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"fntonation"

in the works of Al-Farabi and some Muslim Philosophers

Dr. Khaled Al -Jaber

University of Petra

(Private University)

Abstract

The main purpose of this paper is to investigate a major common enor in modern

scientific studies related to Arabic heritage: generalizing judgments on subjects lack-

ing thorough examination.

"Intonation" in Arabic language is only an example of such an error. All research ef-

forts denied the idea that Arabs studied "intonation", or even wrote anything about

it. Amazingly, we find almost all Arab philosophers were aware of intonation, tones,

stress, and its role in expressing the meaning ofthe sentence.

This paper uncovers such an awareness and discusses - in detail- the Arab phi-

losophers' efforts regarding intonation, especially Al-Farabi whose studies were

close enough to formulate a theory on it.
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Abu al-Qasim al-Katib

Author of Muntakhab Siwan al'Hikma

Dr Muhammad Ahmad Awwad

Amman Universitv

Abstract

Abu al-Qasim al-Katib is one of the AH 4th centry obscure philosophers. He is

rarely mentioned in the anthologies of Islamic philosophy. His importance lies in his

analysis of the works of the philosopher Abu al-Hassan al-Amiri. He is also most

strongly hailed as being the author of Siwan al-Hikma.

The fact that he has always been shrouded in mystery has promoted this attempt

to put together a biography of his life and work based on the little information avail-

able from sources of the 4th century, especially the works of Abu Hyan al-Tawhidi.
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A Proposed Model to Measure and Evaluate the Inpatient Day Service

Cost Quality in Not-for-Profit Hospitals: An Applied Study.

Dr. Khalil Abu Hashish

University of Petra

(Private University)

Abstract

As the governmental hospitals are non profit organizations and the measures of
the profit-based hospitals can not be used to measure and evaluate the un-

compensated care provided in governmental ones, the problem of this study is how

to measure and evaluate the cost of their activities to make sure that their specific-

purpose fund is used efficiently and their goals are met effectively.

The main purpose of the research is to build up an accounting model with which

the Not-for-profit hospitals cost can be measured and evaluated easily and objective-

ly.
The dependent variable of this study is the "inpatient day service cost" while the

independent variables that influence it are: hospital size quality, stay quality, oc-

cupancy quality, bed turnover quality, physician productivity quality, bed/specialist

quality, bed/resident physician quality, bed./nurse quality, bed/nursing assistant qual-

ity, nurse/specialist quality, nurse/resident physician quality, outpatients quality, in-
patients quality, case mix quality, hospital productivity quality, operation number

quality, hospital death rate quality, and work days quality.

Among the results deduced are:

- There is a negative relationship between the inpatient day service cost and stay

quality, occupancy quality, physician productivity quality, bed turnover quality, hos-

pital size quality, inpatients quality, outpatients quality, death rate quality, hospital

productivity quality and, workdays quality.

- There is a positive relationship between the inpatient day service cost and bed/

specialist quality, bed/resident physician quality, bed/nurse quality, nurse/specialist

quality, nurse/specialist quality, and case mix quality.

- The most important variables that influence the inpatient day service cost are:

physicians, hospital size, case mix, length of stay, and workdays, with a correlation

coefficient equals 0.96798.
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,-;'$ll,r^<Jl ;r,Lll i,1or1l ,jr-.1 +t- J W'W ,rt=l *r-t+ .rbt"Jl

,/.J-Ul fll iiKr f-*) €V a:^>;ts-i l^{+ g.}l w-.5jJl

Ff s cV up +"lt;>,l drS{ ei Ci \lt*s i"*i rdt r .11, i-; :-Jl

ali 6*ri Jl.;r+: Y Cl .rl. L.i;-'Jl ,/ .fUl ftJl 4,al5i; ;::.-

7r,;;l u; .r.r e^*^r u- krru"fff i oft
p,;u-Jls.r.l,:ilJ l4#l.rt*;-:.:-ll u.c i-$ft i.*-4Jl .rl.-rll ail5;

ae4ll;:9.rAl :;l3ll9 e..>*)l i,-lrrl .,le +t;:tt ,:.lul ;g i-,lell ei-r4,

Sbrra ,-J";ft:t rl9: i,rill crt""r4l a;J* u;;;.1 , kJ

: ri".:.Jl ;l.r.oi - r

' ,/- t" ,F JLf-'=-Jl .-i.r4r-

fLi'il ,f'-),ra)/.-Jl fll l;15r ;:e-t {i;) eif C;-;l - \/Y

*ry b.;* p4l:..,"1+u a-ts-J-l c_,t-rr-:*Il ; i=l;ujl
a;lK;.+:; j CrJt lj,o gl.t-*:-,l .:t=i-:.*Jl .U eio J.(,il

. ir-t.ill I'gt -t;
;.:a- ,r,.t ri ,il-f\ iJt-,Jl C)t^;Jl ," at"tf-, lr-9^q,- frii - Y/f
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. .i)Ul f,Jl iil<r ;tr *.jjlt .rt ;-:*ll -bt: a.-. 3l

. ,f)tJl fll iil* ;:e7 6i:-'.n ,* -;';;l .)l.,ldl a"i..r,-.u -Y lf
i.<Lll ,=i +,#l .:r,; .l;.Jl "r--i ,t O;ilt d-rjl ,J* - tly

. ;r*":.kJl +;:r1l

: d^2.J1 t".ri- t
A-.Jt ,re ar. k;,: i 'fl /t dt-Jl ;, u.-^,"i e.-*-Jl ui*J-

: qJkJl .r)!,*t

: (.5sL-a:i)f dt+l - \ lt
t-a-a*l.rl.:t*:rYl +l1; il9"tJl .1rl;;lrJ, A-;JtiJl gl-,lyJl ryi
d -,Q.t o/, t Yv, rr" (r dr 4-t+) +#l.rt--r}l .-J' .rL,i:y
dJJ: ,-,-r . \ 111 fb € -1Ql ,.r3J Y\ I. J! de) Ji,J \ llY ij-
g=" J)[;,Q, llrL 41. lsrlri, +#l,rl"r-ll 

"rt" 
;U;yt or ;:$

dr" +U L-S.}l crL.ulJ e44ll sll9ll a*.,i; e-?l +=., c c,,le*,

.rl" .rb)l J.r-- r'li e-.--9 . 6r-i J-r.,, ij- t-4-;"r-- +f Clr^llul
,jtir)l U'/.\\,tte \1,tt ;ry t 4+l U )&-l-Js el; ri a**eJl

q:t-.a:.;Yl )ly'l e- ,P e a-,,9;.r^tHl oi,r i*,!r '. *f .-+l; ltJl
i*...rt.ll gl.t-cl ll9 

"ilFyl U ,F rle o-:L-rl9 d)'il j UJUtg

.-r<J.j[."'lt J)ti:*,)l ;ne ,j;:-e'-tr;4$ll e:by-a- c+- 
"[J^-J

;oU5 ;:L_1 )l d;Ji J5{ ) U U,6J . it tl -;i & W JjeLlj :;t.eJ.t

Jl,JtrJt ,ghv a^ev,.r$.::-ll) bG e{#I.:l-r-fl 'l:i qJt-i,

dlj dL;)l t,,:,; 6,rl;--ir^ p'Jt 4Uyl Jt.S l)b.,iLt)l t*:;
€ L*-,jUr)l .+"Lx ..SeLJi.r Fi ,* )e ,g:-";fr#tt
,i. (t')i^<*-., U1u aL; 9i,j,1 dL,i;)l ,,ll,-!Jl ::;^;ll e1'-.Jll
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Jrclt ,F Ct oFU a-UIIJ 6;:tJl .:.11y'1 pl"u:,l u,*'- 71 ua
ctiJl c *7Ul fll i.il<t FJ- d!,-ir.6r 1." U^ ,trJ J<, )VL tsl *

. a""fJl.rt ;-:*ll ;'L4S;)Uj o-1!'i1;"" d&uy

(Y)Frrdr.t+

J.r;'Jl ,j *#l 11L.14l ,5t" cll'ijltt

fu,,-r 0j$ ) \ 111-\ 11Y ;i,all

. \ 111-\ llY .tl r-lj jL.A>)l *Hl t i:.-,rjl i{trrlj a-dl;tllj: ,-r-all

: ,r-LJl Jt*l I lt
6y A3KLI ,.rt=i-:-:-ll c,L.u ajJKr ;tsz €.* Lfy & d
F* ,t..r!t5Jt o-f) U f;l .}i . !^3Ul ft^i^l "r "[:;Jlr:uJl
"l-'i pF Jt+ d ilrqft :6{l .liY1 tu-)t-diYl .rl.r--fl .,! 'l:'Jl
4tl, ., i-"tt 4,Lrr c.,,[rr i-*.ll 't)i AAK; Ff ), UV +,#l .:1"-r-ll
a-" 

e fl ;"*-j--'il grt*,!"rJl Ut. i..,.-,Jl c,LL(Jl L/ +r-dJl *s ,ks
c,t-..ril frJ AiKj Lb-'t ,i Jlc^gst fl {nicnnorn 1988) i-l;:
t.r.i:J l.,lt c ;-Iill c,t -r-fl e;97 6,y:-.t 7!,:tl;,SA! ,3- Y ia.*-€Jl

, b.r.r{ iJ'-i 4?L- :JU^ !J<r ..lf l13, Jlj"- '!l ;*. e e*-c.r[-.-r;

;re util i-rrl 6p.r{ Airrg-: i,il(:Jl &J;t;Sr cU ( ,t')
-r;.i (Sandier 1988) ;-,1;: Li. (tt)i-r:,.;Jl5c.rU-r-ll €s # a-h

\ 111 \ 11A \ 11v \ 111 \ 110 \ 111 \ 11r \ 11Y 4Jt/0t::ll

Y\1.

f,1v

Y\'1

\ 1AV

\1't

\1\1

YVo

\ 1'o

\vto

11t

Y'rA

\ lVt

Itv

Y.,V

\ tA\

WY

YY,t\

\ YYA

Yl{,

YY,\r

\ YV.

YlV

\ 1,1[

cr-tJlcrtar)l

:*.4J1 .,le,Jti;)l

iUlqrLAi)l,J./.
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a9 a=*-Al L-Le;l ajl-<r 
LLilrl da.i a,-+ ijy- tra., lb ,rJLqE

j!*;* | .--Lf,- 0i i1*ll i/ .JlS cl! c a-..r-all Lul i"rtl ;47 64:--".o

{-r*.l ;4-> ,ge:*.t e }Wl qri iL;; s^, U Jt iiL*Jl o;ti;)l
ui ,y c^i-:il -u.i-i (Mcphee, et. Al 1988 ) i*,lr:;rn [-i. (tY)a---r:Il

e**-all a-r-:Ll ul* d;tj"ul ei lLall ./ l_*:tr 
":5ll .J"Ul ;^ ?.,1 rt

J;jI $ 'tJ'il pl; Elr Ji J, C)t ,* "l uJlc^"41r riJ. ;trjll

t': "+'il ,St e* t{ri yl ( ,.*,t)l.5-rll ,/ e4)' i=4Jt<r etgs
srLe\ *Ft Ji 0!"Jt (''i, ijl*Jt irt q+AL rst_,rb trr.j f#_J
iiKt 

'Fl "lg--) idt4-:! g,l4sr- ct.L: J^.*,-.5jJlr-'Jl , *
(Rosenstein 1991) {-,11.: .li;a1 .,i . 

(tt)"},--#Jt 
Ltrll * a*e! a,-terl

i,-tr;l .r["-s &153 1tu,) i,kJl .r!-,'it .r-i Oi t"t:;,. ;-& c c^.all,jl

4 U "Lp'il .*.r)l}l U -# et* )sz) f.1,t,"*"JL A?,';.Jl

,'t ,F Ct"r.oi9.:tj, ,e:U; t**.f ,S-ii + e r;-=Jl ;11:!9

Lt; ,:_-h V;ot.a(Jl .rtjlr f=tr e *; L,L**it ;rl.:!.i . t*_6;,

A..LJI Lr-ll ;"1i5 ,-Jr dlji jl ,J.lS g.e-o, rJ:: .4jt<rJl 
'#s.jtaryl

,l--h V e*,Al a-J-lt ;r; -Ji; d "t"t'yt *t,_t-- .,.i ( Lrall
dr" dlJi ,* u*[,-*, rlj.: iS^ll ar-ul .]>t#Jl ,F ,* JrsLl
Ji f/:-,- ..rr-,t *Jl u^ iJlj!,ii i-,LJl b,-;ti rir . (t t)a;l*Jt 

e tart
A, z-gr ffi ,Jri ;"r=2 a*t UE ,* J:u|l ule t-" clt;lrill ,_[^-.,-

,S !;,2_ u.,i-j.:*^lj i--kll .:1l3J.l pl-r*:-,1 e'zlt' J U"+_ e?t ,e-*
dr, Aj*.ll *lfts .l-i-i (Sonkin 1988) i*,L, Ui. ;rt-:)tr ,+'jl oj*i:;
,.rL-r}l ijKr \Gy ,le:>l aK:- .li,*;KJt g;:i ,t=- c ,;1 yb,.
!{i drtutJi uj*,*lt ;.,t:! a.?V eK5 J'jt L..,Jtr +J 4r*#Jt
t<J ,;.t-- .tll iL*"tl .i,6 i-{=ll-. e hi Y r't: c .rrll:! ti ,t$i O,
. .t''Jt C*+t ,lfi"r L,,ttr ,t}t U, J(, d U q*,t- JP J:*$

\.\



Albasaer \ r.r,Jl - v rt+l - jl,.rll

J55 e+l rlr-ri ,* | e 
- 

"\s'y-- 
g 4*,trJl .i^ L^ti l.J a'l-(".:.ltj

,f s 4 uU d J-s t 4**Jl ot -r"ilJ qJl+tJl i6& Lll t'rL.^-t1

J'il e$l f #[+-?JL:;J brE'lr t+t".*.1 il-*.lt C-:+l :t;i:Jtr.:5

. (to).,u.r!l etJ; i.iKi +bt J"'-lI .lK")

p-ri \1Ao fL",f . 6:eJ-*.o c;t(! Jt+l UA i alt c,LLJl L"i

-.=Jt* i*,t>-.r r-ll9;n ;*b, fr € t tJl t-41;Ul 't e Jl

"/ 
t{.i -:t-.:r:-,Yl J* Cl,-.-'it if e4-4r yf .r-t+l ng,L.i-:-ll

;ta}l -rrl \ 1AT lte ',iJ 
. (\l)..f,t"r LL..J,I e i=},Jl1.:,t-gl eil<t .r"ti

€ Pa ll .rU-r-ll ,.=.;;r bll i-,lt: ;11.:)13 ,=L"tJ 6A1 6)5 -)l

.:i.r-6:-,t rig. nLa=le ,y ,ll A,al*Jt ettiltr 4=-#l ely'l d;,1
iit<t JF., , i-*4Jl ?iti ilr'r;l:jlt crt".r-ll ,J;4 ailtr..rl.i a-'l.,-tJl

i.Lnb-." ; a^At ?it<" ui € 1=-,':JlJ;l,i9Jl9:{l ;:l4j.dr.=--,t

Ut-r*, ury .rr" ,Jl!,;; rysnl gri \1AV lc €). 
(tv);rrGJl

;:lp. r-rr..-Jl i..tll KLll d 3.t+ u1-r- grt*,4-:::---. ;b JJd\
'l:ig.t=rJ.tLi CrJ e.*.Jl ei-r-6:-'l ttq:yJl ..rtj-:.:-Jl 'l-:i -i;r
r./-Ul bA et 4r JL )*41UsJ :lti^ e-pltb a--J<It .:t: ; ;---"Jl

.L,t*Jl .rit-=. j Le.t:Ll,.-'.!l r**tl .rtr) ;* 'l:"!l ,-LJ
P ,t-!u ..ll,l'r i*,11: 6,il^-,.-criSJt ;ri \ tAA P €). 

(t^)iU]lr

ri9 . rg.,lrl/Jl it-j.tlJ qull: Irt*.u ilsis .1t , ; - ',ll ; .4J!,*lJ

i c;Jt*lJ P ,* U L$+Lir--. rll ct-r.^'!t -r,--r-+ e^^-Jl -i-r4:-l

*rJl allt "tii) i-.jyJl .:rt--lLlt +J-4 Uu53.rt;i-i:.;*ll LU
. (\1)i-;Jt-*Jt

+Jl .f 'a,.Jlr i-,1;: grl.*i-:.:-ll *!ti lt +rr'yl crLl;-rJl ;+9

4-;/JU "tJ'il ..,J..9Ln'jljll rllr*l \11' ;.*;-- f=-, J+L-
L,^,Al e,-t"rJt th ,S \ 1AA-V1 c,lFJl Jyi ni#l .rlirJle

\.Y



Albasaer \ r.r,Jl - v .rl+l - jtr.Jl

JtiJ)ljl 4-,ljJl c^l9Lr ri9 . n;Jl u;*---s a";-:r'Jl A,,t{| 4^*.
l9:Le9 ir.'ltt.rB+ d eU_lf .r:i.lt .rLerJlg Jy;fhb,+'il .-&
LEf J.r-,3 c,till e4 ewl ul, i*,l.,Jl Lyr,.ru u,.,I! ,-!JJ
Jt*-1.1!rll A i ocuJ;l or-;nt r.:=.- g,1.9*, ep JXt ,JnJl

ft '+'yt "J" 
OUV| € U J(1;t" +nb.:t -;." LFJI i"U!

+-,lp t i. (Y')ili:*ll .:|.r",:lt J:i ll .rL.rr^Il3 +;.,^Jl 
"Jr 

Ofa;Vf i

gUr, rr" rr{+:-ll &,.5J-D ,JlJ:n s;t(; \ \\o ;rrt--e 6*
A-,bJl oj.a c^';g -rig . r+;l.r-.." i-,lr: : ,r-<.ht;-'tCl u-J &,
c,,L-t-ll dLr." jii.itD g; 4t *-p c,,ti! .,r J:^*- Q t.-s, U-r,o

. (l.3;.c J{r:tu"J| dt u$l ,-rriJJ F:* 'fu CE-tj, a,J.ill

;l i=-ul .:,["-t-ll .tj.r*-tJ:*^lj d; )Ft r.e a*,f.rJl c.,.j-( -r!J

. (tt)u*"rJl 
cr"iJJ q*1" ,* eltt€-"rn-

ti" i ;:9"rJl erL".rlt:.rltXJl !i -E--) r! e^-,1 :ll "ri 
e-.--3

.rit+" i 91:-t Ara ta+Ji*, f $, #ll .5gJl ,* UVs, J4l

fk-lri "J^i 
a5rt-:- rJ9:9 c Ul=-i'+')rl istt-ql ,[, :Lai)19 ;rl.:)l

f ,t' € ajl*Jl F.,syV 0if.,: , ".!r}l JL?, J.- u,*
Jsb: \t'.a JL"r JL+l Ur j.rt-,!-rJt i5 0u a"i-Jt f#!1,+,
Jf-ii r-ai . L{j" A€{}l UVI c,t -r}l Jt*. ./ J*ldJlJ.rt "Jt

&l-;r.1.4Jtt*Jl A-U"r a+U- ;lu=:-l ,i,-JI (Cashin, et.al 1983 )

.rir+: l-i'y U ,filijl ; i*"- d .=-"rat .rLetL;Jl e L.VlU.rlr"Jl
q5:lll 6L:)l crli i-rL;rll .1LelL;ll ./ f+1jl Cl1; ft.u-:*,1 J*U
, z . ^tJl g.,LetL; 11 ,/ f"^Ul dJJ[; d.-tl +._ U l;A ,J,#ll
c glt ,* *l (Blount rs87) e4b. 

(YY)aJ*tir '^:..L:.r)i(i ,

a*,t-*r e.^b: #Li ,*;ts-#l q-.ii,rle ;,-s-",I| ,.rl.rJiJl
:Jti^ 0i Jl;rU)l dt<{ 4"^A'il ,'" c[i c i:i.r+l etcll; ll 

"/ 
.+Jt5.::t

\,Y
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e? t Jl9-'Jl .r^ j J:!":Jl 
")L:i 

fl :9-r-lt-9 .rUi,a-*:Jl g* -!r-Jl

rl ;r: . (tr)a-,-Fl a.r-ujl 6r .:)\(,:- l-j ) ct ,-.11 l.l ol9

f-AU" ,h.h.r" C{ t":JUA *)i \Fl ,g,3:* * *l rJltcot" tlss)

Jt U-;llI Ji U ( i.-.rEl c,LctLiJl G +Ul -;rlt(:.Jl ; , "'t---

G+ e-"lLl i.?ul crlr ,.r),{.(,:^ll o;4 fJt"4,- t- ;rb ,-q-hjl 6F
,,-rt' ,i Jl(wenders, et.alr979;Ui W. (tt)i-pt; .rLJ-b f;l-
ca-719 i:;.:-o .r)K'." ,W U;-r--13 c,;tj i*,Lll ail*'Jl c.,l-t--,

. (t")"1,x<Jl 
Ltt.a.. 

c,L-r-!l i,iKr ,J.L;J lut F"-,o:J k fu ,:Jl a-,lrJl

.4Jt*Jl 2 . .l-r,- a-,oE J*J 4-l^-e r.li lsloan, et.al1979) grsis

3l ai:kJl r- +#l .:l.r-fle ut- a.r-tll .atetL:ll ,* *tt*St
,F f+Lill S CF ,j t*ls t:rll .r lr:5 f/:*," t-al; ii c'.

&-,t" .rle--Ul .tUil, lib . (vl);-u 
.rJ" lJb ,f J:* y clr-

;rl:)l etiri J*l-e:J)t- r.9't9 gr-i ^a3lll c,,l*,tl € e)l;l-ul
g,bt=Jl -fly le JI iJtjl, qJl- ',te '1.:'!l ,rt1j \fS i*iGJl

eL-rb fLe JKi" .:,1-dl ;L tl "l:i cr).t-- gr: ott)-'J e-;>tJt

4r+J,l k",.,^r ,:Jt-,'jl 
f 
u;:*,1 \y J! .sri uav Jq g,l=r :'-r*Jt

Ji -,. FJlr"'jt, ,^:J cu c q:L.":iYl .rl-ufl ,rg ;'ti<Jl9 'l:11 .rt+J

lLt Jtri .'l ajl e;U oi €\ ua U L+a-,.;Al ,.rLa:11 ;L;
.j.:.(,- tr,.:U .;,Il t-6*,'lJ ,*: *tJ.l ,.:LetLaJl Jt*-"..t' 4.",ilr(:.Jt

; e"LjKJt p{s.rt*J i.:*,U, o-h ,f e-.-Jl : . ",'i gr .-,U -ll

e..*-Jl U^ JtS dlJiJ . e*, * .21*"y bt!-! L-.5Jl rr!i-:.*ll
,jt--- L^-=j crlr.*-ljt a/ +t+ ' ,Lii 

"/ eQ .li e--LJt Fy-,€Jrl
,*: e| i3:tall.rf .:L;-:-:--Il ;"L,af p* JV d 4:-t-*l .:LL-tJtt

\.t
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\:".*.Jl -rj[i- o

: C-*.Jl i+s i*,l.;Jl er+" - \lo
-kb,Jt-?. 5 i--t+l uiturt":;t Ji._Jl ;rb)t ir + Y qt+

,rfl \-fJl .:rr; ;;.*ll .rr .f ;-r--ll .=p j.i,:*Jl .i^ ,ii JL t*-
*;_.1!L^-:-:i t+i J i.jtjl, .rbt* L -r_- JI L{- epi
i"=,tsJ e€,4J|.;lLJ-ll ir" +J*Jl lJit e-i- c iitS r::Lll .rL,o-,o;:Jl

* lSPl e dJtXlJ iJtXl i"*.4J1 {,_Le;l .rt -r.*S _i}l 6 a*,,12

6-i\l e*,Al.rt+Cl9 i,,t+l 4u i:*.,-\:JlJ a.^JdJl q-UJl

: .rUt*fl C"+ -\lo
: e^*-Jl ,ilfl;-;>tJl .rbtjt c+ qlttjt lJL'it r:>ut _r^:cl

. a?,4J1 *-VlU a^4Jl;rUJ tA*:t ;l qFJl {"it r-)l_r-.rtitJl -
. A'"t+l ,-# trr*; ll A,-FJI 4,itr-)lrr-tLirJl -

. i,rt+l 
"ttt--" 

tl,.i.r ll i:Jul -r-ttirJl -
. q-,tJl rlly-.: l,ar.:a ,r:Jt i,_FJl-r_.rE Jl -

. irul c.,l'L.a>Yl ;jl: ta;; lt ryt".-yl;.'lti:Jl -

.rU!f ,W -Ylo
el-;,-ut iLai*-" ,>1.;.u J A-,LJI .>l-;> .*-"+ e^--Ul pU

a.l;|.rJl fLi'il "*l).,a)LJl plt ut* ;'.F f CUJ|,:.:tl3, it!,;

u-€r al;:*lt crb-dl Ui, ( i*,lrJl i,=- ) i.--t}l ,# e
, ci)t-Jl f/ a.,aKr ;"r ,* -;'g Wi e--Ul ot-p-lt .rtredl
ir" qJtjJl 'lF'il ui e J--"c,ulU t +r*.|p f+ ctlr-j:ll .i,6J

q,+'"c':dtffi#t:f*
\.o
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A-,bJl el-;,-u 'rV 
d.-Ul pU.rt -ll oj-o i-*-." d& a-,!J -

./.rf"+tl ."u Jt-'r! fU d . r+ L.=i o+-rj -:..- 6'rJt .r. y'-"i!

el,;l ;l-r.i:-,| p U;.rbt*Jt J=t'-:J: IBM aSrU Jll ,*,Lfl

C e}-!l lj,o +-*=-r- U Jt..11J, d :,*:t :erte SPSS dt-€--)l
. e--.Jl Jt.ae i ;J2i4 i:Jr:c .a,)$i 'lr-!

r--*-Jl -tl.rri JJA.rbLJl ,)#:Fi i Ct:Jl e-'Ul JJI- $J -
: a:JLJI 4jl.^"-)l .rfpYl3.r:,-Lill fU;:-,1 5 -i;r JJ"'J

j LUll 4jt*-)l ,.:,btJl efs oa#HL-F.JI i'll Lr-:iU". \

'#s 
a*Al *-v)ls a-..,'Jl;$s V;pt-all a,-*JlrJuiJl

'A'"ql
. oyg -ttn,1l J-t'" . Y

. -t$rYl .r)LL" L4--;*;i (,.r ) 't e-! . f
.r!eJ9lt \.*t J +- jl4>1.r. t*'is :-r-:Ilrl'r-;)l ef ' L

,* ;'y;l i;H*l e-+Ji elr;u t'li4::;Jl +.,^'!l tWb
.i,..ql ,F'',/,,a)\'Jl ;fl a;lSs a:,a

.rl"r';Yl iJ:t'-. C P ll .rlr:fl\{,.,r!t;! (.! ) ol-,a>\ . o

fll iiKJ ;:61 lJl ./ +Uttrl-r';!l aJ:L, ,rb :t^^c)l ;Kt a;l -
.,J"i:*tl ,/.,a)t.Jl

.rtrt-:;t Ct^? ./ .nU fr-J ' ,'o L-92'o 6F l[-*:-'l F 
dl

. oVAl.j,o ,.ai; )i J* -u-c i;rEll iJ^.e -t al e-'.Jl t-u stJ-p

: \:.t'"Jl rgJ> - 1
: qlbJl :9$l e-'=^Jl "i:-<-

fU) WtJUtt ijt :*,il f ,ll a"-#1.1,1=r.i;*J,t i:'i Jy:-l - \/1

c,L.r-!l g+ k""^r: i-dl;rlj, i.r!-:^:-Il ,j4. i*lrJl
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Albasaer \ r-r'Jl - v J+l - jt.o-Jl

i:-.jl uf .-iy:t)l UA. +;.:r1l i,-ql C* k--.,: a"<lll i=ul

€ \:*e J'fu Lc 
Lt 

.t JS tar"r-a1 ;l strul ,-iy:tl J!.sri
,-f t# (J:Jt +t--tl gJtitrjl Artir e.r-Ul .j;-:sl $J. A.,till

.5)tJl f/ a,iKr zrr ,* r/ L€J.li orG:.oY .rt=;-:.:-tl c.ub

. i-ltlJl fti'il ,fl.J
r, 4J i*,tiJl dl;jl 4)ly C L-.5}l.rt:;;;"Jt .rbtl:. Fl. - y/I
.r!t*- J+y- ) ci t-S. f-*-Jl J*, i-.t41 ri-x'-"" ^ oti:*,U

U S*; € tF J'(i tr 
'p ,F & u-eb g"y ili:*

c,,t-"r.l| gJo .rl;;Jl Jr lr-F;-, ri t-, *.,; .2t-Li;-,Jl oa;'-

.*r)|Jl flt i.iKr ;:3{ e-,lr: Jr ;L +i5-! ..lf -rp- 1" , i.-**"Jl

. k+*i fl a:Sr -* l<;-1) 4*#l.rt*;-:.:-Jl .* |*xtb:
;rdl € e.-t+t ,P./ ;r*t & arrtor e--qJl u;-Sl :SJ

. e.-*-Jt 
"tt",;l

-bL"r-i ,iL*; .rlei ;t ,f .rU! ule rt-:ryt J e.-Ul .h;l - f/I
+t<,1 fr" J 4Jt S*-s \ 111-\ 11Y d/ fr+ a-*-.t}t 4*

. to-r*, ri.Ft .jllr J+,.:b! ,-k JtAt
4.-t+l F,:":*, ft*ii,;l ,.rL.r}l ol.:f ;:6 .rLri ..tiJt-irL - tl\
cl f->9. A-,bJl .je.rY:^-:, g,..:.--J t+!i it*{ + q-tJ

p ft*ii gf .rt--r}l ol.:i;:3,7.rt"+ fU 0i -^-'i .1.*, d
il U-..'-," € y:'+ dl$ J.(.i -ua; a"2.rt-!t jil3 a=t;UJl a.'-t"Ll

ft*i'yl ,-e-.l.t)r{.-Jl fll iit<r e"f ,*.rt--r-ll .11 ;:j-7

. J-IrJl -r:e ;dl U^ ji:t'-:-,1 f JUti: . Q* 4JtUJl

td+* rtl e-;-;Ll ,--n,tg31 * Jral ,* e.--Ul J<^r_ d - o/1

J,lK; .r!t-- )-. J lJ-J t<-;t"-s fJtir i++ A--Llil 
'*

fl .;rt ;;'-tl C-.--.rle:t-:rYl .-J! 'pl tr, dyljJ i>L:-

\.V



Albasaer \ r.t Jl - V .tl+l -it^AJl

.r-t ) t+i t'r,f)tJl fll ajKt -,tJ uj.--ll dlJt; t-Gl.S;

j L6-;.:LL-,Y| ;5a cl * ej*tl iit-*Jl ;c U:l+ lr"";
. O;j.Il e;rrJt "l+ JL^*-,le J)"t*,)l

: \:.*.Jf ttQSl i-,l.;Jl .llr,;:" - V
i-,tr.rlJ a,-'"tll c,rlJ#ll !-r*:, e.-*.Jl U '*l ti^ ./ e^-Ul fE
.io i.r, JS .rl=j o-hs, inb .rlr--i:.. ti eU:*. ,>l-;-u c.;t5 ol3*,

Ui Cl e-^-Jl '>l:iS 0t* e i--Ull ,.rUtJl 
"-* e ( c,lJ--rll

. Ct ll ."'^tl: ila-ll g,l/Cl ia1 *r-Cl eiy,Jl

( * ) .r*){,Jl ly'l iiJKr: Ckll r#ll - \/v
u.a**Jt ,t4JFll u--,L'il i**rl dlj a,-FJl :jty'| Jl iiu!

f"rJl J+ ljrg , q:L :.,11e-. U \Jt )* U Jte J t-""* c Lllr*:-,|9

cl .5i, t{jU-r| o-f-:lju1 Lr*-Il if C":*l e} ++ a:rJl cf g-ult

;:L-; :JLr Oi;;;Yt irS{ c grt ri-::---lj Ltjll q:tlt .:,l.ell gr:11 t^'l5

,jLar)l a-.91 rrlj :1|y'| .:JLJ I's;S Ult*:-'t JUA !i .rLi ,* , :yi,tf C
l*-ll -il.r.oi ua )l,q:"y

,p ^+ Je 6,nl ,6)l aerllrl$- (t) dr J.e-t}l ,a;-e

ii ,,tl dr" L'rL+l
(t ) fr.l &*

i-t+l ,,..ij:-J qJtll s.zljJ,l

;;Jl r 111 | 11'1 tltt r. tt/ou

'/.\, 
,6 Yl t t. .f1

lAt tov\

r\ttt,tY

1V\tttA

)rlrll JL-l

\111-\llY c,,lj*! CL"-)l ',;&jl c 4-t+l ui:*.: ,-r.ell

\.A



Albasaer \ .:.t Jl - V "rl+l - jL...Jl

J)1.- ,.e.rJl 
t"t.6J Ct^ )lr+:Jt ,lt;- d{ .r\.ai J:r*t ,y ,&-i..Ss

iJs"rJl ,, gult g.rJl rt"l.il .lt^+)t r+:Jl t-i (, /.r.,o d^>-Jt ,>\*,
,.r.i:jl U6 rl,ti qrtll ,.rlrll .r.,F qJUl :.,l9ll .lir[.otrf . /.f t,t * rt
& :i all ,S::-.- ,* "ly i-"t+l ,.i.i;J frall uJUl f"rJl ,/ ,*<Jl
Jrf € JL,)--Fl otrl.Jl . Lerr+r .rt -Ytt e-_ ;Je-rJt 6e:---
r.lf ,;+.,- ir+l oj-r.,.,Jfi rlUr, lJtlt lljll J)t; dr" 4+'kll ;:5!l 

")eJt^51 
".rl 

cU;l ,*.. L6rl-r-**,t u-, il.rt}l ;.:r{lrlrar L,y

& &1./ "-=,.ri 4 A t+b gU" rlU:lljll .-r,r ll.r,u.-,| ;:j.7 r.tj
.i!i, ;lrill c.rLr-t-ll f+- e. .rLi,iJl i*,Ur 6J-. "r",--ri;a9 ;r/l .i,o

InpatientDay i=Ll.rJl fLi'il 'eJ.,7Ul fll Ail* L",ts, .r',r>:r

k+ -r-lrjl ,f--)l A-Ul".l;j e-"t+l L# 4l^-.:r 6jJl Service Cost

i4tJl ,.rle-Jt 4. ,.jrLz.J.-,k e;-iAl dtrrJl 6.rb d. ;J-*lJ 4lJ
OQ I rl't^ "t .; iil*.. Ut" .rlF ./r .rblEltr . ;.:r{l 'rA ule -(JJ
i;l*Jlul .lriYl Jt {J e,al:*l r-r.,t931 a,"W;l"r:i:-,1 ,1ret*l 6F
..;,.rb;t-ill Ji.jl*: Yf . .SF'i ^;i ,yl":FS 1*,Al i-.r}f "l)i
a*JL^?yl .4Jt*Jl fr*i*i Cl .i1! ir 4ir ,St JF i-rdl ;rr-Al
1-t<-,:t=i::.-" g.rb1U, "lr7!1*t ,y € e-,,lE, 

SSS 
""n3:.^lj,jtil)f .l^. ff 'fu JS :-"*, cf* .;ltrL*- )3>. J l.r-J Ut ilt,

.:rU;.Jl sl.tb o:y_i5iJt (o) dr 4r*t U ril--[J9. a.4)1,-& gUlr

\111-\11Y;/i.U a-t+l ,p t#+< ull a^A,-Jr qJt^?)l
f+-,) , Jt oio olsi i"fr 6-v & &l € LJ,-c gtjA Jf *-
:jJti^lJ.r"t*,it c.l.r-*:-,| ;K5 :.r*, :V ,ro e Y c,$ i-Jl ojr rll-1

;,, .rtaiJl .rllr .j k\l r:Jl )tr;.- e t* tr;Ui :JUA ,s\ UV
Lr- ill oJ-:u9 '/. o,l-;:1t o.r-'., -iJlJl-tir C1 

q- ,S.il Jta-,
. rait-r.rr-; ,,-"rlt 4 fS'/.yy,V
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(o)pds*
i^.ql }-* Gt i,t "r.ll,,'t" !t^+)l lrti.i.Jt

\111-\lqY ,:rl1-lJ CL"-yl nrdl . i-t+l uj:*. : ,-r-."i|

: qJkJl al.:tJl ule rt&lti c.,t;ajl 9/ r*:Jl .r"ti F 
$J

. \rr xlittJlij-Jl,/irtJl+(i;,LJlr-Jl,/i;;'Jl-ii>)llli-Jl,/iitJl)l='aiill c;.Jl

))F 4.ils:j QJ!Ulj-. a-l-tJl fLill uL. ,-*'-t dl\, 4iKr c,!

e^*Jl li,o crt-tJ e..-Ut ^+ ,,[,-L r^r <, io.;t-!l fti'il t-i *b
pl.r-'.:-,| :.J.q- *iJ A-Ul ely';ll U F ( ai].| gU-'!t .ru;ti
6p "t-i1 g .4J!'*Jl L ,t-. o;ii;l t^15 o;i ,.rtlr-\ !:tll :;ly'l

lult, .nJL.atl ,r 1l-u)l ,W ,* V"J" '-!)t 6lJ a*e3,rlc .rt"-tll

-L4 
rrf rlgr r-lrl u*-tl flt .r.-lt* ,i ;.:UJt .li ,5i, ert+l ;i

;jllalj:-..-,rr 3i e-ull e*,4Jl.rL-r*l et' €,Ji i"-+ ;:L; etJ.:

;-:119i.:t -rll \-i F Ji u . "l:'il z4a u)l;;;l ,Je t-lA lFj-
. e+l .j,a i*j .,le )\J, ri^,- l{-ir aiL*Jt 6* u"-tLl ejll

a--l.}| 
'#fLiT.=/,h-*JJ*a)LJl dl iJKr./Ff $J

f-*-Jl lb o;l;1 e--t ,tl 44;-tu-fl i.btJl J)G dr, il-;lJl
(tu),"*r

: ,,..11 fL+'jt .rEit(" + i-l(Jl crUi.Jl = .r7),\-.!l fll ijKJ
Inpatient day equivalents

J:l,-Jl + ;*Ll-rJl ,r*)l ft-i&.-F- = i*;;.t pt-"!l .:t5\5"

I 111 \ 111 \ 110 r{tJ \ 11Y i:Jl /irl..ll

Yt l t. .11 I V I r^rvl t\rYt.{,r t \ .lrrr\ c.,Eil uJt ?!

orY o'1 I,YO .rtr:,t jri:Jl

\\.
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Equivalents

(.rU; );,^---.;t-ll ,r*)l et-rE 6,;.4-aAl .+.lt VetV: J:tJl

J*t-{l f S: . +-+-r UUi &il<t .rl.t--, J.(^i A*:^r t-F-n ;-r|l u;
: qJkJl iJ.:tJl J>E .r qJ!

;rt-;LJ 
"l.,t;ll 

Jr,Jt ,i ;rtlrl ( )fti )./ki x i--..,t.ll .r!t_!t .:-r-"

i-U) .,l.,t;ll J+Jl Ji alUl ,-U.;i+ a*-. rt+l u*-ll .rlrtf j e"utll
. u*-ll ,./ +l;t-rlt ltilt j a-ule +!
(1)Frrds*

irltlJl i^.t+l L/tu ftjiC ,-,*.$,F)t'Jl dl iil5.;

r 111 I 111 I 11o \ 111 I 11r \ 11t irt/du

\AtoY1

r,1Y\o

\Yt.\t

tArlrl

r. t10t

W,Yt

Y1,rt

I io 1f\

lo,tt

I trlrt

t1,Y\

\ l.t^t

lo1Yo.

tv,II o\,Vo

t,111-

1.110

I t, {,vl

Yt.1tt

of,of

t 1,11

\tr\11

Itfrrt

{,i,AA

t.r.' - .4er) qry' 
fll

ttt'r,
u)ql

ira:";,!l 
lt-!l gujK,

'r'ror){Jl fy'l iil<,

*ir.iil-*j| j,i:Jl

. \111-\1lY c,l-d ;14-!l f-;ll, g.:1!l ;-"gl ,;** : r1.ell

: qjhjl c,Y.rLJ, .rr r,--Yt, Jr,r.*l li.r .)t :l- s,L->l f rtj

. i,ti)l ;s, L-iz, x;"!l.rJl o;rll ;* = i-Lil) 4y p\i x

;rrrJb i>.,till*ai:l,Jl..'l,r"/t)rl---fl.,i if.rl*llLiXJ u))l etlrL-r= J:tJlas

u;-':-1f q e.slj U i-tt!,.1 L ,.:r +lb.r v lUtl;-r-!t ;rt-Jl,>t x(6rt Ut3 irUl

. .re, \ r,AVtlUlr

. J:tJr+ i-Lt.rJt i,rrttflyt = +).1;!lt.rt:iri ,p**

.V)t pt-!tc,Uiti + i,.FJtc.,Laa:Jt=.,e){,Jtftt iiKr **{e*

j iil*Jt+( &,tJlrJr../ ijl*Jt- u-).Jti:-Jt; il*j)l = iil*Jt d Fl {eie**,,k

. \*X[intJla:_Jl

\\\



Albasaer \ r.r'Jl - v J+l -iQl

;, al:tJl oja pl-E;-,Y ;-;>tJl crbt ,.t1 .-& e--t-ll J"4-- u
a+4)l 

"-G)ls 
a;.4)l;fis e 

"}5 
trr-:s uJl a4t4-)ly-.;t-L.Jl

. A',1+l ,PS
Iti"il ,t ,r*-r"!,*a)t.'Jl flt i.,iKr r[.i- (1) dr J:-t*l Cr+-:

il:tJJ W5 ay-.'-- \ 111-\ 11Y ;r!tu A,-.U.l 
'#.-/ 

q,L-t"tJt
.- i ft . -tt. 44rt-Jl 4> J.c\l

"*5 J.(.1 l- arrl S .,a>t-Jl ftl UKr rlU J9-u*l J' rl-E-1tSJ

./rQ, t1,Y\ t)-"J.r:- C-[li J'.l .Jo't-J!.ri;i .* \llf P €
drQ.t Vf,Yt c;ti e-.- \114 lLt \itl,+S c^*4t 

'.-, 

\111 fLe
.4Jtt*Jl \t ( U Itb . '/.1,1- r iji J-t-+r \ 111 fL, ut t>'a;-;;t
( 

eo;'-t'JJ) !U, prill ,/ ,Jl ell, i-rill c,L-r-:Llrl$r iJ,tJl
:11 c..- uj**Il .iA ; a*lte ;.:37 if , (V) dt Jlr*t € W 9 LJ

. ail-*Jl j ;:t-!l V l-J {f ,.r)-r,+ .rl;Jl ,;*. e u" gl ejll
up /. v,oY1 )'/.1,,1[ rlrir € gl 

ejltr"r.t \ 11or \ 111 u"Le u,ai
'/.h,vog /. \,1'ttrl"ur, i/-r1,S-rll dfLJl ; 

"ailU. 
ajl*Jl op e

JyU" /.\,tl J-r-i,rr-r$l 63ll ,eli ril \111 ptc e\i ,;lp.Jl uV
. 7. 1,1r; J.t+r ijl*Jl G 4:A ,$l u*";:
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Albasaer \ r-r.Jl - V .r$l -;t ..tt

(v)t'r&*
i,ilS3s €&te/t +t itY-Jl

ir"t+t /** j,rr:,t lt $t

. \ 111-\ 1ly ol;-lJ tjt ",)t *l:Jl . g:jlt i-t'll j :;. : r-r"all

: r:JbJl iJ.:ul llr*:-t ,/ gl ell €.r:,:Jl ..,"fj f ri1

Ut € € gt 
6;lt+( i4tJl i!|./ € gt 6;It- u->Llt L-Jtj.r" dtC.;lt)l

1 . . x[li,LJl

.:Lj-:-:-ll up e*4Jl c,L-r"ilJ e-Jl*+)l i.il*Jl Ji & U l;b

C*Al,l.,-ll ,f e,: :,ul ;retJ Ur<-:-Jl 
"4J15*Jl J'"tS i,^;:r

-h 4: U gr i^buJl fti'il g---l€)LJl fll uKr rrU;r..1s
i"*,ebrt .-r ;r+t 6F €n * J'yl ' +rJL-./ e--t-Jl

r Le,rLo) -rltK; dr" dlJ, & -* UJ a-:!ti i z))r, JL^r'il i",ur
g--.5iJl +.t+Jt: i"JEl ;'t.:1,4i1.:;51 *r 1y-:.;^IJ s; tu*ll dlrai

c,t .r-l'l 'l:i;f^b; ljrr: t-6-,-t )i a*4Jl.r)[;"rll Jt^.*:*,t "t- tf
pl-t-,s-1 f"tr;! ULj{,, t-6J, LL:--ll gl-u:-,| by J* )i a+*)l
f.,; e!+ ( ;rr*t f& .4lt<; ) 

"*: 
)t t5 t-l-r*:-,\ Of.Al dtLul

i-dl ;4> 6F-.t ;;;;1t+rt-j+ A-gl ;4> 6e:-..t e t"*(c
. u*<*JlJ

i +)t rb uee.,r)tJl fll iiKrt** E; ll +txl i.Jlll t"i
tfrt*Jl ,SF. i,lt* 

Ltirr) lrlt ULr t:6 crL-3:--, 
")t 

Jrelt

\ 111 \ 111 \ tto I 11r \ 11Y i:Jl/,)l.rll

YTV. TY. IO \ IW.

orol

Y1,rt

Y.1t1Yt

I r,rY-

Yr \1.\ II\ O\AO

1.,11 t,rl1

\ 1,11

I o, 11Ao u.J}t e-jll

r. rtt e)t j r;;J;l

i,il*jt uirijl

lo,Yo

lo,lt
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A.iKJ ,lf gf . .=,7)LJl dl i,iKt:lr; r:.lgftJl '.r.o;:trii t;2l'ga=.J,li

. terre 6P e t-+ c*,L: u-)l'Jl fll

€ ,p,Vt.rgttJl c.rU c ,;.-, U JIe "Q : ifiil] .rlr-^:ll -\ lV
e,-*, 6 4!-t+J a-lttJl 4,.t+l * fl*ii./.,e)LJl f/l iiKr
.j^ j ;4!l q:-,.s.Jt'ut 4U:*. ,>lr;* eet$ L-,t<'jl 'V Af\

-: ,[" a:Jl ,f A4 $!r; e>Ul klU".."l ".e:*lt
.5Ul fll iiKt 6sea L;}:(\.r) i-.tj)l 6J-o i:3'7 -\l\lv
,r*-).1l,*;tu-Lr:Jl i-U)l iJ-c i:9*.r i-I-t"rtt a-"ql ,satu fui,/
i.:U:*.U u*-ll i.-Lrl U ;,"-;;+l 'i.a e:L; cri JI ait.'")tr . t{+

+r+Jl U ,JA t4li ., e)LJl a/ .i-,Ut *t t ./ o-*-Jl g' ,-S >l-c

It .i.lt*lt Jt- *i I e+>-)l.r){.;"rll JL^-i-,| oy .f a7-- LSJ|

*42J3\.rt--r,; n!Ln-.rLiJ! U *. 1* U A"'-:-:J ,, 
; --"J.| kl^dJ

.i-,t-dlt .:9-rll f +F ).ll AJttJl t{.ti! ,t*-ll LU!.-r Lss-t'

flt 4jJKJ 619-7 cr:lj i.-ti)t iJ-c i.>3->.r:[ tr*JS ,,F.. 
(Y^)L{-Jc

F Cl *ll ui g--Ul 6ss. t>,i-e;lJi c^$ t+i .l.;,- k ,,rX-Jt
, + L5 Wiy6* ii)tJl oj.o;.c

,-e-JJ,f>t,Jl dl iilsJ Jyz#e ii)tc :JLo: ,)t'!l i*Al
d/ kj i..U)l iJ.o is3>.9 irU .f i-ltlJl irrt+l L/tu f:i d

. G.it \-u
,rle -:t*-:ry! i--ql ui-* -^ .,i i-U)l 6J-" 6:3-7 .rlj 6 

rr,
(Y1): qjttjt iJ-:tJl

tj,o9 :-n.=I,-Jl ..1tn " i;Jl C +.iJl-d,Il L,JrI q:-,,- ,*;"*l
(.*"t+t gr;, oLri,L ) C#l LlLiJl ; a,ti)l eu L-'g I g:L-

i,,ql ,P; iru)l J-r'" + [ 7.\ , +
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Albasaer \ .r.r,Jl - V .tl+l - jQl

fll ijJ(r ;4-= eps: (Y.r) Jl'j-!)l + i.:j,; - \ l\ lV
Jl"'.iI +"; ;:j; J)t- .f eJttJl i-,t+l ,* fLii./ ,ts)t-Jl
l:*lt ,i ilbut ;iUJlrb.a" ;ro;4ll oj.a.-i.i.si e-=- . ts=i;r-,'il

"llt4 Y .rL;:!.r ! lp U A+ii Ld^*r Ct +tt-*tlrlra-. i c,
+.; ;:j,1 or e:t; 6i OU dlllr . t-e+ Jtii'il U ,rrw;Y .rt^-ri
. i-ltbJl t6-!,if ,/ .=-Ut fll AjKr &;J$ O9, ;-'Jl JUil
e:3> p-rr-e :JU^ ,f! eUj:*,yJ g.r,_ JU;YI i*i ;4q pV;;l .li,r:.'r
j ;:t ; -*.)t ,y ,-f-)t r),;-; OGf d^,- tr i"trll ;-'!t f 

lri.-:-l Lr,

U -Fi.,;>l.'Jl /t ut<;:l:;3 ;=zLu)l Jd e>{.Jl J.,*,titl cirl
i*; i::r+ ;.:$ f;;,,a),t-J fll iiKr ;4ai. t<_,rra J6r p;>Ut

i , .,; 6:9-- e !*(e ..*,L:; *.:Ul fll i;Kr ..li -r-;,- k Jti-:'il
.ri e--t , 

t1 6JJ . u-<'JlJ i.il*Jl c-$ i:r{l oj,o g.,:l; t*Kj Jtjjyl

' + tJ V--*; J5{ iiY,Jl oi^ if F Ct i='a$l

g*)t-.Jf dl iit<J.a1 i, *<e ii)t :JL-a: i;UJl Z#r})l
cJtilt i-i 6s3*. r t -U .f i-ltf Jl i,,t+l 

ry fLii ,/ ..,er,..U
. 6fi qzU .f t4; a-':ll

ule rt^rlt a--t+l ,P-.. .,i JUi'il g ;:9.rtj 6.r.;,
: qJkJl al:tJl

;:'Jt "J, .irL*ll ;:r-fl J; + i--tjl ui *# j JU:)t i*;
(r.).rb,!19

.ju J-r-- ;:6 rl'J lp: : (fu*)nJl i.i -!-LJl 6s3e. - y l\ lv
,r*)l,t"o €i ;:r{l .j,a .r"b! g-;: a-U)l 6J.. 6.:9;.1 1i:; ;-'!t
tif," a"^^i )* 8p ( a.,al*Jl -r,-F p;)tJl U JPhrr u4::-ll ,!-l:
:"t-e 9i ;r*,'Jt .,h*, t c*j f ll grlll :r-e ;tr ei r--ll i---L::[ ;-:r;

\\o



Albasaer \ r.r,Jl - v J+l - jL.Jl

L-f -*-ciri r"t";J '5Bt) u; i;","t.l ;ri € Q?Xt f Cl .rYt-lt

.i.,-t{l 
'#.=/ 

iFt.rtt ftill 4'Joa)\-JI ;fl a;'K;;:ea

i"*, 
1Ua,tY .r.t<..jl Y!:n U r.-)l i.+bl $ft € #ti=l)l r=i:JU

dlJ.: a-;*, k ;r-,11 ,- ./;-:$l ,,e ult|-lJl 4l '*r 
)rt .,! e)Ul

It .lt,, Lrj--*-ll ri i-tilt clbK)U:;r)U,J"lfll Jyj:*,Yl J,

u.:>tJl plt a;lK $;*s.5i ul*lt ;"r €* llLul aiGJl ,;u^jl
,io if ,"-t Cl *-riJl,lf e.-Ul ,S-/-) . i-ltlJl fti'il € ,p-A

' ,/- l.J V*y dr5{ ai)\'Jl

,r+)rt-Jt dl ijl.(J Jye--_<e U)t :Jh.o: I:JUJI e?tF)l
6ps 6s3,>. s i->U U i1-*lJl ;.&.+l ltji C ,J-'.r"!

. ,s-i14*u .r t# rrJl (4t?tJl)

,rle -:t^-.e)! a--L+l p € #t q?ti!;:3; ,r,,$ f ri:
: qJkJl aJ:tJl

€ *lt i.-b! L-y-- + i--Lfl P,! r;l i=?Lrr!

. a-r<Ll,.r$-:-:*ll

)r-s = a--5}|.:t,;-:.:*Il ,S tlt a=?Lrr! L4:-: c-:->
(tt) . ,-'il )& + .:jt-:Yl

ar" "l"b'il i.-l,,i! z47 ,z:: (t.r) 't !'yl {tLJl itg - tl\ lV
c-:'- ( i-l-t-rJt u**ll fLiT,/ .,a)LJl fll a.iKr ,* r;';t,J"lll
.,lt;-, i c:1., : ij*lt Ui autJl iitljl )lLi- W ;'+l.i-a .j;(;
g"rJ .rt--s .!Ln- ) .tLl! .f \ (* ti i,F.:j kl^dr ;l .4Jt*Jl

Le eaar "+"il 4rbl6:j,7 rl!. y-t5 yy.i.:-l 
'qblt ..:UriJ)u:-,t

4.:-- k o*-Jl U L-Jr-.irt*ll J-ll artJl Ot A3-a-",a- "+'il dtS l)!

* "4-3ti..li gi., i,.-r-ill c,t-"l.J-| ,'. rt"t.j:*Il :J-e ;:L1 dr" dlJi

\ \1



Albasaer I :.uJl - V -rl+t - jL4Jl

. (rY)ad*Jl gtt4r"l,s)l Ja:i rr-r,;-..J1 :.rr 
"$, 

6jJl .r'=lJ ali:-
6:3> p-rr :JL:^ Jl.r el:;i-,XJ g+ ,tJ'Jt i.+lrl.rl ;;9> pt;;:l rl! 

"._.{girl ./ b[,'--".Y| U ,r*]l o,;r; bl-f .f_ tr fe,UlicJ)U:*,| ;
pr)Ul .r;si.f)tJl fll aiKr :l:yi lzLu)l J-i e>|'Jt dr, .t'ull
4r-trlbJ? e t -<e..*,[:s,,eUl fll UKr e.:3+i . Vrf ,Fs
6JJ .o-<^JlJ .f)LJl fll ;Jl* .:1i ;-:r{l oj-a g.,:f tJ(i , "+11

,* l.J V*t dr5{ iiy,Jl oio if ,-: }t r--vpt rrie.--Ul

g+)r{.rJf ly'f iiJ(J ;r.-.4, -{,e iiy..e :JL.o: ;.*,!l e#r{)t
q+tJ! es3*t i?--U ir. i:ltlJl i..rt+l ,r"J-,.- ft-!i ,I ,f"A

. ,S.ii q-U..f t# "t b'Yl

.rfe -:t*-r)tt i*"t+l & d "t"t'yt L-Ll!;:9 ,-tj p ri9

: qJLJI .rY:tJl
.rLot*,x &_r*Jl g.,l:tg.Jl )J, = 4Jl ,/ ;:t=..J| ll:, .rLot-:J-c . \

. .rlstnJl ,=/ ,,[Jl
i.,-t-Jl ,lJl ;!i r-r, = i'."J| 

!.,j 
i ,,,*,rl ipl *irl .rtoL :r-c . y

(rr). u.e;r i^cL x

-r.ltrt"r- "r; *;:t"-Jl d -Ult 
J*, .:,Let*, :"r.e .rJL"_7! . f

lJl ,/;:t nJl pl,: c,LeL rL; = $t)'/.xo,: r,ul 4*Lr) ;:'!l
. '/.Ao x (a*Jl e ur"*,,)t itjJl $!t ,.rbL rr' -

Y 4t Lfr = i;*Jl ./ :-J.lt t'roL!- Ji J* U-A ,j*.Jt :r-e . I
. aeL x .,yo *

Cf+ ,F ;-t fd-L:, c^i yjJl -*-ll )& = "tJ'it i"?b!6.:e> . o

.-J, .=. $ll t'-t*- JiJ* AA ,.;-J[ :re + ,Jt ./ "+11
. '/.tto.-ul 4*ttr) ;:'Jl JLI )1r,, ,r*o

\\V



Albasaer \ r.r,Jl - v .d{l -;t 
""tt

t'i .f ;r-,'il :J.e 6:i> tz: : (or")";-:*f l f-"t 6t.t+ - o ll lV

fl grt-p ;'-lu . .:rtr;-:.:*ll,/,,r)LJl ftl uKt * e-;')t.J'lll

, ;r*,'JLi . L# ;-'!t .:l-r-c'i .r,,t<'jl f!./ U cJqr;-::-lt t-€.I^-d'

.5/l U o-fi lili! 4:Jt r{ ,J^*t Y, lol*'-ll U} Jhis;-t'-3 t'ar!:ct1

dr" r,Jl J!tg-t- ;L&Vt ta,t-e:-,e ktlii ,-ey=l ,* &S il"Ul

. crtaiJl i)" J,Jl eiJ:,r-*,- t .rt#19.rl"Li)l,;;4-7'Jl
clU ta-l-u-:-,| ,s;:a-*l * ,l*,;r*,'!t 5;c i-:9-7 dY lrJ;9

CJJ: a-:*,- [c la:-t-e 
Or 

;:!; :JU^ d! eUji-,XJ e+;r+l .ir iU;t
€i: a-U)l ;-r-..t,-;-i )tr5, Ll-u:-,t t-6-l"r-'.:*,1 

")setr;Jll 
l- ir

:1.:;i r-lrl i-*.Jll i a+ul ,r*;l >.t-e J;u;*'Jt {r.rYl--
,r-Ul fll iilsla3. t+r:a J6: p>tlt U -:st.,a>t-Jl fll i;J<r

aiKt.:$;rt|l ojr g,r:lj L.Ki. ;-'Jt :J-e ir'- e t;Gl*'L:
ai>\'Jl oj^ ;f d ,-ll e*;dl rli e.--Ut ,SJJ . 

"-(Jt, u?X.Jl ftl
',y'- 

L5 t&ii J*

"r*)t-Jt dl i.il* Jye=*<e iiyi $L-a: i---.Lr-l Z?rF)l

6J-,'il t Je ert?t q.U ./ i-ltlJl ir"4l ,situ f Yi d ,AA
' LSfl +t-U .f t.6+

iJ:tJl ,rlr :t-.;r)q a*L+l , i .-*".-' ,a-> e:9a.rL-i f $:
(r"): qjkjl

a,"ql 
'fu._Jr.r.rr/t t!;-'!t '/. L,p =;-'!l .:J-c 6:j.>

. ./#l LtHl ,.rqi-::-, * ,l-rr.Jl 11;-Yt /. +

fll ai<r Lbrt d[5 li! : (1.r.) tu .iJl ,S."jJl6sj'; -\l\ lv
ljl*Jl .r^.)!j;:3{l fl"rr.4Jt<t,,Jl qt.*,i ob. e Ci; "r)\-Jt
Lt;;r! rF qtt ;:3-7 eL-;;*--. ,* J#l ; ei/ "r:' u--i g;

\\A



Albasaer \ r.t'Jl - V .rl+l -il, rll

drt(; dJSr a-:tttl il-gt el;raa-!lI l--rt<rJl 6F.4J!,<t
e t_+ l*,L:; A+,AI A-"r}l eLtl ijJ^(r r.ri 6i . qUll: oa^.jJl
.r)B-tlt U ,y-P;re ;>i-{l 6F e, f U E! ,:+. t+r:+ 6F
ei g;)Ul u{tjt4-|l ;-,t4. 6pei r-ro ri i".r*-tt gt-!t a.:tlts a?,4J1

U eJ..,ri c'u ir" U^ ..rG c i,-t*:*Il ;i.F'il 
61 :i 6tsl.lpjXJl +;ll

. i,gl et:;! iiKr
ulHl plt tb ,* o#t J*,1 rrti-:,:-ll ;:e.- .ri e-.--e

d ;rt-j 6i.rU &+tJl j i"r**ll ;;s-7'Jl JL&iU{t# 4LUt ;r.,+!l

(-rot--, :i GyU) A;.,^ll s* 1ll5 (g.-:i ,y"l-,";l),l"b!t .:Je i:3-
4iKr ir ,P ,p- b -,r+ arrill .:,L""rll 3>tr U ge \J^c ;:e7 9i

Ct +Al .ti e.--Ul .5r duiJ. AJTUJI fl.i'il ,-r^rlu-y-Jt dl
, +- L.S V*y,i* 4i)Ul oj,o ;.e.,..,r;

l5)t,Jl l.5Jf i-iKt..lr qs * ii>b jJt.l J!: i*,sLJl +rill
;t Lr.t ll iiLLJl 6.:3r+.r i-l;tJt i'"t+l J*a ft-ii,or ,)*-A

. s.i,j,:-ll oi6

,b :l.-:rYtr a--L+l ,*L, gr A,_FJI iltul ;:j.a .rtj 6 .rr,
(rt) : UtJl .:Y.:tJl

. qlj *ltr +;:rll Lr =.-J ltr;tr x
tLi ,f tltr + ;:y'| b = ,ytltr 6:1* *

. i"lj 
-.L1,.:tS 

+ ;:y'l 6 = .*t l".S e:.9a -x-

;:3{l 6p LbrY lrli , (V.r) ;rs;Il .:J-e i.:.9,> -Vl\ lV
U,A ,)U irtr)l LtJl .,le .:r>!r-Jl dre eLJl u*-ll Gt aibAt .
tr i"$Il crlrrrft ,* ;rli;-.)tJ t+J" ff-rrrll :J.e 6:j> :t_rjl ,r{ qr'F
fll LiKr LAJ;a JH!, i.,-till .:.;ly'l ;t"u:-,| 6.:j-- ;:t-1 t! g:j,-

\\1



Albasaer \ :.r,Jl - v J+l - jt4Jl

c^li u,Ll:*Il c.,t-.g,,.lc..rrr"Jl :-r--e 6:-F g,r:lj t*Ki. ,t')\-.Jl

.rr dlJiJ. 4-lttJl l--*ll ft*if e e-$*a)l.-Jl fll a,aKr

, + [J V;y dr.<{ iiy'Jl oi^ if F Cl *t;Jl.ri e--Ul

.f)tJl dl ijL<r a.z*.* iiy.c:Jb: i*.tLJl e*Al
;*f+f L]-:;*, ft-ji ,-Jr r:s-tl sJr it3q3 ifti U ,fsA

. 6.ii nrU .f i->. Jt-f l ti 1t e;;t .rlt

.rle .:1,^-.eYl{ i--t4l ,P.!t.,,-rrtll r& 6:j> .rtj 6 -U,
(rv): 

+ltrJt .r):LJl
: .r)t-:)l :& i:9>

* -A L,.:. + i--t}l ,F---; .r)t--:)t .r, *)l \-:-,.J
. €#l lttiJl .rL;*-..r1 .r)t-:)f .-f r-..JJl

: e^12

,l .r)[-:Yl :-r.e = {'"41 uf-tu 
"rf 

.:!t-:)t .f r-Jl t -a
. t{*;r-,'il JJe + 4t"l{1 p

,.r!l.;.:!l t*=ury9Jl Ltt;jl .:t=i-:.:*. € *lt * -a u"'*
. €#l LlHl d;r-,'il :sc+i-1KLl grt.,",i;""I| i

.rlrk .,le ..*rrtll :& = 4".-. Jt-ll crl:L.Jl * f,*rr;dl :J-e i:i.-
L-'5u+ arrt+l u#

. 
'/#l Llt;jl .1t.;:;*-' c,lrk.rlc;,-r:l.l :-tc

Lt-it )r-,1:.r! : (Arr) (Case Mix) sAJJI gAl et3+ - All lV

,"*-r.X i.rill .rt .rll ir" J,Jl JLr5"7 uj-i:*ll t<UL,-ll.-:,1"r-ll

d .rt-lt ,i ,ta=-yt r+:Jl .-li e-=-9 . a-^-'. rLllJ Ll-lJl t<-t*;i ./
(Growth is used as a measure of bj.alJ L.,ta.A-o cl! .t-*., t;-'- u''$l ejll
y! a,r4.l ;rr €t ,-ttu./ fdr u/*lt 6;It a:!* (r^)ru"""r, 

)
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Albasaer \ r.r.Jl - V .rl+l -it4.Jl

rlj t-Ki. fr.all €gt e;It g t-rrt 
-L".ra)t-Jt flt 

aiJ<r Ji

u**ll fui,/ .r-Ul ftl UKr .rr[ ,,errlj frilt u"rgt ejll
V--*y;* ai)tJl oj.a;r F Cl *Al.rie.-Ut 6JJ. a.JrUJl

,./-L5
C ,f){.*ll f3Jl iil(t.lr qr .h $>bJLa rr!: bl.:Jf *.ll

i-t+l .,"i.!..- fLii
4:-tj dr" fLi'il 'rA ; l$Il u"gl 6311 

a"fl q-b .f a^l-t-rJt

,S-ii
,ilfl e--t+l 

'*,/ fdt €.rJll6rlt ;::a.rtj 
6 S,

(tt), qJUJt iJ-:tJl fl-r.*uL e-,=^Jl U^

€ €gt a3}t-UtJ ai-Jl € €rJ.t elt)t =€&t 6,.11 
;:ra

. '1 . x[i.LtJt aj_Jt € ,/&l e]t * (ai,Ut aj*Jl

t6,t+rtr .ru^-Jl ;s9> ,::t: (lrr)etJ--Jl .rJ-e isg.7 - \ll lV
. ,ts)tJl plt ait<, &t;U.rlrti:lt -#l u.:,t=;-:nlt ,f ?b
,.rbtilr ( *,;.;) L--e,sy c,.rtl^-Jt +ti u Jt UU)t+
dlJi * .ni t"J ui::-Il .,i A-tryl ;r, i/ r,j bli t{-tiy ;,rLt
#1.-& .r-rrrJl ,r*-)l sJc ,li.j $bi;4;r-,'il JI;:IJ.rE; ;.
.'ti ,'*+ . 4.;l*Jl dlJiJ t-+ "r,-;e r=zL:)t ,JLj (-r-r*Jt ;rj-r) -r-,tfl

I ii--ll ,/ .rLJ^.'ll :J-e 6:9> g. t_+ c*,L:; .,e),-Jl fll ajKr
e--Ul 6tJ. d-<,JlJ ,,7).rJl dl liKr.:.:!;:/l .j,o g.,:11 LJ(i

, + [J V4; ir<{ iiy'Jl oi^ if ,".r .jiJl a4}t ;:i
ge)r{.-Jl ftJl ijJ(J .+r qs -b isfu:JL:r: i--,L-Jl z#r})l
sJeis3->.3 ii-U J4 i.J*lJl i.'rt}l L]-*d ft*ii ,€ .'z1-,JJ

\Y\

. Cfl +t-U ,,f t<j .rLI"..Jl



Albasaer \ r.r^Jl - V d+l -it4Jl

.rle:t^-.e)!,,t a..t+l P./ .:l=l^-Jl :J-c 6re>- 

fjljrlr*,
o, ogJ.J | >;-e L-,r->+ i*.t.!l ,F-'--cl.rt-l^--Jl :J-e

. €$\LtHl ,.1!i-,::"*.

flt 4jJKr E.:3,-7 b;, (\'.r)ot*ll i : .,i 6s3,-7 - \'/Y/v
. t€.J.rtill L.,; ;sra' e-lt|"rJt i--L+l 

'* fl,*ii./.,7).-Jl
./ .l-Ul ir,ai ;-Jt*t u-e ,;S;;:t{l oj-o ;:U-1 uf Jl a't*)t-;
.5g-fl ,/ f.r-a:Jl g cl :!L.rll ir, qlL" q.tt ,* fi fs Lr**ll
;:.9.7;:U-j ir".ilJi r:to- k Ja.rt=i-l.Ju.rt=jll :, '.; clU*7Ul
Jtj-:l ir1 ,t' r,j .jJJ+ on, *UJl t-{-.t*ii 

"J' 
,rll9 Jl-i)l

A ,*.. IJJJ t* ,f)I-Jl fll &aKt Jii r;t6-l'>6'F);-'!t
It*ii g.rtjlt :r-e cli ar, dJJi 4.r-,- k<, c,t.jll '=; ;:-e-7 c^E t^It

L,, *ll oj.a g.,LJ-- ,-J" Jt-j)l d.c d9r)iJl f+-*,- , et',.,j*-ll
f -p 6A *ll .'ri e--Ul 6-il . ail-*Jl :t:;i JUJ)I + J"ti

' + tJ t4-,";g J5{ aiY,'Jl .J^

.r+)r{-.Jl I3Jl iil* tye,-Je Uyr:lb: ;r-itJl e#r})l
i ,.,i 6s3q3 i.tU drr ;-ttf Jl i&.t+l AL-!;*, ll-!i € ,f-4

. 6-i1+ru..r k*.rtj-ll
.rle :t^--e)! 4^rt+t ,;":;-* of c.,tjll +**; ;:6 .r!j p r;,

(t\): aJLJt aj:tJl

4 crtilt +*; + €#l Ltt;jl ,.rt=;::*,4.:tjlt a*i L'g
. i'.t+l 6-*

€ ,41 eL.!J:^.- : (\ \gr) uj.-*ll 6lJ!is3'.+ - \ \/Y/v

\YT



Albasaer \ .:.r*Jl - V rl+l - jtr.Jl

Jyt t6+ g+- -wls &'. u{ i".rill ?r,LCIJ "ly-Yl 
g,t-.-r; pL-f :-rr

:& r.rG A:.,.;)l iJl'll ;J (tY)uorpitul 
days i.eL c--*sCri gi f-r ;-r,

Q\:h l+i;r-,11 :& s5pL; u;.:;*ll t{+:t Ji;* ll a"u)l ft-i
:r-,b: . o.-Li! 

l:r: t1o ub+ ;^--tfl /-r*Jl r.lf e-"-- ., i-:-Jl pL-i:rr
.r:[ t^15 ,5i, u;gll CLr!;.:9? e t"*<r t*,tji o7)LJl fll tiKr

" 
1 pt .,-;i € ,,,r-$,rr)t-Jl rll LiKr c-1;;:r-fl .ia

LJ ke-;y J<r ii)Ul ojr ;.e .-: ,,ll *-;.Jl.iU .ilJi,J. i-lr|-rJl

: 
")a,r*)tJl dl i'its:J A 4-#{e i,iy, :Jb : r.:* lsLf l e*}}

s.i*-lf .iA 
CLJ! 

;;3al +r-U.f iJtlJl ;*t+l Lpu fLli.,/
. c.il+*u y

(tr): .=JttJt iJrtJl J)t- ..r a*"t+l ,_*ebl;rrr.rlj 6 -r;,

+ ( 
"IuJt 

I ii-*ll eb!'Jtii,)t ;, ;)=l-:-:-It cLr!6.:6*
,(,ul -,i-iu-Il -til
=J- e g c

)Je x L,*-tl ,/ qLitt J^,tt ft-i = uli.Jl {r,i-:;-Il 6b! : e-.3

. ;r-,'il
. ;r-,'il r& x ij*Jl ft-i )J-e = cS.tL'll u**ll eb! :

.=3)tJl fll liKr e:e> L;;: (\ Ygr) Ji.Jl glri ;r- - \ Y/Y/v

*i:<r e.:- . t*=r fl.;t ;t-i;r:+r iJ;bJl i-t+l * ft*ii't'
4t,'.z'/ll,.:l)G.tll ;.o o.;t-:-eL g,-.;Jl J)U.*,| ;:j-7 Jl$-. ;.c;:9!l .-ra

a-il'j!t€!-it iJt<"I les L-:A\,*i.;ui ll .rt i-:*ll c,L..r; et:)
pt-ir-r-e uF € e:U-; cri.iU diJiJ9 . q ftjl i5{ Y t-kt' +ut Ji Jl
LU)l a*.Al ga.JL- -*,.;-;l '*r'dt'Le-p U +r J,^-Jl

./ Yli:, ) e*e.rt-"r};nryb-=" Uil Jt--:!9 u*-ll ,51 "$lj

\YT



Albasaer \ u,Jl - v J+l -iL4l

J,-iJ i-,U)t a.r- elJ"rJ l-4 ,-*aifi s c.,t-j-i.-:*ll j iJtUJl ft*;'il
gt-i;rra o,;l;;rl ili .r-a . ,,a)tJl fll uJ(r &j;b J--)l4.-Lr!
oVf d-- tr a'.lt J)ti:-,| q;42 p"tc :lL,o d! etil-,yJ er,- Ji^*Jl

i"?ttr)l J"tj C)t-Jl .f ."-,lJl c^irl j ;:U:-,)l J' .s^;;l o;4
;+- e t.-<e,*,Ls,,eUl glt i;ffu. ,*a)t'Jl pfl iil*:l-:;e

fll ejKr c^l;;:t-ll oj-o g.,:11 t*Ki ra ":i*it .,i J*.-Jl gt-i r-r-,

;ft $)tJl .j,a;-c ,-: al *Al rlic^-Ut 6JJ. 
"-(Jtr.-i)LJl
'+wly--';;

,/ .F)t,Jl ftJl i;Jsi; .-ry e*{'e;i}r :Jb: r.:" 4JtiJl +P,
C.ff gt-i r-r, iy13 ifU e, i+tlJl i-..L+l ./tu llji

. ,s-i\4t-u .r ;tjll . jr
il:lJl sfe rLititt 4,"t{1 **,./ .Ft pt-f ;rrr .rF 6 

S,
(tt): 

o*Jttjt
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,b Cl .:.ppl.rr t_,tillr e--.Ul pU: .rt*ill 1t:;l - 11

i ^; ^; Ll iiy-Jl Ui Cl lt+rYl .r)t-tJ 4t'i ll dtrjl .rr: tA+"rj
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aJe aiyr:JU^ die.>Ul otrtl: iiJtlf V.ll 1t':;l -f/Y/l
( f ) qlttJl i'"t-+l ,rt':">, fLii./ "--r"!.,a>t-Jl fll 
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,F, AdJl, ;r-:, .,IAVV €.i[ rii rrxll U^ Jyt ..r b.n --, g*r
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Jyt ,* ttr"; fa d /l ettl-.;)l Li, 

CUJI ,:!tl i ,.rGlr;!l

.i'; e;i el-;t )ff) JL4+ ,*:, .,Vt \ t c;L ri.; r.-ufl U^
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, i--.,9- ut ,/, (., . o . \ -) ,,-r;:ll tr-i, "ry 
-b$1!l J-t" .li "r.-. 9
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. 'r'xJl Sll li--rit Jq -1t-:;JJ up a?A c,L-tll .r)l':-r. ;r-

e^*.Jl dtl -Y/\ \

Cr-+l dF CHlu i.<LIl e Af U **-J a-,1+l ,Li;-""-' ctl -\
g-ill.rLettiJl U ,:;-)l d/ Jy't-r )r-*r LpLs ir r-ij*Jl

,-f dlJj5r .r-i'it .rL"t4lf +;:r'Jl i^"t+t ;-119 aj;Li JI Ajtj!

l.rr +-:9-r-*, ,i*'l' J .ita. C+l :lrii;, irJt .r1,";ruJl .l
crl^-e a:-"r- uJ Li3ty.e ta,ie^.2 iili+l i.2LJl 

"r g":+t

.r)G.r-;-:3,7 rllj el$J. t-€+, f+' cV 'k fl 
.:U;itjll
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. i:FlrJl fti'il3 4-. t$l crlr!.'Jl ,/ Sl"-t- .f c*r=r:-It :-to'
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!L:, .f \ V l' "r;./ .3i.l;*l l La-r,; Cl e;14-)l .:rt;t*Jl rr!_y

e th dr" .1J- t" ,it .t ,* +;i t;+' F; Us u' atr,is l^3

fr "i'il9 if..rt}l ,.rlrt-.-Jt a-->lS. c.-U dt ,r.)t.rYL-:-rp
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1,, 
L"i-:*ll "t ; ,1";11 u-,1-,'il g/:-ft 0U i.,_FJl )l/l ;! aju!_f
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4+=l t .- tl "f pUIt g-rlt
J<r<, .r[.a::*^lJ i-*tdl q:lll -:11y'1 .rr[ t^J(i dIJiJ. t{jt"r4
l3;S Ll"u=:-,t :jti^ Ji 

"r"Li,rle. 
ta;.:3.a 4 ;:t_1 gti.6 .)i ;lFil

e-.-J . u*-lt .it-raf F J|,jri.eLi;yt +slr.lie :lteit cll:J

J<S "qlt i/ i,-.l.+l ,ri--*l fr;.ll feriJ Jt?)tFJtrt$, dl

g-rJl,lul ,lt-.+)t .-Jl ts\ c '/.\.,o tl e-,.*Jl c,l;-- Jxi
,rl-ll ir "j+ qJUl :;ly'l ..lTrL-:-eUJ ( /.Y\,1 di ilJrJt i/ f-u;ll
C1_',- 

i*ql 
".a.-*l f.t.;ll JUI f"Jl ./,.KJlri:Jl lj,o crli q:tll

. t+rr+r;tF)tl
J,ls ,:#:J.rt*i-:.:-Il u! 1r-"4J1 .rL.r-.lJ ut*?)l ul-*Jl dl_t
,;-r ,.F e*eJl "lF)l ,F €,-ul ;.r-cLJ Ura:*Il 

"4Jt*Jl
e *)t t:.cl;:i!l 6F €u *: +tJt- € ei dIJ+.,l9

6p Jrl[K; LL,l;r) l.rl;,, ULr;:j-7 g,,L-J.:--r ;)e 44]l
fll ajt<r :l:; . ;^ l5i1l .j,a ;.:L_j-,j c .rli=4-+JtJ Le.lt*Jl
.t+rra 6f C l+.*,1:s.,7>LJ! ltl ffi ,;i 6i.,,;)t'Jl
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a"g,- 6iJt +-r+Jlf i"Jtl ;"1.:; ,4i1.:51 
,*, y-::;JJ 

"J-::-ll
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&:*. elr;> es-t$ t-,t<'jl 'V efl e-L' J' a--$i;'-ltUJl
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Iti'it ,r*-.J,,a>t-Jt fll liKr t)pt)fi1J i-u)l ir-o 6:e> q+ -Y

!t+.,t 
"t"t{ 

e*{e L^.€+ ;J),|.'JU ( i'.t+t ,* d qI;UJI
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,-p-).t')[J| fll ajl<r o;v;t J!J[;J)l i*j ;>e 6:'f - A

"t"t 
q e=*(e L^"F t ij)t-JE ( i-,.41 P d "J;t-,ll fti'il
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Iti'il ,-fl.J o7)|-JI dl a.il* opl'e;al Jl #t i.;3: i:i> {ri -1

!t+rl 
"t"L^{ 

4#e L.-$.i i.i)t-JE c i,-t-*l P d d:'ltlJl

. ar\\\\

,-p-).f),t-*Jl fll i,aKt o;v;rl d "+'yt a.+L::!6::e 6:ji -\ '

"bt{ 
A^J& t{r.i a;)t-JG c i--ql 
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"LL.{ 
{.J*. L".6Jr.t er>t-JU s i.'-t+l P qr, iJiUJl fti'il
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,,e>LJl f/l ijKr 
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4.1t -h t^.{+ 4t)t-JU ( A--.t}l 
'fu q, {;UJl fti'il ,-e-)

. ,,tV1\ llrirl 
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"t"t-{ 
\t -h t-.{+ U){-JU c i--t}| ,*'."/ ql-trlt fti'yl

. ,,tl1o -tb,l
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Lwrt J!(;;u ,-etltr);:e-1 6:j;-\ r,
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{ \t .h t^-6;"1 Ai)t-JU ( i.'-tll 

'fu f, d]>UJl fti'il
. ,,tYtV -bLj,l

,5)|Jl fll liKr Lb.,l JL6,,t4;c.t 7)l;) ;rr- €rF-\o
4r -h t^.{+ Uy-JU c i-.Lll 

"fu d d{rhJl fti'il ,_p}
. ', t \ VA ltrirl &t{

fll &Kr o)l-ifil uJlL.a*-fl fLii,Jr Urrrll :Jr 6:e> €ri -\ r
l--€+ a;y,JU., i'-.t{l ,'/.-:tu q, +ttlJl fti'il ,-p--J,*7)t..Jl
:J-c i:9> i/ Jfl (.,fV.o-J .,..1A- )g! fLfrt 

"t"t{ 
A-(e

fL"i'il ,-& f.*r.Fl .:J-e i.:;>.9 i-i-.rtjl fL*ill ,rb;1::;ll
. JtFt,-J" qittr.lt

fti'it '-J*7>t^Jt /r 
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L.{ ,r -P L"-ei".t i,iy.-JU c i-,t}l p,j i=L-UJI

rrOrrA,.[

f 
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,J."t-* A,*<e L^#.i Aiy-JU 6 i-,l{| ,p d dJrUJl fti'il
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,-e;l'-)tJl ftl aiKr o;lj;)l J ""asfl CL"!;:1a ci:! -Y'

,Jt"t { e*te t^{i".r iiy-JU c i-rt}l P.=; "Ft-rtt fLi'il
. ',i11v !t"trl

fU'il ,,e-),,a:LJl glt ut<; o;li-rl JI,,[Jl gt-i;r:a €r-F -Yt

It+rt 
"t"t 

{ a*(e t*-6; i,iy-JU & etll }tu f, dJ.-UJl

' rrrPr\

.fUl fy'l eiKt 
"'- 

t$:)l ,r)t"L'" \P i--.p '--i)15) lli -YY

a"=+r a..it#--)l dt-Jl c;)i rii i4tJl i,l,L-Il c,lr--rlt,
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'j.a9 ,r-7)\-.Jl f-Jl ijKr 
"ry 

!l;t)l J*t--- $ c^.- ( J'.-'Jl
4:*i U ,r*;,J,rb;r:U.rlrr;ull .iA,il lJ ',11v14 .rl-iJl
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,>l;z J e.-Ut l-s--.J-','1f 'Y c;L J-at tf 'rii fn d Cl
9i 4"r-*:Jl J*t-- ;tl -&- o o \ A,toV = ,-i .rl':jl 4 CS - 6-ii
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;.,:-:;ll sJs i:9-> bt-j ,J i.---. rt-ll crl:t-r,Jl J". ft i er.9,- c;:! -Yi

. .,IViA ltt'rt Ji.t{ \, -p t"*+ Ay'tt, tde
;:9-7 ;:Lj ,J io. ruf l crt-:t+-Jl d Alt*tt "+'il :r-e 6:L-1 {'J-F -Y t
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"t"t 

{ 4t-p I.+* i!)lrJtir, tale ;',-::rJt :-tr

;:t-; l! a*-rtill grl.:t*-Jl d .rtUt "+11 a*?Li!;:e+ g;:! -Yo

. .,YAYo lt1,rl Ji"L-1 l"-r -p L.+* ii)LJU kJ" i/r+l -:& 6:e>'

fL*ii rp .rYB:ll .:-t-o ;r3> ;:L-; t1;r*,':lt -:l-r-ci;:9-7 6:i -Y1

.,111f !ta.,1l Jpt'{ *-, -P 
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oaelliHl JiUW u'i.i;*tl oj.o;-:3,- ,lri ;f e- i-,t+l
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.!l+rl 
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/.\V,.1 J,.!-."; "ca-:l.;-lt 
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.Jtll .-J'Jt;..:l 4 *l:;:L a;ru' /.Yt,re
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lLirl 

"t"L{ 
+p J'-,.-'AI ,g a-i)t-Jt di d"jt-.a--)l ett::Jl
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": 
,r-"'J.l ir" q-,t*,'it e,-t1l ,l--U J.l ;r' JJbi

dt-Jl or+i e^f . L*s-J;l..r)tlt .r gl':Jt e-C U *-)l
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Ajy, )fft (f Ut-4.-)l dt:Jl c,+ i-< e^f. t ( . i Jl,iiyl
.si .,AA Lql J"t-+ .1,t*jll rr-e9 dtji)t i*J e. LJ,e
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+ G F-uJl rr^ .,VAl ai*j U ft*Ar Of .rLjll ,b &
. Jtij)l
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,4 1;L- Lty-Jl bi ,* i+ . ilJl e [-*5 c : : ,.ijl oi^ 
"r,. t .€+ X*A;A> i:!t iiXe.rL- tU,!t &l'" Oi9;r-rnUtt
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. .,o t bV)l
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' trl\
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. E/l 4tLLl J-r." c,l.: :r'Jl .r)llt l* dt" v!-f ,st-';*"s
e+ 

'hjt 
t^6J t+t".r'- ir, i/$t Ws U ,u 4t J! aiL-!

.,Jl a-.-r;:ll JJIJJi alJl aTai J4 dJrrLi.:il f*", t<+ .rltrlt
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f -# ol:i g.,tr--9 rti:tl a*l^r +ly dl c,!'.rJl d t')l ;)e -y
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The Effect of Spinal Cord Injury on Familial

and Mrital Status

Dr.Bassam R Kamal

Royal Rehabilitation Center- Amman

ABSTRACT

The aim of this research is to study and analyze the marital and familial

status of spinal cord injuries.

The sample of the study included 150 Jordanian spinal cord injuries who

were admitted to the Royal Rehabilitation Center in Amman between 1983-

1998.

Standardized questionnaires were used to collect data along with so-

cial survey .

The results indicated that :

1. The effect of the injury on marital situation was limited and related to

the severity of the injury.

2. Out of the 150 subjects, (56Vo) were married before injury' this per-

centage increased to 63.3Vo.

3. Two patients (1.37o) divorced their wives before the injury. How-

ever, this percentage increased to 7 .3Vo after the injury.

It was suggested that counseling and education regarding marital ad-

. justment were required for people with SCI in Jordan.
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L$rX"J ,;y:)l Ll.*:Jl 

qt"!i il:^ult aiLe)lJ 
"r]t;rAUJ,ret^u-"il. (t)d'L:?t u; ;r* !lJj'(1 Y .-,,t.elt otr)l ,:f , u7t;ry)l ,-il!

dLr)l l$ orr; dLr)l "ur ;fklt db9 ;r-:)t 1E:tt qL-l0l
ij-, f ' ' ' ir. yi ,F \*a Lr*;l |-,Ld i{$ ;;t-il .:.b. 3 -uli. a*;:
r\'y-r'* ;jt--.- 

",! 
0!l €t, qt.-.Jl otS e t-S,9 

'kq.cl>; .-.o-.a'tr *j, et' Ja, iJ|- ,t $Jl "l"t'il -r-i-n, lr. i:rtJbJl
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I

+-Jl ,* h*; Y9 c +*--ri9 o'-r- € ))-,:, 4-r5 rfi1, dj-, ;'.iJl
p;f 6e a,:-'.t \rul f::;|J. 4:--4t ;JriJl d|rij C ,/6L',-r.j,ls

. (')neluo Ji.i* Y Ct ilJl t$!" t;t) i+tJl

JXt elJS .r-l .ti)l lj,o lr:,; "t-t"it .ri wurrh (1986) 
(t)rilr, fi,

Lt-Jf1 i.:t y i=^Jl i.e r--Jl J^ ..JtS cr/l O'J , .jlJ: *Jt; Ct bsfi
',; t:ll

,F f u trl*i ,SAl LL*.JI ,r1L.4I e€.aJl i',-Lt l pe,*
U e,.--.S rl-r-oi bf e t'-'.4)l Jt-,-Jl aLi; c..i"r-- d , O-F,l .)r'iJl

J!'UriJt .ptJl 1;t- r:;Se , ;.J,lJl +Ult qlut ,-'/l G-.t*

e n:"t i-b eLtijl e*Al L-Le;l &*.-4j '*"b ilLc ;5r-- t'--r

ft^i,hllJ-*., .r"trlj a-tJl crLrL;)l u*J eu.i5l, i:'Lll f#l f*
.;;ll LEJl.i ,-41rr*U,J"UJI J*f:J! ft)tll

L:-gt t-t".rJl Jt+- 
"p 

J3'Jt $!l lcuttman) ,-ltij-7 dt|'"G":
,.rl"lr;)l iS Cl+- cll'S to"t-,9 ,-'-ll Jy'i; ' ;r:Jl Lt;lll .:trt")
\:-, ut-r.L- 6t A^e rrt59,.ret^:-7)19 d*ll J+itJl 44a1::'Lll
4'-". Y. Jl Jyt JtL, cll r dt c-.-) t+U*-.,* €t*-Ld J"r'U

C*:.+l JI g+rt"5 'l-;Jl3 Jt''.;l '!3r ;U:1 llOuia e fi:. (Jll
(u). 

"u,Jr ,* ar"b ,i*tt'
i+tJf ."/ na:'it 6i>te Jil ;y:ll LHJi * eV;:Le!6e
,: :lrl : u. t:$aJ'"t*. &; t{-t V- Cl ' cs$l il-P \c}l,;)Lll
6>i1. uet^aYl9 u--al Gt4;\lJ q\#U,r+l dtJU e-Jl:
;.pJ +LtJt i,-Lert e-5. JL+141 ;:$ J!,hl-rJlJ til",Jlriu, /-r"t

.t

c-lFl i-)'LseO+tt J.^t-ll €lr-h.rLi;+ r-{i r-{i dl\*
,J,c f#-tJ ,*!.Jl ,J"ti.Jl u':t#t i-cl-; iilr-d .rlpt: asr"-ill
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.:,t+tr) !U--rr t+t: tFr"Stoke-Mandeville 
"!*i-uL 

,!-" Li.ri,
?*s..r!tJl: U.ysi € Fl).1 0' #$ t+;t' g=cl, ,;*:'Jt Lt*Jl
..:-i-r.*:*,1 ru; 4-dr"11 ;-rxil .rt-Ylt ,jUi.l-u)t-j:yr Ut.rt-,rl V_fl
.5)tJl ,,jl ,* J.$:.!_ 6jJl g9@odel sysrem) ,ra;3 Jl ltbll aL-p

e-A|9 ?,,Lll U J&€iJl: ,;r:Jl LUtJt ,J-.6 J+L: \C.,€
oct^-.tY11 ,:1t jt"€r')tlJ rf*lt, iL-At dUrl

LL"*.J| .r!t"! A,-Lt^lJ t""lil lFr" \n;-r-*ll .rt-!l 
"/ Ut- y-9

;J-dll ot-ul .,i {JLe)tr J+irJt &t-1 ,*lt r+Jt 
'* "::.i ;rnl

.(n)."<,-rryt

6'lf Olr!r+ I,-J i.,h *41 qL"_, rrra-.i -u-i rl:r'!t ; t-i
c {^j-r ,>*i b' a;-e d+l t J , qfJ,-*U'Ur, L,r ;\ 1A\ pt ;.i.*:lf

i i*t*, r$t oL1*-' .is;1:kr. ,;t'/l tts* gl "[Jt € #
:l"r."i;:U; 4++ +t: J*L i*,q-- ys J+irtt {$ttt L,FlJt Js-xr
V e*i errtsltg -,/t iap .:tiLeb 6J,-J^: i:^*r .r!t ! iryt.alt
e--kil f: *tlt ,*l L-r- ;,.- d Crr'yt O<it ,Jt-ttlt-fr,'t:;l
J>tt ; n"Jl djitl iJX-+l .--oLp 4J ,,i-,ilt ,F ,y p\ lAt fG C
eTry-r(*Jl ,y Jrdrrr-lt J*ijJ'-:Jri;rJ#.F 4lJt ,-"t

.o:*ls.jLt'il "4 .rYt--e ; .-llltt:ll ab Vrntii.rll
e-et^-vl,,|r^.:"_ c5jJl J-tiJl J.^f:Jl .:.,,t--s 6J.ir J!r5rll *i*+-:

ll(i-r4Drl9 ( i:*a:Jl9 c i-.et ";,.,-YlJ., i.:ut) a"=y-tl glt-'J^-Jl

4fL":?)lJ ii+*+l 4-tiJl U ,r*)1.:rbrij oa\ )L*-*)l ,*i-r4:-;

*t 4t qJy.i:-,YlJ .-pFt U 4p ,r*tl ,b &rs c a,j^b|t)

\oo
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Ct:Jt Ct:-.ll qLr! . Y

Ligamants o\ri1 P e .".5 )i Oq 9i;4-r; Arrla 99-r> tl!

b.; Ct;:rell #;t Q"y-,;yilt Lt*tt, W Ct rS-;.;.J,t:e^-Jl

,t'p-J ;Al L[;:JI ,.j!.FJr, u'JJl k-atr J:4.i c L'-.rll;Jl
ir>9.;5i qt")t ir*: g;15 -l'i !t")t ir- ,it5 t^l59 . .rL-r(IJ

a-^i*l 4)t: i-*.ll ;.,uJl 6p tt+ ;y:Jl {..=-Jl ./ tt-.")t
6t'.1i,5i. Jt-, ye i{L.r)l 6t' 6i 4l "t;-'!t 

g.i, a=KJl9

Wyl !to)l ;r> e^>;.c ^:J-a.:- J^:<, *-li'X^t<" ofs db JJ.:JI

.(r)gr Fte
ul' l.it ")l ;- 6uJl ,$.:.Jl {ii: q|}l ,[Jl )r,a3 eJ:' J*-:-rie

: ta^,"i e* )'ly
a{t")l ;J*: c-j1,5 

"Jri 
it-")t gr ..ll5 t^JS : qL-)l .5y.-.. . \

dr4l)i+r'!t ctp':tl #*x ut*yTetraplegia €\)t,Jil.:'Jl . i

'Jl ,>llAt cF d,t;ILUtJl yVLUe:;(.r^I-.]t:

.giJl ";{l € 6}tt.J.t----)l dl$.i JLq"re-:?.'t , (Li,,Jl)

.4.:1")l arLb J
1t-;Jl tL-lJ^J) at-.rJl Paraplegia 

"Ji*Jt 
.il-rt'il Jb . V

dlrj-i A,:t'y-s c : t'Jtll3 LJ-r.rJl ctlfi)l 6p C ;t$l
l.J. qL")l elLb.=I Cl LjJ,i*Jl Jlp'il ,;6*l:,r"t**)l
JrtJl) 'L,'Jle ;jtXl j.rrb)l ,*<'uJt .-&'rt:tt .ll;ui / t5*

.4i-41 e;+;t otri\$Att
: Lta)l ;.t.>. Y

dlr;-i Jl qL-)l .i.6 Ji- e'?: al^ j<tl ;r.il|..|Jl !L-l .i

JLl;,t.,{, qLr)l ,sp t'rer i-:f)l a)ls.rb$ J-g

.(i
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JrtJl & !-,,Lll :"ti-Jl dlr;.e JL^.:; dt s;.!l a.-ulr^ttrill

)-Jts
dl-tij qp arU-b.:Lar, ,)Lqt'gt: il-:(ll -* \l-p)l . .:
u \*, + &64;$iu,L L-ds ,i s;rrir,t--Yr
qfE"Jl q!.all ./ L-Qs, iL")l 6F rle: i5r!l ei.r,t--y1

.t{:;l.- i,, ;r- #i,rtrlt €t, \:z.At
45,_t'Jt i:*^-+t .rtj .rL-.-p i--i Jl k-.r"-i; FJ

: ,,r(t'),st 
' LI*JI .r!L"!

it")l {,s-3 tS,S;--' i+-lJl
y-t*l il-)l 6p ,:9 aS/\,J/t---yJ pLJl Alri;Jl (e)

tte)t dli ,JHt*: c ir_;Jl {-,l,4lJ i,itJl : a:et*Jl 
CdlJ

.Ak<"

c',alj X.-t*i !L-)l 6# rJj.: r,t-->)l ,*in .:3-79

.aS ll dlrii e i-"t4ll a.,lll : +t";"Jl
t+J.r)L;'Jl C*t iLr)l 6p cre: !5141 a;$|l:e71

. r/o ;si e9

.:.')t,'a-Jl elLbt ( ;"t-r)l ,SF 09;,647jt e;+l ,"i+;l
. r lo,* 4f e*. !r-:s

. a:.?.b i*J-tj i.5-+t e+)l

.,;t:Jt L1*Jl qLe) ,s.t\l.rupt..ill . r
. A,,J+l c.,l-lJt9 .ilp"jl,.:tr...:; ( t

(\\)uJUl dFll .rt:e iI^5Il iL"y q:11!)Ul .f,t-#Jt(y

nit 4t* g. lJl L: ; d craUft LUtrll) q*('I;.,-r*,-rJl (r

(B)

(c)

(D)

(E)
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.,lul q5yJl q ,)';t JLJJi ,f\)t Ju.Jle(J,-r-'

;rill ,Pt e UUI .rlt )l 5js ueV-;'!t O1 : ei+l W (
f<. Jl) Jlf r,--:Jl fu;r'tiF oiti-;u-Uul \)r4)lt a.-,'.Jl

.(r+l eirl
.t-Jq i+-xJl dLr -rl-d sajJl ,rt;-i'Jt : ,-*tt Jst-:-. (o

,o 
, ,*, u-,i;Jl ,>\t"i-e ,t l"?,JJ.xJl y=, 1 <.iul )J.4Jl)

l-1-.a Jt--.ll ;* -rt-ell irS^r- ! ri-r , d-.i:Jl J'4 JL rSt',

.,1i)t.:kJtr 4lt ! ,W:
ii+lt e ,l*+t'iX i'Jl.i qL"y €E :;.--:lt .r)lK-:'ll ('i

;.1riJl dlJ59 f+;:tl qL")l 6J-:J "t4t :r-:i a,L4,-,o3i i#!l
qL"l r-i ; +l "l;'Jt9 .r"t ---)l db.at J/ gJll , .rl*)t ..5Je

v*b;'rJ,t ,i'i ,Jt'-:,- );i-lJ ,*t "tr'!l 0!-i ,,-F':Jrt Ltil
-ra i-r€*ll 6rJJl ,kly|. (\Y)i"*L+l i*lJl ,..,1 

;{, *J|19:

iptt,st*"ll ./t.*b J'^'l ,-rJe ;ruJl .1Ji"5J !L-)l U ,4-ti
.rtil;l cr" +4LJt fYl! t'a );irlt dli.r"t*-!rrar fd
"r"L:Ll 

p+\t €,4t l! Jp-rJU. gez l-rJ, g-Jl
. (\Y)4r'.+ ;:).eJl,l;51; ;:lc9,f)\:JlJ

., .Ftdt ei,t.-,'t'qt")l ;it
, U1tVg -'.1^.r-lr:l 6, {J4' VHI Yll-rl, ,* lblt;'9
, d.slt crttlL+ *L:-l e^r-'- 

".r, 
,ll fit € ro'tt qt-r)ll ,riFlli

qtr)ll o;r\l e+;r;:;ll grl;riJlli; ;.:t- ,;Uy;,
:;-!t € ,-elV qL,")l;i

;J:,J. .>Qslr;-lt ,l-t-el ,F SL,5g,- ;.,-,'!l J*'. i,Lr!d!

*br i=.;.Jle q*+l ct-a!,-l *ltr yl,Jl uFJ.Jt t-tr'Jl : 
"p"
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. 6r*')U i;HAt c,latl|
pzt ,) r5"'l Ct:ll 1t =,Jl qt !Oi(Dinsdal 1e71) Jr-r-, Fir
C!t-- Y e^.- , (t t) t;J,-{l iJt+l ,t9:'!! f 

t".Jl .-} e.1r;Jl p-rr9 y-rJl

;t llrr+ pt "lt fU:*; 
y i.it 4ll ;'rrlt3 , glt 5i ,h)t t4 1",r..ri -,t."ll

. (r.)0._rlr9i

ar"Jq .ll-#f of .,iJl .-,,,. "r.,-r.-Jl Oi 
(tr)Hohman(1975) 

;*,rg ;,.9
;rptJl i:^-/rlle €\)t J[,:lt* d41t.all ;ra--lyi,rl" ,J"t.(Jl .rlF)l
,/;t-:- ,*F *i & gF bJi4.Ji.=J **;a-lJ ).,=rJt 1L^,
iag :1U," ..ri Hancock ot;ttttv)gFl 

"rr 
d: . asjlt.rU)L.Jl

.;r:Jl 
LUtJI ,.r!t"l &ydt .ryulJrl.u';yl .r)-r., ,iirb-;'

qtJl c.,,Lf;-tlf

.:!L"! Vt-.t;c i.'.,jll i.,-L+l otrL")l Jl.- i .:L!"rJl .*^1;

.i.,L")tt e+?t e*trlt 6sV3i.rjf; "at-"it 
.fi Jl ;,:Jt Ll*:Jl

.rrr i.affll crU)t'Jl ;r Skipper et al (tn)a/-rt'l3 
,.5*, a-,lg j1

d On, , uaali;l;ir-t ilr iJL- i*,!: 
F 

, dtlt r-1 iJL"li ;i}t .11-"1

eL?-; ii>te iL.o bi ,>pi r:=.'. c i: . "-{l iiLe)l epr: a-ir-ll d;
i;j.e.r+:rr ) *tl. +:| a.^*+l Ute)l l-. o)ttjy g) +V 6r.

.,fl:|t ot<lt 1t*)lr a;te)l i-..rr.,..

El Ghatit 8.;r-nll ot-Vl ./ (it)O-b 
I c-: ,a--r a-,lg 

OpS

c^4;;t tt eyp l.e:t5 ;aiJl JL-lt ;r /.YfrV ,ri -r-'.9Hunson (1979)

ir, a;ltlt ",-#l.S 
"4) ;flt Lt-*'J! f6at"lr+ dyut f4iX'
. (jyUt .=/ tt^ Le: alt-r)f .-J /.y'1rt Jt--.Jl

\l+, \ YA Jf J->.9Crewe et al(1979) 
(t')y-r;19 

esf e*,lst upj
qt )l b.lrsi (fo) .9r, a{t )l ,1."4:p(to) -*:, ,J;,iJt Lt-*:J!
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(t):., !L-)l r,1 d)ttJt{ c^{rl qt-")l J=-c dt aJL--(\t) ..ri -r+:

.qt")l b lrsi i/ilJ ,rXl .:Yl'
c^l^*x e.-r- J'it a*,l,-r1J o 

: - : $ i*,|.,r u-p.l \ lAV fle JJ
4::, ar,(qr) I JVI a-,|.,-r,Jl U \t*- (\'r) ,a- G:r- \La" (l rr)

U -#i aiL")l Ji cr:;-lj y;t L-5:-,li i*,tr-rJt +.:J c .-t',-J->

L* Cu llft ,r grt*,llJl J." ;.j<lJ ,W i:. !t*)l -t-*, 
"^7e;Jl

.ri c-i t o." Y ci ..',* ,;;ll LI;JI .r1t-l Abrams (1981) (Y\)i.lr',l

iltJl jSJ. ddt .rYt-- F e .;rt;it kJ ;t-:Jt 1t"'=.Jl \Vl,
. ;;ll Lt*Jt \VL,*;UI ,5*1i;y.*Jl z-4: >.sc 6r-,f J< a,-rll

.::,U-yrf j c.rrtu*an et al 
(YY).rr-.r;-lr .lUr^r5 i-,b, gtt-71 t33

1L;ll G-.6 ;r' ;iyt \ Y; )t--., (tf) .:l^; uil a-5."-t''it ;-r-*:lt

gL;sil i:rt--lz-)t 
'.-6rtr"; 

& ,-tr*-{J aj-, \ o-\ ' i;, ;f)l
ii, , a*t ."- aa''9 € # b.y- ) (7.t ' 1 Ur-t- (r r) oi, t,, '11

,lszsi r; (f):. t'b: d,:.^,- lf*"i fgrll: e J*--t;S r*-(rt)
/.\ t9 . ;.,-,1t ii y'911t e J.'1 :..'- ,<:.'/.vt.li e-.-- ,lyiJb: c;yl1

. c,l*,'t^ € ;:*r-'-'/.13 c Ae e llj:...,- 
'/.Y3 t g.t--i ;:* -*'-

;.e Taricco et al(r992) I-JU"J ,i 
(tt);",-t\s FtV i*lp j1

;*(t tf) c^l^*: , ,;5'::.Jrt Lt,uJl g-.A i={ll9 ':'l*:+Yl c'l+l
\14" (tv) r *'.or-J dJ:.',- al-a' (f) .ri U, C$l 1t-*.Jl G-.6

.f<ltgi ( 4^*"- (tv) I orsp
;.cVan Asbeck et al (1994) $t) y-g\.jJ--,i .1[3 i-,1.1.: ,f ,U)
, !t-r)l U C;,l.d'.- \ . -o rr dr:Jl LkJl .rit-41 if t^:-)l [.L;; t1

JJ^xtr4.-l1t .il.rt'il $+ d,tll.#If, "rar;-l ;r-'U.t*-(rrV) .li

,*s4l p;yl-Al Us,\le' (ro) fs. 'j1," ri J-;Jl .ilpll
.qb)l 4trsi (/.rv; .<-" tr !ta(ro) s^r"to lUtl
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grlf ^*,fttDevivo 
& Fine (1985) (Y')dr,U I +i+L-s i-,lg s2rabi3

fr d:lt sit- ili r g.,le:-, I ;"t-. f.,U"" 1fu't) cJ^j Glb 67bll
fU !t.a-. \ ot\ c^l^-i i-,|.p J)t.- ar" lr^ -t5frr. rr)lul .rYt-- :t-:_rlr

.K-j i ;r.tJrt Lt*.Jt .r!r") ,*{t..:r.&lt f rQ
e;l.f Ul+-i ;nl"nu.ds (1e82) (tr\:rt-:-i, a-,19 Ss
iiLeyl ..ri;a; , ;r-:Jl Lt,;:ll ctl-a. &, (\ 11) cJ.^*i Clt, Fl:ll
.eJ-11 oe;-{l.ri.r)Ltt d;.*.tJ) .rU}.-Jt U n:S € o;\ L""3lJl

i.+l ei^brJU. fFl ,r.;ruJl p.r-e Oi t-S, (.:ti)LJl -u: d fAt--
.Usll ei)t'Jl 't{rl ,/ .rj., J<a ge-,

Soopramanien and Soopramanien(l995)(YV) Orr- ) q)Jy IUJ

oi d+L', * rlU-. (tv,) ,* fuV * a*l'"4.1 a-'=..-i Llr*
r39 c .reL:7)l g;rl i-,bdl c.J^*iJ , FLrr € P;-r-" J*^ijJltsr-
, ;ir"l (Vf) I Jt-r(\ ,o) 

aa-" 
, a-,trJ.lJ |tt+-t (t tn) Ji i-,lrJl c.+

alt-)t -t*1 tel^all ('t) I a,.Lr)l ,F Of tp(7.rt) 4"--l 1, fu.-,
Y\ cri Jti!'il , i, 

": ,r --Sis. O)tj.t f*lJ /.f .,o 3 ).iL a4*-rJ /.r'r9

r!'J 'Li ii .f +t-*tl 6'/.vv j. ;.,-'!l fo. ./ Jr-(+- '!;o9 i;-,

et. ,-'l;;-r:^ll r-':Jl1.t'br dtr:.,- '/.Y 
1ra-7l5ii y op'-'1.olt

d f-- '/.1t, tJ;ll 
'/ 

opl-;i I -r--.t,Jj'jl ,.lJo..rYt}t 3t'/.t\,o
.dr.lltri ou. rlt ,F ,y'l.oYs t'ri }." ;" t-t'-Jl

;,13'-,";:$ Jl qrt qt/)l ;r*1 0i g,Lll-rJl .r" d!u, c^4 -uJ

J! i.rt^:-l i*'r .r dJ;^ .r!y-rJl .i* Jlj t'JJ.t5. 6-lt|l eSl
Soopramanien & gc-,y.J-,j c ryi.j-, i-,1;;-r=41 grLt-rJt Ut. ,Sfi
qp: ,flil e;|l ir+ c^l^i e-:-- lyt"rr ,ri ci flsoopramanien

.+;.:r'11 qr+Jl U Hf

a

al
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: i-,l;Jl e*Ai

-r-, ;yl-,o*lJ Fl:lt e"tJl & ' ir-'-dl r i i*'bJt ' , .'n'i ,;'u
;ts, ft-- dJ,:r,- ;,jJl ;-'!l rl;i9 , .rti)l )e attilli, !Lr)l
.i.A if i=its .;,U/* r"i f-t-J d.lJlj, i=-7-lsll.rG)t^Jl ,J- it")l

.e;.:r'!l .:,LtrJlJ e::ll g,Ll;-r'll Gttj.t

: .1rlrlr.7Y13 Z.b"p))

jtr) 
^"rl-qll 

i-,LJl vlis t ^J! LrrLi?Yl C{l C- -:t^:cl p

f \jtrJl ot"y'Jl ;)'44,$ ct:-,Yl ?L,i:1":cl fi, e-l1r!l "j,o

.;t:)l Lt-lt, ,-a1t e^-lJ q.a:lt 
"trUlt .y-rt

: i.15J19 i-,l.;Jl e:a.""
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Factors Affecting The Formulation of Jordanian Consumers Attitudes

(Empirical Study on Local and Imported Durable Goods)

Dr Nezam Swiedan

The University of Petra

Department of Business Administration

Abstract

This study aimed to explore formulation of Jordanian consumers' at-

titudes through empirical research towards locaV imported durable goods

such as: furniture, electrical appliances and electronics etc

A convenience sample was selected to represent Jordanian community (A

1500 unit were collected from three major cities- Amman, Zarqa, Irbid).

Demographic, country of origin, marketing mix elements, reference groups

are the independent variable. Mean, Standard Deviation, One way Anova

and Spearman correlation were selected as appropriate statistical tools to test

the hypothesis. The study reached the following results:

i) The Jordanian consumers hold a strong consumer culture.

ii) Effects of Demographic variables are minor with low correlations.

iii) Effects ofReference groups show slight evidence.

iv) Jordanian durable goods manufactures lack a clear, well-etablished

marketing strategies. Formulation of Jordanian attitudes constitute of the fol-

lowing:

- Jordanian consumers look for high quality goods which is determined

partly in his/her consumption patterns.

- As for imported durable goods with relation to country of origin, prod-

uct quality is the main determinants.

The study recommends that local manufacturers should adapt well-

planned marketing strategy, especially positioning strategy.

\1r



Albasaer \ .:.r,Jl - V J+l -it".".Jl

AAJi.,,

It t^*ft 
"FlJl 

J4 Ld.(,:; a:;;) ars\:*,!l dily'l Lyy -_
G .."AG dll{j*Jl ily'-, 4tjr b a-al;..1 c---r}l +-*Jt W f*-
r-ai i=^!11 dlJ;J iht .ai|S b:L-L '-:,,.;Jl .)q-+:rlpYl illi.,
t- 

")c 
q#ls d41ilJlJ.]*'-Ul gl.;.,'l L:*:-.Jly'l '-r.n 

c^*;i
ri idt.lr Cq/ a a:i ,F -frty Jsir 4 ;L Jy|t sr-a. "\*,
;:U!l 1r+ dilll .:ll ui i'; oltj"lll t'i+r, f'fii, l^L:Jt

:";,, ;Jl -el-r,ai 6a*,- tr t6;-"

,r:Jl #y.gi-Yl diily' q*b. l.?*:j ,'A 4ilr:Jl .il$-ll .rlllj.li
;r*-Jt &r .t; +t45, (t)rt;Jt iurt "tii i1-*Itri t+u c^Ifr
-fr|.r J<j-:; )tj c i4;*o fi #l 1*l*- #l alt c.:t5i ole*,,

JI-r ;* )'ly Fltr J'tir 4+rr Y! $' ;rJt #t 'ti dll6Jl
j"Fl dJ"t;; e^.'.*Jl 6ypl ar".r[S dU!, .t""J e* *:;e
gl*.;lr:-,!l a."!, ; 4*^i ir" dlJ"rJ U J6lr.l dl.J[; J*<.5 ,;6;i:

. ta-rl.rai J k{ Jr}ls +;:111 c,LliilJ :.:,r".;Jl

i*,lrrlJ lul .;UYl

i-,lJJl ;15i"

'[-*;l J,_lt e e ,--..D]lt t tjlf ir, {tJl .:15lJl e:l-1 .t-iJ

;)L-j,-ir# t-#" i"i/l a.eW i:-r=Ll Jt r)l ,fl *,J n$l6:-Jl pl-u:-,le

d".-' t-?s f*rbFl: #i|ly # dfl.rib C${j*Jl *;At
,.r1"-tll3 #l Ji U J# ljrJl ql}l qs)t+-,!l iita.Jt .li aiJrll

.rbjlr, -a*$,J' qfUf ..rsll ejl ,r.,r,;J i-ht ;lr^:*,U +L:Il
-i"ly #s JS;l P *.r>l^lt etl;tl a-*,-#t tarX^f ;;

\1t



Albasaer\:"t'Jl -VJjl -jil ..rll

6lt-'\l €t ,j..!lsFJl .:ll Jlr! olyi up Li-t 
"*J "$la;*lt 

q5"rJ

t* qIAl crtstslj z.;r, -tl.rU+JL:-,Yl ,''l9 .jidljiJ dLS r,ai , A:IUI

6-rJlr"'!l c t4:L-ue l{rt+-"I i6l$-ll "): JE: ojt Jl lqjf.y-,",.}i

sl i-2"-:ll ,tt.e.,")t ili 0l u . qr .rtji ,: t<** (t ,)L 'U

- Jll1t 4{Je J #y4- n;l+r-l4. J.*- +l .1,lsll .iA 
.*E -

. .:rt5ll dIJb g,t l.-e & .l+ i6l$-ll ,i6ly.i'; J.sri tr U
(i-:t*:.c)t S iz"Jl' {*-JlJ ;r+t5) irrtrs .}li./ a"p eui ,j!e U"l

k- gb '4*a";>.r)\(:." J.rri lt, qt*t #t .ti 4"^:a'Jt g!-J
a.-;z'Jt .:rtsll 4L ,yi L "Jlr" ,* Wt^i f P i#l .rt5ll
6r:t! r-; d ..+ult Je-rJt o1 tJ . +<l{j.*^u ulr:Jl .-iiljtl #s ut

*rlt i--:-'it .:/[dll )l'-'i o;li;;l ,*,, e*]l t+tt*:i" A,-t- ]
f+.!l .rL--:t ,":il ufe rl-:,eyt) llJl CJtrl'.*,i rf1[j, t-,s.,r3- 6f
"tille r, 41ft qrl+:Jb i:otg)l.jll olyi tbj ,)I,5ri tj.oe , t.jJt
U L$l u^ i'{4'lr, a*f+1.:L1..-Jl3 c',q:F+tlPYl ,lJ#; ,rt fll
i-eLr^4Jl t-t*J grl"lr.-7Yl ir" +J*Jl itiJ! a-)gJl ilU" s i*iL:Il

.+;l
* ,F kri yl, oL+Yl U^ ,/ L-p A#l g,l'lr-7Yl r:;5 L*6-,

Jr, C a+l^.s, !r,VF'il |d.lt ."itrtl ,/Ul.1!Jl raL* a.rts

,rle lr:^.t : Ju-rr +t i:!Jl 'rt+Jl 4,i|;;l ful J3: .rt-:tail al;
ij6l;" *a * a-.iEJl .rl*-"t l .:ts.r;lr:-,\ :94a e /d..;.,-, ta."!''"

ua:t*Lt pi e 6:jt-r-,." * Uf r fctt.3:... e-=, ;$$*lt
(qlrttl *i)ls iLt jJl ;r+l) c.,t !:-^lJ U!,Jl ;:y'1 f1,+d 

a-^,"-tll

"itll ,-)b +ql ijtrieJl9 ,;;jrJl g=|.;Jt ,J, Cl -t*, l" .rLs,
b' oAAl ,6i JS J+.-Lt!- UAJ .r&ll ir--dJlJ tJl,L. fllyl9
C|.elI i--;lr:*,t ,#l +<\-*Il .l-41 i.^Ul c,LtFlJ q +1,"{l a}:Jl

.+i ;JJ ..rr.1"Jl € e p* rh ,:6rtJl: iUtl ,-,UrJ ilrt,Cl

\10



Albasaer \ r-t Jl - V J,t+l - jt Cl

i.Kj- JF "&l .i+tjjl qltJl u/l .r-"r;,l^'Jl oia eous,Jjrlt-Jl
; l*l CJt .ti O,:rlt cllg*Jt -i6ls- ljt'- € -** A.*,lrJl

jli .i!'j.;l .tz elr- j'g aal^:.rl €y ;tf" Cl i.-,L"il I e dLe;j
. t{+ f t }t 4-:a'!l ;rJl crt'u;ll 

"at+; e dl.li frtbs, 
"l 3l

e',? JS J+ iJ*l .,tsFJl ,r s*tk- zaal;*')l .ie J*rJ
-;'; ltj"tll 'a-,191Ld<; apft;,;:r"Jl n$l'{j*ll .ilr e,-:;>

.jlr^*t tgle

i-,l.;Jl i'..,hT

dil#-ll -iilf * 'rJl kIJ; J)t- 
"r 

a-,LJl .ja a.^^ai;;
rJJi, e-. ;o"il CJI F "iil* turU-. i"Lft ;.,-Jl #l-,--, ;rr"il

. qJLJI ./t"-XJ

Cb!;t=r"t o.a=>lj Je 't'a- lt ^-t )l e)tjll :-rr .:[-:jl - \
'='=. 6J=-; &-1"-",.]taz"r?L:-,1 "L^J 

i*,Ul LF-"bJ slJl .rFtJ

J?a-e 0l-^; ,hl ;-*,Jll dx#*Il Jrl:l t-i *' L*,19 )o
6!t "a;; 

: L4-fc iL-.'il9 .Cta.JIJ e-;.Jl9 o$ 
"!1 

.=/ Lerl"r,"i

u5llJ t Jt etl)l eUjl dllSe, L*Ut, .:!3;(J!le., ;;a,-i

.6-*S,,(.:.LJ|J, 6-r.,-fl crJl r,.F-r"'it .-=Jl Ji"
u,,/;,.j;'Jl # Ltf irl:^4Jt #f i." ,* . -;'Jl r-1.; !g:f - Y

a,ildll JSHI: ,4 ,r #l .l!J ':".3tdl t-ljlt utdll J"tEfl
,r r-*,- V c 6;i + € #l atb 'li;:r'!l d&i*ll .!l-rr
,F oS-:iil "i.a JL't^lo., 6rF: i#l ar[ell ls,.rt+ti!

. Ht:La:ill ei;irs, ct\$ \ny
LLe J6lJ- J'55J c iJ>la:-,|i+4 eit;i J*<^- ; .uL; - f

. +t l icL'-rllfi ,irl ;:LJ i,-r3rc

\11



Albasaer I :J-Jl - V JIII - ;il .: ll

tt[j.r.S;.blj;r,. ir*',Il Cll .f iet^->:- c-ltji i*,|)rJl .j'o 0l- t
."1t ;t {..tll .:t*,l1.tJl c,}Li Lo-=l r ;r rf:-ll ir-.Jl #l y

. ai.[:;." l-l$ eS;J>13 iro-o LL - 6f LJ9 -

: i*,l;.fJf -tl.fai
,+ t" a"E z*,1rt1t .j,a ,-i-q;;

;rJl #t .'+ o,rr'Jt dIlS-Jl -slr J$-tr W &.!lt- \

..:JJj.: lb e3f JS;t ;.:1e*Jle iJAt

C)")'l elJa;*lt .il:- Js-xr € ;'i olt ,J.t-ll ct:^*-,t - r
g'-z

.V3.a;;rJl CJt .ti +;|ly 
"pjV3^e

ipt {Jl .rt-rgltr, i.::ll t\, IrAl e}l : i/ JS;i Jt* - f
CJt ,t+ o,.'r'!t etl6*ll ditr-. Js-- ; U+)t .lLeLlte

- ll
, oj-o-1\l

;: ir_r" --ll ,rq:"+t,;.,Yt i;q-l J, 
'-,a * U* *L-*;6J.ii - t

. a;:r'!l +t."Jl ot*,jll1,.:ts;IJ

;-,fJJf eQS
-inly Ji<.5 ,S +l*ll cJlFjll;i y: Ho *"yl L*Al

. a-Jl CJt .ta i$#*ll
-iily Js-xr e e-rlfr-tJl .rl-;:ll ;F : Hl

.;roJl #t .tl c61+:-Jl

6L-*s i6L6 --*ll ,tl;t ?)V ;'; \:Ho ir:l.:Jl z+)l
.;-Jl #t .tl #'rU^ J5$.=; ncut

\lV



Albasaer \ r-trJl - V .t.l+l - ,;taJl

.i6ts- J55 i i*ll -rl{ .rUr*- it ) :Ho i.rJl-:Jl )?r})l
. ;r^Jl #t 'ti O1<la.*ll

6ly J55 , i't-l'Jl -ttr cr;y',- ;'t'. : Hl
. ;r^Jl #t .'/ +<lS*Jl

.)t*,i^lJ q 
t+,rjl 6)l aov 4y;i ! :Ho i-a,lrl ry.41

CJt .ti +<1g*ll .jdtr" Jsjr "J 
q^'"*"J.l

.;r*..11

crt*,i^u '*-rAl 6)l pV 4f ;"t: : HI'

CJt .t+ i$laJl -6tr JSir ,j :'.tl
' e.;^tll

,Fl "X-.lr *-,. -1Li'!l9,Jlr+l 4Et^n U ;h) :Ho i-.,tll *-.t.J1
.jil+-. JSir i L;.1LJ| ,.*..:.rti "f.;.Jl #t .ti n$l.F-ll

J.^Jt ,)\-ir,_-rU1te 0t +t 4liLl,- U jj{ : Hl
.jilJ-- Jr.(:r qrr A=41*il 

'.+lLi "f.;r^Jt CJt .'+ i6&;-lt

i-,l.1Jl r9J>'

;:.13;*Il irJl #tr'; Afl+:Jl dil3" ,i! ,,Il a-liJl oy,"il

/ll( .1,ti'!1, ;UJl ..lt -ri .:,UJI| r, .rL+)|:Jl ( .;,Lt-jjIJl) I-JAIJ

. ,si1l.:,tdJ,l e ,* r:\ I J(.i uJ- o.(-.1 U o*{*s

igz'lle +ll n4LJl grLl,,Jl
:4-,]rl U.:tJl g,LljJl - i

JfL€+lt Jy'*, *;lr- ar" +q J A.ill c,t*,LJl o;'-; c.')Vl

\1A



Albasaer,\ r.r,Jl -Vr$l -;t o-t1

c1larJf c,lat+t JrL.- d q- U-i O<, c ;-:r::*llri a=t/r #t .tjr
U'i$ &rb i-11:.ti-; dJ, 1..6+r z;'tll J,1t;lJ 4i3ly JS:; e4;)

. i.lJl :rJl .:ts:ll Jt.1 dlls-ll

CJt .ti.i!{;-ll S/- .rLi J-(tl1\ \AA .il-:;Jt) +-,lp ,ri;
eff+ ---fr Is{ f", UjJl a.:ijJl Jlrui (,.:rrL*Jl olru!) 'r)*;.oJl
;r"l'.tl .l,lrJl dLi... q. rj*A.*r. +.Vl a;1)l .:ta*:ll GtrSt

. ertl C G';Jl)ettl Lta rr-*r-J

;L_ l eA ezF J'; -tuj Ju^,ri i-lrJl ,>pi t;J'
u\, 

olJlt drlt tt a.,--rJ c,- .l.jJk-ll .ii, , JFI ../ otrU)l aet',, I

.lp;",rK lrlY! 4ilrr'J'pu,- )
dlt€i-ll ,JFlt :$-, *$ti rii(r)(\ 1lv - \ 111 J-1,.5) a-,lp t"i

;)e eJ)$ of , e^.-- U-rJ*l .-L i;-; e U;tt i.3q"e<Jl ;;ayt
-i? ,!tf gfi, *Vl i.-rr*.Jl9 &-$ls i-et^>yl9 q. ;'Jt ,!Fl
i;iori"^^irs'ir A,LUI ,i Jl a-LJt d.c; j .A-S;,Jdx+L-Jl ,/,
aeL.r)l .1i9. ar;{19 fJl : t^ 4jIJSJI ;;a;)U,rs1{:-Yl tl;irl &
JIJy) € d d U;,tt 4Jqr{<l ;;.6'Jl Jt*" i 'r*-Jrt -^*)

d q.l" 0t5r.l!9,r":7'!l etl! ,jr. dJl{i-lGr, a--:-ll L€i*" 6y
J*,- Y dlJi ,* "V.t . 

"liLll 
,*|l dCq turU.. {,^i 1U;t * orjq-

.:rt"y'.'- Cl+{ fJ-- #, +}l i,JLFJl ary-lJ 'lJt qt$l dllg-Il

.;t-- Lo , i 
"..ai:.Jl 

U+ i.-?-Llq rai- y t^+ Pil e1t f ; *S
;j :Ltg dll"(+fl jp ;:v Jl ;*,LJl d-ay tJ . i*a-'jt a-y-*Jt

."J Jq i->/l .atcL{le +t^:-)l
dll#.Jl Ji 

')tk-;, ot dey -r ; ; (t) (r f rt a.-,l+l) Ll

;/-rtyl "lrl 3-*":: dl: UJ.;J,I i^l(Jl a^r,,sl;*'l,rlc .u.;-- ci)'yl
"Jtll: (n.;t:'!t) o'rf,ll ;rtGl ia1't ui^J;A;"Jl dJl '1.-: "r:c

\q1



Albasaer \ :.t Jl - v .tl+l -ilr:ll

"y-jJ a[UlJ "U-r.."11 ,* G"tlt dJl(:*il r-o:r- tJ . i:et :?)lJ
. "ltsJl "r..e gLslJl ;te JJeA;:t ."J 

"$l
Jy_FHl 

"rs;-vl16r-t-*t 
LL c-,lrr; (')1 t 11o .rF) J:br

j*.l.Jl, d.t.oJl 
i,-3:ir c--r(Jt) ;f'A * 4:5>l{:-,1 c.r[+-, ,]L'^3V!

i"ls +H" :Jr"r,- ;11t dJl-$-ft ui Jl i-,LJt d.cy3 .@ll ,!y:
rj #l 6.^; zpl}l gl^*:J, : r1*l +JN"6:*,!t CJI a3lr:' t*
-r:e i"ls ;pl;- dll#*ll :Jr4 tJ .71:^-Al L-eri 'Lg;,-.U .' a-LJl

. '-fs;ULIJ q-Jti ;.:rFIl qs)'6i-,!l CJt  Jlr^:

g,t*,l.,Jl -#i U.::1.(i (1)(\ 141 eiTs,,.rlr.*) a*,11: t-i9

€ ;* C- Cri *lrLt e^f oi-a l'- *l-,) L** ti)t-t i-.'ll
ue d:;; -il-r.ol ;<! (;t,x<ll g-5ll c i.lLJl , y-$1, ,-,l-,t=Jl)

CJI 0t^; +*i € r;';t,J"lll c.ltjr €---> c *)l l'---.1-1: ,-!r.o

ll LL" CJI .iA )r.a.otrtS lilt i +-u rl9.:;:1'Jl .jFIl ,5-rJ;r^Jl
.b)i-..A

* si atL") ;i;t a.-*ic^:ii (v)(t tto .rt"r**.") ,s_ii uls ,ls
rJl #t ;" L-1^4r J?eJr e' a-J+rJl ilt-ll 

-) 
(il1"

iU ,)LUt-")t, , t<ab!0t<" Ji t-or-r-.."-. ....- (arJt) z ,ir, ..:Jl1

. tA/ d;: L.* +t .*-si ,-FU: ,J"4fr,-/ l{J e:Aabttl ill}t -iy;;t
CJI Jq- i6t.4;-ll dib, a=-:all g,Ll-,-rJl ,;^. c-J.eb -,-.,

J5* ,/' i i;ll ,! r*iit c.,liJ!r er,t:*ll )i'l^;;-d-4ll iJl
: g,Ll.1"tJl oir ir J . d;lr.l

.rt"d i-,lg; (r)lcarrlette&et.al1998) r:sils J-r- qJlrt*il L

@ "lgl ;ts.i lJt--Y e,:-"- J'il,tl ,rfc crL"-r-!l3 CJI 
'L:, *Lt ,;it

JSt"'i &fl C{rt"/^" byt-2.;*'- i6L$-ll Otr , f Y dt 3n 9u

Y..



Albasaer \ r.t'Jl - V .rJ/l -;t ..t1

.:|.:ti:-el 0A*, U tJU ir,-FJl ;f(r)( rotler 2000) )rS grsis
Jt'qi tteiy u*St t^'t-l" ,f' LU:"f sL*;:ltri.rt5rtll ;.e i:-r-'..

-:qJkJt dt-Jt ;t d4i':,LbJt .j^,ii
ops 0;(a:-lU. g,Q::Il p c;t:;! kll dt;ir ,-iL;.. - r

eJi; c.-;'U:" -rt $t'-rl9ry- Y 6;(.13r, 
'y- ,,=*l g.c 4 ijr*

..rul
i-o-". t{J )\:, ir\UU ( t{it-dr ,A ,} i,--1 J9.rJl ,*i,., j$ - y

.:,LclJ,YU K-r"i jUi t^r..: r, qSfu-,Yl .r!3.r-fl)tl .1frL-ll Aeq
;t* Cr- O-'. 9lJ"!13 q;tJl ,.r!jr-:"llj ;'t4)b UlJl ,,---rJr5dl

.4i!l #t, IJL,J;lt r#l aol:-c d;r.- 4^**.t Li.,i
lc!9 ;:r.*, c.,t-:.::l r.l.J iiril .rlr ;x-l C*:r Jtr-'Jf ;,.t Lr! _ f
,/ +(ldl ,iiJ.4t^:f a:--r- *ll €:c 1.6:" ;:rlrJl ,.rt?u;.tl e+
#t;t* t--:* . 9+ .:li t+i.-J' i$-r-')tt 4!JJ JrA t; t*

.'A-ai) t*rq qt'*Jl #l 4^:a'-e d, ifl+)tl itqU

€ e iryr Jt^::-l \-ItJ t tS r, iJ9-rJl zrr*o i-**,.r:11 LJS _ t

g*) ut;rai, ;"! ttt-('*r-t:ffi'rtijJ:j' '
.i:-tt L-iJt6t.';., etlt UUt .r)l # (..lt{r,.Jl i

;;;Lt fl-,trJJ 
(\')lzeynep & er. ail)d;,,>l : :r-j !g.i .:-ti e-,lp ;s

;"U a-t .tk--.*6<.i:It rtl F.lr |4, *u_fl ',.,;.-ll c,+JlJ
J:,t; ,- f ;,:ft ,IJ (r--}t :J!:)tei) *.U-y.- ,J-1, e+t .rt-rl-_.
r, i:ll a g==- &;_;').1g,,l'-,JJl *ys-tt-r,n,1t9 il9Jl .1!!-
€ ;'A C,tir ;r,_r+l .:t-3J,ll *is il9Jl ,i Jl i*,t',Jt ,>J-eg3

+r-Jl .rt5-ilJ 
CLr_ 

LJ .€l--;Jrt etls-ttrF -+J! i::tt _rl, *;;
:,P .t't:Jt t-$-;J e-r dri f-tt *t, ;U 'h 

JilJ #t+Jt .r

Y.\
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l.J rJ;-:- Ctrl .,/ (+t i--.-,lq [^-rlrrt*) i:-:?i iS; C csrLitt

FU--.,r ./ t<!; ril> c 
"--rl-+l 

.:t;Jl ie14 € q*t t-rj5 c^Li

. (rr) t*J" ;r;'Jt .1,t**Ul er,

i-,f.;Jl Z*+r
(e!a-fl, inkjl) i*,trJl crlr;z 

"rt+J 
iiti-,| art^:-,| e i

,r^-l,.:Jl qga i*Ik u*+l) i.1jlr4Jl c,U1l*It t<- Jl'it "*l J)V
.( J^.,- q1fl I gll U ,$i,rt5 trlL"aie c .5r.6ll JtJl(

6F c-f .iJk-ll ,-ii|r, ,S* ll Jt"lll ,"|.-:i;t5t "/l t"i

&r, ll,e J(.1 4::-'il c,tz.:11 e ,41 ;r,'- Jt teleYS\ ij"-"''il

uat+;;f Jt St#l gt+:ll U ,j*ti ii.j+'tl c,l-+ll .r! .u-:-.,-

c,['ai ,S-FI;tI * JAJ S !l+l crldll i/,J#i i--j-11 .:Jtdll
-+)e-;o-r+ i:-r*.ll *.iri,j^: S t-$t g**, LJ t^'r-.r'i:.j?i

S qJJl U ,j*tl i=-;zlt c,ta'::ll .l! ctc$,.:5i

Vf [Ar) ,?---;ijl 4]l yeV.JJt-i) (t , r, o) a!-'11 t-i

,iir .Jl (\ . , A , V) e!*,lt .4[-..:i t^j..t ..jX#*Jl .jfly JJ.-:s C
.rf-d,ll Jy ,4)5lt:'-UJ ,Fl )V15d!+lJ 'E-r--2"i[5 a/-rtll
d)lj-Jl o-b: . qsta:*ll u-iile. Js-xr d 4rrrrr iJ*t Ji ;-:13;*ll

.l.V;tJl .1,t*:i1J 't*ft 4 f ,r.eJ:Jl .rt"jl^" J! (t Y ( \ \ )

,t ,r.aJ:Jl qit(J f)-;'Jt Jl-ill Jrltr , +i6ly,rlr .rLy'Jl 'j'"
,F: Lt*l .:/ldll ,F;'-o,.trll dll'F*ll |!} l.-"ir51l &l",Jrl

Wt'' &
: ki:f.t i-,l.,Jl g":7..

ur *:dr. d/)u./ #:tlt r\t ,JLglr,--"Yl ;rt-:-'t +J
i<Ltt JK-, JL+!.r (7.vf ,1) JK.:.; tarL":.c! (.r,rle "UftJ O\-"t)

Y,Y
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. t r r r fU i"Ul grl"t"e-)l ejl: ue ipt.all :*,-,tl rrl,t r>Yl
.;r-,i (A1r,o r . ) lUl ot; ,/ 4yrr'jrr*'Jl ,.ro d{ tJ

r.r.tll ;y ;rt-.j*,| (to. , ) L">l- * *;rL"--- .yl eol LJj
. 4: r',-^IlJ i.i+Jd.llJ t_FJl crt_,:Jt . iL# i.",Jl J=ti ,jL-;J &>UJl ,

, ('/.t,,V) i.,l-d,-,)l ;*: oF.llJ+r ct*:*,| (tnft) TL;pl ; ti, ,

;-r-r (\o..) a-,|-rrJl + f 4JeJ( il^:<",=e (yfy) g,J.^:-,| $9

.(/.rr,r) *t N
(t)O 4-t-

{-LJl i+J 4t,^ttg.ly't

elll*-)l r-;
i*,p,4tl

.rllL.:-Yl r.ts
irf'Al

t,\V

l,V

eft^:-Yl .:.te
-.-+l,Jl

.:l.JL;-)l .r.tc

iLrll
if .ttl

,JLt

,titl

!..r1

**jl(J

o \,V

YV,A

Y,,I

7.\..

A\1

o\V

aO't

lr r r

\o.,

\rrr

{o. ,\o.. \ ArY

Y.t
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i.-,l;Jl e+ uaSt+;
(r) o 4r-

4-bJl lirJ 4iltcrJl.rlr.a*lJ i,-y'l*- 't1, 6ttf:J,l ryy't

L;Cl '=;t1 6jflt elPl ,:ii:J I JUI

'/.\t 11o <ir- ...,r-*t

'/.YY)V o.1 d'
'/.\:t \\1 ,3,-ji;1 ,-r*J-:Jl.J#l Y

7.\,.r1 \11 $l; i-;u

7. \ 1rl \11 rJr
'/.t\ AA1 FL.rb
7.YI-)V t.\ ;ti-r Yo. ir" ,-[ri d",a'JlFJl r

7.Y'rl Y\T ,li-: {,11 U ryi

'/.oY v10 ,t+ro,, U-;Sl

7.rr o[\ t!
I

i-..JIl-.-Jl . L-s.JJ tC:'r v
t

7.1rJl 1o1 )

(s#J. r,-tJl .-r" t' i*,lrJl * $,iT ,Jl (Y) ,,*, Jtrfl ,."--

,ii yl .'U-4e (.1L,-: o. ,) let-a4 ,r# Jt+: , FG apv *^=l*,

t' AP 4:) 45rl*:- (b € d rt':lt {"-- Lt;rl 'ii;tl: c'.illt
-t-J 

t">t-- lj.o9 c j:,i,Q, (o. . ) df g+lf, -r,-r; ;-rJll1"SjlJ JJI
U-r:c .f^; ! nedl .l! ;.:r1l dX#*lJ 4./)t-,yl 4dll UtajJl C
64Al La.l-:,./ l.^a.a1J F.-r;i,.ri 5 '* plt )-";::*-
I g4:: Fl J-"-,- ,t' 4 rJt (7.tv) L-r7j ,Q: Yo' i'" ,J.ll

.(/.rr) ,.aale;i

dX+ L*11 6ly.ri -rs1 ., a--. 6lJl Fl e i-.,l ;,.e , Je-rll 'j!

Y.t



Albasaer \ :.uJl - V .d{l -;t o. tt

i-sll ,-f"-, . (+JUrlt c c,,l:ul , +li.ill) i.'.,11 j,Fti I'W ;1'!t
oi;f -.u"- U tisJ ( Jt^.*U i.rtUJ i+tlt. ,Jr q-rtll i?tJti L;t'
"Y.5 O"'-s*Jl g-r J5-:+ bs'*. t -^rr Cfy'l J+.r Jt*Jt

. :.i,, ;Jl na:g;lr:-,|

rrti$l W g,rleri

4,LiLr i--+l .rbt=Jl ,P e (sPss) *t-.-)t eb;l ;-r:.:-l
.i-?t) cS-rt"+ll .ilF)t: Lr,tJl b)b.rJ-r ,$t-{-Jjt Cjll* .I^lt
,-,ll Jr$rl Or JLU!j{( ii1-*-Il .:t j-^lJ i*,LJl :i, i,t+j*,|
V; qt ( uataLl t''i i*lt ,"t+:-,1 

e,j,ktl(Rank-orderScate)
Ji J (\ Y)1lat<er et at) ()tAr;l rt*:f $, .L )r.rll .1,1,-;:-^lJ fuu
d As\j-Il .JlJ" ,z,gS )l+.;l, JJ*J ii)tIl 4.51.4-)l .rtg'!l

.one - Way ANovA s5:t-Yl i,1t :Jl ,f,JZt c .;illl tl;rl

i-,lrdJ ,S.Fl rUyt

._iif1trf pp
.;ily a*,|.p ,hl ;r dJJig;J.r, -iilrtl p+ 4-rj dr" + Y
l+e314; t-Et W_F; ULl*l c,t^t-4yl e-f J)t- 

"r 
dJlg-ll

:so.,-r[dJt 'S t'f J L*i:

:i ^ot*.-)l u.,t-*:*,t .,i \*i<tl .usl ri .;Jl ,F ,t.jibtl-
. 
(\i)d* 

1l:Lal j ,\rLri + Jt - LLJI
Jf rt.(';l|9i:p'Jl l t-Jl i,t-+:*,| .,/ *r<" p ,f uijly'l-

(t t)u:,, atu-h.crtdll
i,)tr )i e F *li*t+1!1 #l !t F:-,1 ,/ d,- AIWL-

Y.o
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6p) tJt J, dt L),"31e;;e,.rl:t-i:-et p l:t^-l &-;F

. 
(t")4*,lle Lr*l

Jl k- 4*t+'-)l i+tijl i: ilLJl or-']tl-3 rlt n-,,: .r+ ,*ulrLl -
(\l)aF 

ei;rt, Jtr .irall r *s qJ *tt

r# t;.:t- ei 6F JLf "--5Il ,lLJl l-r3t- c! O4t Jr-.,- -

,i t**U ;l JL*;)LJ aetsl )irrU^l!#tn"-)lri.r;lt g="*lt
. 
(\v)L, dl*r:

)lp o^t*;d;iJl ul-|.rJl )J--{l ,-f r.-;St CtJi cL .j't}t e-,-1-
y^4" ltF JJ.,-.1't5 ., l, i.'L Ji br ,Y "l=J'il Jt- 

"a;-{t
JV -*ri,q;'!t A Ytr:i , f *ri L.6-. 3i, S;;. * sl

-E-)ti ! o, '.-ll U{.'t i.ildll.9 ar-ll L' i'Jl .rl.J^*Jt 'j'i dlji ' kJ

. (tr)c/,rr 
ri r.UJt IAU J)t- .-r t-)tr t{;(ll , ,rV J&

a;;'- 6$i (ABC) 
CiJ" d ..-oilr,l .li,rrl^qYl ,J*LJI 'l^Jc 6, -

.:Jl;:)le, :JjLJl,;i:Jt :'l;i o)U a/ 0ts:i WL

,d JV:,,LJl :i o*h=.)l t:ib\-c U b& d-;fti .r3(lU o

'.,)v,,jFu 
t + :i wst :i'",.n .r fi;f' oili L .

. L6l:q -ie 4 U Jl \'*
 L-=r cSiJl Ur$ir-, U:t-i:pl ,)! *,jtl)t j^rj-Ju ,lg;it I

. 1tt)bailr J Lr;tji;.tll ;r
,l al;;. ai-,U:, a1l1..iFIJ d,- p; :i k cL .ii4t ri-,r--

. 
(r')6u 

eT;.tt" :1 df.ai)\r 4J W il;i- ,;
',,I1 

l" .rtt-F U p,36 t Jt.-iri
€!$t illJl ll.r,';-; ,r:Jl i *"jJl .r*-,'il ,.rr +jt.rJl .ilr,l
t'V !s.{ j-g ll i:U-Jl c,tJlJl i/ a1*1*1 fb it er"*'-.5jJt

uLi"::i:1

Y,1
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.-6fJ'tl oet+;
uaSt*ll r.t-'.j of U.<{r, djlj*lj n4tJl ,rLi-r*:lJ t*elr.--,| -r-.,

'+ LJ i-;,-.;.h +:ar" u UljII
,.rti i*ilFJl dil'l r.li 

o--,_ 
l"r.a9 c L---:(" J* d dil/l_ \

.;/_Fll U eJ.-u c,!tJ",- 3l t i,,t; )l e,J*.trl ;,*I i"-,t
. i6l{:-ll 4l +tJti .V;t1 (e si ,JiJr.r<,r d;ty't_ y

ji , u^-- $-:- '-iJ+.: 9i;r.t-*- i,.g ri aJ-., -t;; ,-;il9tl- f
.dl . . . ,^^,,3i, JY; jl r iSll' 3i, 6jj )'.'

.Jajy'l (.$,- Oi ;v#)\(,,-J F-l ily'*Jl ,.r"t-,iu^ drljlt d!- t
. irt-tt urr,

a-t

-...j kti.,_l"asl$-lt :Jt- Cr,- 0i j* ISV ,y"_.ji.9*lJ JJt - o

.tstr^t g-r^r !J- 9i, i,.r4l -,i a,Llt "t;
. &l:*l :,'r,ll ;f.lfl :..*:,:iuU.jil/l ql.:u- I

,>tjr'":0T.i'.Jl 6l rit' .^ 
")o 

Ot^:tt;.-tij.*,1 JEIJ*U- V

,-- Clla:*I| 0t5 t-. lrb , g+;ilr t F iF<l-( - *tl
tL r- ;:&uy 45t]*. 0lj(jlFJl ul-;,j )Li:*"). r-ajt

.n;3ly C Gbr
d,tly'l Of9c, aUl cr\-,rr+Jl g ti:-:.-' uatall.JA !f JL*
eL;t' -* ti iL;r, bF 4l-,;{r, elj-; a+;r €U-P +) ef
;r^U .jilf :Jtj^ Jli .-Ju!: A;-*; ,>tjt:;tW ,>ljf t+l,gi, :Jy'-

. ii;*c 6lyy

.-iifJ,l ,ryCti4b*
aP etc L;la-p JL,g e-trll .i.b JlJl t+t- b/iriJ
3,J- ai>t-Jl ,.rl: g>t 'Jl ,.rLrr:lt / rU:*,Yq eU:9 d,rly'l J*fuJ

Y.V
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i'; 4tj"lll d/ r,-"bJl tl.rLll-rJl .2t-'i ri! ' Wlfi ''j&JJl
S Jt -:L:-,)11 . .llJi.. i-',lJ-J erkJl J ut^,)t-i .j6l-rtl ,F e

: lUll *ll * dilr,l J5; aar1l;-'l ed 9-, e;LdJlJ,J"lll

,-Jllq Z-"lLl eit^Jl
CitJl "a.'. Oe---.Yl ,JJl o[^lca e-tAl ot'Ic;" ,F t* S
t -:t.- Jl'-s t-$" CrU 

Aiyj -Fu uyt, ""i|y'! 4i)l' kJ.,Jl a.*dl

t't.JlJl..:<L,l ,l-e;r:ti ilf-:-,| ef th JL\f:t::--, p-cy.
: Or 6iLJl oj.a1 e^^^Jl ,>V*.aildll

ai ,st .,:Jl a-r-.IL.Jt e;alt cjl-*tt(rt)(wilkie) q<! C)rr 4'il
:4t t'V at)U .r J(^:r ,.i6lr'l

tq-i q!!;L--: (cognitive component) 6-fl|9i;l-qll ,le(ll r
{r,r Jf d& t "! ic f) (Belief Component) 6:Li:,e)l .r}<Itl

. t ;rou ti u ,u-2.

6yAl Jtsltt t+i Crb-r (Affectcomponent) .PtJl .le(lt o

.=f L?=ryl f="-lt I tpt ,sl:. ,-f itV 9, c (Feeling component)

. !ry,' APy.li rll q-r* giJl ./-Jl Ji

ij JI Jtsll U,b ,--aJ (Behavioral Component) 
'f3'Ul 

,l9Kll o

;r\, c! 6i . ;t';St "lJl lF ,* 63)te c 'l;Jl ,-rte JlkJ*Il
. uf 'd F tJll-' i-'l+:-'yj liJl :t't':-'l 4s5 f

,/ttll e3J-Jl
dlk L.ll :Jy'-, a-lr-r, d1ddl .jJt, ;r;'j1 4b J,lr:;.'Jl J)G
dere c e#f. dlJi3 JJ'il CSrrJt € U:/l enLJt tu- Qi-Jl ;rL:Jl
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Peter J. P, Olson ,J. C and Grunert , K G. , Consumer Behavior and Marketing

Communication (London: McGraw Hill,1999).
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Ida E. Berger and Andrew A. Mitchell "The Effect Advertising on Attitude Access-

ibility, Attitude Confidence, and the Attitude- Behavior Relationship", Journal of

ConsumerResearch, Vol. 16 (Dec. 1998),pp. 269-279.
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*Correlation is significant at the . 05 level (2- tailed)'

*xCorrelation is sienificant at the . 0l level (2-tailed).
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ABSTRACT

The Study aimed at (l) exploring whetherinformation technology (IT) has an im-

pact on achieving a competitive advantage in the banking sector in Jordan, (2) ex-

ploring the relationship between IT and achieving a competitive advantage in the

banking sector in Jordan, (3) exploring to what extent the banking sector in Jordan is

successful in using IT to achieve a competitive advantage, and (4) uncovering the IT

used by the banking sector in Jordan.

The study examined three attributes/dimensions (variables) in order to achieve

a competitive advantage (service quality, financial, and IT). Islamic International

Arab Bank (IIAB) was taken as a case study for the present research.

The most salient findings of the study were: (1) the banking sector in Jordan

Offers most of the products and services offered by any western bank; (2) there were

negative gaps between respondents' expectations and perceptions in all dimensions;

(3) respondents' expectations exceeded their actual perception in all dimensions; (4)

the greatest gap was found in the IT dimension (-0.97), followed by the financial di-

mension gap (-0.80), and finally the service quality gap (--'48); and (5) IT was the

greatest impact on achieving a cmpetitive advantage, then come service quality di-

mension and the financial dimension respectively . The study recommends IIAB to

improve its performance regarding all the dimensions investigated' by giving more

attention to the IT dimension.
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Introduction :

Most firms have learned how to deal with periodic changes in markets

demand and in production technologies. The world is continuously chang-

ing, and success means adapting to such change. But what happens when a

firm is suddenly faced with frequent, rapid, unpredictable changes in its

competitive environment. At the heart of these changes are the technological

advances in (IT).

The realization of a competitive advantage may depend at least partly,

on the definition of the market. A business may segment the total market

into smaller markets with particular needs (high customization, fast delivery,

high product specification or other factors). Choosing to focus on such needs

may satisfy the needs of target markets better than any competitor. Com-

petitive advantage can be derived either from having a "cost advantage", or

from having a "value advantage" , or even a combination of the two. Having

cost advantage means that a firm can produce and distribute its products at a

lower cost than competitors. Value advantage, on the other hand, means that

a firm is able to offer a service or a product, which is perceived to provide

differentiated benefits to customers (greater added value) (proctor 1996,

P.r02).

Computers can process information at much lower cost than humans.

Therefore, the cost of processing information in relation to the amount of

output generated from the information system (IS) has declined drastically.

Information-processing technology serves the cause of productivity in two

ways. First, computers perform many of the routine takes that people used to

perform manually. Second, information- processing equipments allow peo-

a
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ple to produce output in greater quantities and of better quality. Therefore,

, 
. any organizations are using productivity as a tool for achieving com-

petitive advantages. Technology has played a greal role in forcing managers

c to reevaluate quality. For this reason, (IT) has played a major role in im-

proving service quality in business organizations (i.e. Banks) and in achiev-

ing ComPetitive Advantages'

Objectives of the studY

The study seeks to achieve the following objectives:

1. To explore whether IT has an impact on achieving a competitive ad-

vantage in the banking sector in Jordan.

2. To explore the relationship between IT and achieving a competitive

advantage in the banking sector in Jordan.

3. To assess the extent to which IT is utilized to achieve a competitive

advantage in the banking sector in Jordan'

4. To uncover the IT used by the banking sector in Jordan'

Questions of the StudY

The primary questions of the study can be summarized as follows:

1. Does IT have an impact on achieving a competitive advantage in the

banking sector in Jordan?

2. To what level is the banking sector in Jordan successful in using IT

to achieve a competitive advantage in Jordan?

3. What kind of IT does the banking sector in Jordan use?

i1
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Importance of the Study:

As Jordan prepares itself to enter the new information age with a vibrant

and confident spirit to set forth a better and brighter life for its citizens, the

present study comes in a response to this preparation. In addition, it is a re-

sponse to the government's encouragement to conduct more research in the

field of information technology. It is the first study in Jordan (to the best

knowledge of the researchers) that utilizes the gaps between customers' ex-

pectation and perceptions.

The study tries to shed light on a very important issue: Should the bank-

ing sector in Jordan invest more in IT? Thus the study tries to explore wheth-

er IT has a positive, negative, or no impact on quality; therefore, on achiev-

ing a competitive advantage.

Data Collection:

A questionnaire was developed and divided into three pafis. Part one in-

cludes questions about the demographic characteristics of the respondents

such as gender, age, educational level, monthly income level, type of ac-

count/ product held with Islamic International Arab Bank (IIAB) , and the

period of banking with IIAB. These items are measured by a nominal scale.

Part two evaluates the respondents' opinions and/or expectations about

the products and/ or services that IIAB should offer. The questions in part

two seek to obtain responses to the following three dimensions:

1. Service Quality Dimension: This dimension is measured through five

sub-elements that are adapted from (Parasuraman, Zeithaml, and Berry

1988). They include Tangibles, Reliability, Responsiveness, Assurance, and

T2
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Empathy.

2. Financial Dimension (Pricing Dimension). This dimension is meas-

ured by the fees the bank charges for its services and the profit (Vo) on de-

posits.

3. Information Technology Dimension: This dimension is measured

through four elements that are adapted from (Tarazi 2001); IT-Reliability'

IT-Availability, IT-Monernization, and lT-Comprehensiveness'

Dimensions in part two are measured using a five-point Likert scale of

agreement. Part three seeks to solicit the respondents to express their opin-

ions and/or perceptions about the products and/or services that IIAB actually

offers.

A total of (250) copies of the questionnaire were personally ad-

ministered to the respondents, out of which (206) were returned and an-

alyzed, which make the response rate (82Va). The questionnaires were self-

administered by customers at the customer service offices, investment and fi-

nance offices, and at the tellers' counters through IIAB branches in Amman,

Irbid, and Zarqa.

The present study concentrates on three main dimensions and their rel-

evance to achieve a competitive advantage (service Quality dimension, Pric-

ing dimension, and Information Technology dimension). The relationship

between these variables is illustrated in figure (1). Competitive advantage is

the dependent variable, since it is the variable of primary interest to the re-

searchers. The financial effectiveness variable and service qualities variable

ur- uoth independent variables, and influence the dependent variable in a

positive way. IT moderates the relationship between service quality and

IJ
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achieving a competitive advantage. IT has a strong contingent effect on the

competitive advantage-service quality relationship.

Financial Effectiveness

Independent Variable

Competitive advantage

Dependent Variable

Service Qualrty

Independent Variable

Moderating Variable

Figure (1) : The Relationship between Variables .

Statistical Techniques Used in Data Processing and Analysis

The Statistical Package for Social Sciences (SPSS/PC+) was utilized to

analyze the collected data. Many statistical techniques were used in data pro-

cessing and analysis such as: Descriptive Statistical Techniques, Cronbach's

Alpha Reliability Test, Factor Analysis, the T. Test

Information Technology Fundamentals

Information Technology (IT) means the study and use of the artifacts of

the technologies associated with handling information. This includes com-

puters, computer peripheral, data communication and networks that'rini

computers, printing, telephones, radio, television, satellite communication

I4
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and similar technologies, used to create and handle information and knowl-

edge. It also includes how IT artifacts are used to achieve objectives and pur-

poses such as products and services (Maddison and Damton 1996,P.12)

Computers are an essential part of modern information system, and it is

virtually impossible to study information systems today without knowing

something about them and how they operate. In fact, without computers, it is

unlikely that information systems would even be considered a serious held

of study. The computer plays a major role in computer Based Information

System (CBIS). Such a system consists of the following elements (Parker

and case 1993,P.20): Hardware, Software, Data, Procedures, and people,

Information technology is becoming increasingly the key to national ec-

onomic well being, affecting virtually every industry and service' One would

be hard-pressed to name a business that does not depend on the effective use

of information to design products and services, track and respond to market

demands. or make well-informed decisions' Information technology will

change the world more permanently and more profoundly than any tech-

nology so far seen in the historY.

Competitive Advantage in Business Organizations

An Organization competitive advantage largely determines its ability to

generate excess feturns on capital and links the business strategy with funda-

mental financial and capital markets. At the end, it is an organization com-

petitive advantage that allows it to earn excess returns for its shareholders.

creating a sustainable competitive advantage may be the single most im-

portant goal of any organization and may be the most important single attrib-

15
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ute on which each organization must place its most focus. (http:l/

www.capatcolumbia.c om/ValuebsdRsrch/competit.htm)

It is normal to assume that customers will buy from organizations be-

cause they know that these organizations are the best in business. What is

more difficult, is to look at the organization's operations in terms of how

well it ranks in the minds of potential customers as opposed to competitors.

What matters most are the key attributes customers perceive as most im-

portant when buying what the organization is selling.

Attributes can include information technology, friendly service, price,

speed of service, quality, taste, convenient location, selection, durability, etc,

In addition to that there are other non-customer-related measures of a com-

petitive advantage such as the organization's productivity and profitability.

True competitive advantage is a profitable and sustainable position. It

exists in the minds of the customers who believe the value they will receive

is greater than the price they will pay for a product or service (www. De-

veloping and Sustaining a Competitive Advantage. Html)

A Competitive advantage can be derived either from having a cost ad-

vantage, or from having "a value advantage" , or even a combination of the

two. Having a cost advantage means that a firm can produce and distribute

its products at a lower cost than competitors. A value advantage, on the other

hand, means that a firm is able to offer a product, which is perceived to pro-

vide differentiated benefits to customers; it has greater added value. (Proctor

1996, P. 102)

The Strategic Value of and IT in the Banking Sector

Advances in IT may lead to new business practices that were not pos-

16
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sible earlier. A case in point is the strategic alliances among many large ser-

vice organizations. These alliances may be between organizations within the

same industry or between organizations in different industries. For example,

Citibank and American Airlines, and Northwest Airlines and First Bank of

Minneapolis have established an information paftnership' American Airlines

awards one mile in its frequent flier program for every dollar spent using the

Citibank credit cards. American and Northwest also have alliances with

MCI, for every dollar of long-distance billing, they award one frequent flier

mile to an MCI customer (Laudon and Laudon 2000'P.62).

In the case of alliance between airlines, a sophisticated computer res-

ervation system is essential for the partnership, and in the airline-bank al-

liance, linking of computer information system makes the partnership Pos-

sible (Hakseve and others 2000, P' 156)

IT projects justification is not the realm of finance specialists alone.

They must now combine their expertise with that of engineers and managers

when it comes to estimating the economic return of new technological pro-

jects (Riel 1998). The first step in justifying IT investment should be cost

and benefit identification, the cost typologies tool may be used for such iden-

tification. Three categories of costs can be associated with IT projects, tech-

nological cost, system cost and support cost. see figure (2). In the first class,

technological costs are mainly hardware related, and can be considered as IT
a-

infrastructure. They include the costs of equipments' studies and technolog-

a ical obsolescence'

In the second class, systems costs are more software related; they in-

clude costs from programming, designing, and operating the system that re-
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sults from using the infrastructure. Finally, the third class includes supports

costs, which are indirect costs pertaining to maintenance of both hardware

and software (Riel 1998).

Measurement of Service Quality
Researchers and mangers of service firms concur that service quality in-

volves a comparison of expectations and performance. So service quality is a

measure of how well the service level delivered matches customer expecta-

tions. Delivering quality service means conforming to customer expectations

on a consistent basis. (Lewis and Booms 1983).

Service quality is based on a comparison between what the customer

feels should be offered and what is provided (Parasuraman, Zeithaml, and

Berry 1985). The difference between expected and perceived service is

termed Gap 5. This customer-perceived service quality shortcoming, Gap5,

is the result of four service provider shortfalls (Gap 1 through 4). In IS

terms, gap I results from the misunderstanding by IS what clients want,

Gap2 arises when IS does not establish appropriate service standards, Gap 3

is the distance between established service quality standards and what IS ac-

tually delivers, Gap4 occurs when IS creates expectations beyond what it ac-

tually delivers. Figure (2) summarizes the key insights gained about the con-

cept of service quality and factors affecting it .

There are three possible results: (a) when expected service (ES) > per-

ceived service (PS), perceived quality is less than satisfactory and will tend

toward totally unacceptable quality, with increased discrepancy between ES

and PS; (b) when ES=PS, perceived quality is satisfactory; ( c) when ES<
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pS, perceived quality is more than satisfactory and will lead toward ideal

quality, with increased discrepancy between ES and PS'

The measurement of Gap 5 has been operationalized in the form SERV-

QUAL (Parasuraman, Zeithaml and Berry 1988), a two-part instrument' The

first part, consisting of 22 questions for measuring expectations, is bench-

marked in terms of the performance of an excellent provider of the service

being studied. Asking respondents to compare their organizations to an ex-

cellent service provider is the frame established in the generic version of

SERVQUAL. The second part, also containing 22 questions, measures per-

ceptionsbyframingquestionsintermsoftheperformanceoftheactualpro-

vider.

UnderlyingSERVQUALarefivedimensionsthatareusedbycustomers

whenevaluatingservicequality,regardlessofthetypeofservice.Thesedi.

mensionsareTangibles,Reliability,Responsiveness'Assurance'andEm-

Pathy.
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Consumer

Marketer

Expected Service

Service Delivery
(Including pre-and

post-contacts)

External Com-
munnications to

Consumers

Translation ofPer-
ceptions into Ser-

vice Quality Specs.

Management
Perceptions of

Consumer
Expectations

Figure (2) : Service Quality Model

Source: Parasuraman" Zeithaml and Berrv 1985.
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Review of the Related Literature

Research on IT and competitive advantage and productivity has been

disappointing, not only because it has exacerbated apprehension about the

ultimate value of billions of dollars of IT investment, but also because it has

raised serious concerns with the measures and methods commonly used for

productivity assessment.

Brynjolfsson (1993) explained the causes of the productivity paradox

and reviewed the principal empirical literature that engendered the term

"productivity paradox" regarding poor IT performance in the economy as a

whole, in the manufacturing sector, and service sector. Brynjolfsson iden-

tified four explanations for the productivity paradox, mismeasurement of

outputs and inputs lags due to learning and adjustment, redistribution and

dissipation of profits, and mismanagement of information and technology.

Lehne (1993) conducted field studies in the use of success factor analy-

sis. The objectives of these studies were to define and measure the success of

the information infrastructure, assess their strengths and weaknesses, and de-

rive adaptive priorities. Success factor analyses were carried out in two com-

panies. The identities of the companies were plotected by refening to them

as company A and company B. New database technologies, the use of PCs,

networks, end user tools, etc have not experienced widespread diffusion in

either of the two companies. Both companies used standard software and,

within their limited capabilities, developed their own software as well.

In a study conducted by Hitt and Brynjolfsson (1996), it was reported

that while productivity, consumer value and business profitability are re-

lated, they are ultimately separate questions. Accordingly, the empirical re-
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sults on IT value depend heavily on which questioll is being addressed and

what data is being used. Their findings indicated that IT has increased pro-

ductivity and created substantial value for consumers. However, these ben-

efits have not resulted in supernormal business profitability.

In a study conducted by Aqeel (1996) to uncover the level of utilization

of IS as a competitive tool, and examine IS and IT used in the Arab Jordan

Investment Bank (AJIB), many conclusions were reported regarding the use

of IS and their role as a competitive tool. The main conclusions of the study

were:

1. The environment that surrounds the AJIB was a very competitive one.

2. The AJIB used many operational IS and management reporting sys-

tems in performing its daily work and activities.

3. The AJIB showed a very good level of utilizing IS as a competitive

tool. These systems were found linked to its competitive strategies, and play-

ing strategic roles.

4, The used IS provided the AJIB with a competitive advantage, which

helped increase the value of services offered to clients.

Shore (1996) conducted a study of 24 organizations in the health, in-

surance, and manufacturing businesses in the USA. He asked managers how

they used IT as a strategic tool and how they would use it in the future. Port-

er's competitive forces framework was used to provide the structure for the

questionnaire. The results suggested that too few firms develop strategic IT

plans, and that this failure may not only inhibit their effective use of IT but

may also undermine their confidence in achieving or surpassing the com-

petitive norrns of their industries.

ln (1997), Doughman analyzed and designed a human resource in-
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formation system in one of the Jordanian textile companies that deal with the

European and American markets as its customers (Century Wear Company).

Results showed that not all data inputs of the system were used to generate

the output, and that the reports that were generated by the system were not

enough to give the required information needed to help the system achieve

its goals. Also the analysis of the system revealed some mistakes in the sys-

tem processes.

Thomas and others (1997) discussed some of the implications for meas-

uring service quality in the information system context. They found that Ser-

vice Quality (SERVQUAL) model suffers from a number of conceptual and

empirical difficulties. conceptual difficulties include the operationalization

of perceived service quahty as a difference or gap score, the ambiguity of the

expectations construct, and the unsuitability of using a single measure of ser-

vice quality across different industries. Empirical problems, which may be

linked to the use of difference scores, include reduced reliability, poor con-

vergent validity, and poor predictive validity. They suggested that (1) some

altemative to difference scores is preferable and should be utilized, (2) if

used, caution should bee exercised in the interpretation of IS-SERVQUAL

difference scores, and (3) further work is needed in the development of

measures for assessing the quality of IS services'

Although showing recent signs of advance, the existing IT literature still

relies heavily on case studies, anecdotes, and consultants' frameworks' with

little soiled empirical work or synthesis of findings. Few studies have meas-

ured customers' expectation and perceptions in the banking sector in Jordan,

but none of them have analyzed the gaps between expectations and per-

ceptions. Some of the studies have analyzed existing information systems

and proposed new systems. The poor performance of IT in the service sector

l.
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these dimensions, and their impact on achieving a competitive advantage at

IIAB.

All service quality Dimension elements are felt to be important by the

majority of the respondents (they have high expectations), since all of the

elements' means scored between 4 and 5, in particular reliability of the

bank's services, assurance and tangibles, as shown in Table (3). The least

important elements are empathy and responsiveness (ranked 5 and 4). The

findings show that customers attach more importance to the reliability of the

bank's services and assurance of staff. This reveals that, customers feel that

it is important to have their services on a timely basis. In addition, customers

are aware of the ethical behavior and trustworthiness of staff, this can be at-

tributed to the nature of the bank as an Islamic bank. This means that many

customers are dealing with the bank because it is an Islamic institution' High

expectations are also given to the parking facilities'

When asked to evaluate the service quality dimension, the respondents

are generally satisfied with the service quality provided by IIAB' The rank-

ing of factors shows differences between expectations and perceptions' The

gap between expectations and perceptions of parking facilities is (-1.76).

This may be explained by the locations of the various branches- Most

branches are located in city centers of crowded areas where access to these

branches is not easy. Customers are most likely to drive to their branches

and need parking facilities.
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free-of-charge phone banking number so as to encourage customers to ad-

vantage of this service.

Although IIAB began its operations in the month of February 1998, its

customer base is increasing every year. The data shows that(21.4Vo) of the

respondents have a banking relationship with IIAB for more than three

years, (23.8Vo)between2-3 years and(28.2Va) between l-2 years.

Item Category Frequency Percentage

A: Type of Ac-

count or service

B: Period of

Banking

Current Account 173 83.0

Saving A ccount 59 28.6

Time Deposit Account 15.-5

Specified Investment

Account

JJ 16.0

One-time Murabaha t1 8.3

Allowances 23 11.2

ATM Bankins 71 31.4

Phone Banking 53 25.1

Others 5 z.+

Less than one year 55 zo. t

I - less than 2 years 58 28.2

2- 3 years

M".. th"n 3 ye.*t

49

AA

23.8

2TA

IteNote: N = 206.
* The percentages add to more than lO}Vo due to multiple accounts and/or services.

Service Quality Dimensional

The questionnaire used in the present study aimd to measure three main

dimensions; service quality dimension, financial dimension, and IT dimen-

sion. In the following sections we will discuss how the respondents perceive
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Table : (3) Mean scores and Ranking; Bxpectations and perceptions of
Service Quality Dimension

'A: Rank fbr the major group of items.

Mean : (4 - 5) Hi, (2-4) Moderate, (Less than 2 ) Low.

26

Dimension Expectations Perceptions

G"p Rank 
A

Elements Mear

Score

s.D. Rank Mean

Score

s.D. Rank

Tangibles

- Appearance of
the building &
interior decor

- Parking facil-
ities
- Average Value.

4.26

4.56

4.41

0.81

0.64

0.53 3

3.89

2.80

J-J)

0.96

t.43

0.98

5

-0.37

-t./o

-r.06 I

Reliability of the

Bank's Services

4.63 0.66 4.00 0.81 J -0.63

2
Responsiveness

-Responsiveness

to customer in-
quiries

-Helpfulness of
staff Average
Value

4.20

4.60

4.40

0.92

0.68

0.61 ^

4.r3

4.36

4.24

0.77

0.70

0.65 2

-0.01

-0.24

-0.16 5

Assurance

-Ethical behavior
of staff
-Trustworthiness
of staff
Average Value

4.16

4.48

4.62

0.61

0.66

0.52 2

+.zo

4.29

A a'7

0.76

0.72

0.63 1

-0.50

-0. r9

-0.35 3
Empathy

-Staff Knowing
coustmers needs

-Convenience of
working hours

Average Value

4.08

4.0s

4.01

0.95

I

0.76 5

3.88

3.84

3.86

0.86

0.96

0.81 4

-0.20

-0.21

-0.21 4
- Service Quality
Dirnension

4.42 0.45 3.94 0.58 -0.48
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The widest gap between expectations and perceptions is in the tangibles

facror (-1.06), more specifically in the parking facilities factor (-1.76). It

means that IIAB management has to be aware of the parking facilities

through better planning for its branches' locations. While the narrowest gap

is found in the responsiveness factor (-0.16). This may be explained by the

fact that the bank conducted many training courses for its staff on the subject

of "Dealing with Customers", with the bank's management emphasis on the

responsiveness to customers needs. With respect to the appearance of the

buildings and interior decoration, it is worth mentioning that the bank is s

member of the Arab Bank Group and uses standard design for all of its

branches.

Further consideration of the mean of each element of service quality in-

dicates a number of gaps between expectations and perceptions. Overall, ex-

pectations are higher than perceptions. In that there is a room for improve-

ment. Expectation's mean score for the service quality dimension is (4.47)'

while the perceptions' mean score is (3.94), Which reveal a negative gap of

(-0.48).

Financial Dimension

Table (4) shows the mean scores and ranks for major financial dimen-

sion elements. Customers have a moderate satisfaction (perception)with re-

spect to financial dimension elements. Most customers indicate that all fi-

nancial dimensions elements are important, especially " the commissions

and fees charged on services" element, with a mean score of (4.46). This is

considered high in importance, then comes " profit percentage on deposits"
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and "profit percentage charged on financing services" elements, with a

mean score of (4.32) each. Customers see the later two elements are equally

important.

Customers attach equal importance to the profit percentage charged on

financing services. Islamic banks offer many financing products and services

that are slightly different from those offered by commercial banks They offer

one-time-Murabahs, Allowances in Murabaha, Participation (Musharaka),

Leasing, Mudarabah, Salam and many other products and services. The prof-

it percentage charged on these products and services differs with the period

of repayment, method of repayment, nature of the project and other factors.

Customers are generally slightly satisfied with the financial dimension ele-

ments. The perception's mean score is (3.64) for "commissions and fees

charged on services" element, (3.60) for "profit percentage on deposits" ele-

ment, and (3.45) for "profit percentage charged on financing services" ele-

ment.

When comparing customers' expectations and perceptions, a number of

gaps are discovered. The widest gap is in the "profit percentage charged on

financing services" element (-0.87). This may be explained by the facr that

IIAB charges a relatively high percentage on financing services, which is

due to the limited opportunities to earn revenues. In addition, IIAB man-

agement is committed to distribute a relatively high percentage on deposits.

Therefore it is worth noting that the naffowest gap is attached to the "profit

percentage on deposit" element (-0.72). This means that customers are satis-

fied with this element. The expectations mean score of financial dimension

element is (4.37), while the actual perceptions ? mean score is (3.56), with a
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resulting gap of (0.81). This gap is greater than the service quality dimension

gap, Which is (-0.48Xsee Table 3). This means that IIAB management has to

think in new ways to make improvements in the customers" actual per-

ceptions of the financial dimension.

Table (4): Mean scores and Ranking: Expectations and Perceptions

of Financial Dimension

Information Technology Dimension

The service quality dimension expectations/perceptions gap is (-0.48)

(Table 3) while for the financial dimension the gap is GO'8QXTable ), while

the greatest gap is in the information technology dimension, which is G0'97)

as shown in table (5). The information technology dimension is categorized

Dimension Expectatiorx Perceptions

Gap Rank ^
Elements rvr."nl

Scorel

S.D. Rank Mean

Score

S.D. Rank

Commissions

and fees charged

on services

4.46 0.74 3.64 1.02 I -0.82 2

profits per-

centage on de-

posits

4.32 0.1 2 3.60 0.94 z -o.72

Profits per-

centage charged

on financing ser-

vices

4.32 0.85 J 3.45 0.94 J -0.87

Financial Dimen-

sion

+.3 I 0.65 3.56 0.82 -0.8 r

Mean: (4-5) Hi, (2-4) Moderate, (Less than 2) Low'
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into four major elements; the reliability of IT, the availability of IT, the mod-

ernization of IT, and the comprehensiveness of IT. Each will be discussed in

more details as shown in table (5).

The Reliability of IT
Since customers give great attention to deposit their money in a bank

that uses reliable IT, the majority of the respondents feel that the reliability

element of IT is very important with a mean score of (4.48).

Since the usage of ATMs is more popular than the usage of the phone

bank service, respondents give more attention to the reliability of ATM fac-

tor with a mean score (4.54). while the reliability of phone bank factor mean

score is (4.12) as shown in table (5),

The expectations mean score for the reliability element is (4.48), When

asked to evaluate their perceptions of the reliability element, the respondents

attache a moderate mean score for this element (3.85) . This may be ex-

plained as some respondents have encountered some difficulties with the

ATM and phone bank services because both services depend on telephone

lines and sometimes communication may be lost.

The respondents "expectations are higher than their perceptions. This re-

sulted in a negative gap of (-0.63). This gap is the smallest gap among other

lT dimension elements.
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Table (5) : mean Scores and Ranking : Expectations and Per.

ceptions of IT Dimension

3

Dimension Expectations Perceptions

Gap Rank 
A

Elements Mean

Scort

S.D. Rank Mean

Score

S.D. Rank

Reliability of IT
-Reliability of
ATM
-Reliability of
Phone bank

4.54

4.42

4.48

0.76

0.82

0,72 J

3.84

3.86

3.89

1,01

0.93

0.89

-0.70

-0.56
-0.63 A

Availability of
IT
-Availability of
Inter-branch in

local currencY

-Availability of
inter branch in
all currencies

4.67

4.38

4.53

o.72

0.82

0.06 2

4.03

2.84

3.M

0.90

r.26

0.82 3

-0.64

-r.54

- 1.09 2

Modernization of
IT
-Updating com-

puters &. net-

works
-Following uP

technological de-

velopment

4.51

4.59

4.55

0.76

o.71

0.65 I

3;72

3.62

3.67

0.98

0.9'7

0.89 aL

-0:79

-0.97

-0.88 J

Comprehensive

ness of IT
4.04 0.92 i 2.76 1.15 z+ r.28 I

IT Dimension 4.40 0.54 3.43 0.67 -0.91

A: Rank for the major group of items Mean: (4-5) Hi, (2-4) Moderate' (Less than 2\ Low'
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The Element of availability of IT is assessed by the technologies as-

sociated with the availability of the Inter-branch service in local currency

and the Inter-branch service in all currencies. The Inter-branch service al-

lows customers to make most of their transactions by any of the bank's

branches irrespective whether it is the customer branch or not.

The Respondents' expectations of the availability element are higher

than the reliability element, with a mean score of (4.53). This means that the

respondents attach more importance to the availability element than the re-

liability element. when asked to evaluate their perceptions, the respondents

are slightly dissatisfied with the availability element with a mean score of

(3.44) It is worth mentioning in this regard that IIAB offers the Inter-branch

service only in the local currency (Jordanian Dinar). For this reason there is

a wide gap of (-1.54) between the respondents' expectations and perceptions

regarding the availability of the lnter-branch service in all currencies which

is the widest gap among all IT dimension elements. The gap of the avail-

ability of IT element is the second widesr gap among IT dimensions ? ele-

ments, which is (-1.09).

Modernization of IT
Because of the rapid and frequent changes in the field of information

technology the the respondents see that it is very important for the bank to

make a frequent modernization to the information technology it uses. The re-

spondent ?s perceptions regarding the modernization element are relatively

moderate (3.67), while their expectations scored (4.55) the gap in this ele-

ment is (-0.88), and rank number 3 among other IT gaps. Although frequent

!t

i
I
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modernization of IT is expensive, IIAB has to investment more in modern-

ization and developing its information technology.

The Comprehensiveness of IT

Most customers prefer to deal only with one bank, and prefer the bank

that offers a wide range of products that meet their needs' The com-

prehensiveness of IT element is seen very important by most of the re-

spondents with a mean score of (4.04).

Since IIAB doesn?t offer some of the modem IT-based products such as

lnternet Banking and Visa Electron cards, customers' perceptions regarding

the comprehensiveness of IT element is relatively low with a mean score

(2.76). As a result the greatest gap is found in the comprehensiveness of IT

element (-1.28).

IIAB should expand its IT-based product line by adding more products

such as Internet banking service, home banking, visa cards service, visa elec-

tron cards ... etc. Thus the bank can generate incremental profits, satisfy cus-

tomers who complain about the missing items in the IT-based product line,

and be the leading full-line bank. By doing so, IIAB can have an advantage

over it's competitors.

ReliabilitY AnalYsis

In order to determine the consistency of the respondents' responses to

the items in the questionnaire, the interterm consistency reliability test

(cronbach,s coefficient alpha) was used. Because of the multidimensionality

of the competitive advantage construct, coefficient alpha was computed sep-
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arately for the three dimensions of competitive advantage used in the present

study (Service Quality Dimension, Financial Dimension, and IT Dimension)

to ascertain which items making up each dimension shared a common core.

As shown in Table (6), the reliability coefficients for expectations and

perceptions seem to be consistently high across the various dimensions. The

alpha (Cronbach's alpha) coefficients for expectations range from (0.684)

for financial dimension to (0.802) for information technology dimension.

The reliability coefficients for perceptions are also high and range from

(0.800) for financial dimension to (0.839) for information technology dimen-

sion. The highest alpha coefficients are within the IT-dimension items for

both expectations and perceptions. Overall, coefficients are (0.843), (0.891)

for expectations and perceptions respectively. It could be argued that the

above results indicate high intemal consistency among elements within each

dimension.

Table (6): Reliability analysis (Cronbach's Alpha)

Dimension Expectations Perceptions

Service Quality 0.751 0.804

Financial 0.684 0.800

Information Technology 0.802 0.839

AII Dimensions (Overall 0.843 0.891

Coefficient)

The Perceived Values of All Dimensions
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Table (7) shows the perceived values (difference scores or the gaps

between the respondents' expeciations and perceptions) for all dimensions. It

can be noticed that all these values are negative, which means that

customer's expectations exceed actual perceptions for all dimensions. It

implies that IIAB has to improve its performance in all dimensions.

The greatest gap is observed in the information technology dimension (-

0.97). The financial dimension gap is (-0.80), and finally comes the service

quality dimension (-0.48). Within the IT dimension items, the greatest gap is

in lT-cornprehensiveness (-1.28), while the smallest gap is in IT-reliability (

0.63). This means that the IT used by IIAB such as ATMs and phone bank is

relatively reliable, but customers demand a wide range of IT-based products

such as Internet banking, Visa Electron cud2etc. in order to be able to con-

centrate their dealings with IIAB.

In order to determine whether there are significant mean differences be-

tween the respondents' expectations and perceptions, a t-test was conducted'

Table (8) presents the results of the t-test. It has been found that there are

significant mean differences between the respondents' expectations and per-

ception in all dimensions, these results support the negative gaps found in ta-

ble (7).

The respondents have higher expectations than what they actually per-

ceive regarding all dimensions, so there are many areas where improvement

is needed, especially in the IT-dimension elements.
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Table (7): The Gaps between the Respondents' Expectations and

perceptions ( Perceived Values)

Dimension Perceived Value

Service Quality
Tangibles -1.06

Reliabilitv -0.64

Responsiveness -0.16

Assurance -0.34

Empathy -0.21

Information Technology

IT-Reliabiiity -0.63

IT-Availability 1.09

IT-Modernization -0.88

IT-Comprehensiveness -r.28
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Table (8): The Relationship between the Respondents' Expectations and

Perceptions

Dimension Expectations Perceptions

Mean s.D. Mean S.D. T P

Service Quality

Tangibles 4.41 0.528 3.34 0.980 13.64 0.000

Reliability 4.63 0.662 3.99 0.81I 9.16 0.000

Responsiveness 4.39 0.671 4.24 0.649 "t <A 0.or2

Assurance 4.67 0.524 4.27 0.628 6.20 0.000

Empathy 4.06 0.764 3.86 0.809 3.05 0.003

Average Value 4.42 0.450 3.94 0.576 9.90 0.000

Financial 4,36 0.652 3.56 0.818 11.53 0.000

Information TechnologY

IT-Reliability 4.48 0.7t9 3.85 0.887 8.80 0.000

IT-Availability 4.52 0.644 J.+J 0.824 15.95 0.000

lT-Modernization /<< 0.650 3.66 0.893 t2.4',1 0.000

IT-Comprehensiveness 4.03 0.915 2.75 1.52 12.98 0.000

Average Value 4.40 0.544 3.42 0.757 15.97 0.000
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Analysis of the Gaps between the Respondents' Expecta-

tions and Perceptions

To analyze the gaps between the respondents' expectations and per-

ceptions for the major three dimensions categories ,factor analysis was used

The results offactor analysis are presented in table (9).

The service quality dimension category contributes in achieving a com-

petitive advantage by (10.419vo), the financial dimension category by

(8.862Vo), while the information technology dimension category by

(32.416vo). Since information technology occupies the greatest importance

in the respondents' minds, it has the greatest impact on achieving a com-

petitive advantage in the banking sector in Jordan. Today, customers are

more sophisticated than ever before, and well aware of the information tech-

nology revolution. These dimensions have an effect on achieving a com-

petitive advantage at IIAB by only (51.697vo). There may be other dimen-

sions that may affect achieving a competitive advantage at IIAB not included

in present study, such as non-customer related dimensions like profitability

and productivity.
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Table (9) Factor Analysis

Service Quality Dimension

Reliabilitv coefficient = 0.7802 Variance coefficient = l0.4l9vo Factor Loading

Statements

Appearance of the building & interior decor o.51r

Parkins facilities 0.479

- Reliability of the bank's services 0.171

- Responsiveness to customers lnqulrles 0.655

- Helpfulness of staff 0.405

- Ethical behavior of staff 0.487

- Trustworthiness of staff 0.683

- Staff Knowing customers needs 0.731

Convenience of working hours 0.684

Financial Dimension

Reliability coefficient Variance coefficient = 8.862Vo Factor Loading

Statements

- Commissions and fees charged on services 0.461

Profits percentage on dePosits 0.649

- Profits percentage charged on financing services 0.528

Information Technology Dimension

Reliabilitv coefficient = 0.825'7 Variance coefficient = 32.416Vo Factor Loadins

Statements

- Reliability of ATM 0.144

Reliability of phone bank 0.843

- Availability of inter-branch 0.415

Availabilitv of inter-branch in all currencies o.113

- Updating of comPuters & networks 0.415

- Following up technological development 0.406

- Comprehensiveness of IT 0.626
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The main findings to the study are summarized as follows

-The majority of the respondents feel that all service quality dimension

elements are very important.

-The ranking of service quality dimension shows differences between

the respondents' expectations and perceptions.

-Most of the respondents indicate that all financial dimension elements

are important, while they have a moderate satisfaction with them.

-The respondents attach more importance to the reliability of ATM ser-

vice than the reliability ofthe phone bank service.

-The respondents expectations exceed actual perceptions for all dimen-

sions, as a result, negative gaps are found in all of the dimensions in-

vestigated.

-The greatest gap is found in the IT dimension (-0.97), The financial di-

mension gap is (-0.80), while the service quality gap is (-0.48).

-The service quality dimension, financial dimension and IT dimension

contribute in achieving a competitive advantage.

-The Respondents are found generally satisfied with the service quality

provided by IIAB.

-Information technology has an impact on achieving a cornpetitive ad-

vantage in the banking sector in Jordan.

-Although the present study has been conducted in a financial in-

stitution, the financial dimension has the weakest impact on achieving a

competitive advantage.
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Recommendations

x IIAB management is recommended to be aware of the parking facil-

ities and branches' locations.

* IIAB is recommended to reevaluate the profit percentage that it charg-

es on financing services.

* IIAB is recommended to improve the ATM service by increasing the

number of ATM machines and solving the lost communication

problem.

* IIAB is recommended to make frequent updating and modernization

to its IT in order to keep pace with customer's needs and wants.

* IIAB is recommended to extend its IT-based product line by adding

more products such as Internet banking, home banking, visa

cards service.

* IIAB is recommended to improve its performance regarding all the di-

mensions investigated (service quality, financial, and IT), while

giving more attention to the IT dimension.
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