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" Resistance to Change
" Purchase

- Customer Loyalty
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Skewness

The coefficient of Skewness is a measure for the degree of symmetry in the variable distribution.

Pk U A Y &

Negatively skewed distribution Normal distribution Positively skewed distribution
or Skewed to the left Symmetrical or Skewed to the right
Skewness <0 Skewness =0 Skewness = 0
Kurtosis

The coefficient of Kurtosis is a measure for the degree of peakedness/flatness in the variable distribution.

YA NAN

Platykurtic distribution Normal distribution Leptokurtic distribution
Low degree of peakedness Mesokurtic distribution High degree of peakedness
Kurtosis <0 Kurtosis = 0 Kurtosis > 0
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kaolmogoroy-Smirno Shapiro-Wilk
Statistic df Sin. Statistic df Sin.

in bank avalin
entekhahbam az mian 204 169 .00a H03 169 .00a
sayer hankhast
adar bankhaye digar
khadamat arzantari
hedahand hazharm in 84 1649 .oon G004 1649 .oon
hank ra entekhab
rrikanam

agar ghasde estefade az
khadamat jadidi ra

dashtam bazham in bank 210 1649 .oon REINN 1649 .oon
ra entekhab mikonam

he estefade az khadamat
in bank edame khaham 87 169 .00a 803 169 .00a
dad
he in hank moteahed

hastam 217
khodn rayek moshtari

vafaar be in bank 81 1649 .oon Reluln] 1649 .oon
midanarm

1649 .0ao 8449 1649 .0ao

(Kolmogorov-Smirnov) se)T 55 a5 auiS o odaliis 4S5 yghiloa
owl euwl YL Jgua> o ( Shapiro-Wilk)

(solo ULizxo ahw) Sig oljow la 0310 (oan Jlaoyd wyyo Sy
o gl SIg Gl axilin LS e ey 1) LesT Ly sbLiGs
LS poaS e S caaly /) 51 pSany LagarSe 1 palas
cuy oy eF o Jloyd gaded HI La 00l

RS goies 4SS wad e oo Sy —gld gsed ] ao LSS
S (pc /Y Swa s Jlays Lo sylael dSgad yo syl ol

aoloy parie 390 Jlayd gl a5 (VY_F Jeuz)

kolmogorov-Smirnoe Shapiro-Wilk;
Statistic af Sig. Statistic df Sig.
in bank entezaratam ra be
khobi haravorde misazad 285 1649 .ooo .Bar 1649 .ooo
tajaroh khoob va moshati
=z in bank daram 274 1649 .ooo |72 1649 .ooo
man az in bank kamelan
razi hastarm 206 1649 .0oo 401 1649 .0oo
aZ estefade az Khadamat
in bank ehsas rezayat 214 1649 .00 A03 1649 .00
daramm
aqgloy parie @) 45 deo 0 OldS Sy g ls gee)l po LS
L(pc /Y CLu}._“X_)JLAJ_)l_,O‘éJLAT 4 g0y

Giol RS goen Jlass el aolis (VY_F Jsaz)
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kaolmogoroy-Smirno Shapiro-Wilk

Statistic df Sin. Statistic df Sin.
kewfiat khadamat arze
gg”hdaii'ﬁeﬂaagg ggﬁfgﬁmh 172 169 000 914 169 000
khadamat,matlob ast
khadamat arze shode in
hank dar maoghayase ba
hazine darmaft khadamat 202 169 .00a H03 169 .00a
az arzesh halayi
harkoddar hastand
armvabi koli man az
khadamat in bank 1495 164 .ooo 8049 164 .ooo
matloob mibashad
AR50 goye S A4S dad 0 gla Sdog g lw o) T = Lo

Suwo s JLloyd Lo g)LoT 4 g0y

DS gl g 0 Sy Lo jaide 933 Jlays gsedT ao Ui (VF_¥ Jsuz)

kaalmogorow-Smirno

Shapiro-Wilk,

Statistic

df

S

Statistic

df

S

hawojoode jaygozinhaye
digarhamchenan
tamavyaol he estefade az
khadamate in bank ra
daram

taghir aghideam dar
rmared in bank kar
moshkeli ast

hawojoode
pishhahadhaye digar az
hankhayve raghib nazar
man nesbathe in bank
faahir nemikonad

203

A4y

AT4

169

169

169

.0ao

.0ao

.0ao

848

Am

A14

169

169

169

.0ao

.0ao
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kaolmogoroy-Smirno Shapiro-Wilk

Statistic of Sig. Statistic of Sig.
Zamani ke darmorede in
hank fekr mikonam
ehsas neshata moshati 4948 1649 .oon A0 1649 .oon
he an daram
tasmim he estefade az
khadamate in bank
ehsase khoshyandi be 22T 1649 .oon REINN 1649 .oon
man midahad
ehsase mashati he
karkonane in bank daratm 187 164 0ot 904 164 0ot

. ( p<

S

AR50 ®oHye S 48 ey 0 glao Sy
~/~uw)

SRS - R 5 B Sy I U

sladie | Juz5e Ooen Jlays el oL (YP¥ Jgau2)

JLoys Lo (zs‘)L,oT digad y

kaolmogorov-Smirnoe Shapiro-wWilk

Statistic df Sig. Statistic f Sig.
man he in hank etermad
dararmn 207 1649 .ooon hoa 1649 .ooon
in bank ba
maoshtarianash sadegh 1497 169 o0n 404 169 o0n
ast
ghalhaye in bank dar
mared khadamatash 2849 169 o0n 883 169 o0n
ghabel bavar hastand

Slbade!l juxio gojed 45 dad o glis SHog —g i o0y T = Lo

(p<c /Y WJLAHLA§)LAT 4d3gad y
Ly 0o iyl parSe o Jleys el aalis (YV_F Jgd>)
kaolmogoroy-Smirno Shapiro-Wilk
Statistic of Sin. Statistic of Sin.
AZ nazar man in bank
dhabeliathaye balatari 204 1649 .oon 883 1649 .oon
darad
entezare amalkardi azin
hank daram ke barayam 283 169 .00a T 169 .00a
dardesari ijad nakonad
mitavanam entezarate
halatari az amalkarde in 194 169 .00a 869 169 .00a
bank dashte basham
AR50 goyg S A4S da o oldo Sdoy —gla O )T e W
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ool gl g dwslis (VALY Jgua>)
in bank avalin entekhabam az mian sayer bhankhast

Dhzerned M | Expected M | Residual
kheyli karn 25 338 -2.8
kam a8 338 242
rnotevaset 56 338 222
Ziad 25 338 -8.8
kheyli ziad ] 338 -138
Total 1649

agar bankhaye digar khadamat arzantari bedahand,bazham in bank ra entekhah

mikonam

Obsered M | Expected M | Residual
kheyli kam 25 338 -7.8
kam a1 338 17.2
motevaset G2 338 282
Tiad 21 33.8 -12.8
kheyli ziad q 338 -24.8
Tatal 1649

(Y ¥ Jouz)
agar ghasde estefade az Khadamat jadidi ra dashtam,bazham in bank ra entekhah

mikonam

Ohserved M | Expected N | Residual
kheyli kam 22 338 -11.8
karm | 338 282
motevasz et a2 338 18.2
ziad 23 338 -10.8
kheyli ziad 13 338 -20.8
Total 169
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he estefade az khadamat in bank edame Khaham dad

Qhsered M | Expected W | Residual
kheyli kam 21 338 -12.8
kam a6 338 222
motevaset a9 338 282
Ziad 25 338 -4.8
kheyli ziad 4 338 -298
Total 169

(YY_F Jsu)
be in bank moteahed hastam

Ohserved M | Expected M | Residual
kheyli kam 24 338 -9.8
kam G2 338 8.2
rmiotewvas et 85 33.8 21.2
Ziad 22 338 -11.8
kheyli ziad B 338 -278
Tatal 169

(YY_F Jg4>)
khodn ra yek moshtari vafaar be in bank midanam

Dhzerned M Expected M Residual
kheyli kam 30 338 -3.8
kam a3 338 19.2
motevaset ar 33.8 23.2
Ziad 25 338 -7.8
kheyli ziad 3 338 -30.8
Total 169
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Test Statistics
agar
hankhaye agar ghasde
dinar esiefade az
khadarmat khadarmat
arzantari jadidira
hedahand, dashtam, he estefade khodn ra yek
in bank avalin hazhamin hazham in az khadamat moshtari
entekhabarm hankra hankra in hank hein bank vafaar bhe in
azZ mian sayer entekhab entekhakb edame moteahed hank
hankhast mikonarm mikonarm khaham dad hastam rmidanarm
Chi-Sguare G1.030° a7.1247 48.9592 G517z GG.651= A7.124°
of 4 4 4 4 4 4
Agymp. Sig. ququlal Rujuu Rujuu Jujuju .0an .0an

a2y o0 olas 1y LS SuS)y g gee)l o ao Ui Joas ool o
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Sw 0 L

s oodd el Sl gl g g sy blel s 1 80 glun 4o
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pS A s pS Sl S ol e o e Sl ey Lo
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aoloy yairde 35 LS yodmo ggo)l palis €Y1
( YO—F¥ Jgu> )

in hank entezaratam ra be khobi baravorde misazacd

Dhserved W | Expected M | Residual
kheyli kam 16 33.8 -17.8
kam 45 33.8 11.2
rotevaset 20 338 46.2
Ziad 24 33.8 -9.8
kheyli ziad 4 33.8 -29.8
Total 1649
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tajarob khoob va moshati az in bank daram

Chgered M | Expected N | Residual
kheyli kam 11 338 -22.8
kam 40 338 g2
motevaset 84 33.8 51.2
Ziad H 338 -2.8
kheyli ziad 2 338 -31.8
Total 1649

LRI Dyg0 g odw odaluaoe sla I gl 38 dwslie 4y Jgld> ol
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olad gl y 8 anylo HJULAIST Lo 45 Guwlisoe Godo 45 D)1 dg>g4
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man az in bank kamelan razi hastam

Ohserved M| Expected M | Residual
kheyli karm g 338 -25.8
kam 33 338 -8
motevaset a0 338 242
Ziad a8 338 242
kheyli ziad 12 338 -21.8
Total 169

( YA-¥ Jj .k_>)
az estefade az khadamat in bank ehsas rezayat daram

Ohsemed M| Expected M | Residual
kheyli kam 13 338 -208
kamm ar 338 32
rotevaset 67 338 332
Ziad 45 338 11.2
kheyli ziad 7 33.8 -26.8
Total 164
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Test Statistics
i bank;
entezaratam tajarob khoohb a7 estefade az
ra he khobi va moshati az man azin khadamatin
haravorde in bank hank kamelan hank ehsas
misazad daram razi hastam rezavat daram
Chi-Square 105.3493 1242257 h3.4263 TO6ETA?
if 4 4 4 4
Agyrnp. Sig. ujuju] ujuju] ujuju] ujuju]
ey o olas 1y LS SuS)y g el aoliS Jgdas ool g0
/0 1 ySeS glbs ahw yo LS Hadoe yo0lioe
Sw !l o oo NrL&J)'/O <(p.
pS s g aS Sl 4SS a0 0 Le STl ey Lo
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keyfiat khadamat arze shode in hank ba tavajoh be hazinehaye danyaft khadamat,

matloh ast

Dhzerned M | Expected M | Residual
kheyli karn 24 33.8 -9.8
kam 40 338 6.2
rotevaset ar 33.8 23.2
Ziad 3o 33.8 -38
kheyli ziad 18 338 -14.8
Total 169

(YY_F Jga>)
khadamat arze shode in hank dar moghayase ba hazine daryaft khadamat az arzesh

halayi barkoddar hastand

Chzered M | Expected M | Residual
kheyli kam 13 338 -15.8
kam a7 338 13.2
motevaset 64 338 0.2
Ziad 34 338 2
kheyli ziad ] 338 -27.8
Total 169
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arzyahi Koli man az khadamat in bank matlooh mibashad
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Ohserved W | Expected M | Residual
kheyli kam 16 338 -17.8
karn 45 338 11.2
motevaset B2 338 282
ziad K=} 338 5.2
kheyli ziad T 338 -26.8
Total 159
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Test Statistics
khadamat
keyfiat arze shode in
khadamat hank dar
arze shode in maoghayase
hank ha ha hazine
tavajoh be darvaft armyvahi koli
hazinehaye khadamat az mah az
daraft arzesh halayi khadamatin
khadamat, harkaddar hank matloob
matlok ast hastand mibashad
Chi-Sguare 277167 A2.3917 a3.6R37
df 4 4 4
Agymip. Sig. .00n .00n .00n
B P ] Gk S S T . S S0 W I [ W o0yl U Jous o2 o
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ba vojoode jayyozinhaye digar,hamchenan tamayol be estefade az khadamate in
bank ra daram

Ohserved M | Expected M | Residual
kheyli kam 23 3.8 -10.8
kam a8 338 242
motevaset a7 338 232
Ziad 14 3.8 -14.8
kheyli ziad 12 338 -21.8
Total 169

taghir aghideam dar mored in bank Kar moshkeli ast

Ohserved M | Expected M | Residual
kheyli kam 29 3.8 -48
kam a8 338 242
motevaset 62 338 282
Zlad 14 338 -18.8
kheyli ziad A 338 -28.8
Total 164

ba vojoode pishnahadhaye digar az hankhaye raghib,nazar man neshat be in bank
taghir nemikonad

Qhzemned M | Expected N | Residual
kheyli kam 20 338 -13.8
kam 4F 3.8 12.2
moatevazet aq 33.8 282
Ziad 3z 338 -1.8
kheyli ziad 12 3.8 -8
Tatal 169
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Test Statistics
hawojonde hawojonde
javgozinhaye pishnahadhay
digar, e digar az
hamchenan hankhaye
tamanal he tahir raghib nazar
estefade az aghideam dar man neshat
khadamate in maored in hein bank
hank ra hank kar taghir
daram moshkeli ast nemikonad
Chi-Square a7.243 ThA3IF 42988
df 4 4 4
ASymp. Sig. .0oo .0oo .0oo
T U U ok S S ST S S 4V Uk 1 W o) T U Jous g2 o
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zamani ke darmorede in bank fekr mikonam ehsas neshata mosbati be an daram

Dbserved M Expected M Residual
kheyli karm g 338 -24.8
kam 21 33.8 -12.8
motevaset [i15] 338 32.2
Ziad a3 338 19.2
kheyli ziad 20 338 -13.8
Total 1649

tasmim be estefade az khadamate in bank ehsase khoshyandi be man midahad

Chsemved M Expected M Residual
kheyli karm 5 33.8 -28.8
kam 27 338 -6.8
motevaset 71 338 ar.z2
Ziad 45 338 12.2
kheyli ziad el 338 -13.8
Total 164

ehsase moshati be Karkonane in bank daram

Chsered M Expectad M FResidual

kheyli kam 7 33.8 -26.8
kam 21 33.8 -2.8
motevaset 51 23.2 27.2
Ziad a1 338 17.2
kheyli ziad 14 338 -14.8
Total 169

WA ST 3 )40 g 0D

YY/A sue Leis Jolu> dan o Lkl

oolod gty anyls LA

Y74

9 Jw |

i 29

o e gl 38 Gy Sday syl
dysen sla gl 8 WIS
Ss2>y bwgio

= =l e px>

S N U S R Jyv ) BN
Sy sla gl 38 Gadw o
Lo 45 dwlizxo God 4S
LAl YY/A L
3y S Y Jold wlus!
odilo Al yoolids wyyo Lo Le o Slglpd dwolie Lo
dDlo) o bweie Olisb 45 aulo
O b
S olinb

S |

DO odd odaldie g LKL
Og bl Hosn o Lro wyyo Sg> 0yl
Iy o Jdods> polis HULAIST sysn0

(FY_F Jgu>)

0 J

oda Lao sla Eiﬁl‘}_fa dwolie 4 Jglu> ol
=i )0

o Jda Lo

Test Statistics
Tamani ke
darmarede in tasmim he
hank fekr estefade az
mikanam khadamate in
ehsas hank ehsase ehsase
neshata khoshyandi maoshati be
mashati he be man karkonane in
an daram midahad hank daram
Chi-Bruare 702603 ThH.8883 A8.6047
df 4 4 4
Agyrmp. Sig. .0on .0on .0on
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man he in bank etemad daram

Qhzerved M | Expected W | Residual
kheyli kam 15 338 -18.8
kam 33 338 -.8
motevaszet 43 338 9.2
ziad a5 338 1.2
kheyli ziad 23 38 -10.8
Total 1689

in hank ha moshtarianash sadegh ast

Qhzerved M | Expected W | Residual
kheyli kam 27 338 -6.8
kam 33 338 -.8
motevaszet Ak 338 22.2
ziad 44 338 10.2
kheyli ziad q 38 -248
Total 1689

gholhaye in bank dar mored khadamatash ghabel bavar hastand

Qhzerved M | Expected W | Residual
kheyli kam B 338 -2T78
kam 23 38 -10.8
motevaszet cH] 338 4.2
ziad 71 338 av.z
kheyli kam ) 38 -2.8
Total 1689
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Test Statistics

gholhaye in
hank dar
maored
man he in in bank ba khadamatash
hank eternad moshtarianas ghahel bavar
daram h sadenh ast hastand
Chi-Souare 297289 3T.243= Ba.0123
of 4 4 4
Agyrmp. Sig. .oon .oon .oon
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az nazar man in hank ghabeliathaye balatari darad

Ohserved MW | Expected W | Residual
kheyli kam G 338 -27.8
karm i 38 -12.8
motevaset a9 338 5.2
Ziad 3h 338 22
kheli ziad 47 338 13.2
Total 169

entezare amalkardi az in bank daram ke harayam dardesari jjad nakonad

Chserved M | Expected W | Residual
kheyli kam 4 Cich:: -29.38
karm g 38 -248
motevaset 34 338 2
Ziad 14 338 162
kheyli ziad 73 38 342
Total 169

mitavanam entezarate halatari az amalkarde in hank dashte hasham

Chserved M | Expected W | Residual

kheyli kam 3 338 -30.8

karmn 12 338 -8

motevaset a5 338 21.2

ziad 48 338 14.2

kheli ziad a1 338 17.2

Total 169
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Test Statistics
entezare
amalkardi az mitavanam
in bank entezarate
AZ NaFar man daram ke halatari az
in bank haravam amalkarde in
ghabeliathaye | dardesariijad hank dashte
halatari darad nakonad hasham
Chi-Sruare a1.79493 6. 7FEY3 701473
df 4 4 4
Agyrmp. Sig. .0oo .0oo .0oo
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Descriptive Statistics

Fercentiles
I Mean Std. Devigtion | Minimum | kaximum 25th A0th (Median) Tath

in bank avalin
entekhaham az mian 169 2487 1.010 1 ] 2.00 3.00 3.00
saver hankhast
agar bankhaye digar
khadamat arzantari
hedahand hazham in 169 262 1.0587 1 5 2.00 3.00 3.00
hank ra entekhab
rmikonam

agar ghasde estefade az
khadamat jadidi ra

dashtam, hazham in bank 189 288
ra entekhab mikonam

he estefade az khadamat
in bank edame khaham 1649 264 885 1 5 2.00 3.00 3.00
dad

he in bank moteahed
hastam 1649 285 1.005 1 5 2.00 2.00 3.00

khodn ra yek moshtari
vafaar be in hank 169 2482 1.012 1 ] 2.00 3.00 3.00
midanaim

1.104 1 5 2.00 3.00 3.00
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Ranks

Mean Rank

in bank avalin
entekhabam az mian 3.49
saver hankhast

agar bankhaye digar
khadamat arzantari
hedahand bazham in 3.87
hank ra entekhahb
mikanam

agar ghasde estefade az
khadamat jadidi ra 3 60
dashtam, bazham in bank :

ra entekhah mikonam

he estefade az khadamat
in bank edame khaham 3.59
dad

bie in bank moteahed
hastarm 3.38

khodn ra yek moshtari
vafaar be in bank 3.34
midanam
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Test Statistics®
M 1649
Chi-Sguare 4.024
df A
Asvmp. Sig. A4F
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Descriptive Statistics
Percentiles
il Mean Std. Deviation | Minimum | Maximum 24ath S0th {Mediam 7ath
in bank entezaratam ra be
khohi baravorde misazad 1649 273 803 1 5 2.00 3.00 3.00
tajarob khoob wa moshati
a7 in bank daram 169 2.84 R:EA 1 5 2.00 3.00 3.00
man az in hank kamelan
razi hastam 169 320 9590 1 5 3.00 3.00 4.00
az estefade az khadamat
in hank ehsas rezayat 169 258 882 1 a 200 3.00 4.00
daram
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Ranks

hean Rank
in bank entezaratam ra be 723
khiahi baravarde misazad '
tajarob khoob wa moshbati 738
azin bank daram :
man az in hank kamelan 2 a0
razi hastam :
Az estefade az khadamat
in bank ehszas rezayat 289
daram
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Test Statistics®

M 169
Chi-Square A6 708
df 3
Asymp. Sig. 000
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Descriptive Statistics

Fercentiles
I Mean Std. Deviation | Minimum | Maximum 24th A0th (Mediam Fath

kevfiat khadamat arze

shode in hank ba tavajoh

he hazinehaye daryat 169 2.87 1183 1 5 2.00 3.00 4.00
khadamat,matloh ast
khadamat arze shade in
hank dar moghayase ba

hazine daryaft khadamat 169 2.78 1.003 1 5 2.00 3.00 3.00
az arzesh halayi

harkoddar hastand

arzyabi koli man az

khadamatin bank 169 2.86 1.014 1 5 2.00 3.00 4.00

matloob mibashad
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Ranks

hean Rank

keyfiat khadamat arze
shode in bank ba tavajoh
he hazinehaye daryaft
khadamat,matlob ast

khadarmat arze shode in
bank dar moghayase ba
hazine daryaft khadamat
az arzesh balayi
harkoddar hastand
aravabi koli man az
khadamatin bank
matlanh mikashad

2.06

1.83

2.01
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Test Statistics®
M 169
Chi-Sguare 52049
of 2
Agymp. Sig. 74
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Descriptive Statistics

Mean Std. Dreviation

Minirum

Maximurm

Percentiles

S0th (Mediar

havojonde jaygozinhaye
digar,hamchenan
tamayol he estefade az
khadamate in hankra
daram

taghir aghideam dar
rmored in bank kar
rmashkeli ast
havojoode
pishnahadhaye digar az
hankhaye raghib,nazar
man neshat be in bank
Iaahir nemikonad

168

168

168

2.64 1.077

2.46 A76

282 1.093

.00
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Ranks

Mean Rank

ha wojoode jaygozinhaye
digarhamchenan
tamayol he estefade az 1.99
khadamate in hank ra
daram

taghir aghideam dar
tmared in bank kar 1.91
moshkeli ast

ha vojoode
pishnahadhaye digar az
hankhave raghib nazar 211
man nesbatbhe in bank
taghir nemikonad
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Test Statistics®
M 1649
Chi-Square 10.565
df 2
Asymp. Sig. 005
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Descriptive Statistics
Fercentiles
I Mean Std. Deviation | Minimum | Maximum 245th 50th (Mediam) 7ath

ramani ke darmorede in

hank fekr mikanam

Ghsas neshata moshati 169 3.32 1.014 1 A 3.00 .00 4.00

be an daram

Lahsrgim b}[a estgfadke 8z

adamate in ban

ehsase khoshyandi be 169 3.28 Aarz 1 5 3.00 3.00 4.00

man midahad

ehsase moshati be

karkonane in hank daram 169 3.26 1.019 1 13 3.00 3.00 4.00
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Ranks

hean Rank

Famani ke darmorede in
hank fekr mikonam
ehsas neshata moshati
he an daram

tasmim he estefade az
khadamate in bank
ehsase khoshyandi be
man midahad

ehsase moshati he
karkohane in bank daram

2.00
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Test Statistics”
M 169
Chi-Sdquare 143
df 2
Asymp. 5ig. 931
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Descriptive Statistics
Percentiles
il Mean Std. Deviation | Minimum | baximum 24th A0th (Median rath
man be in bank etemad
dararm 169 322 1174 1 5 2.00 .00 4.00
in bank ba
moshtarianash sadegh 169 2848 1137 1 a 200 3.00 4.00
ast
ghaolhaye in hank dar
maored khadamatash 169 3.58 1.050 1 5 3.00 4.00 4.00
nhabel bavar hastand

bdh 451 51 Layaiie ool iUl Bl umsl g guSolae Jeds> ol g0
45 420 o lad dledel yaxio sloa er_}_“aﬁ SO las dwslis Owl
SO ol gledsd) pow 4GuiS 40 i (V/0A) ouSslas gosy L
(Y/AD) (o8 lae o205 ooly o (Cwl Jead Jol3 @uSleds syee 50
Clow! Gols ol Ly SOy gol) pss UwiS 4o glaio

sladel jarie gle 4535 Guo OS5 oo 1o Hrae wyso Sy
DI w1y BT daus oS wly o glopiae s
.P_ﬁ_é.)

Ranks

Mean Rank
rman be in bank etemad 108
daram )
in bank ba
moshtarianash sadegh 1.64
ast
gholhaye in bank dar
mared khadarmatash 2.38
phabel bavar hastand
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Test Statistics®

M 169
Chi-Square a7 495
df 2
Agymp. Sig. 000
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Descriptive Statistics
Fercentiles
I+ Mean Std. Devigtion | Minimum | Maximum 25th adth (Median) Tath
AZ NAZArman in bank
ghabeliathave balatari 169 3.487 1.127 1 ] .00 3.00 5.00
darad
entezare amalkardi az in
hank daram ke harayam 169 405 1.031 1 a 3.00 4.00 A.00
dardesari ijad nakonad
rmitavanarm entezarate
halatari az amalkarde in 165 ara 1.014 1 ] 300 4.00 5.00
bank dashie basham
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Ranks
hMean Rank
A7 nazar man in bank
ghabeliathaye balatari 1.72
darad
entezare amalkardi azin
bank daram ke barayam 232

dardesati ijad nakonad

mitavanam entezarate
halatari az amalkarde in 1.96
hank dashte basham
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Test Statistics®
M 1649
Chi-Square BB TFAT
of 3
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Descriptive Statistics

M Mean otd. Deviation | Minimur | Maximurm

in hank avalin
entekhabarm az mian 164 257 1.010 1 ]
saver hankhast
agar bankhave digar
khadamat arzantari
bedahand bazham in 1649 2.62 1.087 1 h
bank ra entekhah
rikanam

agar ghasde estefade az
khadamat jadidira
dashtam bazham in bank
ra entekhah mikonam

be estefade az khadamat

idn téanh adame khaham 164 2 b4 HE5 1 &
a

be in bank moteahed
hastaf 169 2.94 1.004 1 ]
khodn ra yvek moshiari

vafaar be in bank 164 252 1.012 1 5
midanarn

in bank entezaratam ra he
khobi baravarde misazad L FRE 903 1 4

tajaroh khoob va mosbati
a7 in bank dararm 164 .54 41 1 5

man Az in bank kamelan

tazi hastarn 164 2.20 i 1 ]
ar estefade a7 khadamat
in bank ehsas rezayat 1649 2.98 REEY 1 al
daram

l{ﬁﬂ;’ﬂdat [{h%dar‘;ngt atrzel .
shode in hank ba tavajo

he hazinehaye daryat 168 2.87 1183 1 9
khadamat matloh ast
khadamat arze shode in
bank dar moghayase ba
hazine darvaft khadamat 164 278 1.003 1 5
az arzesh balayi

164 2,68 1.104 1 ]

v



taghir aghideam dar

mared in bank kar 168 246 ATA 1 5
moshkeli a5t

hawojoode

pishnahadhaye digar az

bankhavye raghib nazar 169 282 1.083 1 a

man neshathe in hank
taghit nemmikanad

zamani ke darmorede in

hank feke mikonarm

shsas neshata moshati 164 342 1.014 1 5
be an daram

tasmirm be estefade az
khadamate in bank

ehsase khoshyandi be 168 3.29 a7z 1 ;
rman midahad

ehsase moshati be
karkonana in hank daram 164 kWL 1.019 1 5

man he in hank etemad

daranm 16Y 322 1174 1 ]
inhankba
moshtarianash sadegh 164 285 1137 1 A
ast

gholhaye in bank dar
mared khadamatash 16Y 358 1.060 1 ]
ghahel bavar hastand
mitavaharm entezarate
halatari az amalkarde in 164 278 1.014 1 ]
bank dashte basham
entezare amalkardi azin
bank daram ke harayam 1 6% 4.08 1.031 1 A
dardesati ijad nakanad
az nazar man in bank

ghabeliathiaye balatar 169 3567 1127 1 )
darad
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OS5 L

ardyvabi kali man az
khadamatin bank
matloah mikashad
havojoode jaygozinhaye
dinar,hamchenan
tarmavaol he estefade az
khadamate in hank ra
daram

taghir aghideam dar
mored in bank kar
moshkeli ast

havwojoode
pishnahadhaye digar az
hankhave raghib, nazar
man neshat he in bank
taghir nemikonad
famani ke darmaorede in
hank fekr mikanam
ehsas neshata moshati
he an daram

tasmim he estefade az
khadamate in bank
ehsase khoshvandi be
man midahad

ehsase moshati he
karkonane in hank daram

man hein bank etemad
daram

in bank ba
maoshtarianash sadegh
ast

dhalhaye in bank dar
mared khadamatash
dhabel bavar hastand
mitavanam entezarate
halatari az amalkarde in
hank dashte basham
entezare amalkardi azin
bank daram ke barayarm

12.39

10.72

8.78

11.83

14.97

14.85

14.71

14.33

11.98

17.03

18.10

19.89

Ranks

hean Rank

in bank avalin
entekhabam az mian
saver bankhast

agar bankhaye digar
khadamat arzantari
hedahand bazham in
hank ra entekhakb
mikanam

agar ghasde estefade az
khadamat jadidi ra
dashtam,bazham in bank
ra entekhab mikonam

he estefade az khadamat
in biank edame khaham
dad

bie in bank moteahed
hastam

khodn ra yek moshtari
vafaar he in bhank
midanarm

in bank entezaratam ra bhe
khobi haravorde misazad

tajarob khooh va moshati
azin bank daram

rnan az in bank kamelan
razi hastarm

az estefade az khadamat
in bank ehsas rezavat
daram

keyfiat khadamat arze
shode in bank ba tavajoh
hie hazinehaye daraft
khadamat,matlob ast
khadamat arze shode in
hank dar moghayase ba
hazine daryaft khadamat
az arzesh halawi
harkaddar hastand

19

10.65

10.90

11.14

10.48

9.65

9.87

11.28
12.00

14.43

13.24

12.43

11.79
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Test Statistics®
M 169
Chi-Sguare 697 .420
df 24
Agymp. Sig. .00a
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Test Statistics®
agar
hankhaye agar ghasde
digar estefade az
khadamat khadamat
arzantari jadidira
hedahand, dashtarn, be estefade khadn ra yek
in bank avalin hazham in hazham in az khadamat mashtari
entekhaham hankra hankra in bank he in bank wafaar be in
Az rmian sayer entekhakb entekhab edame moteahed hank
hankhast mikonam mikonam khaham dad hastam midanam
Manr-ihitney U MET.A00 3424000 3504.000 30s5.000 3460.000 3308500
Wifilc oo W TE32.500 7EE9.000 6354.000 TAT0.000 £310.000 E158.500
z -1.181 -.334 - 064 -1.3490 -.2148 -714
Asymp. Sig. (2-tailed) 237 7349 944 J1E5 829 474
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Test Statistics®
in bank
entezaratam tajarob khaooh az estefade az
ra he khobi wa moshati az man azin khadamat in
haravorde in hank bank kamelan hank ehsas
misazad fdaram razi hastam rezayat daram
Mann-yihitrey L 33749.500 3396.500 3356.500 3525.000
Wililcowon W B2259.500 B246.500 Ta21.500 B375.000
z - 483 -.440 - AA8 .0on
Agyrmp. Sig. (2-tailed) B2 BR0 ATE 1.000
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Test Statistics®
khadamat
keyfiat arze shode in
khadamat hank dar
arze shode in maoghayase
hank ba ha hazine
tavajoh he daryaft armvahi koli
hazinehaye khadamat az man az
daryaft arresh balayi khadamatin
khadamat, harkoddar hank matlooh
matloh ast hastand mibhashad
Mann-thitney L 3223500 3240.000 31849500
Wilcoxon W TE22.500 Tr05.000 TES4.500
£ -.8B4a -.843 -1.108
Asymp. Sig. (2-tailed) 325 346 268
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Test Statistics?
havwojoode havwojoode
javgazinhaye pishnahadhay
digar, e digar az
hamechenan hankhaye
tamanal he tahir raghib nazar
estefade az aghideam dar mah neshat
khadamate in maored in he in bank
hank ra hank kar taghir
daram moshkeli ast nemikonad
Manr-whitney L 3446.500 3414.000 3476.000
Wilc ozon WY 7911500 G265.000 7941.000
z -.2548 - 366 - 161
Asymp. Sig. (2-tailed) 785 T4 ar2
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Test Statistics?®
Famani ke
darmaorede in tasmim he
hank fekr estefade az
mikonam khadamate in
ehsas hank ehsase ehsase
neshata khoshyandi moshati bhe
rmashati he he man karkonane in
an daram midahad hank daram
Mann-wihitney L 3498500 3485.000 3436.000
WWilcoxon W Ta963.500 B336.000 Fa01.000
z -.0ag -130 -.294
Asyimp. Sig. (2-tailed) q30 LaE TEQ
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Test Statistics®
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