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ABSTRACT

Reserch Title Customer Satisfaction and Behavior on The Service of

The Government Savings Bank, Ban Paew Branch,

Samutsakorn
Researcher Mr.Parinya Phetchrungfa and Group
Degree Master of Business Administration

Academic Year 2010

Reserch Advisor  Assoc. Prof. Sompon Thungwha

This research is an emphasis on the study of customer satisfaction and
behavior on the service of the Government Savings Bank, Ban Paew Branch,
Samutsakorn province in 3 aspects as : the bank's work area, service provision
and operating procedure of the bank facility. The sampling group was the
bank's general customers who visited for banking service of the Government
Savings Bank, Ban Paew Branch, Samutsakorn province of a total 400 people.
The survey questionnaire was used as a surveying tool to gather the customer
satisfaction data. The statistic being used to analyze included percentage,
average score, Standard Deviation, Analysis of Differences by t-Test, One-
Way ANOVA and Simple Correlation Analysis by Pearson. Results from the
research as follows:

1. Most of the customers who used the service of the Government
Savings Bank, Ban Paew Branch, Samutsakorn province were FEMALE aged

between 26 to 35 years old with married status. Most of them were Bachelor
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graduated and had highest number of occupation as merchant/private business
owner with the average monthly income between 5,000 to 10,000 Baht.

2. The overall perspective of customer service showed that the
customers intensively visited the bank on Monday, the peak service period
was between 08:30 to 10:30 hrs. and the number of service used per month
indicated 1 to 3 times per month. Type of service the customer contacted most
was the Deposit-Withdraw service under the top rated reason that the service
provided by he Government Savings Bank, Ban Paew Branch, Samutsakorn
province was the nearest location to their houses and very convenience for the
customers. Moreover, the customer satisfactory level was high and when
examined in specific aspect, the research found that customer satisfaction on
operating procedure, the bank's service provision and the bank's work area
were high for all of these 3 aspects.

3. Regarding the operating procedure and service provision, they had
the highest Average score of customer satisfactory level. The top 3 rated
aspects in descending order are the clearness of the information on the ATM
slip, the speed of the ATM machine and the sequence management of the
service provision. The 3 aspects acquired the lowest customer satisfactory
level ranking in ascending order are the offering of various bank's products,
service counter/number of bank's staff ready to serve and the security of the
ATM machine's location.

4. Bank's service staff received the highest Average score for customer
satisfactory level. The top 3 rated aspects in descending order are bank's staff

dressed clean and properly, the Branch Manager is reliable and trustworthy,
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and honesty of Bank's staff to the customer. The 3 aspects acquired the lowest
customer satisfactory level ranking in ascending order are the enthusiasm of
service provided by bank's staff, the punctuality of bank's staff and the ability
of bank's staff to provide the right advice to a customer.

5. The customer satisfactory level of the bank's work area received the
highest Average score. The top 3 rated aspects in descending order are
cleanness of the bank's work area, the interior design was well organized and
the Deposit-Withdraw slips were placed in a convenient order for use by the
customer. The 3 aspects acquired the lowest customer satisfactory level
ranking in ascending order are the sufficiency of parking place, free service of
drinking water/candy for the customer during the waiting list and the

sufficiency of the seats for customers.

(8)
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N 19.5 6.1 9.6 0.0 14.6 21.1 (0.242)
ngWaua 12.2 8.2 14.5 8.7 10.4 10.5
ﬁmf 17.1 11.0 21.7 21.7 26.4 36.8
szandnen wdu  wiae i 1.a3 1.Tn u3e
Franafil§usms qann
(n=282) (n=49) n=83) (m=23) (n=144) (n=19)
08.30-10.30 H. 45.1 32.7 31.3 17.4 20.8 26.3
10.31-11.30 4. 22.0 32.7 32.5 39.1 26.4 15.8
11.31-12.30 U. 9.8 10.2 9.6 13.0 16.7 21.1 32.926
12.31-13.30 U. 9.8 8.2 2.4 8.7 11.8 10.5 (0.105)
13.31-14.30 U. 7.3 12.2 16.9 13.0 14.6 10.5
14.31-15.30 U. 6.1 4.1 7.2 8.7 9.7 15.8
y dszandnn wdu  wiae 1.a3 1.In u3e
faunsanly ,
o . qanm
VIMIAOIADY
(n=282) (n=49) n=83) ((m=23) (n=144) (n=19)
1-3 ﬂ%\i 74.4 67.3 67.5 60.9 79.9 68.4
4-6 ﬂ%\i 16.0 26.5 19.3 34.8 16.7 21.1 25.317
7-9 ﬂ%\i 6.1 4.1 13.3 4.3 2.8 0.0 (0.018)*

22
10 a5y 11 3.7 2.0 0.0 0.0 0.7 10.5
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- . - Chi-Square
NYANIIY SEAUMIANEN
(Sig.)
o Uszonfiomn wdu  wilaw  aba .05 1.Tn 13

sziamusmsn ,
. qanmn
AnnRo

(n=282) (n=49) n=83) (n=23) (n=144) n=19)
thn-oou 79.3 83.7 79.5 913 69.4 57.9
ﬁw‘ﬂva 14.6 4.1 12.0 4.3 13.9 15.8 25.860
aanoeNay 2.4 12.2 4.8 4.3 11.1 15.8 (0.078)
Hszamduiuay 1.2 0.0 2.4 0.0 4.2 0.0
STENRE 2.4 0.0 1.2 0.0 1.4 10.5
5eAuaia

Uszoudny  w.du yiae 1 1l.93 1.Tn %30

mguanldusng qan

(n=182) (n=49) n=83) (n=23) (n=144) n=19)
aglndthw/azain 63.4 69.4 69.9 65.2 59.7 4.1
Fordo/nnuiuag 20.7 14.3 10.8 21.7 18.1 15.8 24.465
FUMIHUTMS (0.162)
UaInNray 7.3 10.2 12.0 13.0 11.1 10.5
HAADUUNUEN 3.7 2.0 0.0 0.0 0.7 0.0
155 MIauanFn
luaseunsn 4.9 4.1 7.2 0.0 10.4 1.6

“Nizaviediag 0.05
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UIMS 1-3 ATIAOIADU FIINMINATOVAUUATIUND TZAUMIANH
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1

Y] I J v t:!' (Y] o
anuduusnusuasinlsuimsaomou Nszaudinw 0.05
LAZIBANEINNAITI 10 WU NQuAlIRgNNNTzAUMIAnEIEIU Y
a 1 a 1 (= d' Y Aa A ] Yy Y
aanpuIMitlszian dhn-neu tazdruIngumauanlyusms As adlnaing

v

a 1 @ 1 [ J v
ATAIN LASHAINNITNATDUAUUATTIUNDIN ﬁgﬂllﬂTﬁﬁﬂHleﬁﬂfna\lﬁﬁwuﬁﬂﬂ

v Jdo

Uszianuimsnaadae wazszaumsane lulianuduiusnumanan ldusms

v o do a a
5.5 1T NAN NUANNUBIUNGANTIHNMSTTUTNIS
v Jdo

MINagoUAUNATIUNN o TNIANUFUNUTAUNYANTTUMS IFUTMS

ﬁ’nﬂimlﬁﬂﬁﬂﬁlﬁ&ﬁElﬂllg]}ﬁﬁﬁﬁﬂ 11

11319 11

PITNAUNGANTTUNT IFUTMITEUIMTEINAUa VI MU SIninaynsang

- - Chi-Square
NYANI T 01BN
(Sig)

v A [ kY v 9 A

UniGew  JUIIEMI/ A8/ VI INHATNIITN U
o dew - Wndnp1  Syiamne  Wiwesnams  wilnau
unldusms

(n=36) (n=74) (n=123) 1NYU (n=38) (n=26)

(n=103)

ung 222 25.7 35.0 33.0 31.6 30.8
GEGRD 13.9 14.9 30.9 15.5 34.2 23.1 47.125
N 11.1 20.3 10.6 11.7 53 23.1 (0.001)*
ngWaua 30.6 12.2 8.1 6.8 13.2 11.5

fng 222 27.0 27.7 33.0 15.8 11.5
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- - Chi-Square
NOANTIU 01BN
(Sig.)

dnisew/  SusIwms/ e/ S/ INHATAITY ou 9
FmR g nAne  §33amne  Wwesiims  wilnau
UINT NYU

(n=36) (n=174) (n=123) (n=103) (n=38) (n=26)
08.30-10.30 U. 27.8 18.9 34.1 30.1 42.1 19.2
10.31-11.30 W. 30.6 28.4 34.1 17.5 28.9 30.8
11.31-12.30 U. 5.6 18.9 5.7 19.4 13.2 154 52.638
12.31-13.30 U. 5.6 6.8 33 15.5 7.9 19.2 (0.000)*
13.31-14.30 1. 13.9 14.9 16.3 8.7 7.9 15.4
14.31-15.30 W. 16.7 12.2 6.5 8.7 0.0 0.0

Unisew/  Suswrms/ e/ Suh INHATNITU o 9
$Smuadaily indnen  $3lamne  Wwesiims  wiinau
UIMIAeIADU GhERT

(n=36) (n=174) (n=123) (n=103) (n=38) (n=26)
13 A4 80.6 79.7 54.5 81.6 84.2 80.8
4-6 ﬂ%ﬂjﬁ 16.7 16.2 29.3 14.6 15.8 11.5 34.598
7-9 ﬂf?\i 2.8 1.4 12.2 3.9 0.0 7.7 (0.000)*
10 afaall 0.0 2.7 4.1 0.0 0.0 0.0

inGew  SUTIFMS/ e/ Su INYATNIT ou 9
YszanuSmsdi dfnfinen $93amne dwesiems wifnaw
AnAo NYU

(n=36) (n=174) (n=123) (n=103) (n=38) (n=26)
dhn-nou 91.7 55.4 82.1 75.7 84.2 73.1
Fuiie 0.0 20.3 12.2 12.6 2.6 15.4 36.750
da1neaudy 5.6 12.2 4.1 8.7 10.5 11.5 (0.005)*
Hszaduday
UIM3 2.8 6.8 0.8 1.9 0.0 0.0
seidin 0.0 5.4 0.8 1.0 2.6 0.0




M54 11 (919)

- - Chi-Square
NHANIIN 91T
(Sig.)
o A [ Y v Y A
WGeW  SUIIBNI/ Ave/ SV nbeIn I U9
ey - unfine  §33dmne  Wwesiams  wilnaw
maHanl5u3ng
(n=136) (n=74) (n=123) 1ONYU (n=1398) (n=26)
(n=103)
aglndihw 66.7 50.0 72.4 65.0 71.1 34.6
azAIn
Fordoy/nu
uag 2.8 25.7 13.0 14.6 18.4 34.6
FUIASHUTMS 42555
1anyviang 13.9 13.5 9.8 5.8 10.5 19.2 (0.000)*
HaABUUNUGA 0.0 1.4 1.6 1.9 0.0 0.0
1Fu3msa
ausnly
AT9UATI 16.7 9.5 3.3 12.6 0.0 11.5

*NyzAUTBA A 0.05
1 1 ) 1 1 ld' 9 A v W Jd A =
1NN 11 WU ngudltedau It lyusnms luiuduns ae eram
v v A a A ' Y A G v A = ' q Y
ANB/AVDININMSI LazIFWBY o druguewiluinGsuinanyiadiu v 1y
A @ @ = Y = o v Aa A % J a %
VIMT IAUNGHEIUA Lzl FNTUTI¥NI/3FIenn UnazunleusmsTudy
d 1 Y =~ v Y @ 1 199 a [YE-Y] 4 @ 4
Ans arugiowsuyminnuenyudIu v lyusms luiuduns vagiugns
uaznqualedeilodwnuasnssudiulvganldusmsluiudims uaziiioih
a 1 A A [y o o W d' Yy a d' [y v o w
MINATDUAVVATIUNYN DINUANUAURUTAVIUNTFUTMS NazavTediny
0.05

a

LazloANYINGUA9E NN UNYANTTHUBIF 1NN 1FUTMININAI5 1 11

a a

WU NEUADENNTTNINEoUAINANET DITWTUTIBNT/TTIAIMND LAZOITN

A9

ou ) daulvg ldusms lusaanat 10.31-11.30 w. daudiioFnanesdves

Aamsdaulugiunlgusnis lugaenat 08.30-10.30 W, uaz 10.31-11.30 u.



Tusasidiudesaz iy @audilienFnsudwminnuensu Lazo 1w

inuasnssudulnguda 1dusms lugaean 08.30-10.30 w. uaznanINAgoU

aunfgnud ewiianuduiusiuduaildusms fAssfuied ey 0.0
Tuduvesimauaiailfusmsdadounnmsa 11 NUNYUAIDENNN

ornaulvnaanlsuims 1-3 afsoidon HAZINMINATOUTUNATIY WU

o o

D1FNUANUAUNUS

% v o v

pinuadailfusmssdeien fiszdufod iy 0.05
HeNMIATLIAY 1M1 11 W ngudted NN dwdIulvglduims

Uszinn dhn-oeu waznnendndnlnyfimauaildusns fe eglndtnazain

wazFerdeyanuiiuag lusandiudesasiinhiu Fannwamsnadeuauuig

-4 v Jdo

NU DIFNUANUFUNUTAVUTLUANVITNTNAAAD HATDIFNUANUTUNUT O

o U

~ yJ a ~ [ o
!Wﬂwa‘ﬂ&lf’ﬁﬂﬁﬂ1i nicavUugaIny 0.05

Y d’ r A =~ v o do a Y A
5.6 578?@!@@8?18!979uﬂﬂ?”lJJETJJWMﬁﬂUWQWﬂSﬁJﬂ75?‘])’1]5ﬂ75
v

mMsnageUauNAT 1IN 310 ldmasaoAeuTnUFURUTAUNANTTUS

Gl%ﬂ?ﬂﬁ ﬁ'ﬂJ13ﬂl!ﬁﬂﬁi?ﬂaglaﬂﬂqﬁﬁﬁﬁﬁ%i 12

19719 12

718 lamagaeme Ui ungAnTsums 19UTMIFUINITENAUA VI UL 391 TR

aynsang
sldmasdedon (Um) Chi-Square
NOANTTY
(Sig.)

uildusms @ ®) © ® ® ®» © ¢

uns 28 430 30.0 23.1 324 87 438 241

8915 246 194 256 23.1 243 217 62 310  43.079
WS 158 129 12.2 15.4 54 130 125 172 (0.025)*
ngWaua 22.8 6.5 8.9 5.1 108 130 125 172

fng 14.0 18.3 233 333 27.0 435 250 10.3
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R swldmavdodou wm) Chi-Square
WoANIIY
(Sig.)
G]}’Nnaiﬁi% (A) (B) ©) (D) (E) (F) G @
I3

08.30-10.30 u. 333 344 322 20.5 243 21.7 281 24.1
10.31-11.30 4. 22.8 323 233 38.5 29.7 348 250 172

11.31-12.30 U. 53 8.6 16.7 23.1 108 87 219 13.8 30.974
12.31-13.30 4. 123 8.6 6.7 5.1 108 87 94 103 (0.660)
13.31-14.30 U. 15.8 9.7 14.4 5.1 18.9 17.4 6.2 20.7

14.31-15.30 U. 10.5 6.5 6.7 7.7 5.4 8.7 9.4 13.8
Swowedald ) ®) ©) (D) ® B © ¢
UIMIAeIADU

13 nds 842 763 68.9 69.2 67.6 739 781 58.6

4-6 %4 123 172 18.9 28.2 189 217 219 276 23.439
7-9 ﬂ%\i 3.5 6.5 10.0 2.6 5.4 43 0.0 6.9 (0.172)
10 ﬂ%ﬂ"ldi}ullﬂ 0.0 0.0 2.2 0.0 8.1 0.0 0.0 6.9
Usennusms A) (B) (©) (D) (E) F G ¢

fifade

#hn-nou 89.5 828 77.8 61.5 784  69.6 625 58.6

ﬁu&“‘]ﬂ;ﬂ 1.8 11.8 13.3 12.8 10.8 8.7 18.8  24.1
aaneeNdy 5.3 43 6.7 10.3 5.4 21.7 15.6 10.3 42.196
Fszmaum 1.8 1.1 1.1 7.7 27 00 00 69  (0.010)*
HAZUTMI

5Enuan 1.8 0.0 1.1 7.7 2.7 00 31 00
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_ sw'ldmdedeiden (v ) Chi-Square
NYANIIY
(Sig.)
mgHafi 14 w ® © O™ ® ® © @
UINS
aglnddiny 684 634 644 462 730 739 500 655
a2AIN
Fordoy/any
ﬁum 10.5 21.5 14.4 23.1 8.1 13.0 28.1 13.8
FUIATH 37.479
UINMS (0.042)*
wanvany 7.0 10.8 14.4 10.3 189 43 62 34
HAADULNUGN 1.8 1.1 1.1 2.6 0.0 0.0 3.1 0.0
155 Msenu
au¥nlu
ATDUATH 12.3 3.2 5.6 17.9 0.0 87 125 172
W?J’]EJLTW]‘
= 9 d' 1 = <; 1
A L REIN §Wﬂblﬂlﬂaﬂﬁﬂlﬂﬂu©1ﬂ31 5,000 UM
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= Yy A 1A
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A A1 Yq Y a ~ T oA ' =
MInagoUaNNAFIUNN FlFuTmsnmanenuiinadonunane laly
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ieaza e lo lums 19usmssnmsesuduav i 994ia

aynsang
ANuNane 1y LWt ana
At
AUNTLUIUMTLATMITRUTMS W10 (n = 118) WA (n = 270)
59
Ainde 3.7345 3.6835 t =0.796
drudsuvunasg 0.62060 0.56105 Sig. = 0.427
AMuminaIus I W (n = 122) NN (1 =276)
Aunae 4.1339 4.1514 1=-0.253
drudlsauumnasgy 0.66681 0.62322 Sig. =0.801
Sugauiism ¥18 (n=121) N (n = 273)
Aunde 3.7322 3.7850 t=-0.723
drudsuuunasgn 0.71323 0.64719 Sig. = 0.470
AU lasan W0 (n = 118) WAN (7 = 264)
Aunde 3.8653 3.8662 t=-0.014
drudsuuunasg 0.60542 0.53606 Sig. = 0.988

*NszauiediAg 0.05

MINAITN 13 WU HoNAaoUTUNATIU tMFoLazmAr A Nune 1a
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erguazaunane 1o lunis 19uSmssumseendua w10 e 99min

aynsang
91 §maufmess  Aunds drudoau anaAnadoL
HIATTTU
AUNTLUIUMNST
uaxmﬂﬁ’u?mssm
§nd 157 11 4.0808 0.47943
15-25 %) 68 3.7141 0.63243
26-35 % 119 3.6387 0.53585 F=2.050
36-45 1) 108 3.6461 0.56516 Sig. = 0.071
46-55 1) 65 3.7607 0.64137
11nN2155 1 17 3.9150 0.43838
AUNTANUTIY
§ni 157 11 4.2626 0.41058
15-251 69 4.1272 0.63236
26-35 % 122 4.0965 0.65039 F=1.710
36-45 1) 111 4.0761 0.64441 Sig. = 0.131
46-55 7 67 43317 0.63402
11NN 55 1 18 4.2222 0.53897
Suaoudisaw
§nd 157 11 3.9545 0.63618
15-251 68 3.7853 0.70378
26-35 % 123 3.7154 0.64185 F=0.421
36-45 1) 109 3.7725 0.61972 Sig. = 0.834
46-55 1) 65 3.7877 0.72640
11NN 55 1 18 3.8667 0.82319
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91y UIUGIIVEN  AuNdY GRS AnFNARAL
WIATTIU
anunelasiy
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31ANI 55 1 17 4.0000 0.53363

*NIzAUTBAINTY 0.05
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amumwmsausauazanuinewe lalums l9usmssuimseendua v i

WHIAAYNTAINT
ANUMNNTANTE  SIIUFI0IN  AUnaAo dudoan gaanadoU
HIATTTU
AUNTLUIUMNST
LLa%ﬂTﬁiﬁ}UL%ﬂTiﬁ?N
Taa 168 3.6720 0.57444 F=0.517
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(Cronbach’s Alpha coefficient)



DATASET ACTIVATE DataSetl.
DATASET CLOSE DataSet0.
SAVE OUTFILE='C:\Documents and Settings\HP\Desktop\Realibility.sav'
/COMPRESSED.
RELIABILITY
/VARIABLES=X1 X2 X3 X4 X5 X6 X7 X8 X9
/SCALE { "ALL VARIARBLES') ALL
/MODEL=ALPHA
/STATISTICS=DESCRIPTIVE SCALE
SSUMMARY=TOTAL.

Reliability

[DataSetl] C:%\Documents and Settings‘\HP\Desktop\Realibility.sav

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 31 775
Excludeda a 225
Total 40 100.0

a, Listwise deletion based on all variables in the procedure,

Reliability Statistics

Cronbach's
Alpha M of ltems
.928 9
Item Statistics
Mean Std. Deviation N

AMsliudnIg 3.77 920 31
IRErBEREH] 3.65 985 31
Fmmdaning 3.32 .945 Y
Wuaanans 358 886 31
anunai 3,74 965 31
AsELaTIn 3.35 1.018 3
AnuTIAEIuasia by 3.55 961 31




Item Statistics

Mean Std. Deviation
anutmauuasludiufin
noms . 3.84 688 3
apvilaxpy TN 365 950 31
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alpha if ltem
Item Deleted Item Deleted Correlation Deleted
nstiudng 28.68 36.026 674 .924
ASIAFAIAL 28.81 33.761 838 913
FmdDIUES 20.13 33.649 892 910
Buauanans 28.87 38.116 496 934
aunah 28.71 36,346 .B05 928
AslEuay 29.10 34.024 780 917
anunathuanaidy 28.90 33.690 871 911
Anuifaruuasluiuiin
noms . 28.61 37.578 744 921
QAN DHTWFAT MY
J ° 28.81 34.828 766 918
Scale Statistics
Mean Variance | Std. Deviation | N of ltems
32.45 44.323 6.658 ]
RELIABILITY

/VRRIABLES=Fl P2 P3 P4 PS5 P& P7 PB P9

/SCALE ('ALL VARIABLES')

/MODEL=ALPHA

/STATISTICS=DESCRIPTIVE SCALE

/SUMMARY=TOTAL.

Reliability

ALL

[DataSetl] C:\Documents and Settings\HP\Desktop\Realibility.sav

Scale: ALL VARIABLES

Case Processing Summary

N

%

Cases Valid

39 97.5

a. Listwise deletion based on all variables in the procedure.
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Case Processing Summary

N %
Excludeda 1 25

Total 40 100.0
a. Listwise deletion based on all variables in the procedure.

Cases

Reliability Statistics
Cronbach's
Alpha N of ltems
.942 9
Item Statistics
Mean Std. Deviation N
arualaladvamiingu 423 872 39
wilnausauiuaauiiay 423 842 39
WU TRALS NN
¢in i e 4.18 914 39
WKW TZATW AL TN 4.21 801 39
wiinoufanudadad 431 694 39
wilnaTuudsmoazaIn 4.38 782 39
wilnouidaiu
RsvBE3asy 4.00 1.000 39
wWilnauafAzIAT 4.00 1.000 39
gianmsfiarnindaiia 4.31 863 39
Item-Total Statistics
Scale Corrected Cronbach's

Scale Mean if Variance if Item-Total Alpha if ltem

Item Deleted ltem Deleted Caorrelation Deleted
anuarlalduaswinou 33.62 32.822 813 033
wilnvuRauivaauian 33.62 32.822 848 931
WUNRTHALSA¥ DN 33.67 32.018 857 931
dna . . . iy
WENIUTFA I AN Tod D 33.64 32.920 887 930
wilngufinudadad 33.54 34.360 844 433
WinIUUGEINILFEIR 33.46 33.360 .857 931
wilneuiiaiu
nsehetasn 33.85 32,870 684 942
wilhauRsIAaLna" 33.85 33.344 .638 945
fiansiiemingada 33.54 34.255 664 941

Scale Statistics
Mean Variance | Std. Devialion | N of Items
37.85 41.713 6.459 9

RELIABILITY
/VERIABLES=PLACE]l PLACE2 PLACE3 PLACE4 PLACES PLACES PLACE7 PLACES PLACEY PLACELQ
/SCALE ("ALL VARIABLES') ALL '
/MODEL=ALFHA



/STATISTICS=DESCRIPTIVE SCALE

/SUMMARY=TOTAL.

Reliability

[DataSetl] C:\Documents and Settings\HP\Desktop\Realibility.sav

Scale: ALL VARIABLES

Case Processing Summary

N

%

Valid
Excludeda
Total

Cases

38
4
40

90.0
10.0
100.0

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

Reliability Statistics

Cronbach's
Alpha N of ltlems
957 10
Item Statistics
Mean Std. Deviation

amuiasaamInay 397 878 36

Aaninfuaisvasgunsnl 3.75 874 36

fhouarnagmnsiacau 3.75 B74 36

Faaoudiiludadiu 372 849 36

ihmlssanduiusidaya o

L‘ﬂl’.l\l'“'rl_ 3.72 .815 36

fi@nufiaaasofioona 3.08 1.079 36

fifitasafinona 367 986 36

Avsmsinau 3.36 931 36

TushnoaudseasaInGa

Pt 3.92 906 36

fimbaRafuTiaiu 3.83 971 36

Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alpha if Item
ltemn Deleted Itern Deleted Correlation Deleted

apnudazaiameny 32.81 49.933 819 952
Arviuadiouasgunsal 33.03 48.885 917 948
fhouarsgadasdaau 33.03 51.971 645 959




Item-Total Statistics

Scale Caorrected Cronbach's

Scale Mean if Variance if Item-Total Alpha if ltem

ltem Deleted | item Deleled | Correlation Deleted
Faamuiidludadiu 33.06 50.854 767 954
iholssmndniudlidaya
RoIne 33.06 50.568 .831 952
fianuiiaansafivawa 33.69 47,647 809 853
fihiosatflnowa 33.11 48.673 816 952
Audniida 33.42 50.021 758 954
m:l'lgnaui’mnatmna‘a 32.86 48.580 07 948
fwiladadfurilviau 32.94 48.225 867 .950

Scale Statistics

Mean

36.78

Variance

60.863

7.802

Std. Deviation | N of ltems

10
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