation | .88619| 59119 93003 77225 62657 66482 64652
"25-40" Mean 2.2910| 2.5284 3.0597 | 2.6119 2.3433 2.0547 2.2189
N 67 67 67 67 67 67 67
Std. Deviation | .65221| .70899 89879 | 53471 67662 48408 57677
"40-60" Mean 2.0000 | 2.4571 2.7619| 3.1143 2.0952 2.3333 2.3810
N 7 7 7 7 7 7 7
Std. Deviation | .00000| .09759 16265 48795 16265 .00000 .08133
"<l Mean 4.0000| 3.2000 3.0000|  3.4000 2.0000 2.6667 3.1667
N 1 1 1 1 1 1 1
Std. Deviation
Total  Mean 2.5408 | 2.6204 3.0085| 2.5847 2.5136 2.1548 2.4082
N 196 196 196 196 196 196 196
Std. Deviation | .82795| .62691 90042 [ 69752 65139 59855 62572

XXTII




(shasdanl) (g genall Ty i) e

el (5 siusall
3 A 3 A o Gl | 2SN Ll
aail) Jas yall Al dallz 8 BTN | Gl glaall | Jeaill e
O lidls Mean 2.9250 2.3800 2.8167 2.7900 2.6500 2.3167 2.6750
N 20 20 20 20 20 20 20
Std. Deviation 1.13873 .29665 .65315 .55621 .61630 .72930 44746
PERIEN Mean 2.6068 2.6154 3.0114 2.5145 2.6068 2.1254 2.4003
N 117 117 117 117 117 117 117
Std. Deviation .80897 .63036 .94882 .74848 .63821 .59488 64774
Lle el » - Mean 2.2797 2.7119 3.0678 2.6542 2.2825 2.1582 2.3333
N 59 59 59 59 59 59 59
Std. Deviation .66483 .68508 .87708 .62016 .63972 .55831 .61744
Total Mean 2.5408 2.6204 3.0085 2.5847 2.5136 2.1548 2.4082
N 196 196 196 196 196 196 196
Std. Deviation .82795 .62691 .90042 .69752 .65139 .59855 .62572
uial) (A gLl by dal) ¢ pita
ol G 4l
“ TN TN oe sl A2 Ll
agil) Jas yall aglal) Adalls el | Jadidl Oila glall Jsaill te
wiall i e Mean 2.5000 2.6252 3.0132 2.5828 2.5166 2.1634 2.3168
N 151 151 151 151 151 151 151
Std. .70946 57610 .88182 .64743 .60942 .59113 .52906
Deviation
& oniline Mean 2.6778 2.6044 2.9926 2.5911 2.5037 2.1259 2.7148
ol N 45 45 45 45 45 45 45
Std. 1.13896 .78101 .97050 .85276 .78374 .62881 .80999
Deviation
Total Mean 2.5408 2.6204 3.0085 2.5847 2.5136 2.1548 2.4082
N 196 196 196 196 196 196 196
Std. .82795 .62691 .90042 .69752 .65139 .59855 .62572
Deviation

XXTITIT




adail) s gianall LB AL Wby Ciad) e

el (5 sl b 4Ll
“ " 3 a4l ¥ 3 A o Candl | 2SN Ll
A& | Ju ) Aal | didl | clegled | Jsail e
sl i e Mean 2.4074| 2.7500| 2.9290| 2.4722 2.6235 2.1914 2.4614
el N 108 108 108 108 108 108 108
Std. 67377 | .49681| .90235| .75898 58021 55666 54668
Deviation
5 sinaa (a5 Mean 2.4844| 2.2781| 3.0729| 2.5625 2.3750 1.9115 2.1615
el oades N 64 64 64 64 64 64 64
Std. 79666 | .59374| .93051| .55076 76636 55474 66797
Deviation
G siae (o A Mean 3.3478| 2.9826| 3.2319| 3.1739 2.3913 2.6667 2.8478
o a3 N 23 23 23 23 23 23 23
Std. 1.1224| .83973| .79414| .46438 55643 57735 .58800
Deviation 4
Total Mean 25436 | 2.6226| 3.0120| 2.5846 2.5145 2.1556 2.4085
N 195 195 195 195 195 195 195
Std. 82917 | .62780| .90143| .69931 65294 59999 62731
Deviation

XXTIV




o) B agLaal by i) cfpiia

el 8 4l
A2 Ll
s P S SO PSR S
A Jeoall |oaglial il Jutall | Gl deall Jgadll
& On ol Mean 2.4597| 2.6886| 2.9485| 2.5208 2.5436 2.1790 2.3982
Jand) N 149 149 149 149 149 149 149
Std. .75004 | .62833| .93459( .70512 .62882 .59341 .57203
Deviation
st oxolEe e Mean 2.7444 | 2.3689| 3.1630| 2.7600 2.4074 2.0815 2.3852
el N 45 45 45 45 45 45 45
Std. 99214 | .56400| .75753| .63903 73129 .62827 .74943
Deviation
3 Mean 4.0000| 3.2000( 4.0000| 3.4000 2.6667 2.0000 3.6667
N 2 2 2 2 2 2 2
Std. .00000 | .00000| .00000(| .00000 .00000 .00000 .00000
Deviation
Total Mean 2.5408 | 2.6204| 3.0085| 2.5847 2.5136 2.1548 2.4082
N 196 196 196 196 196 196 196
Std. 82795 .62691| .90042 | .69752 .65139 .59855 .62572
Deviation
gl uatal) B alaill Wy ) cfpite
e ) umial) (g 4l A2 Ll
s | 4l [ s Son | oedadl | e
Al | Jua FLIOA || Jatisall | cila sleal) J el
b cuais dla Mean 2.3731| 2.5582| 2.8657| 2.6328 2.4925 2.2189 2.2985
<l N 67 67 67 67 67 67 67
Std. .83186 | .60956| .97969( .78284 79213 52721 47721
Deviation
by i @l Y Mean 2.6279| 2.6527| 3.0827| 2.5597 2.5245 2.1214 2.4651
ke N 129 129 129 129 129 129 129
Std. .81557| .63567| .85089 | .65066 56791 .63182 .68518
Deviation
Total Mean 2.5408 ( 2.6204 | 3.0085| 2.5847 2.5136 2.1548 2.4082
N 196 196 196 196 196 196 196
Std. .82795| .62691| .90042( .69752 .65139 .59855 62572
Deviation

XXV




Al g B aglial

Wby ) cufysiia

Lall g s
3 A 4Ll 548 BTN BRI RIS
aail) syl Al BT Glaglaall | Jsadll e

Gada Mean 2.9118| 2.5412 2.9673 2.6314 2.3791 2.0000 2.5229
N 51 51 51 51 51 51 51
Std. .85268 | .64037 .95744 .67097 .62190 .63944 .67166
Deviation

dee de) Mean 2.3462| 2.7385 3.2949 2.6615 1.8974 2.3974 2.1923
N 26 26 26 26 26 26 26
Std. .62880| .59537 .72004 .69919 .65163 .67343 .63191
Deviation

de) Mean 2.3750| 2.7765 2.9853 2.5176 2.6961 2.2108 2.5172

e N 68 68 68 68 68 68 68
Std. 76478 | .65793 .84137 .67646 51747 .56105 .58388
Deviation

e Mean 2.8864| 2.6818 3.2879 3.1727 2.6364 2.4091 2.7045

ol N 22 22 22 22 22 22 22
Std. 1.10121 | .48071 .89853 .62120 .84145 .60799 41126
Deviation

il 5o Mean 2.3125| 2.2000 2.7917 2.2250 3.2083 1.7917 2.0417
N 8 8 8 8 8 8 8
Std. .59387 | .37033 .35355 44641 .50198 .24801 42492
Deviation

e Mean 2.5000( 2.0000 4.0000 2.6000 2.6667 1.6667 1.5000

<)E N 6 6 6 6 6 6 6
Std. .00000 | .00000 .00000 .00000 .00000 .00000 .00000
Deviation

O Mean 2.0000| 2.3600 2.0667 1.9200 2.6000 2.0222 2.0222

Gl N 15 15 15 15 15 15 15
Std. 46291 .61505 .86557 .54406 .22537 34427 .48332
Deviation

Total Mean 2.5408 | 2.6204 3.0085 2.5847 2.5136 2.1548 2.4082
N 196 196 196 196 196 196 196
Std. .82795| .62691 .90042 .69752 .65139 .59855 .62572
Deviation

XXVI




Alall Lial 5aall LB ALl Wdy Ciayd) e

Alall 4y 30 324l

TN oo daal) A2 il

agil Jas yall 4l Aalls el | Jitwall 3 pa | Glagleall Jsaill Je
Luedi Mean 2.6429| 2.7000 3.3810 2.8714 25714 2.0952 2.5000
N 14 14 14 14 14 14 14
Std. Deviation | 94926 [ 53060 .80444 .63540 52993 35635 59557
"1-3" Mean 2.5872| 2.7023 3.1047 2.7535 2.4225 2.2054 2.4535
N 86 86 86 86 86 86 86
Std. Deviation | .80510(  .65994 86812 .62246 .62082 .60966 67041
"4-10" Mean 2.5000| 2.6135 2.8063 2.3784 2.5450 2.1892 2.4122
N 74 74 74 74 74 74 74
Std. Deviation | .87586 |  .59893 .94765 .78028 71848 65534 55120
V+ e S Mean 2.4318| 22727 3.0758 2.4364 2.7273 1.8788 2.1591
N 22 22 22 22 22 22 22
Std. Deviation | .69514 | 55393 .82251 48848 56938 39233 .67940
Total Mean 2.5408| 2.6204 3.0085 2.5847 2.5136 2.1548 2.4082
N 196 196 196 196 196 196 196
Std. Deviation | .82795|  .62691 .90042 69752 .65139 59855 62572

XXVII




sl 400 6 Aldall by i) cifpsivia

A sy e oLl 308

BTN ¥ RTEN oo Gl | 2 s
aal) eyl | adtisl) Al BTN | Gila glaall Jsadll e
o IS Mean 2.4625| 2.5475 2.6417 2.2475 2.5875 2.1125 2.2000
N 80 80 80 80 80 80 80
Std. .88866 | .53698 97907 .75389 71991 57109 .55840

Deviation
=l U3 Mean 2.5268| 2.6679 3.1250 2.7679 2.5417 2.2679 2.6488
N 56 56 56 56 56 56 56
Std. .80577| .75537 79025 .59056 .62138 60776 .64485

Deviation
Coed JS Mean 2.8226| 2.8968 3.5914 2.8258 2.2903 2.0753 2.4785
N 31 31 31 31 31 31 31
Std. .82207| .69449 .75870 41228 .69251 .67060 .80708

Deviation
ALl cleld Mean 2.4828| 2.4345 3.1724 2.9034 2.4943 2.1379 2.4425
. N 29 29 29 29 29 29 29
Std. 66121 | .38198 .53170 59671 .38443 .57402 .29303

Deviation
Total Mean 2.5408| 2.6204 3.0085 2.5847 2.5136 2.1548 2.4082
N 196 196 196 196 196 196 196
Std. .82795( .62691 .90042 .69752 .65139 .59855 .62572

Deviation

XXVIIT




T-Test

One-Sample Statistics

N Mean Std. Deviation Std. Error Mean

Sle o380 s 196 2.4082 62572 .04469

Jadll

One-Sample Test
Test Value = 0
95% Confidence Interval of the
Difference
t df Sig. (2-tailed) | Mean Difference Lower Upper

Sl 2 s 53.881 195 .000 2.40816 2.3200 2.4963

Jgaall

Regression
Model Summary
Model Adjusted R Std. Error of the
R R Square Square Estimate

1 4202 176 172 .56940

a. Predictors: (Constant), 4l

XX

IX




ANOVAP

Model Sum of Squares df Mean Square F Sig.
1 Regression 13.450 1 13.450 41.484 .0002
Residual 62.897 194 .324
Total 76.347 195
a. Predictors: (Constant), 4l
b. Dependent Variable: Jssill Jle 220 s
Coefficients?
Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 1.602 132 12.177 .000
) 317 .049 420 6.441 .000
a. Dependent Variable: Js~ill e 2SS0 i
Regression
Model Summary
Model Adjusted R Std. Error of the
R R Square Square Estimate
1 .4802 .230 .226 .55041
a. Predictors: (Constant), duw_ll 3 s
ANOVAP
Model Sum of Squares df Mean Square F Sig.
1 Regression 17.575 1 17.575 58.014 .0002
Residual 58.772 194 .303
Total 76.347 195

a. Predictors: (Constant), Jw <l 5 3
b. Dependent Variable: Jssill e 220 il

XXX




Coefficients?

Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 1.153 .169 6.809 .000
s el 53 479 .063 .480 7.617 .000
a. Dependent Variable: Jsill Jle o381 s
Regression
Model Summary
Model Adjusted R Std. Error of the
R R Square Square Estimate
1 3112 .097 .092 .59616
a. Predictors: (Constant), ilall 3 &
ANOVAP
Model Sum of Squares df Mean Square F Sig.
1 Regression 7.397 1 7.397 20.812 .0002
Residual 68.950 194 .355
Total 76.347 195
a. Predictors: (Constant), ilall 3 &
b. Dependent Variable: Jssill Jle 23S0 s
Coefficients?
Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 1.686 .164 10.294 .000
ilall 5 8 .279 .061 311 4.562 .000

a. Dependent Variable: sl e o380 s

XXXI




Regression

Model Summary

Model Adjusted R Std. Error of the
R R Square Square Estimate
1 2512 .063 .058 .60722
a. Predictors: (Constant), <l stadl e &uaill
ANOVAP
Model Sum of Squares df Mean Square F Sig.
1 Regression 4.815 1 4.815 13.060 .0002
Residual 71.532 194 .369
Total 76.347 195
a. Predictors: (Constant), <ile slaall e sl
b. Dependent Variable: Jssill e 220 s
Coefficients?
Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 1.842 .162 11.342 .000
e slaall e Canill .263 .073 251 3.614 .000

a. Dependent Variable: Jsail e 2280 Ll

XXXIT




Regression

Model Summary

Model Adjusted R Std. Error of the
R R Square Square Estimate
1 .0382 .001 -.004- .62687
a. Predictors: (Constant), Jsiwell 5 23
ANOQVAP
Model Sum of Squares df Mean Square F Sig.
1 Regression .110 1 110 .281 .5972
Residual 76.237 194 .393
Total 76.347 195
a. Predictors: (Constant), Jiiuall 3 na
b. Dependent Variable: Jssil e 23S0 il
Coefficients?
Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 2.316 179 12.946 .000
Juisal) 5 25 .037 .069 .038 .530 .597

a. Dependent Variable: Jsail e 23S0 Ll

XXXIIT




Regression

Model Summary

Model Adjusted R Std. Error of the
R R Square Square Estimate
1 .2342 .055 .050 .60991
a. Predictors: (Constant), Ll
ANOQVAP
Model Sum of Squares df Mean Square F Sig.
1 Regression 4.181 1 4.181 11.238 .0012
Residual 72.166 194 372
Total 76.347 195
a. Predictors: (Constant), 4Ll
b. Dependent Variable: Jssil e o380 il
Coefficients?
Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 1.919 152 12.600 .000
v .163 .049 .234 3.352 .001

a. Dependent Variable: Jsaill e 23S0 Ll

XXXIV




Regre

ssion

Variables Entered/Removed?

Model Variables Variables
Entered Removed Method
1 Gl gladll (e Gl Enter
adladll
Jiiasall 5 8
ooyl 558
&)
Ll 5 g8
a. All requested variables entered.
b. Dependent Variable: Jssil e 23S0 il
Model Summary
Model Adjusted R Std. Error of the
R R Square Square Estimate
1 .6062 .367 .347 .50573

a. Predictors: (Constant), <lestaal e Gl 4l Justual) 5 58 Jus yall 523

Al dlall s 8

XXXV




ANOVAP

Model Sum of Squares df Mean Square F Sig.

1 Regression 28.009 6 4.668 18.252 .0002
Residual 48.338 189 .256
Total 76.347 195

a. Predictors: (Constant), Slesteal e sl Al Jafivsall 3 08 Jus yall 3503,

A ALl 5 8

b. Dependent Variable: Jssil e 220 s

Coefficients?
Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta t Sig.

1 (Constant) .455 .243 1.873 .063
gl -.093- .054 -.134- -1.723- .086
aall .184 .050 .243 3.694 .000
o yall B3 405 .064 405 6.318 .000
ilalls g 222 .069 .248 3.236 .001
Juyall 3,8 -.041- .059 -.043- -.702- 484
e slaall o Sl 110 .065 .105 1.680 .095

a. Dependent Variable: Jsaill e 220 Ll

Regression

XXXVI




Model Summary

Model Adjusted R Std. Error of the
R R Square Square Estimate
1 .6062 .367 .347 .50573

a. Predictors: (Constant), 4biall, Jituall 8 pa, Clasleall e anall i jall 3 08 48N 5 68

il
ANOVAP
Model Sum of Squares df Mean Square F Sig.
1 Regression 28.009 6 4.668 18.252 .0002
Residual 48.338 189 .256
Total 76.347 195

a. Predictors: (Constant), 4t Jitual 3 pa) clasheall o Gl Ju jall 5 08 A8 Alall 3 8
b. Dependent Variable: Js~i) Jle 2SI il

XXXVIT




Coefficients?

Model Standardize
Unstandardized d 99.0% Confidence
Coefficients Coefficients Interval for B
Lower Upper
B Std. Error Beta t Sig. Bound Bound
1 (Constant) .455 .243 1.873 .063 -177- 1.087
trust .184 .050 .243 3.694 .000 .054 .313
expertise 405 .064 405 6.318 .000 .238 571
tiestrength .222 .069 .248 3.236 .001 .044 401
expertisereciev -.041- .059 -.043-| -.702- 484 -.194- 112
er
searchinformati 110 .065 .105] 1.680 .095 -.060- .280
on
simialr -.093- .054 -134-] -1.723- .086 -.234- .048

a. Dependent Variable: Jsail e 2380 Ll

XXXVITIT




ONEWAY (& & dl 4oliddl Jodfweld! b,0s dladl 853 Juwyadl 505 144
Jenidl e pdsl 505 olagdaedl BY g
/MISSING ANALYSIS.
Oneway
ANOVA
Sum of sig
Squares df Mean Square F

e Between Groups .316 1 316 460 .498
Within Groups 133.357 194 .687
Total 133.673 195

S pall 308 Between Groups 574 1 574 1.465 .228
Within Groups 76.064 194 .392
Total 76.638 195

Alalls g Between Groups .809 1 .809 1.669 .198
Within Groups 94.065 194 485
Total 94.874 195

Jianall 5 8 Between Groups 1.545 1 1.545 3.692 .056
Within Groups 81.196 194 419
Total 82.741 195

4l Between Groups 1.798 1 1.798 2.231 137
Within Groups 156.299 194 .806
Total 158.097 195

o sleall e il Between Groups .920 1 .920 2.589 .109
Within Groups 68.941 194 .355
Total 69.861 195

sl e 29 L35 Between Groups 225 1 .225 575 .449
Within Groups 76.121 194 .392
Total 76.347 195
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O Sl

ONEWAY iiidl Jujyeldl b5 dlaldl 555 Joibuadl 505 anliddl olaglaal
Jexidl e pdSIl 50315 BY  j el
/MISSING ANALYSIS.
Oneway
ANOVA
Sum of Mean
Squares df Square F Sig.
S Between 11.359 3 3.786 5.944 001
Groups
Within Groups 122.314 192 .637
Total 133.673 195
Jupall 358 Between 1.465 3 .488 1.247 .294
Groups
Within Groups 75.174 192 .392
Total 76.638 195
alall s 8 Between 3.011 3 1.004 2.098 .102
Groups
Within Groups 91.863 192 478
Total 94.874 195
el 5 8 Between 5.256 3 1.752 4.341 .005
Groups
Within Groups 77.485 192 404
Total 82.741 195
4Ll Between .625 3 .208 .254 .858
Groups
Within Groups 157.472 192 .820
Total 158.097 195
Glasladll e &adl Between 1.357 3 452 1.268 .287
Groups
Within Groups 68.504 192 .357
Total 69.861 195
e o2l s Between 4.193 3 1.398 3.719 012
Uil Groups
Within Groups 72.154 192 .376
Total 76.347 195

XL



ONEWAY O ool o ldddl Jocfwae ! 3 s dlaldl 549 Jw a1 3 s L5571
JexiJl U_L_s; pm_ll ‘)_x_j;\_3 O loglzrall BY Q.,o\_{_l_&l_ﬂ & 9o |
/MISSING ANALYSIS.

Oneway
ANOVA
Sum of Mean
Squares df Square F Sig.
S Between 7.486 2 3.743 5.725 004
Groups
Within Groups 126.188 193 .654
Total 133.673 195
usall 558 Between 1.652 2 .826 2.126 122
Groups
Within Groups 74.986 193 .389
Total 76.638 195
dalls @ Between 1.704 2 .852 1.765 174
Groups
Within Groups 93.170 193 483
Total 94.874 195
il 5 8 Between 4.541 2 2.270 5.603 .004
Groups
Within Groups 78.201 193 405
Total 82.741 195
4Ll Between 944 2 472 .580 .561
Groups
Within Groups 157.153 193 .814
Total 158.097 195
Glasladll e &adll - Between .626 2 313 .873 419
Groups
Within Groups 69.235 193 .359
Total 69.861 195
e 2 il Between 1.762 2 .881 2.279 .105
Uil Groups
Within Groups 74.585 193 .386
Total 76.347 195
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ONEWAY O ool o ldddl Jocfwae ! 3 s dlaldl 549 Jw a1 3 s L5571
JexiJl U_L_s; pm_ll ‘)_x_j;\_3 Ologlzoall BY Jgxidl Jx9
/MISSING ANALYSIS.

Oneway
ANOVA
Sum of Mean
Squares df Square F Sig.
el Between 9.639 1 9.639 15.076 .000
Groups
Within Groups 124.035 194 .639
Total 133.673 195
usall 558 Between 13.941 1 13.941 43.136 .000
Groups
Within Groups 62.698 194 .323
Total 76.638 195
alall s 8 Between .365 1 .365 749 .388
Groups
Within Groups 94.509 194 487
Total 94.874 195
il 5 8 Between 492 1 492 1.159 .283
Groups
Within Groups 82.250 194 424
Total 82.741 195
4Ll Between 3.050 1 3.050 3.816 .052
Groups
Within Groups 155.047 194 .799
Total 158.097 195
Glasladll e &adll - Between 2.757 1 2.757 7.970 .005
Groups
Within Groups 67.104 194 .346
Total 69.861 195
el Je 22N L35 Between 18.877 1 18.877 63.725 .000
Groups
Within Groups 57.469 194 .296
Total 76.347 195
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ONEWAY (e &oa Il asulas il Jociiwall 505 daldl 5498 Jwyealdl 5,05 4851
Jexidl de a0 5305 olagdradl BY gioxd! 8 4o Las ]
/MISSING ANALYSIS.
Oneway
ANOVA
Sum of Mean
Squares df Square F Sig.
] Between 1.096 1 1.096 1.603 207
Groups
Within Groups 132.578 194 .683
Total 133.673 195
Jupall 3,08 Between .015 1 .015 .038 .846
Groups
Within Groups 76.623 194 .395
Total 76.638 195
ilalls g Between .002 1 .002 .005 .944
Groups
Within Groups 94.872 194 489
Total 94.874 195
i) 3 58 Between .006 1 .006 .013 .908
Groups
Within Groups 82.736 194 426
Total 82.741 195
4l Between .015 1 .015 .018 .893
Groups
Within Groups 158.082 194 .815
Total 158.097 195
Glagleadll e &l Between .049 1 .049 135 714
Groups
Within Groups 69.813 194 .360
Total 69.861 195
e 22 Ll Between 5.493 1 5.493 15.039 .000
Jeaill Groups
Within Groups 70.854 194 .365
Total 76.347 195

XLITT




ONEWAY

Os Sl

o Lasdl

Jx Uwea] |

by Al

855 Juwpa]l

JexiJl U_L_s; pm_ll )_x_j;\_3 O loglzrall BY Q.,o\_{_l_&l_ﬂ & 9o | s»‘—e 4 Lddi |
/MISSING ANALYSIS.

[ A

Oneway
ANOVA
Sum of Mean
Squares df Square F Sig.
i Between 17.104 2 8.552 14.121 000
Groups
Within Groups 116.276 192 .606
Total 133.379 194
oyl 58 Between 12.328 2 6.164 18.454 .000
Groups
Within Groups 64.132 192 .334
Total 76.461 194
dalls 8 Between 9.383 2 4.691 10.536 .000
Groups
Within Groups 85.491 192 .445
Total 94.874 194
Jiflsall 3 53 Between 2.877 2 1.438 3.459 .033
Groups
Within Groups 79.832 192 416
Total 82.709 194
4Ll Between 2.093 2 1.047 1.292 277
Groups
Within Groups 155.545 192 .810
Total 157.639 194
Glagladll ge &adll Between 9.960 2 4.980 15.969 .000
Groups
Within Groups 59.877 192 312
Total 69.837 194
Sle Sl s Between 8.648 2 4.324 12.263 .000
Jsall Groups
Within Groups 67.694 192 .353
Total 76.341 194
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ONEWAY O ool o ldddl Jocfwae ! 3 s dlaldl 549 Jw a1 3 s L5571
JexiJl U_L_s; pm_ll ‘)_x_j;\_3 O loglzrall BY oz ]| s»‘—e 4 Ladi !
/MISSING ANALYSIS.

Oneway
ANOVA
Sum of Mean
Squares df Square F Sig.
S Between 7.104 2 3.552 4.245 041
Groups
Within Groups 126.570 193 .656
Total 133.673 195
G yall 308 Between 4.211 2 2.106 1.002 .318
Groups
Within Groups 72.427 193 .375
Total 76.638 195
ilalls Between 3.321 2 1.660 484 488
Groups
Within Groups 91.554 193 A74
Total 94.874 195
Sl 5 s Between .689 2 344 .106 745
Groups
Within Groups 82.053 193 425
Total 82.741 195
4L Between 3.575 2 1.788 2.582 110
Groups
Within Groups 154.522 193 .801
Total 158.097 195
Glasladll e &adll - Between 377 2 .188 1.170 .281
Groups
Within Groups 69.484 193 .360
Total 69.861 195
e o2l s Between 3.206 2 1.603 3.161 077
Uil Groups
Within Groups 73.141 193 379
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ONEWAY

o ol
Jenidl e pdSl 0505 olaegdaedl BY ubgll cuasedl 5 4 Lasdl

o Lasdl

/MISSING ANALYSIS.

Jx Uwea] |

by Al

855 Juwpa]l

[ A

Oneway
ANOVA
Sum of Mean
Squares df Square F Sig.
S Between 2.862 1 2.862 4.245 041
Groups
Within Groups 130.811 194 .674
Total 133.673 195
G yall 308 Between .394 1 .394 1.002 .318
Groups
Within Groups 76.245 194 .393
Total 76.638 195
alall s 8 Between .236 1 .236 484 .488
Groups
Within Groups 94.638 194 .488
Total 94.874 195
Sl 5 s Between .045 1 .045 .106 745
Groups
Within Groups 82.696 194 426
Total 82.741 195
4l Between 2.077 1 2.077 2.582 110
Groups
Within Groups 156.020 194 .804
Total 158.097 195
Gilagleall (e Gl Between 419 1 419 1.170 .281
Groups
Within Groups 69.442 194 .358
Total 69.861 195
Sle o380 s Between 1.224 1 1.224 3.161 .077
Jeaill Groups
Within Groups 75.123 194 .387
Total 76.347 195
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ONEWAY ge doadl 4nladidl Juilwadl 5,05 dlaldl 3ed Juyadl §0s 1i0]
Jexidl de a0t 503505 ologtradl BY dluall g4
/MISSING ANALYSIS.
Oneway
ANOVA
Sum of Mean
Squares df Square F Sig.
e Between 17.314 6 2.886 4.687 .000
Groups
Within Groups 116.360 189 .616
Total 133.673 195
G yall 308 Between 7.162 6 1.194 3.247 .005
Groups
Within Groups 69.476 189 .368
Total 76.638 195
Aol b Between 15.841 6 2.640 6.314 .000
Groups
Within Groups 79.033 189 418
Total 94.874 195
il 5 8 Between 17.504 6 2.917 8.452 .000
Groups
Within Groups 65.238 189 .345
Total 82.741 195
4Ll Between 23.553 6 3.925 5.514 .000
Groups
Within Groups 134.544 189 712
Total 158.097 195
Glagleall (e &l Between 7.137 6 1.189 3.584 .002
Groups
Within Groups 62.724 189 .332
Total 69.861 195
Sle o380 s Between 12.880 6 2.147 6.393 .000
Jeall Groups
Within Groups 63.467 189 .336
Total 76.347 195

XLVIT




ONEWAY ge doadl 4nladidl Juilwadl 5,05 dlaldl 5ed Juyadl §,0s Lii]l
Jexidl e o<l 30505 ologdeedl BY dlal ) o)l bl
/MISSING ANALYSIS.
Oneway
ANOVA
Sum of Mean
Squares df Square F Sig.
e Between 716 3 .239 344 .793
Groups
Within Groups 132.958 192 .692
Total 133.673 195
Juyall 558 Between 3.329 3 1.110 2.906 .036
Groups
Within Groups 73.310 192 .382
Total 76.638 195
ilalls g Between 7.235 3 2.412 5.284 .002
Groups
Within Groups 87.639 192 .456
Total 94.874 195
il 5 8 Between 1.838 3 .613 1.454 .228
Groups
Within Groups 80.903 192 421
Total 82.741 195
4l Between 5.862 3 1.954 2.464 .064
Groups
Within Groups 152.235 192 .793
Total 158.097 195
Gilagleall (e &l Between 2.034 3 .678 1.919 .128
Groups
Within Groups 67.827 192 .353
Total 69.861 195
Sle o380 s Between 1.661 3 .554 1.423 .237
Jsadl Groups
Within Groups 74.686 192 .389
Total 76.347 195

XLVIIT



ONEWAY (& & dl 4oliddl Jodfweld! d,0s dladl 853 Juwyadl 505 144
Jexidl e a0 505 olegleoadl BY s Laldl duy40
/MISSING ANALYSIS.
Oneway
ANOVA
Sum of Mean
Squares df Square Sig.
S Between 3.061 3 1.020 1.500 216
Groups
Within Groups 130.613 192 .680
Total 133.673 195
G yall 308 Between 3.922 3 1.307 3.451 .018
Groups
Within Groups 72.717 192 379
Total 76.638 195
lalls g Between 15.723 3 5.241 12.714 .000
Groups
Within Groups 79.151 192 412
Total 94.874 195
i) 3 58 Between 2.037 3 .679 1.616 .187
Groups
Within Groups 80.704 192 420
Total 82.741 195
Al Between 22.837 3 7.612 10.806 .000
Groups
Within Groups 135.260 192 .704
Total 158.097 195
Clasladl (e Gl Between 1.063 3 .354 .989 .399
Groups
Within Groups 68.798 192 .358
Total 69.861 195
sl Je 29,55 Between 6.897 3 2.299 6.356 .000
Groups
Within Groups 69.450 192 .362
Total 76.347 195
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Abstract

The study aimed to investigate the role of negative word-of-mouth determinants on the

switching of learning service providers in Aleppo city.

During the study, the researcher distributed 250 questionnaire to customers' learning
centers in Aleppo city, and has been collecting and analyzing data and test hypotheses

by using statistical methods and statistical program SPSS.

The most important findings show that the determinants of negative word-of-mouth,
confidence, sender expertise, tie strength, information searching, similarity, have a
significant positive effect on the extent of the negative word-of-mouth influence on the
switching of learning service providers, while the receiver expertise, didn’t affect
significantly on the extent of the negative word-of-mouth influence on the switching of

learning service providers.

The researcher concluded the Study with a series of proposals and recommendations
based on the findings that benefit learning service providers to avoid negative word-of-
mouth by customers, and handling negative word-of-mouth in the case of spread about

learning service provider.

Keywords: Negative Word-of-Mouth, Service Switching, Trust, Sender
Expertise, Similarity, Tie Strength, Receiver Expertise, Information Searching
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