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ABSTRACT

The role of customer relationship management in improving marketing
performance: An exploratory study of the opinions of a sample of hotel
managers in the city of Dohuk

Today's business organizations live in the face of intense competition and the
difficulty of obtaining a sustainable competitive advantage. The organization is looking for
how to maintain its customers and ensure their loyalty to its brands due to the difficulty and
huge cost of attracting new customers. Marketing is no longer satisfied with achieving
customer satisfaction, but rather ensuring their loyalty by responding to changes in their
behaviors and needs, but this will only be achieved by activating the process of direct and
indirect contact with these customers. Ensuring the loyalty of customers is a complex matter
due to the many stimuli that affect or control consumer behavior, which in turn has become
more complex. Therefore, it has become necessary for the institution to ensure the
satisfaction of its customers in the first place. With competitors' offers and incentives. Hence,
the need to build good and sustainable relationships between the institution and its customers
based on good knowledge of each other arose.

The beginning of the twenty-first century witnessed the emergence of the concept of
customer relationship management as a new wave of marketing, as it was presented in the
form of an alternative to traditional marketing. And the spread of this modern concept of
marketing contributed to the great development of information and communication
technology, which facilitated the process of storing and costing customers. Customer
relationship management is one of the requirements of relationship marketing based on good
knowledge of the customer and getting close to him. It requires building special and direct
relationships with each customer that the organization aims to maintain. This may require
adopting a set of technologies and obtaining informational programs that enable the
organization to manage the huge volume of data related to each customer and make use of it
in a timely manner. This is a modern concept of marketing.

In accordance with the foregoing, the study deals with research on the topic of the role that
can determine the role of customer relationship management in improving competitive
advantage at the level of a number of hotels, based on a hypothetical model that takes into
account the nature of the relationship between customer relationship management and
competitive advantage, and from this point of view the problem of the study was determined
by a group of The most important questions were the following-:

1. What is the role that customer relationship management can play in improving the

competitive advantage of employees in a number of hotels in Dohuk Governorate?

2. What is meant by customer relations and what is meant by competitive advantage?

3. Is there a correlation and impact between customer relationship management and the
competitive advantage of employees in a number of hotels in Dohuk governorate?

4. Are there significant differences between the responses of the respondents in the practical
aspect about managing customer relations in improving the competitive advantage in hotels
from the point of view of its employees in Dohuk governorate due to the variables (gender,

age, certificate, number of years of work?



The study gains its importance from the fact that it contributes humbly to a scientific addition
to the academic dimension, as it presents the role that customer relationship management can
play in improving the competitive advantage in hotels. Electronic information used in the
management of organizations and how to find solutions to administrative and marketing
problems that accompanied traditional administrative work and traditional marketing, as well
as striving to build good and sustainable relationships between the institution and its
customers based on good knowledge of each other.

Based on the foregoing, the study seeks to achieve a set of objectives, including the
following:

1.

Getting to know the concept of customer relationship management and the impact of its use
on the competitive advantage in hotels in Dohuk Governorate, and the positive impact of
its use?

Identifying the possibility of providing the requirements of customer relationship
management, if they are requirements such as the human resource or the financial or
technical resource.

Attempting a practical explanation of the nature of the relationship between the use of CRM
and competitive advantage by seeking to build a hypothetical model and test it to reach the
result that reflects the true picture of the role that the use of CRM can play in improving
the competitive advantage in hotels in Dohuk Governorate.

Measuring the impact of the application of customer relationship management on the
competitive advantage in hotels in the governorate of Dohuk by finding a correlation
between the use of customer relationship management and improving competitive
advantage.

Extracting estimates and evaluations for the extent of the ability and effectiveness of using

the customer relationship management in hotels in the governorate of Dohuk.

In order to achieve the previous goals, a hypothetical model has been developed that indicates
the role that can be played by the customer relations department and its ability to improve the
competitive advantage in hotels in Dohuk governorate.

The field study included a sample of (68) hotel workers in Dohuk governorate, who were
chosen randomly, and a questionnaire was developed to collect field data, and through some
statistical methods the results were analyzed and hypotheses tested.

The most important conclusions were as follows- :

1.

The existence of a correlative relationship between the management of customer relations
and the competitive advantage in hotels, and this indicates a close connection between the
management of customer relations and its impact on the competitive advantage due to the
great transformations in business organizations towards the adoption of the management of

customer relations, computing and digitization.
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2. There are no significant differences between the responses to the research vocabulary about
the relationship of customer relations management with the competitive advantage in hotels
due to the gender variable.

3. There are no significant differences between the responses to the research vocabulary about
the relationship of management, customer relations and competitive advantage in hotels
due to the age variable.

4. There are no significant differences between the responses to the research vocabulary about
the relationship of customer relations management with the competitive advantage in hotels

due to the certificate variable.

Keywords: Customer Relationship Management, Competitive Advantage, Hotels,

Business Organizations, Duhok
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Pazarlama performansinin iyilestiriimesinde musteri iligkileri yonetiminin rolii:
Dohuk sehrinde bir otel yoneticisi orneginin goruslerinin agiklayici bir
calismasi

Gunumuzde is organizasyonlari yogun rekabet ve surdurilebilir rekabet avantaji elde
etmenin zorlugu ile kargi karsityadir. Kurum, yeni musteri gekmenin zorlugu ve yuksek
maliyeti nedeniyle musterilerini nasil koruyacagini ve markalarina baglliklarini nasil
saglayacagini arastirmaktadir. Pazarlama artik mugteri memnuniyetini saglamakla
yetinmiyor, davranis ve ihtiyaglarindaki degisikliklere cevap vererek sadakatlerini
saglamakla yetiniyor, bu da ancak bu musterilerle dogrudan ve dolayli temas surecini
harekete gegirerek saglanacak. Tuketici davraniglarini etkileyen veya kontrol eden
birgok uyarici nedeniyle musteri sadakatinin saglanmasi karmasik bir konu olup, bu
durum daha da karmasik hale gelmigtir ve bu nedenle kurumun oncelikle musterilerinin
memnuniyetini saglamasi gerekli hale gelmistir. rakiplerin teklifleri ve tegvikleri ile. Bu
nedenle, kurum ve musterileri arasinda birbirini iyi taniyan iyi ve surdarulebilir iliskiler
kurma ihtiyaci ortaya ¢ikti.

Yirmi birinci ylzyihin baslangici, geleneksel pazarlamaya bir alternatif seklinde
sunuldugu icin yeni bir pazarlama dalgasi olarak musteri iligkileri ydonetimi kavraminin
ortaya ¢cikmasina tanik oldu ve bu modern pazarlama kavraminin yayginlasmasina
katkida bulundu. Musterileri depolama ve maliyetlendirme surecini kolaylastiran bilgi
ve iletisim teknolojisinin buyuk gelisimi. Musgteri iligkileri yonetimi, musteriyi iyi
tanimaya ve ona yakinlagmaya dayal iligkisel pazarlamanin gerekliliklerinden biridir.
Kurulusun surdirmeyi amagladigi her musteriyle 6zel ve dogrudan iligkiler kurmayi
gerektirir. Bu, bir dizi teknolojinin benimsenmesini ve kurulusun her bir musteriyle ilgili
cok buylUk miktarda veriyi yonetmesine ve bunlar islerinde kullanmasina olanak
taniyan bilgi programlari edinmesini gerektirebilir. Bu, modern bir pazarlama
konseptidir.

Yukaridakilere uygun olarak, calisma, bir dizi otel duzeyinde rekabet avantajinin
gelistiriimesinde CRM'nin rolind belirleyebilecek rol konusuna iligkin arastirmayi,
isletmenin dogasini dikkate alan varsayimsal bir modele dayali olarak ele almaktadir.

CRM ve rekabet avantaji arasindaki iliski En 6nemli sorular sunlardi- :
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Musteri iligkileri yonetiminin Dohuk Valiligi'ndeki bazi otellerde galiganlarin rekabet
avantajini gelistirmede oynayabilecegi rol nedir?

Musteri iligkileri ile ne kastedilmektedir ve rekabet avantaji ile ne kastedilmektedir?
Dohuk ilindeki bazi otellerde musgteri iligkileri yonetimi ile ¢aligsanlarin rekabet avantaji
arasinda bir iligki ve etki var mi1?

Ankete katilanlarin Dohuk vilayetindeki g¢alisanlari agisindan otellerde rekabet
avantajini artirmada musteri iligkileri yonetimine iligkin pratik agidan verdikleri yanitlar
arasinda degiskenler (cinsiyet, yas, sertifika, sayi) nedeniyle anlamh farklliklar var
midir? yillik calisma?

Calisma, CRM'in otellerde rekabet avantajinin geligtiriimesinde oynayabilecegi rolu
ortaya koymasi ve akademik boyuta bilimsel bir katki saglamasina mutevazi bir katki
saglamasindan dolayi dnemini kazanmaktadir. geleneksel idari galigma ve geleneksel
pazarlamaya eslik eden idari ve pazarlama sorunlarinin yani sira, kurum ve masterileri
arasinda birbirlerinin iyi bilgisine dayal olarak iyi ve surdurulebilir iligkiler kurmaya
calismak.

Yukaridakilere dayanarak, calisma asagidakileri iceren bir dizi hedefe ulagsmayi
amaclamaktadir:

Musteri iligkileri yonetimi kavramini ve kullaniminin Dohuk Valiligi'ndeki otellerde
rekabet avantaji lUzerindeki etkisini ve kullaniminin olumlu etkisini tanimak?

Musteri iligkileri yonetiminin gereklerinin, insan kaynagi veya finansal veya teknik
kaynak gibi gereksinimler olmasi halinde, saglanabilme olasiliginin belirlenmesi.
Varsayimsal bir model olusturmaya c¢alisarak CRM kullanimi ile rekabet avantaj
arasindaki iliskinin dogasina dair pratik bir aciklama yapmaya calismak ve CRM
kullaniminin hayatta oynayabilecegi rolun gercek resmini yansitan sonuca ulagsmak
icin bunu test etmek. Dohuk Valiligi'ndeki otellerde rekabet avantajini gelistirmek.
Dohuk ilindeki otellerde musteri iligskileri yonetimi uygulamasinin rekabet avantaj
uzerindeki etkisinin, musgteri iligskileri yonetimi kullanimi ile rekabet avantajinin
geligtiriimesi arasinda bir iligki bulunarak 6lgulmesi.

Dohuk Valiligi'ndeki otellerde musteri iligkileri ydnetimini kullanma yetenedi ve
etkinligine iligkin tahmin ve degerlendirmelerin gikariimasi.

Onceki hedeflere ulasmak igin, misteri iligkileri departmaninin oynayabilecegi rolli ve
Dohuk Valiligi'ndeki otellerde rekabet avantajini gelistirme yetenegini goOsteren

varsayimsal bir model gelistirilmistir.
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Saha galismasina Dohuk vilayetinde rastgele segilen (68) otel ¢calisanindan olusan bir
orneklem dahil edildi ve saha verilerini toplamak igin bir anket geligtirildi ve bazi
istatistiksel yontemlerle sonuglar analiz edildi ve hipotezler test edildi.

En 6nemli sonuglar asagidaki gibidir- :

Otellerde musteri iligkileri yonetimi ile rekabet avantaji arasinda bagintili bir iligkinin
varligr, musteri iligkileri yonetimi ile igletme organizasyonlarinda yasanan buyuk
donusumlerin rekabet avantaji Uzerindeki etkisi arasinda yakin bir iligki oldugunu
gOstermektedir. Mdusteri iligkileri, bilgi iglem ve sayisallastirma yonetiminin
benimsenmesi.

Musteri iligkileri yonetiminin otellerde rekabet avantaji ile iligkisine iliskin arastirma
so6zligune verilen yanitlar arasinda cinsiyet degiskeni nedeniyle anlaml bir farkhlik
bulunmamaktadir.

Otellerde yonetim, musteri iliskileri ve rekabet avantaji iligkisi ile ilgili arastirma s6z
varligina verilen yanitlar arasinda yas degiskenine bagll olarak anlamh bir farklilik
bulunmamaktadir.

Miisteri iliskileri yonetiminin otellerde rekabet avantaji ile iligkisine iligkin arastirma kelime

dagarcigina verilen yanitlar arasinda sertifika degiskeni nedeniyle anlamli bir farklilik yoktur.

Anahtar Kelimeler: Musteri lligkileri Yonetimi, Rekabet Avantaji, Oteller, Ticari
Kurulusglar, Duhok.
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8855 | 17.15| 076 [443 | 147 | 1 [147| 1 | 294 | 2 [#1.18 | 28 | 52.94 | 36 [ yaa | ~
84.04 | 20.89 | 0.87 | 4.20 [ 1.10 4.41 11.40 93.34 43.75 Alad) Janal

5.51 11.40 83.09 g sl

A8 gual) duaal) 20 dgilaan¥) @l pdzal) (12) Jsaadl

Gl «(Y31-Y34) e il 4 puiie 4 godl Luaall aail iloan V) il (12) Jsaal) axiy

oo (0.87) (4.20) sl (s bl il il s lsall Lo ) Ve @l S35 (%83) Alpes
sl Lo 5 5 2 ) Fmal) ) e il ) il (bl s ey (Y34) siiall sls 31 il
158 2505 ( Led Al 8 30m lall 8 gl ) (3210 yns) ool (%85) sy 2l 13 Ay
Wisnsd Alaidy ) e (0.76) (4.43) Uialdl s bmall Calsai¥l s sl Jass gl 4ad Uias

(%89)

(%75) domsis 48 sl Tucanll 323 e i) ) pariall 68 A JL (Y31) il 5ls Lad
ball T gl Uiad e alaie YU ( Cpuadlially £ e o) 48 g dany (Bl jua) ks Lagh lld

(%80) s daialy sl Ll (1.02) 5 (4.00) sl (s kaa) il a5
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el Y -

. = Alaial) (uliia
I lilz5li=m & <=2 & [ == 3|1
i<l 7 |4 % 7 ) () @) & 13 |1
7 9 CO T T T - B S O N B I B I
87.06 | 17191 0.75]14.35|0.00| 0 | 4.41 3] 294 | 2 |45.59 | 31 |47.06 | 32 | y41 ~
84.71|19.6110.83]42410.00| 0 | 735 | 5 ] 294 | 2 | 48.53 |33 |41.18 | 28 | y42 i
82.06 1 24.24]1 09914101147 | 1 735 | 5 |13.24| 9 | 3529 | 24 | 42.65| 29 | y43 {1
78.53133.60|1.32]393]735]| 5 |11.76| 8 110.29 | 7 |22.06 | 15]48.53 | 33 | ya4 ";!';‘
83.09 | 23.66 | 0.97 | 4.15 | 2.21 7.72 7.35 37.87 44.85 alad) Jaxal)

9.93 7.35 82.72 £ sand

gl ) ] LibasY) a5l (13) Jsaad

L (Y41-Y44) dae Sl 45 pusiag & gl HIS0Y) alai a2l dilian¥) il (13) Jsaal) padly
Sl e (0.97) (4.15) Glsdlll s jbmall Cal a5 bl Jass il Liad Gl X5, (% 83) 4dtaws
Loty 22301 138 Al 3 aend Lo st 138 Ol e (g Lo (3 A el (Y41) sl el 3
el L gl) lad @lld 2S5 (aflenad saan el e Ll Gall Ciay) oalias (%93)
(%87) L Llsiuly (0.75) (4.35) oladlll (g jlall ol 2l
Lo lldy (%71) Aty (gl JISLY) 2a) dpe @l Gl puriall Bl JB (Y44) ssial) sla Lagd
Bl e e VL @l (Gl e Leilaad a5 55 (o8 Sl slaall L 5l 935 e Badl] ading) (i
(%79) Lws Alsinly Jull e (0.97) 5(3.93) olallll (s bmall ol iVl 5 sl Jass o))

pa) aa (s 3l Lia )y ey 8 6 gl o)aY) da Adlatiall g HSAN Al i) e alade Wl e

22 il (S Lah ¢(%89.93) eiansi Ly (4.50) Al sl T l) Ao A1, Lo ey
(%83.09) Lt Aol (4.15) Donlall Jans 5l A S ) Ayl e V) 8T 4dld 2y sl ISV
A i x(14) Jsaall
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Ypdalaiaal) dsuss (baad) o gl) Ay &
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oo JSi 5 jlaiuY)
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A5 a8 5 (%69) OIS 050 Lad alae V) 32l ¢ slasy (pdl) O gasall s o () JSEN i
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il e 2

daddll
M. 16
Wi 610
Wi 11415
W isls dsc 16

Jand) il i 238 e (4) ) JSEY

A g p2al) ol ptiall 041 lacy) 4.4

e L Gl aal gl sl Al Tl 53 I (Internal Consistency) alall Gl iy
LS aall Mo ani e Jond A1) 038 S 1) Lad Jsbeaill Jle 3a¥) e 3ol LY Jeay 3
Loisie Ga b ge @by Jalall BLa¥) 8 Gosb ge Jidll 138 e A o Ll egle 5
) sl aeall Jals AU el W) #1500 G (Adllaall) Lals ;YY) Cllas

Clsaally ¢ Aol Bl dga g e ATV 568 (0.3) oS! 5l (5 slase Jan siall 4o Diels 13
(SIS (Ml e A Hll g dpe Sl G il ARl Bl Laa) @il e (14) 5 (13)

L ) < il Lo 8N Ma) (5 giasa Ao AR G 4

Inter-ltem Correlations

L) &l picial) de Al ey Mean | Minimum | Maximum VEUEGIS || - W@
e Items

CBMally (3 gl 0.310| -0.226 0.357 0.055 4

- il (g gl 0.324| -0.084 0.517 0.027 7

) 4y gl Uil 22188 | 0.416|  0.040 0.655 0.021 7

A O A da) 10.377| -0.039 | 0.514 | 0.049 4

J daliiall i3 dad  0.321| -0.072 0.573 0.021 4

2; SN Glus) 0.388| 0.226 0.635 0.014 5

G pe A2l 4,585 | 0.331  0.064 0.679 0.046 4

Gk L Bliay) 0.389| -0.107 0.583 0.070 5

22 a9 Qs Lay 0.319| 0.102 0.596 0.035 4
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s Yy 0.323| -0.047 0.517 0.041 4
48 gud) duaal) 0.300( 0.090 0.440 0.017 4
(R gual) i) 0.321| 0.091 0.506 0.023 4

A ) il piciall dge A Ma¥) (g giaa o A G ad (16) Jga)

Gl paiall alayl (e 220 IS (5 gl Ao Jady Gladl dsa s Wal Gy (16) Jsaad) &5 (e
Lemsan < yels Ll 5 (Mean) bbb DU el o gl Aalhal) dagsll A1y Glld 5 s 5 jaal) dyssi )

(0.3) e LS

L ) il pdial) (5 glna Ao ARIA Gyl o

Inter-ltem Correlations
Mean Minimu | Maximu | Varianc N of ltems
m m e
Gs ) CBe B ) 0.435 | -0.461 0.679 0.036 41
& gaall) 0¥ 0.522 ( -0.209 0.630 0.029 16

A 1) ) (g glana o LRI L) ad (17) Jstad

O i) Usiie JS (s o A0 Ll asa s Laal Cpi o3e) (17) Jsaal) gl e
Lexsea el 15 (Mean) culalis ;30 sluad) Jass sl Allaall Aall 1Yy @13 A 5 jaall ol il
(0.3) o S

Comment Method Bias (CMB) :4S jidal) 45, jlal) jua jLid) 5.4

Dy Aagaaa s A48y AlBle 5 Gl e J geanll LuluY) llkiall e JUERY) 138 2
peal Ao gt jaliae alain) axe) leie Ll (e dlea I o jian gay il 13 o Gialill
bl 4l 6 lain¥) (& aadiall 3 S0 (e £ 5 aae caalg Gy 8 (uliall gadad (bl
O QlBall 455 (8 il 1 el s o &L i) Joha dgie (am (ased
Ay hll 4 el s g are gl asa s oo Sl g ARy e @l e Jsaal) UL 5 @l il
(Bagozzi & Yi, 1991) Ll 3 (Harman single factor test) Jlial JYA (e 48 jidal)
3 S yisiall 48kl b e agas e Jia 18 (50%) oo ST LEAYT 128 dad il 1) 43l )
Salaill bl ki aay Jalall pudall liil) dad A (e Ledle Jgeanll (Sar LAY 134 dad
SPSS gzl 385 ALY L)
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(50%) 3o Bl A daidll 038 5 ( CMB=26.45% ) Jia ! 13 dagd il Liay bl dailly
AS yidall Ay Hlall 8 jeaill ASE 3 5a g Y Al i () LiSay 1A

A g el &l ptial) (g Bl Y ABMe b 6.4

) O A8l dapla 53 68 5 olail 48 »al (Pearson Correlation) bl ,Y¥) dales aaiing

A 5 LA YA (e (AmuSe o) 43 k) A8Ble Lgh S i (pe ARl olad) e Jaiid s ¢y puria
(£1) Al (e Lalii )Y Jalae 4 8 DA (e Lgple Jaiand G831 5 58 danilly el ol )Y Jalae
1 ad) 5 ecpmiall pda G A8l 3 8 e iy 13gd musaall a5l (e dall sda ) LIS a3) 3
(P-value) 4laia¥ dal) daade JOA (e lale Jaius Lild oyt o) G A83al) daplal Ailly
Sle U2 1368 (0.05) (e J8) Al pda il 13 a3) ) el jall 50 5 eJalis )Y Jalna Gl 4581 yall

Gl (A8l By e

o sl £13Y)
Conmiation 0.824
o 3 ClBMe 3 o)
a5 > P-value 0.000
N 68

R sl #1091 9 (gl GBS 3130 5 e (o LS Y Jalaa ad (18) Jsaal

501) O Lo g sime Led 5 ans 40 5k Ll ) A8dle asm 5 M oBlel (18) disaall il s
die 5¢(0.824) daity Gels Al Ll HY) Jalas dad e aldie YU (&) oY1) 5 (G503 DB
(0.05) & Jil a5 (0.000) daits Ciela 15 (P-value) i ge e sie
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Qs cldde 300

" G = 46
gl | gaady| S| SR ] i | By
'i;:i dil.\.d\ QUL;‘:L“ L:‘m‘ &Q}“ '.‘Ln'\ il Wl
< ol | il | s O | ol

Ak
Pearson | o0~ | 552+ | 747 | 627" | .567" | 703" | 669" | .724"

¢I | Correlation

ohusdll | p-value | .000 | .000 | .000 | .000 | .000 | .000 | .000 | .000
N 68 | 68 | 68 | 68 | 68 | 68 | 68 | 68

sl 115 g2 30 NS 5030 alay) (e S (e B Y) Jalas B (19) Jsead)

i smtll 1Y) ssl) e 51 alay) e 2my S0 Agilias) FEN (19) Jsaal) axé,
(Rsmill 1Y) 5 50 30 Ee 3l alaal (e 220 IS (G A sime 5 A0 o Lol ) 4BY 2 5a 5 a6
«(0.627) «(0.747) «(0.552) <(0.490) aill cisls 5 Ll ¥ Jelaa o e daie YU
Aall o dleie YU &y sine Lgmsen s (Ml e (0.724)5 (0.669) «(0.703) «(0.567)
(0.05) 4aidll (30 yrual (025 (0.000) S 4 sbse Lezpan <ailS 3 (P-value) 4dlaiay)

(ot guiil) g )Y
La sN s daall _lsay)
G | GsdV | Aded | A gl
Pearson " " " "
¥ 53 | Correlation 674" | .682 .584 .700
G P-value .000 | .000 .000 .000
N 68 68 68 68

gl o) Mag) e dmy JS g G g ) Be B 1) G Bl Y Jalaa ad (20) Jgand)

g IS5 (O ) lEBe Bl G Ay sixae A3 yha Ll )1 A83le 3 5a 53 (20) Jsaadl il G

G st Cela il LLY1 Jalee ad e olaie ¥l YA e (sl oY1) slal (o
T Gl eVl Ay sine Lmsen ol (I e (0.700) 5 (0.584) «(0.682) «(0.674)
(0.05) u= &) a5 (P-value) 4duisy)
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A Jda3 7 .4

gl o1 B ¢ g3l ClBle 3180 ) Jalad 1

ANOVA
olai) P-
adall ciall - ial) paiad) | Estimate(B) Fcal. R?
) value
(P-value)
c — 0.566 0.080
&)Y 139.14
B 4, gl 0.68
e 3 (i g
| 0.883 (0.000) 0.000
Os

R guil) £1Y) By ga 3l e B0 Y A L) € g 4 bl Jlaady) CBlalaa ad (21) Jssad)

P Y G (21) Dsaadl il s

o Ao YU gyl z3 galll &y gina W jeday (ANOVA) i) Jalas jlsal 3k e -1
.(0.05) ¢« il o2 5 (0.000) Axld) (F) Lbaal ) 2wl (P-value) ddlaiay! dagll
Givb G (adinall diall) (R gudl) b2V (8 050 1 GlEle 3 0Y (5 5ina g2k il aa gy -2
S (P-value) slaic Yl s sime Y1 138 5 ¢ ylasi¥) Jalea Jisi a5 (0.883) el

¢ (0.05) 0= J8l o255 (0.000) ey iels
Sl e (%68) i 523l DBe 31 b (R-squared) wasill dalas Lad 0l -3
el 23 gaill b Lginanad ol Gl it Lasnsd Aiiial) (%32) Apmsi Lo ¢ &y sl £1aY) 3
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A gndll 813 Sl e daa JS B 0 g3 ClBNe B lal ) Judas -2
G5 Ly (B ¢sash cilBle 3000 i) Jalas 4

ANOVA
olai) P-
adall pciall - Ladral) paial) | Estimate(B) Fcal. R?
ik value
(P-value)
c — 1.09 0.021
55.06
SR 0&}3‘ Lo 0.46
< 3)
— 0.804 (0.000) 0.000
G

O3l Ly (B el cilddle 3031 Y jlaady) Cdlalaa ash (22) Jgaad

L) ) (22) Jsnll il i

Aall AV (s gl Z3saill Ay siae Uad elsy (ANOVA) Gl dilas jlis) gk oo -1
(0.05) & J a5 (0.000) &Ll (F) LLaaY (P-value) lliay!

Dl dalae da e alaie Wl (503l bia )y (A (503l SBBle 5 )1Y (5 sima sk Sl 3y -2
e Cels 5 (P-value) Ayl dadll e sieYU ¢(0.804) ltiar el
 (0.05) &+ i 8 5 (0.000)

& (%oAB)iomsy 55 Jaxi ¢yl A83le 5,100 ol (R-squared) sl Jolas ied (5 -3
Adimall 73 saill (7 Al Gl e L Ol Al (%54 ) Al JidS e (53 3 L
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Q53 s¥ g (2 Ol Be B lal B Julad w

ANOVA
olai) P-
adall ciall - ial) paial) | Estimate(B) Fcal. R?
) value
(P-value)
c —> 0.673 0.174
57.477
— Qs ¥ 0.47
[l o yla
N 0.872 | (0.000) 0.000
Os

O Y5 A Qe ClBdle 3 1a) Y jlaady) Cdlalas ad (23) Jgand)

Y G (23) sl @il s

Aaie V) YA (ae adinall 23 gaill o) 4 sindinal jeday (ANOVA) Gl s jlssd 0 yh e -1
(0.05) &+ 51 52 5 (0.000) 1l (F) sy (P-value) idlsia¥! el e

5 (0.872) 4wl 3ash 2d (a3l e¥ 5 (B sl Qe B)laY (5 5ia (s k il aa g -2
(0.000) (o s hase 1 sela U1 (0,05 iall (3o i Leils Jlani¥l Jebs dah Jic

& Adalall Gyl (e (%47) b Wl maaiy (R-squared) sl Joles dad JMA (e -3
Lem o e L o6 L) (%53) Al Ll ¢330 Bl 5,000 4 5030 ¥
dinall 23 sall
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Ad gual) duanl) B (g3l B 330 ) Jlat

ANOVA
slad) P-
adall ciall - el paial) | Estimate() Fcal. R?
) value
(P-value)
c — 0.743 0.215
Tl 34.23
e 51 48 guud) 0-34
- o) ”
N 0.817 (0.000) 0.000
Os

48 guud) daadl 8 (ygu 3l clBdle Bl AY jlaady) cBlalea ad (24) Jgaa)

LY G (24) sl il i

Aain Y] dagil) A1y dainall 23 gl 4y ina Ul jelay (ANOVA) ol Jlas jlgial ok e -1
(0.05) ¢ 81 ;25 (0.000) sl il 5 (F) sy (P-value)

1Y) Jalae Laill DA (b A gual) Dumaall (50 30 Do 510y (5 sine 535k i) an gy -2
5 (0.000) dahy Cola A (P-value) dllca¥) Ledll e alie iy (0.817) Aalll
(0.05) Al o spoal

o8l s o Al 02 o I i e 525 (%34) dey (R-squared) asdll deles sla -3
ey ol ol e Jidh Ldls 8l (%66) Aemil) Lal ey sudll Hmally 055l ilBSle 500
Adinall 73 sl
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R gedl) LYY B ¢ g 3 clBle B la) ) Jalad

ANOVA
olai) P-
dal) il i sdinall aial) | Estimate(B)|  Feal. R2
ik value
(P-value)
c — -0.247 0.658
63.44
& gual €LY 0.49
G 3 la) ol S (0.000)
—> 1.040 ) 0.000
s

(o gmail) SN A g 30 clBle 3180 AY laady) CBlalae ad (24) Jgaad

Y G (25) sl @il s

dadll Ciela A adizall Zdsaill 450 W jekay (ANOVA) ol didai sl Giob e -1
.(0.05) 0= J8 25 (0.000) 4ty (F) Jlia¥ (P-value) 4dlaiay)

Dl Jalae 4 JOA (b o A gl JISIY) (0 3l QlBle B lY (5 sina g2k S aa g -2
dady Gela ) (P-value) 4laay) dadl) Gooh ge S5 dgina eli «(1.040) 4xlL
¢ (0.05) &= J& a5 (0.000)

& Abalall @l il e (%49) Clb fSall ki (R-squared) wasill Jalas il 25 e -3
Ll ol Ol jprie (8 ddiiall (%51) Al Loy ¢y 50 30 Qe 310 daaws A suatl] HISEY)
Aaiaal) 23 gl
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