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ȌǺȲȵ  

 ȸȵ þɀǣȂȱä ÞɍĀĀ ǦȩɎȞȱä ǦȶɆȩ ƙǣ ǦɆǤǤȆȱä ǦȩɎȞȱä îǠǤǪǹä Ƃâ ǦȅäîǼȱä ȻǾȽ ùǼő
 ÛȔɆȅĀ ƘȢǪȶȭ ǦȩɎȞȱä æìɀǱ üɎǹ çǠȩɎȞȱǠǣ ȨɅɀȆǪȱä ǦȦȆȲȦȱ ýǠȞȱä îǠȕɋä ȸȶȑ

þɀǣȂȱä Ȝȵ ǦȩɎȞȱä æîäìâ ýɀȾȦȵĀ.  ǨƢ Ǧȅäîì ǦȱǠǵ ýäǼǺǪȅǠǣɄǱǠǪȺǪȅɍä åɀȲȅɉäÛ Ǝȝ 
ǦȺɆȝ ɂȲȝ þǠɆǤǪȅä ȜɅïɀǩ ǦɆȱǠȶǪǵä Ƙȡ ǦɅǼȎȩ  ǨȢȲǣ216 þɀǣï ȱ ìǼȞȸȵ  þǠȺȅɉä çäìǠɆȝ

ǣ ǦȍǠƪäæȀɅɀǤȱǠ .Ǡȶȭ çǠȹǠɆǤȱä ȰɆȲƠ Ź  ýäǼǺǪȅǠǣ ɂȲȝ ǦȶǝǠȪȱä ǦɆȲȮɆƬä çɍìǠȞƫä ǦǱǾƴ
 ǦɆǝȂƨä āȀȢȎȱä çǠȞǣȀƫä ɂȲȝ ìǠȶǪȝɍǠǣǰȵǠȹȀǣ smart PLS. ǦȅäîǼȱä ǨȲȍɀǩ  ìɀǱɀȱ

 Ȁǭà ìɀǱĀĀ ÛÞɍɀȱä ɂȲȝ ǦȩɎȞȱä æìɀǱĀ ǦȩɎȞȱä ǦȶɆȩ ȸȵ ȰȮȱ ȀȉǠǤȵ Ȁǭà Ƙȡ ǦȶɆȪȱ ȀȉǠǤȵ
 ɂȲȝ ǦȩɎȞȱä üɎǹ ȸȵ ÞɍɀȱäǦȩɎȞȱä æìɀǱ  ȔɆȅĀ ƘȢǪȶȭ  Û ǦɆǝȂǱ ǦȕǠȅɀȱä ǨȹǠȭ Ǡȶȭ
 .ǦɆȲɆȶȮǩ ȰɆȱǾǩĀ ǦɆǶȎȱä çǠȆȅǘƫä ȸǝǠǣï Ǽǝäɀȥ ȴɆȚȞǩ æîĀȀȒǣ ǦȅäîǼȱä ǨȍĀà

 āɀǪȆȵ ȜȥȀȱ ȴőǠɆǶȒǩ ÛȴȾɅǼȱ ǦȭîǼƫä ǦȶɆȪȱä Ā ǦȪǮȱä ȴȝǼǣ ǦȩɎȞȱä æìɀǱ āɀǪȆȵ Ȝȥî
.ǦȩɎȞȱä îäȀȶǪȅäĀ îäȀȪǪȅä þǠȶȒȱ ȴȾɅǼȱ ǠȑȀȱäĀ 
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:üǠǱ ȤɆȺȎǩ I19. M31 
+ɀ(,/ "3ɯ#$ɯ+ ɯ5 +$4R RELATIONNELLE SUR LA 

FIDÈLITÉ D U "+($-3ɯ$-5$12ɯ+ɀ$3 !LISSEMENT DE 

SANTÉ À TRAVERS LA Q UALITÉ RELATIONNELLE  

COMME  UNE VARIABLE MÉDIATRICE  ɬÉTUDE SUR UN 

ENSEMBLE DE CLINIQUES DENTAIR ES PRIVÉES À 

BOUIRA - 

RÉSUM É  

L'objectif de cette étude est de tester la relation entre la valeur 

relationnelle et la fidélité du client à   travers la qualité relationnelle 

comme une variable médiatrice, dans le cadre général du concept de 

marketing relationnel et d e la gestion de la relation avec  le client. En 

utilisant la méthode déductive,  ÓɀõÛÜËÌ a été menée par la distribution 

ËɀÜÕɯØÜÌÚÛÐÖÕÕÈÐÙÌ à un échantillon intentionnel de 216 clients d'un 

certain nombre de cliniques dentaires à Bouira. +ɀÈÕÈÓàÚÌɯËÌɯËÖÕÕõÌÚɯ

a été réalisée par la modélisation des équations structurelles basée sur 

les moindres carrés partiels. L'étude a conclu qu'il existe un effet 

indirect de la valeur relationnelle sur la fidélité grâce à la qualité 

relationnelle en tant que variable médiatrice.  

L'étude a recommandé la nécessité d'élever le niveau des 

avantages offerts aux clients pour augmenter le niveau de  la valeur 

perçue et optimiser  le niveau de satisfaction et de confiance pour 

assurer la stabilité et la continuité  de la relation avec le client. 

MOTS CLÉS  

Valeur relationnelle, qualité relationnelle, fidélité, modélisation d es 

équations structurelles, smartPLS. 

JEL CLASSIFICATION : I19. M31 
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THE EFFECT OF THE RELATIONSHIP VALUE W ITH 

CLIENT ON HIS LOYALT Y TO THE INSTITUTION  

THROUGH THE RELATION SHIP QUALITY AS A 

MEDIATOR VARIABLE   

ïA STUDY ON A NUMBER OF PRIVATE DENTAL 

CLINICS IN BOUIRA - 

ABSTRACT   

The aim of this study is to test the relationship between the 

relationship value and the customer loyalty through the relationship 

quality as a mediator variable, within the general framework of the 

relationship marketing philosophy and the concept of the customer 

relationship management . Using the deductive method and reliance 

on the case study by distributing a questionnaire to an intentional 

sample of 216 clients of a number of dental clinics in Bouira. The data 

analysis was done using the Partial Least Squares-Structural equation 

modeling . The study concluded that there is an indirect effect of 

relationship value on loyalty through relationship quality as a 

mediator variable.  

The study recommended the necessity of raising the level of the 

benefits of the clients and overcoming their sacrifices to raise the level 

of perceived value, and raising the level of satisfaction and trust to 

ensure the stability and continuity of the rel ationship.  

KEY WORDS   

Relationship value, Relationship quality, loyalty, Structural 

Equation Modeling, smart PLS. 

JEL CLASSIFICATION : I19. M31 
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ǦȵǼȪȵ  

 ȨɅɀȆǪȱä ȸȝ îĉɀȖȵ éíɀȶȺȭ çǠȩɎȞȱǠǣ ȨɅɀȆǪȱä ǦȦȆȲȥ çȀȾș óȀȢǣ  þĀǠȞǪȱä ȨɆȪƠ
 ÛǼɆȞǤȱä āǼƫä ɂȲȝ þɀǣȂȱä Ȝȵ üìǠǤǪȱäĀçǠȆȅǘƫä ɂȞȆǩ ǬɆǵ  ǦȲɅɀȕ çǠȩɎȝ ÞǠȺǣ Ƃâ

 āǼƫä ǦȶɆȩ çäí  ǠȽïǠɆǪȵä ȜȵæìɀƨǠǣ ȺǝǠǣï ȜȵǠȾ  Û(ɂȑȀƫä)ƃǠǪȱǠǣĀ  ȸȶȒɅ Ǡȵ ȨɆȪƠ
 .ǠƬ ȴȾǝɍĀ þɀǣȂȲȱ ǦȭîǼƫä çǠɆǶȒǪȱäĀ ǼǝäɀȦȱä ƙǤȥȸȝ  îäȀȮǩ ÞäȀǱ ǦȆȅǘƫǠǣ ȼǪȩɎȝ
ÞäȀȊȱä çǠɆȲȶȝÜ  ɀƲ ȼɅǼȱ ǦȭîǼƫä ǦȶɆȪȱä āɀǪȆȵ ȰȮȊǪɅ  ȼĉȹà Ǡȶȭ ÛǦȩɎȞȱä ȻǾȽ
 ǠȽîäȀȶǪȅɍ îäȀȮǪǣ ȼȵäȂǪȱä āǼȵĀ Ǡŏ ȼǪȪǭĀ ǦȆȅǘƫǠǣ ȼǪȩɎȝ ȸȝ þɀǣȂȱä Ǡȑî ǦɆƵà ȀȾȚǩ

 ÛƙȆȥǠȺȶȲȱ ǦɆȪɅɀȆǩ ìɀȾǱĀ ȰǝäǼǣ ìɀǱĀ Ȱș Ž ÞäȀȊȱä çǠɆȲȶȝȸȝ ĉƎȞǩ Ǡȵ ɄȽĀ  æìɀǱ
ǦȩɎȞȱä  Ā ǦɆƵà çäí ǼȞǩ Ȁȶȝ ǦȱǠȕɋ(ǦȩɎȞȱä Ăà)ǠȽ  .Þɍɀȱä ȰɆȮȊǩ ƃǠǪȱǠǣĀ Ž ǬǶǤȲȱĀ

çäƘȢǪƫä ȻǾȽ ƙǣ ǦȩɎȞȱä ȽĀ ɍàȴ ǦȩɎȞȱä æìɀǱĀ ǦȩɎȞȱä ǦȶɆȩ êȀȕ ȴǪɅ ÞɍɀȱäĀ  ǦɆȱǠȮȉɋä
:ǦɆȱǠǪȱä Ǡȵ āǼȵ Ƙǭǖǩ ǦȶɆȩ ǦȩɎȞȱä ɂȲȝ ÞɍĀ þɀǣȂȱä ȸȵ üɎǹ æìɀǱ ǦȩɎȞȱä ƘȢǪȶȭ 
ȔɆȅĀ Ž çǠȆȅǘƫä ÝǦɆǶȎȱä 

:ǦɆȱǠǪȱä çǠɆȑȀȦȱä ǦȡǠɆȍ ǨƢ ǦɆȱǠȮȉɍä ȻǾȽ ɂȲȝ ǦǣǠǱɌȱ 
- ƂĀɉä ǦɆȑȀȦȱä: ǼǱɀɅ Ȁǭà ȀȉǠǤȵ ȱǦȶɆȪ ǦȩɎȞȱä ɂȲȝ æìɀǱ ȩɎȞȱäǦ. 
- ǦɆȹǠǮȱä ǦɆȑȀȦȱä: ǼǱɀɅ Ȁǭà ȀȉǠǤȵ ȱǦȶɆȪ ǦȩɎȞȱä ɂȲȝ ÞɍĀ þɀǣȂȱä )ȐɅȀƫä(. 
- ǦǮȱǠǮȱä ǦɆȑȀȦȱä: ǼǱɀɅ Ȁǭà ȀȉǠǤȵ ƨæìɀ ǦȩɎȞȱä ɂȲȝ ÞɍĀ þɀǣȂȱä )ȐɅȀƫä(. 
- ǦɆȑȀȦȱä ǦȞǣäȀȱä: ǼǱɀɅ Ȁǭà Ƙȡ ȀȉǠǤȵ ȱǦȶɆȪ ǦȩɎȞȱä ɂȲȝ ÞɍĀ þɀǣȂȱä )ȐɅȀƫä( ȸȵ 

üɎǹ æìɀǱ ǦȩɎȞȱä ƘȢǪȶȭ ȔɆȅĀ. 
ǦɆǶȎȱä çǠȵǼƪä üǠƭ Ž ǠȾǪǭäǼǵĀ ǠőäƘȢǪȵ ǦɆƵà Ž ǦȅäîǼȱä ȻǾȽ ǦɆƵà ȸȶȮǩ 

ýǠȝ ȰȮȊǣ Ǡǹ ȰȮȊǣ ǦɅȀǝäȂƨä ǦǞɆǤȱä ŽĀò Û ƙǣ æȀȉǠǤƫä ƘȡĀ æȀȉǠǤƫä çǠȩɎȞȱä îǠǤǪǹäĀ
 ýäǼǺǪȅǠǣ çäƘȢǪƫä ǦɆǝȂƨä āȀȢȎȱä çǠȞǣȀƫä ɂȲȝ ǦȶǝǠȪȱä ǦɆȲȮɆƬä çɍìǠȞƫä ǦǱǾƴ

(SEM-PLS) ̪.ȰɆȎȦǪȱǠǣ ǦȪɅȀȖȱä ȻǾȽ êȀȉ ɂȲȝ ȰȶȞȱäĀ 
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Ž ǦȲǮȶǪȵ ùäǼȽɉä ȸȵ ǦȲȶƨ üɀȍɀȲȱ ǦȅäîǼȱä ȻǾȽ ɂȞȆǩ ä çǠȩɎȝ ȸȵ ìǼȝ îǠǤǪǹ
 ƙǣ æȀȉǠǤƫä ƘȡĀ æȀȉǠǤƫä ƘǭǖǪȱäƂâ ǦȥǠȑâ ÛÞɍɀȱäĀ ǦȩɎȞȱä æìɀǱ ÛǦȩɎȞȱä ǦȶɆȩ 

.Ǡŏ ǘǤȺǪȱäĀ çäƘȢǪƫä ƙǣ ǦȲȶǪǂä çǠȩɎȞȱä ùǠȊȮǪȅä 
 ǦøøȅäîǼȱä ùäǼøøȽà ȨøøɆȪǶǪȱ ɂøøȲȝ ìǠøøȶǪȝɍä Ź ɄǱǠǪȺǪøøȅɍä åɀȲøøȅɉädeductive  ĂǾøøȱä

 Ź Ǡøøȶȭ ÛǦȪǣǠøøȆȱä çǠøøȅäîǼȱä ɂøøȲȝ ǦøøɆȺǤƫä çǠɆøøȑȀȦȱä îǠøøǤǪǹäĀ çǠøøɆǣìɉä ǦøøȞǱäȀȵ ȸøøȵ ȨøøȲȖȺɅ
 ýäǼǺǪȅäǦɆȝɎȖǪȅä Ǧȅäîì  ȰøɆȲƠ òɀøȎƝĀ ÛǦøȍǠƪä ǦɆǶøȎȱä çǠøȆȅǘƫä ȸøȵ ìǼøȝ ɂøȲȝ

 çǠȹǠɆǤȱä ȻǾȽǰȵǠȹȀǣ ɂȲȝ ìǠȶǪȝɍä Ź  SPSS  ǰȵǠȹȀǣĀsmart PLS. 
ȸǝǠǣï ǦȅäîǼȱä ǨȲƽ(ɂȑȀȵ)  æȀɅɀǤȱä ǦɅɍɀǣ ǦȍǠƪä þǠȺȅɉä ǦǵäȀǱ çäìǠɆȝ ȸȵ ìǼȝ

 ȸȵ :ǦɆȹäǼɆƫä ǦȅäîǼȲȱ ǦɆȹǠȵȂȱä ìĀǼƩä çǼǪȵä ǼȩĀ ÛȀǝäȂƨǠǣ01  þäɀǱ2019  Ƃâ15  þäɀǱ
2019. 

ǦȪǣǠȆȱä çǠȅäîǼȱä ȌƸ ǠȶɆȥ öɀȑɀȶȲȱÛ  çäƘȢǪȵ çǠȅäîǼȱä ȸȵ ǼɅǼȞȱä ǨȱĀǠȺǩ
ȸȵ ǦȦȲǪƯ çǠȩɎȞǣ ǠȾȺɆǣ ȀǭɉäĀ ǦȅäîǼȱä ǠȾȺȶȑǦȅäîì : )Chen & Odonchimeg, 

2011(  Ɣȱä ǦȩɎȞȱä æìɀǱĀ ǦȆȅǘƫä æîɀȍ ÛǦȵɎȞȱä æîɀȍ ƙǣ ǦȩɎȞȱä îǠǤǪǹä Ƃâ ǨȥǼȽ
 ÛþäɀɅǠǩ Ž çɍǠȎǩɍä ǦȵǼǹ üǠƭ Ž þɀǣȂȱä ÞɍĀĀ ǦȩɎȞȱä ǦȶɆȩĀ ǬɆǵ ìɀǱɀȱ ǨȲȍɀǩ

 ɂȲȝ Ȁǭà ǦȩɎȞȱä æìɀƨ ĉþà Ǡȶȭ ÛǦȩɎȞȱä æìɀǱ ɂȲȝ ǦȆȅǘƫä æîɀȍĀ ǦȵɎȞȱä æîɀȎȱ ƘǤȭ Ȁǭà
 ȀȉǠǤȵ Ȁǭà ìɀǱĀ ýǼȝ Ȝȵ ǦȩɎȞȱä ǦȶɆȩƨ ǦȶɆȪȱ Ȁǭà ìɀǱĀ Ȝȵ ÛÞɍɀȱä ɂȲȝ ǦȩɎȞȱä æìɀ
Ǧȅäîì çƎǪǹä ƙǵ Ž ÛÞɍɀȱä ɂȲȝ ǦȩɎȞȱä )Liu Yi & Chia-Hui, 2011(  æìɀǱ Ȁǭà
 ÛȸǝǠǣȂȱä ÞɍĀ ɂȲȝ ȰɅǼǤǪȱä ȂǱäɀǵĀ ǦȩɎȞȱäǨȎȲǺȥ  ȂǱäɀǵĀ ǦȩɎȞȱä æìɀƨ Ȁǭà ìɀǱĀ Ƃâ

 ȰɆȲȪǪȱ ȰɅǼǤǪȱä ȂǱäɀǵĀ ǦȩɎȞȱä æìɀǱ ÞǠȺǣ æîĀȀȒǣ ǨȍĀà ǼȩĀ ÛÞɍɀȱä ɂȲȝ ȰɅǼǤǪȱä
Þɍɀȱä ȂɅȂȞǩĀ üɀǶǪȱä üǠȶǪǵä. ŽĀ  ǦȩɎȞȱä æìɀǱĀ ǦȩɎȞȱä ǦȶɆȩ ƙǣ ǦȩɎȞȱä îǠǤǪǹä ȰɆǤȅ

ǨȾǪȹä Ǧȅäîì )Cui & Christian, 2016 ( ǦȪǣǠȅ ǦȩɎȞȱä ǦȶɆȩ ĉþàĀ ǠȶȾȺɆǣ ǦȩɎȝ ìɀǱĀ Ƃâ
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ǦȩɎȞȱä æìɀƨ.  Þɍɀȱä ɂȲȝ ǦȩɎȞȱä æìɀǱ Ȁǭà Ǧȅäîì úǠɆȅ ŽĀǨȲȍɀǩ  Ǧȅäîì ÛîǼɆǵ)
2017(  ɂȲȝ ǦȩɎȞȱä æìɀƨ Ȁǭà ìɀǱɀȱȱäÞɍɀ. 
   ȀȉǠǤƫä Ȁǭɉä îǠǤǪǹä ɂȲȝ ȂȭȀǩ ǠŒà Ž ǦȪǣǠȆȱä çǠȅäîǼȱä ȸȝ ǦȅäîǼȱä ȻǾȽ ȤȲǪơ

 ýäǼǺǪȅǠǣ ÛǠȞȵ ÞɍɀȱäĀ ǦȩɎȞȱä ǦȶɆȩ ÛǦȩɎȞȱä æìɀǱ ƙǣ ȀȉǠǤƫä ƘȡĀ çɍìǠȞƫä ǦǱǾƴ
ǦɆȲȮɆƬä )1SEM-PLS(ǦǞɆǤȱä ȸȶȑ ǦǶȎȱä öǠȖȩ Ž ǠȾȪɆǤȖǪȱ ǦȥǠȑâ Û .ǦɅȀǝäȂƨä 
1- çǠɆǣìɉä ǦȞǱäȀȵ:  

Ʌ ǼȞ ǠȾȺǝǠǣïĀ ǦȆȅǘƫä ƙǣ çǠȵɀȲȞƫä Ž ǦȭîǠȊƫäĀ ýäȂǪȱɍäĀ ǦȪǮȱä ȨɆȪƠ ȴȽà ƙǣ ȸȵ
çǠȩɎȞȱǠǣ ȨɅɀȆǪȱä ùäǼȽà Û   ƎǪȞǩĀ  ÛǦȩɎȞȱä æìɀǱ çäìǼƮ ǠȑȀȱäĀ ýäȂǪȱɍä ÛǦȪǮȱä ȸȵ Ȱȭ

  ùǼȾɅ ǠȶȭȬȱǾȭ  ȼȱ ǦǤȆȺȱǠǣ çǠɆǶȒǪȱä ȰɆȲȪǩĀ þɀǣȂȲȱ ǠȑȀȱäĀ ǦǵäȀȱä ȨɆȪƠ Ƃâ ȀȵǠȅ)
 ÛɄȲȝ Ā2013 ǦǶȦȍ Û360(Û ǦȩɎȞȱä ǦȶɆȩ ȰȮȊǩ Ǡȵ ɄȽĀ. 
1.1- :(ȐɅȀȶȱä) þɀǣȂȱä Ȝȵ ǦȩɎȞȱä ǦȶɆȩ  

 üìǠǤǪȱä ǦɅȀȚȹ ȼǣ çÞǠǱ Ǡȵ üɎǹ ȸȵ ǦȩɎȞȱä ǦȶɆȩ ýɀȾȦƫ îɀȾș üĀà þǠȭ
 ǦǲɆǪȹ ǦɆȝǠȶǪǱɍä Āà ǦɅìǠȎǪȩɍä ȜȥǠȺƫä þɀȮǩ ǦɅȀȚȺȱä ȻǾȽ ɂȲȝ ăÞǠȺǣ ǬɆǵ ÛɄȝǠȶǪǱɍä

                                                                        
1  Structural Equation Modeling (SEM):  îǠøǤǪǹä ùǼøŏ çǠȹǠɆǤȱä ȰɆȲƠ Ž ǦȵǼȪǪȵ ǦɆǝǠȎǵâ çǠɆǲɆǩäƕȅä Āà úȀȕ ɄȽ

 ǦøȑƕȦƫä çǠøȩɎȞȱä ÞĂȂƟ Ƃâ ǦǱǠƩä þĀǼǣ æǼǵäĀ ăǦȲƤ ÛǬǵǠǤȱä ǠȾȑƕȦɅ Ɣȱä (ǦɅȀȚȺȱä éíǠȶȺȱä) çäƘȢǪƫä ƙǣ çǠȩɎȞȱä ǦȮǤȉ ǦǶȍ
Ƕȍ îǠǤǪǹä þà ǬɆǵ .æǼǵ ɂȲȝ çǠȩɎȞȱä ȸȵ ÞȂǱ Ȱȭ ǦǶȍ îǠǤǪǹäĀ ÞäȂǱà Ƃä þĀǼøǣ çäƘøȢǪƫä ƙøǣ éíɀȶȺȱä Ž ǦȑƕȦƫä çǠȩɎȞȱä Ǧ

 çɍìǠøȞƫä ǦøɆǲȾȺȵ ȸøȵ þǠøȝɀȹ ûǠøȺȽĀ ÛɄøȪɆȪƩä çäƘøȢǪƫä ûɀȲøȅ úìà æîɀȎǣ ɄȖȞɅ ǠȾǪǝȂƟǦøɆȲȮɆƬä ǦøȶǝǠȪȱä ǦøɆȲȮɆƬä çɍìǠøȞƫä ǦøǱǾƴ :
ɂȲȝ )ûƕȊƫä ȀɅǠȢǪȱäSEM-CB(  ȀȢøȎȱä çǠøȞǣȀƫä ɂøȲȝ ǦøȶǝǠȪȱä ǦɆȲȮɆƬä çɍìǠȞƫä ǦǱǾƴĀā ǦøɆǝȂƨä )SEM-PLS(.  æƘøǹɉä ȻǾøȽ

ÛǦøȅäîǼȱä Ž ǠøȾɆȲȝ ìǠøȶǪȝɍä Ź ƔøȱäĀ ȰøǤȩ ǠøȽȀɅɀȖǩ Ź Wold (1966, 1982 ; 1985)  ĀLohmöller (1986)  ȨøȲȕàĀ
 ǠøøȾɆȲȝǦøøȶȝǠȺȱä ǦøøǱǾȶȺȱä ǴȲȖøøȎȵÛ  ȰɅǼøøǣ ɄøøȽĀ)SEM-CB(  çǠøøǤȲȖǪƞ ÞǠøøȥɀȱä ǢȞøøȎȱä ȸøøȵ ǠøøȾɆȥ þɀøøȮɅ Ɣøøȱä çɍǠøøǵ Ž)SEM-

CB(  çǠøøøøȹǠɆǤȲȱ ɄøøøøȞɆǤȖȱä ȜɅïɀǪȱǠøøøȭ Û Ā ýɀøøøøȪǩ ǦøøøǱǾƴ)SEM- PLS( ȀɅǼøøøøȪǪǣ  ȴɆøøøøȩ ȴøøøøȚȞǩ Ɣøøøøȱä îǠøøøȆƫä éíɀøøøøƴ çɎȵǠøøøøȞȵR2  ƆǠøøøøǤȶȲȱ
 (ǦøøȞǣǠǪȱä çäƘȢǪȵ)ǦȥǼȾǪøøȆƫä ǦøøɆȲǹäǼȱä ĀéíɀøøȶȺȱä Ž ǠȾǵȀøøȉÛ  ȸøøȵ ɀøøǱȀƫä ǘøøǤȺǪȱä ùǼøøȽ ȨøøȪƠ ǦɆøøȍǠƪä ȻǾøøȽȱäǦøøǱǾȶȺ  ɄøøȽ þɀøøȮǩ ƃǠøøǪȱǠǣĀ

 ǦøøǱǾƴ ƎøøǪȞǩ ǢǤøøȆȱä äǾøøƬĀ (çäƘȢǪƫǠøøǣ ǘøøǤȺǪȱä )ȸɅǠøøǤǪȱä êȀøøȉ ɀøøȽ ǬøøǶǤȱä ùǼøøȽ þɀøøȮɅ ǠȵǼøøȺȝ ǦȲøøȒȦƫä ǦøøȪɅȀȖȱä)SEM-PLS ( ǦøøȶǝǠȩ
ȸɅǠǤǪȱä ɂȲȝ Û ȸȮƹ ǼɅȂȶȲȱöɎȕɍä :ɂȲȝ  ÛæȂȢɆǩ)2012 ǦǶȦȍ Û115( )Armin & Freidrich, 2012(. 
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þɀǣȂȱäĀ ǦɆǶȎȱä ǦȆȅǘƫä ƙǣ ɄȝǠȶǪǱɍä ȰȝǠȦǪȱä ǦɆȲȶȞȱ )Anil & More, 2018( Û íâ
Ȁǹɇä ùȀȖȱä Ƃâ ǦȶɆȩ ȤɆȒǩ ǦȪɅȀȖǣ ȼȥäǼȽà ȨɆȪƠ Ƃâ ǦȩɎȞȱä ȸȵ ùȀȕ Ȱȭ ɂȞȆɅ 

)Therry & Barry, 2008(  ǬɆǵ :ǦɆȆɆǝî çǠȪȲȖȺȵ èɎǮǣ ǦȩɎȞȱä ǦȶɆȩ ýɀȾȦȵ ȔǤǩȀɅ
ȜȥǠȺȵ ƙǣ þɀǣȂȱä ǦȹîǠȪȵ ǦǲɆǪȹ ǠȽîǠǤǪȝǠǣ ɍĀà Ž ǦȲǮȶǪƫä ǦȩɎȞȱä  ǼǝäɀȦȱä ȸȵ ǰɅȂȵ

ǦɆȝǠȶǪǱɍäĀ ÛǦɆȺȦȱä ÛǦɅìǠȎǪȩɍä ǦȆȅǘƫä Ȝȵ ǦȩɎȞȱä çǠɆǶȒǩĀ ȀȞȆȱä ǠȾƵà ǠȽîǠǤǪȝǠǣ Û
 äƘȢǪȵ  ǠɆȭäîìâǦȆȥǠȺƫǠǣ ǦȩɎȞȱä ǦȶɆȩ ýɀȾȦȵ ȔǤǩȀɅĀ ÛȀǹɇ þɀǣï ȸȵ ȤȲǪơ ɄȾȥ )Ulga 

& Andreast, 2001( )Ulga & Andreast, 2006(. 
2.1- (ȐɅȀȶȱä) þɀǣȂȱä Ȝȵ ǦȩɎȞȱä æìɀǱ 

 ȞǩùĉȀ ǦȩɎȞȱä æìɀǱ  ɂȲȝǠŒà  ȀǮȭà ɄȽĀ ÛǦȵǼƪä ýǼȪȵ Ȝȵ ȼǪȩɎȝ æɀȪȱ þɀǣȂȱä ȴɆɆȪǩ
ǦɆȆȥǠȺǪȱä æȂɆȶȲȱ îǼȎȶȭ ǦȵǼƪä æìɀǱ ȸȵ äîɀȖǩ )Yoong, Song & Muthaloo, 

2017( Û íâçǠȩɎȞȱä çȂɆƢ Ž  ÛǦɆȪɅɀȆǪȱä ǦǞɆǤȱä ǦɆȮɆȵǠȺɅì Ȱș ȸȵ ǼȭǖǪȱä ýǼȞǣ
ǠȾȺǝǠǣï Ȝȵ æìɀǱ çäí çǠȩɎȝ ÞǠȺǣ Ƃâ çǠȆȅǘƫä çǼȶȝ ȬȱǾȱ ÛǠȽîäȀȶǪȅä  ɂȲȝ ýɀȪǩ

 ǦȩɎȞȱä üɀȖǣ ȨȲȞǪɅ ǠȶɆȥ ǼȭǖǪȱä ýǼȝ ȸȵ ȰȲȪǩ üìǠǤǪȱä ŽȀȕ ȰǤȩ ȸȵ ǠȑȀȱäĀ ýäȂǪȱɍäĀ ǦȪǮȱä
 þɀǣȂȱä Ǡȑî ȨɆȪƠ ɀƲ ǦȾǱɀƫä ǦɆȪɅɀȆǪȱä ǦȩɎȞȱä ǠŒà ǦȩɎȞȱä æìɀǱ ǨȥȀćȝ ǼȩĀ ÛþɀǣȂȱä Ȝȵ

ǠȾǪȵɀƹìĀ ǦȩɎȞȱä îäȀȪǪȅä ȸȶȒɅ Ǡƞ ȼǪȪǭĀ )Liu, Yi & Chia -Hui, 2011( )Ulga & 

Andreast, 2006 ( . ùĉȀȞǩĀ ÛþɀǣȂȱäĀ ǦȵǼƪä ýǼȪȵ ƙǣ ǦȩɎȝ Ăà ÞǠȺǣ ðǠȅà ǦȪǮȱä ƎǪȞǩ
 ȸȵ Ǡŏ ÞǠȥɀȱä ȴǪɆȅ ȼǩǠǱǠɆǪǵä ĉþà ǦȩɎȞȱä ùȀȕ þǠƹâ ǠŒàȰǤȩ Ȁǹɇä ùȀȖȱä )Cui & 

Chirstian, 2016( ǠőǠȵǼǹ æìɀǱ Ž ǦȪǭ ȼɅǼȱ þɀȮǩ ǦȆȅǘƫä Ž þɀǣȂȱä ȨǮɅ ǠȵǼȺȝ íâ 
)Liu, Yi & Chia -Hui, 2011( Û ǦȪǮȱä ǼȞǤȱ ǦǱǠƩä ǖȊȺǩ ȼȹà Ƃâ æîǠȉɋä ȸȵ Ǽǣ ɍ Ǡȶȭ

 ǼɆȪȞǪȱǠǣ ȴȆǪǩ Ȥȩäɀȵ Ž þɀǣȂȱäĀ ǦȆȅǘƫä ƙǣ ǦȩɎȞȱä Ž Āà æȀȕǠǺƫä Āà ǼȭǖǪȱä ýǼȝ Āà
üìǠǤǪȱä ŽȀȕ ǢȹǠǱ ȸȵ ǦȥȀȞƫä Ž ȌȪȹ ûǠȺȽ þɀȮɅ ǠȵǼȺȝ )Cahill, 2007 ( ǼȩĀ Ź
 ȀȉǠǤƫä ȼȕǠǤǩîɍ ǦȩɎȞȱä æìɀǱ ðǠɆȪȱ Ȁȉǘȶȭ ǠȑȀȱä éäîìâǣþɀǣȂȲȱ ǦɆȭɀȲȆȱä ǰǝǠǪȺȱǠ Û ǬɆǵ
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ȹîǠȪƫä ǦɆȲȶȝ ǦǲɆǪȹ ǠȑȀȱǠǣ ȀȞȊɅǦ  ȜȩɀǪƫä Þäìɉä ƙǣ ĀǦȵǼǺȲȱ ɄȲȞȦȱä )Ulga & 

Andreast, 2006( ýäȂǪȱɍä ȄȮȞɅ ǠȶȺɆǣ  ǦȩɎȞȱä ȻǠƟä ǦɆȲǤȪǪȆƫä ȴȾȖȖǹĀ ȸǝǠǣȂȱä ǠɅäɀȹ
ǦȆȅǘƫä Ȝȵ )Kaj, Strandvik & C rönroos, 1994( . ǦȶɆȩ ýɀȾȦȵ ȸȵ Ȱȭ ƎǪȞɅ

 ĉþà ǬɆƜ ÛçǠȩɎȞȱǠǣ ȨɅɀȆǪȱä ǦȦȆȲȥ ȸȶȑ ǦȶȾƫä ȴɆȽǠȦƫä ȸȵ ǦȩɎȞȱä æìɀǱĀ ǦȩɎȞȱä
ǦȩɎȞȱä æìɀƨ ǦȪǣǠȅ ɄȽ ǦȩɎȞȱä ǦȶɆȩ )Yoong, Song & Muthaloo, 2017.(   ȼȺȵĀ

ǨȹǠȭ :ɄȲɅ Ǡȶȭ ƂĀɉä ǦɆȑȀȦȱä  Ȁǭà ǼǱɀɅȀȉǠǤȵ ȱ.ǦȩɎȞȱä æìɀǱ ɂȲȝ ǦȩɎȞȱä ǦȶɆȪ 
3.1- (ȐɅȀȶȱä) þɀǣȂȱä ÞɍĀ  

  ȄȦȹ ȸȵ ȰǤȪǪȆƫä Ž îäȀȶǪȅǠǣ ÞäȀȊȱä æìǠȝǚǣ þɀǣȂȱä āǼȱ Ǹȅäî ýäȂǪȱä ȼȹà Þɍɀȱä ùĉȀȞćɅ
ǦȆȅǘƫä )Yoong, Song & Muthaloo, 2017( çǠȵǼƪǠȥ  ǦɆǶȎȱä çäíǦɆȍɀȎǹ 

 ȸǝǠǣȂȱä ƆǠȞɅ ǬɆǵ (ɂȑȀƫä) ɄȆȦȺȱä ìǠȾǱɋä ȸȵ ǦǱîì ĀĂǼȆƨä Û ȰȵäɀȞȱä ȤȲǪơ ȬȱǾȱ
 Ƃâ Ăìǘǩ Ɣȱäȱä Þɍɀ çɍǠƭ Ž ǠȾȺȝ ǦǶȎȱä üǠƭ ŽāȀǹà )Astruit & Keisuke, 

2014(  ǦɆȲȶȝ îäȀȮǩ ɂȲȝ ȸǝǠǣȂȱä ȰǤȩ ȸȵ ȨɆȶȝ ýäȂǪȱä ÞɍɀȱǠȥ ǦȆȅǘƫä çǠȵǼƪ ÞäȀȊȱä
ǦɆȪɅɀȆǪȱä ìɀȾƨä Āà ǦɆȥȀȚȱä çäȀǭǘƫä ȸȵ ȴȡȀȱǠǣ Ǧȶǝäì ǦȦȎǣ ȱ ǦȆȥǠȺȶȲ ÛǢɆǤƩä ȸǣ)

2017 ǦǶȦȍ Û57(Û  ȀȞȅ Ăà ȜȥǼȱ ȂȽǠǱ ɀȽĀåɀȲȖȵ  ÛǦɅìǠȹ)2018 ǦǶȦȍ Û116( Û
ɆȲȶȞȱä îɀȖǩ üɎǹ ȸȵ ǦɆǶȎȱä ǦȆȅǘȶȲȱ Þɍɀȱä ȨȪǶǪɅýäȂǪȱɍǠǣ ȴǱƕǩ ƔȱäĀ ǦɆȆȦȺȱä Ǧ 

 ÛåǠȊȞȱä)2018 ǦǶȦȍ Û50(. 
 ǦȩɎȞȱä ǦȶɆȩ ƙǣ ǦȩɎȞȱä ȌƸ ǠȶɆȥ ȼɆȲȝĀ Āȥ ÛÞɍɀȱä ǰǝǠǪȺȱǠǣ ǦȩɎȞȱä ǦȶɆȩ ǨȖǤǩîä ǼȪ

þɀǣȂȲȱ ǦɆȭɀȲȆȱäÛþɀǣȂȱä ÞɍĀ ȨɆȪƠ ɂȲȝ ǦɆȱǠȞȱä ǦȭîǼƫä ǦȶɆȪȱä Ȁǭǘǩ ǬɆƜ Û )Liu, Yi & 

Chia-Hui, 2011) ( íâȱä ȴĉɆȪɅȸǝǠǣȂ  Ƃâ ǦǤȆȹ ȴȾȞȥǠȺȵȴőǠɆǶȒǩ  îäȀȶǪȅä ȀɅȀȪǩ ǼȺȝ
ǦȩɎȞȱä ǦȆȅǘƫä Ȝȵ ǠȾȞȖȩ Āà )Yoon, Song & Muthaloo, 2017 ( ĉþà Ăà  āɀǪȆȵ

 ðǠȅà ǦȩɎȞȱä ǦȶɆȩƩäȴȮ ǦȩɎȞȱä îäȀȶǪȅä ɂȲȝ (Þɍɀȱä) .ǠȾȞȖȩ Āà  ǦȩɎȞȱä ǦȶɆȪȱ ȼɆȲȝĀ
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 ȀȉǠǤȵ Ȁǭà(ȐɅȀƫä) þɀǣȂȱä ÞɍĀ ɂȲȝȼȺȵĀ Û ǨȹǠȭ ǦɆȹǠǮȱä ǦɆȑȀȦȱä  :ɄȲɅ Ǡȶȭ  Ȁǭà ǼǱɀɅ
 ȀȉǠǤȵ ǦȩɎȞȱä ǦȶɆȪȱ.(ȐɅȀƫä) þɀǣȂȱä ÞɍĀ ɂȲȝ 
ǠȶɆȥĀ  ȼȹà ǬɆǵ ÛþɀǣȂȱä ÞɍĀĀ ǦȩɎȞȱä æìɀǱ ƙǣ ǦȩɎȞȱä ȌƸ çǠȵǼƪä üǠƭ Ž

 Ž ǦȵǼƪä ȸȵ þǠǤȹǠǱ ȀǭǘɅ ÛòǠǹ ȰȮȊǣ ǦɆǶȎȱä çǠȵǼƪäĀ ǦȵǠȝ ǦȦȎǣ þɀǣȂȱä îäȀȩ
 Ǡƞ ǦȩɎȞȱä æìɀǱ Ž ȰǮȶǪȵ ǢǶȅ æɀȩ ȰǮƹ üĀɉä ǢȹǠƨä ÛǠȾȺȝ ȼȱĉɀƠ Āà ȼǪȩɎȝ Ž ȼǝǠȪǣ
 ȴȾɅǼȱ ȄɆȱ ǦȩɎȞȱä æìɀƛ þĀȀȞȊɅ ȸɅǾȱä ȸǝǠǣȂȱǠȥ ÛýäȂǪȱɍäĀ ǠȑȀȱä ÛǦȪǮȱä Ȱȵäɀȝ ȸȵ ǠȾɆȥ

ÛȰɅɀǶǪȲȱ ǢǤȅ ƙǵ Ž  ȰǮȶǪɅ ƆǠǮȱä ǢȹǠƨä Ž ǦȲǮȶǪȵ ȤȲƪä ȸȵ Ȝȥì æɀȩ Ž ȂǱäɀǵ
ȰɅɀǶǪȱä Āà ȰɅǼǤǪȱä )Liu, Yi & Chia -Hui, 2011( Û îäȀȩ þɀǣȂȱä ȼɆȲȝ ƗǤɅ Ǡȵ ȴȽà ǦȪǮȱǠȥ

 ɂȲȝ ȀȉǠǤȵ Ȁǭà ǦȩɎȞȱä æìɀƨ ȼɆȲȝĀ ÛǦȩɎȞȱä Ž ȻîäȀȶǪȅäȱäÞɍɀ Û   Ȭȱí ɂȲȝ äÞǠȺǣĀ ǨȹǠȭ
:ɄȲɅ Ǡȶȭ ǦǮȱǠǮȱä ǦɆȑȀȦȱä .(ȐɅȀƫä) þɀǣȂȱä ÞɍĀ ɂȲȝ ǦȩɎȞȱä æìɀƨ ȀȉǠǤȵ Ȁǭà ǼǱɀɅ 

 ÛȔɆȅĀ ƘȢǪȶȭ ǦȩɎȞȱä æìɀǱ üɎǹ ȸȵ ÞɍɀȱäĀ ǦȩɎȞȱä ǦȶɆȩ ƙǣ ǦȩɎȞȱä ȌƸ ǠȶɆȥĀ 
ƜĀ üɀȪȞƫä ȰȞȦȱä ǦɅȀȚȹ ǢȆreasoned action theory) (çäƘȢǪƫä ȔȅɀǪǩ  ǠȾȺɆǣ ǦɆȥȀȞƫä

 Ʉȭäîìä ƘȢǪȵ ǠȽîǠǤǪȝǠǣ ǦȩɎȞȱä ǦȶɆȩ ȼɆȲȝĀ ÛǦɆȭɀȲȅ ǰǝǠǪȹ Ƃâ Ăìǘǩ ǦɆȦȕǠȝ çäƘȢǪȵ
 ɂȲȝ ƗǤȵ ŽȀȞȵ ȴɆɆȪǩǦȵǼǺȲȱ ɄȲȞȦȱä ÞäìɉäɄȾȥ Û  ǦȪǮȱäĀ ǠȑȀȱäĀ ýäȂǪȱɎȱ ǦȪǣǠȅ ìǠȞǣà)

ǼȞǩ Ɣȱä (ǦȩɎȞȱä æìɀǱ ǦɆȦȕǠȝ çäƘȢǪȵ )Ulaga & Andreast, 2006 ( ǠȾɆȥ æȀǭǘȵĀ
 ǬɆǵÛŸǠƶâ ȰȮȊǣ ǦȩɎȞȱä ȻǠƟä þɀǣȂȱä ýäȂǪȱä ɂȲȝ ǦɆȱǠȞȱä ǦȩɎȞȱä ǦȶɆȩ Ȁǭǘǩ  ɂȲȝĀ

ǠȾȺȝ ȻǠȑî āɀǪȆȵ )Kaj, Strandvik & Crönroos, 1994) (Anil & More, 2018 (
)Yoong, Song, Muthaloo, 2017(  ÛǠȶȭ  õǠȦƩä ǦȆȅǘƫä ùǼȽ þɀȮɅ ǠȵǼȺȝ ȼȹà

 þɀǣȂȱä Ȝȵ ǦȩɎȞȱä ɂȲȝȂȭȀǩ  Ǡƫ ǠȶȺɆǣ ÛǦȪǮȱä ȀȎȺȝ ǦɆƵà ȀȾȚǩ ȸɅà ÛǦȩɎȞȱä æìɀǱ ɂȲȝ
 æìǠɅï ǠȾȥǼȽ þɀȮɅƫä ǦȶɆȩ āɀǪȆȵ Ȝȥî ɂȲȝ ȂɆȭƕȱä ȴǪɅ çǠɅƕȊ Ȝȥî Ăà ÛȼɅǼȱ ǦȩɎȞȱä
ȼɅǼȱ ǦȭîǼƫä ǼǝäɀȦȱä ǦȶɆȩ )Ulga & Andreast, 2006(  ɂȲȝ ȀȉǠǤȵ Ȁǭà ǦȩɎȞȱä ǦȶɆȪȱ ȼɆȲȝĀ

 ÛǦȩɎȞȱä æìɀǱƔȱä  ÛǦɆȭɀȲȅ ǰǝǠǪȹ Ƃâ Ăìǘǩ  ȬȱǾȱĀ ƙǣ ȔɆȅĀ ƘȢǪȵ ǦȩɎȞȱä æìɀǱ ƎǪȞǩ
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ÞɍɀȱäĀ ǦȩɎȞȱä ǦȶɆȩ Û ƃǠǪȱǠǣĀǦɆȑȀȦȱä çÞǠǱ :ɄȲɅ Ǡȶȭ ǦȞǣäȀȱä  ǦȶɆȪȱ ȀȉǠǤȵ Ƙȡ Ȁǭà ǼǱɀɅ
.ȔɆȅĀ ƘȢǪȶȭ ǦȩɎȞȱä æìɀǱ üɎǹ ȸȵ (ȐɅȀƫä) þɀǣȂȱä ÞɍĀ ɂȲȝ ǦȩɎȞȱä 

:ɄȲɅ Ǡȶȭ ǦȅäîǼȲȱ ĂȀȚȺȱä éíɀȶȺȱä þɀȮɅ ȼɆȲȝĀ 

ȰȮȊȱä1: éíɀȶȺȱä ĂȀȚȺȱä ǦȅäîǼȲȱ

 
îǼȎƫä: ȸȵ ìäǼȝâ ǦǮǵǠǤȱä äìǠȶǪȝä ɂȲȝ çǠɆȑȀȥ ǦȅäîǼȱä çǠȅäîìĀ ǦȪǣǠȅ ȼƵà )Ulga & Anreast, 2003) (Jeffrey, 

Barry & Therry, 2008)) (Liu, Yi & ChiaHui, 2011) 

2- çäĀìɉäĀ ǦȪɅȀȖȱä  
1.2- ǦȅäîǼȱä ǦȺɆȝĀ ȜȶǪǲȵ 

 ÛæȀɅɀǤȱä ǦɅɍɀǣ ǦȍǠƪä þǠȺȅɉä ǦǵäȀǱ çäìǠɆȝ ȸȵ ìǼȝ ȸǝǠǣï ǦȅäîǼȱä ȜȶǪƭ ȰȶȊɅ
 äȀȚȹǦɆȹǠȮȵɋ  ǠȾȺɆǣ ǦȆȥǠȺȵ ìɀǱĀ Ȱș Ž ÛǦȵǼƪä ɄȵǼȪȵĀ ȸǝǠǣȂȱä ƙǣ çǠȩɎȝ ÞɀȊȹ

 ÞɍɀȱäĀ ǦȩɎȞȲȱ ǠȺǪȅäîì ȂɆƶ Ǡȵ ɀȽĀ ÛéɎȞȱä ǦɆȹǠƭ çäí ýǠȞȱä öǠȖȪȱä çǠȆȅǘȵ ƙǣĀ
 ȸȵ ǦȹɀȮȵ ǦɅǼȎȩ ǦɆȱǠȶǪǵä Ƙȡ ǦȺɆȝ îǠɆǪǹä Ź ǼȩĀ ÛǠȾɆȥ216 .äìȀȥ 

2.2- ǦȅäîǼȱä æäìà  

 ŹÞǠȺǣ þǠɆǤǪȅä þĉɀȮȵ ȸȵ ǦȞǣîà îĀǠƮ (ȴȩî ȨǶȲƫä 1Û ȌȎǹ  çǠȹǠɆǤȲȱ üĀɉä
ȴȲȅ ýäǼǺǪȅǠǣ ÛÞɍɀȱäĀ ǦȩɎȞȱä æìɀǱ ÛǦȩɎȞȱä ǦȶɆȩ :øȱ āȀǹɉä ǨȎȎǹ ǠȶȺɆǣ ÛǦɆȎǺȊȱä 

çȀȮɆȱ  ÛɄȅǠȶƪäÛȼɆȲȝĀ æƕȦȱä üɀȕ åǠȆǵ ǼȞǣ ȼȹǚȥ (4/5=0.80) ǦȶɆȩ ȜɅïɀǩ ǴǤȎɅ 

ϣЦыЛЮϜ ϣвтЦ 

 ϢϸмϮ
ϣЦыЛЮϜ 

̭ъмЮϜ 

H

H

H

H
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çǠȖȅɀǪȵ þäïĀɉä Ǡȶȭ ɄȲɅ: (ȸȵ 1 Ƃâ 1.79 Ȩȥäɀȵ Ƙȡ ȸȵ ÛǠȵǠƢ 1.80 Ƃâ 2.59  Ƙȡ
ȸȵ ÛȨȥäɀȵ 2.60 Ƃâ 3.39 ȸȵ ÛǼɅǠƮ 3.40 Ƃâ 4.19 ȸȵ ÛȨȥäɀȵ 4.20 Ƃâ 5 ǠȵǠƢ Ȩȥäɀȵ). 
3.2- ǬǶǤȱä Ʉȥ ǦȵǼǺǪȆȶȱä ǦɆǝǠȎǵɋä ǰȵäȀǤȱä: 

  ǰȵǠȹȀǣ ýäǼǺǪȅä ŹSPSS V26  çǠɅɀǪȆȵ Ȥȍɀȱ  Ȁȥɀǩ ǦȅäîǼȱä çäƘȢǪƫäüɎǹ ȸȵ 
þäïĀɉä ȔȅɀǪȵ ĂîǠɆȞƫä ùäȀƲɍäĀÛ  ǰȵǠȹȀǣ ýäǼǺǪȅä Ź Ȭȱí ǢȹǠǱ ƂäSmart PLS Ɨ 

 Ā āȀȢȎȱä çǠȞǣȀƫä ǦȪɅȀȖǣ îǠȆƫä ȰɆȲƠ éíǠƴ ǾɆȦȺǩ Ž ȌȎǺǪȵ ȼǩäǾǣ ȴǝǠȩ ǰȵǠȹȀǣ ɀȽ
 ǦɆǝȂƨäPLS-SEM ̪ ìǠȶǪȝä Ź ǠȶȭǦȱɍì āɀǪȆȵ 5%. 

3- ǰǝǠǪȺȱä ǠȾǪȊȩǠȺȵĀ 
1.3- ǦȅĀîǼȶȱä ǦȺɆȞȱä ȤȍĀ 
üĀǼǲȱä 1: ǦȅäîǼȱä ǦȺɆȞȱ ǦɆȎǺȊȱä çǠȹǠɆǤȱä 

ȌǝǠȎǺȱä ǦɆȎǺȊȱä çäîäȀȮǪȱä ǢȆȺȱä % 
ȄȺƨä ɂǮȹà 138 63.9 

Ȁȭí 78 36.1 
öɀȶŎä 216 100 

ȸȆȱä [18-27] ǦȺȅ    96 44.4 
[ 28-37] ǦȺȅ    42 19.4 

[ 38-47] ǦȺȅ 48 22.2 
ȸȵ Ǝȭà 47 ǦȺȅ 30 13.9 
öɀȶŎä 216 100 

ìǼȝ çäȀȵ æîǠɅï æìǠɆȞȱä ȸȵ 1 Ƃâ5 çäȀȵ 102 47.2 
ȸȵ 6 Ƃâ 10 çäȀȵ 24 11.1 
ȸȵ 11 Ƃâ 15 æȀȵ 36 16.7 

ȸȵ ȀǮȭà 16 æȀȵ 54 25.00 
öɀȶŎä 216 100 

îǼȎƫä:  ȸȵ ìäǼȝä ǮǵǠǤȱäǦ çǠǱȀƯ ɂȲȝ ìǠȶǪȝɍǠǣ  spss 

 ȸȵ ȀǮȭà ĉþà ȘǵɎȹ40  ȸȵ ǦǝǠƫǠǣ ȸȵ ȀǮȭà æìǠɆȞȲȱ ȴőîǠɅï çîȀȮǩ ǦȺɆȞȱä ìäȀȥà11 
æȀȵ çäƕȥ üɎǹ ǦȪǣǠȅ æìǼƮ Ƙȡ.  äȀȚȹ ÞɍɀȱäĀ ǦȩɎȞȱä æìɀǱĀ ǦȶɆȩ Ǧȅäîì ȂɆƶ Ǡȵ ɀȽĀ

.çǠȆȅǘƫä ȻǾȽ āǼȱ ÞäȀȊȱä ǦɆȲȶȝ îäȀȮǪȱ 
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2.3- ǦȅäîǼȱä çäȀɆȢǪȶȱ ɄȦȍɀȱä ȰɆȲǶǪȱä: 

üĀǼǲȱä 2: ȴɆɆȪǩ çäìȀȦȵ ǦȺɆȞȱä ǦȶɆȪȱ ÛǦȩɎȞȱä æìɀǱ ǦȩɎȞȱä ÞɍɀȱäĀ  
ȂȵȀȱä çäîǠǤȞȱä ȔȅɀǪȵ þäïĀɉä ǦǱîì ǦȪȥäɀȶȱä 

Rval1 ȀȞȆȱä ĂǾȱä ȼǪȞȥì ȴǝɎɅ ǦȵǼƪä Ɣȱä çǼȦǪȅä ǠȾȺȵ 3,83 Ȩȥäɀȵ 
Rval2 þĀì ǦɆǶȎȱä ǦȵǼƪä ɂȲȝ ǨȲȎǵ ǼȾǱ ƘǤȭ 3,69 Ȩȥäɀȵ 
Rval3 Ɓ üɀȎǶȲȱ îǠȚǪȹɍä Ž ɎɅɀȕ ǠǪȩĀ úȀȢǪȅà ɂȲȝ ǦȵǼƪä 3,47 Ȩȥäɀȵ 
Rval4 Ǡȹà óäî ǠȾȺȵ çǼȦǪȅä Ɣȱä ǦȵǼƪä æìɀǱ āɀǪȆȵ ȸȝ 4,08 Ȩȥäɀȵ 
Rval5 āîà  ĉþà ǦȵǼƪä Ɣȱä çǼȦǪȅä ǠȾȺȵ ȰȒȥà ȸȵ çǠȵǼǹ çäìǠɆȞȱä āȀǹɍä 3,69 Ȩȥäɀȵ 
Rval6 ȀȞȉà ǠȑȀȱǠǣ ȸȝ ƔȩɎȝ ǢɆǤȖȱǠǣ 4,25 Ȩȥäɀȵ ǠȵǠƢ 

Rvalue ǦȶɆȩ ǦȩɎȞȱä Relationship value 3,83 Ȩȥäɀȵ 
Rqua1 ǦȪǭ ĂǼȱ  æìǠɆȞȱä ȻǾȽ Ž ǦȲȵǠȭ  4,25 Ȩȥäɀȵ ǠȵǠƢ 
Rqua2 ȼȱ ǦȵǼƪä ýǼȪȵ þà āîà çäîǠȾƫä ǦɆǶȎȱä ƔȱǠƩ ǦȵïɎȱä çǠɆȹǠȮȵɋäĀ 4,08 Ȩȥäɀȵ 
Rqua3 ǠȾȺȵ çǼȦǪȅä Ɣȱä ǦɆǤȖȱä çǠȵǼƪä ȸȝ ǠȑȀȱǠǣ ȀȞȉà  4,11 Ȩȥäɀȵ 
Rqua4 ȀȞȉà ǠȑȀȱǠǣ ȸȝ ƔȩɎȝ ýǼȪƞ ǦȵǼƪä (ǢɆǤȖȱä) 4,11 Ȩȥäɀȵ 
Rqua5 Ăɀȹà õǠȦƩä ɂȲȝ ƔȩɎȝ æìǠɆȞȱǠǣ (ǢɆǤȖȱä) 4,08 Ȩȥäɀȵ 

Rquality  ǦȩɎȞȱä æìɀǱ Relationship quality 4,12 Ȩȥäɀȵ 
Loya1 æìǠɆȞȱä ȜǱäîǖȅ Ǡőäí ȰǤȪǪȆƫä Ž Ȭȱí ǨǲǪǵä äíâ 4,25 Ȩȥäɀȵ ǠȵǠƢ 
Loya2 ȼǱĀà æìǠɆȞȱä ȻǾƬ ŸîǠȩàĀ ɄǝǠȩǼȍà  4,06 Ȩȥäɀȵ 
Loya3  ȸȝ ȜȥäìàǜȕǠǹ ȰȮȊǣ ǠȽìǠȪǪȹä ȴǪɅ ǠȵǼȺȝ æìǠɆȞȱä  3,78 Ȩȥäɀȵ 
Loya4 Ăà Ȝȥìǖȅ ȀȞȅ æìǠɆȞȱä ȼǤȲȖǩ  3,64 Ȩȥäɀȵ 
Loya5 ȸȱ ƆìɀȪɅ óǠȦƳä îǠȞȅɉä Ž æìǠɆȝ āȀǹà ƘɆȢǪȱ æìǠɆȞȱä 4,11 Ȩȥäɀȵ 

Loyalty  Þɍɀȱä Loyalty 3.96 Ȩȥäɀȵ 
çǠǱȀƯ ɂȲȝ ìǠȶǪȝɍǠǣ ǦǮǵǠǤȱä ìäǼȝä ȸȵ :îǼȎƫä  spss 

üĀǼǱ 3: āɀǪȆȵ ɄȪɆǤȖǪȱä ǦȅäîǼȱä þäǼɆƞ ǦȅäîǼȱä çäƘȢǪȵ Ȁȥɀǩ 
 ȔȅɀǪƫä ŸǠȆƩä äɍùäȀƲ ĂîǠɆȞƫä ȰȵǠȞȵ ùɎǪǹɍä%  (ǦǱîì ȀȥɀǪȱä) 

Rvalue 3,8381 0,75720 19,72 ǦǱîǼǣ ǦɆȱǠȝ 
Rquality  4,128 0,5286 12,80 ǦǱîǼǣ ǦɆȱǠȝ 
loyalty  3,967 0,7266 18,31 ǦǱîǼǣ ǦɆȱǠȝ 

îǼȎƫä: ìǠȶǪȝǠǣ ǦǮǵǠǤȱä ìäǼȝà ȸȵ çǠǱȀƯ ǰȵǠȹȀǣ (spss) 

 ƙȱĀǼøøƨä üɎøøǹ ȸøøȵ2 Ā3 þà ǼøøƱ  ùɎǪøøǹɍä ȰøøȵǠȞȵ ȠøøȲǣ ȸøøȵ Ȱøøȩà30%Û  þà ƗøøȞɅĀ
Ƚ ìäȀøøøȥɉ ƘøøøǤȭ úǠøøøȦǩä ûǠøøøȺȱäǦøøøȺɆȞ øøøȽǠƟä þà íâǦøøøɆǣǠƶä ȴőǠ Ā Û ĉþà  āɀǪøøøȆȵƫä æȀȥɀøøøǪȵ çäƘøøøȢǪ

ǦɆȱǠȝ ǦǱîǼǣ.  
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3.3-   îǠǤǪǹäɄȞɆǤȖȱä ȜɅïɀǪȱä  

 ýäǼǺǪøøøȅǠǣ ǰȵǠøøøȹȀǣ SPSS Ź ìǠøøøȶǪȝä  îǠøøøǤǪǹä)(Kolmogorov -Smirnov ̪ îǠøøøǤǪǹäĀ
Shapiro-Wilk ) (  ȸȵà ȤȊȭ ȰǱçǠȹǠɆǤȱä ȜɅïɀǩ ǦȞɆǤȕ. 
üĀǼǱ 4: ǰǝǠǪȹ ɄȞɆǤȖȱä ȜɅïɀǪȱä îǠǤǪǹä  

 çäƘȢǪȵ
ǬǶǤȱä 

Kolmogorov-Smirnova Shapiro-Wilk   ǦǲɆǪȺȱä 
Statistic df Sig. Statistic df Sig. 

Rvaloue 0,135 216 0,000 0,939 216 0,000 ɍ ɄȞɆǤȖȱä ȜɅïɀǪȱä ȜǤǪɅ 
Rquality  0,179 216 0,000 0,940 216 0,000 ɍ ɄȞɆǤȖȱä ȜɅïɀǪȱä ȜǤǪɅ 
loyalty  0,132 216 0,000 0,934 216 0,000 ɍ ɄȞɆǤȖȱä ȜɅïɀǪȱä ȜǤǪɅ 

äîǼȎƫ: ä ȸȵìäǼȝ  çǠǱȀƯ ìǠȶǪȝǠǣ ǦǮǵǠǤȱäǰȵǠȹȀǣ (spss) 

 ȀȾȚǩȱäǰǝǠǪȺ ȻɎȝà  þàsig à ȸȵ Ȱȩ)ƔȭƔƙ( ÛȼɆȲȝĀ ǩ ɍ çǠȹǠɆǤȱä ȜǤǪȱä ɄȞɆǤȖȱä ȜɅïɀǪ
 ǦǱǾȶȺȱ ǠȺȵäǼǺǪȅä îƎɅ ǠȵPLS-SEM ̪ ǰȵǠȹȀǣ ýäǼǺǪȅǠǣĀ smart pls3 ȴȅî Ź

:ȻǠȹìà ȰȮȊȱä Ž ƙǤȵ ɀȽ Ǡȶȭ éíɀȶȺȱä  
ȰȮȊȱä 2: ǰȵǠȹȀǣ ýäǼǺǪȅǠǣ ǦȅäîǼȱä éíɀƴ SMART PLS3 

 
îǼȎƫä: çǠǱȀƯ ǰȵǠȹȀǣ (Smart PLS) 
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4.3-  ǢȆǵ ǬǶǤȱä éíɀȶȹ ȴɆɆȪǩ ȀɆɅǠȞȵĀ ȰǵäȀȵ  ǦɆǲȾȺȵ)SEM-PLS(:  

ȴǪøɅ ȴɆøɆȪǩ éíɀøƴ ǦøɆǲȾȺȵ ǢøȆǵ ǬøǶǤȱä (SEM-PLS): Ǝøȝ  ȴɆøɆȪǩ :ăɍĀà ÛƙǪȲǵȀøȵ
ǠøøøøƬ ǦøøøøȞǣǠǪȱä (çäȀøøøøȉǘƫä)ðǠɆȪȱä ȀøøøøȍǠȺȝĀ ǬøøøøǶǤȱä çäƘøøøøȢǪȵ ƙøøøøǣ ǦøøøøɆȕǠǤǩîɍä ǦøøøøȩɎȞȱä îǠøøøøǤǪǹäĀ 

  ĀàɄȅǠɆȪȱä ȴɆɆȪǪȱǠǣ ǦȲǵȀƫä ȻǾȽ ɂȶȆǩĀ ǠȾȅǠɆȩ Ž ǦȵǼǺǪȆƫä ȱéíɀȶȺȲ ɄǮǶǤȱäÛ Ǡȵà  ǦȲǵȀƫä
ƙøǣ ǦøȩɎȞȱä îǠøǤǪǹäĀ æìɀøǱ ȴɆøɆȪǩ :ǦøɆȹǠǮȱä  çäƘøȢǪȵ ǬøǶǤȱä ǦøȺȵǠȮȱä ȞǤǣøȒǠȾ øȱäȐȞǤ Ȱøǹäì 

éíɀƴ ȱäǦȅäîǼ ɆɆȪǪȱä ǦȲǵȀƞ ɂȶȆǩĀȴ ɄǮǶǤȱä éíɀȶȺȲȱ ɄȲȮɆƬäÛ  ȴǪǩĀ ǦɆȲȶȝ ȴɆɆȪǪȱä ǢȆǵ 
ǦɆǲȾȺȵ (SEM-PLS) ȨȥĀ Ž Ǵȑɀȵ ɀȽ Ǡȶȭ ÛæìǼƮ çäÞäȀǱäĀ ƘɅǠȞȵ ȨǶȲƫä ȴȩî (1). 
5.3-  ðǠɆȪȱä éíɀȶȹ ȴɆɆȪǩ : ȼȺȵ ùǼƬäþǠȶȑ  çäƘȢǪȶȲȱ ǦɆȩäǼȎƫäĀ ǦɆȩɀǭɀƫäǠőäȀȉǘȵĀ. 
1.5.3. éíɀȶȺȱ ǦɆǣîǠȪǪȱä ǦɆȩäǼȎȶȱäĀ ǦɆȩɀǭɀȶȱä ðǠɆȪȱä: 

üĀǼǱ5:  éíǠƴ ȴɆɆȪǩ ƘɅǠȞȵ ǰǝǠǪȹ ȌǺȲȵ(ǦɆǣîǠȪǪȱä ǦɆȩäǼȎƫä ÛǦɆȩɀǭɀƫä) ȸȵ ðǠɆȪȱä  

ȸȵǠȮȱä ƘȢǪƫä çäȀȉǘƫä 
(çäîǠǤȞȱä) 

ǦɆǣîǠȪǪȱä ǦɆȩäǼȎƫä ȴɆȪǩ ƘɅǠȞȵ  úǠȆǩɍä ǦɆȩɀǭɀȵ ƘɅǠȞȵ
ɄȲǹäǼȱä 

ǦɆǱîǠƪä çɎɆȶǶǪȱä )AVE(   ǠȦȱà
ëǠǤȹĀȀȭ 

 ǦɆȩɀǭɀƫǠǣ
ǦǤȭȀƫä 

)(þɀȮǩ<
0.7 ǦȚǵɎȵ (AVE)

>0.5 
(CR)>0

.7 
(CR)>0.

7 
Ȱ
Ȫ
Ǫ
Ȇ
ƫ
ä
 
Ƙ
Ȣ
Ǫ
ƫ
ä

 

 ǦȩɎȞȱä ǦȶɆȩ
þɀǣȂȱä Ȝȵ 

)Rvalue( 

Rqua1 0,805 ȀȉǘƫǠǣ õǠȦǪǵä 0,593 0,770 0,852 
Rqua2 0,749 ȀȉǘƫǠǣ õǠȦǪǵä 
Rqua3 0,766 ȀȉǘƫǠǣ õǠȦǪǵä 
Rqua4 0,564 ùǾǵ ȀȉǘƫǠǣ 
Rqua5 0,791 ȀȉǘƫǠǣ õǠȦǪǵä 

Ȕ
Ɇ
ȅ
ɀ
ȱ
ä
 
Ƙ
Ȣ
Ǫ
ƫ
ä

 

 ǦȩɎȞȱä æìɀǱ
Rquality 

Rval1 0,836 ȀȉǘƫǠǣ õǠȦǪǵä 0,634 0,809 0,874 
Rval2 0,649 ùǾǵ ȀȉǘƫǠǣ 
Rval3 0,710 ȀȉǘƫǠǣ õǠȦǪǵä 
Rval4 0,759 ȀȉǘƫǠǣ õǠȦǪǵä 
Rval5 0,604 ùǾǵ ȀȉǘƫǠǣ 
Rval6 0,728 ȀȉǘƫǠǣ õǠȦǪǵä 

Ȝ
ǣ
Ǡ
Ǫ
ȱ
ä
 
Ƙ
Ȣ
Ǫ
ƫ
ä

 

 þɀǣȂȱä ÞɍĀ
ǦȆȅǘȶȲȱ 

 )loyalty( 

loy1 0,874 ȀȉǘƫǠǣ õǠȦǪǵä 0,758 0,893 0,926 
loy2 0,846 ȀȉǘƫǠǣ õǠȦǪǵä 
loy3 0,890 ȀȉǘƫǠǣ õǠȦǪǵä 
loy4 0,700 ùǾǵ ȀȉǘƫǠǣ 
loy5 0,823 ȀȉǘƫǠǣ õǠȦǪǵä 
îǼȎƫä: ǰȵǠȹȀǣ çǠǱȀƯ ìǠȶǪȝǠǣ ǦǮǵǠǤȱä ìäǼȝà ȸȵ (Smart PLS .v3) 
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- ǦɆȩäǼøøøȎȶȱä ǦøøøɆǣîǠȪǪȱä: Ž ȀøøøȚȺȹ (çäƘøøøȢǪƫä) ƆǠøøøǤȶȲȱ ǦøøøɆǣîǠȪǪȱä ǦɆȩäǼøøøȎƫä ȴɆøøøɆȪǪȱĀ 
çɎɆøȶǶǪȱä ǦøɆǱîǠƪä (Outer Loadings) íâ Ǣøƶ þà  ȰøȮȱ ɄǱîǠøƪä ȰøɆȶǶǪȱä ǦøȶɆȩ þɀøȮǩ
ȸȵ ɂȲȝà Ȁȉǘȵ 0.70Û ɀȽĀ çäȀȉǘƫä Ž ȨȪǶǪɅ Ɓ Ǡȵ: (Rqua4=0,564/ Rval2=0,649/ 

Rval5=0,604/ loy4=0,700)Û ȼɆȲȝĀ ȰǱà ȸȵ  ǦɆȩäǼøȎƫä ȸøȵ ǦøɆȱǠȝ çǠɅɀǪøȆȵ Ƃâ üɀøȍɀȱä
 Āà Ȱøøøȩà ɄǱîǠøøøǹ ȰøøøɆȶƠ ȴɆøøøȩ çäí çäȀøøøȉǘƫä ùǾøøøǵ ȸøøøȵ Ǽøøøǣɍ ǦøøøȺȵǠȮȱä çäƘøøøȢǪȶȲȱ ǦøøøɆǣîǠȪǪȱä

ĂĀǠøȆǩ 0.700 æìǠøȝâĀ ǦøȶɆȩ ȸøȆǶǪǪȥ ÛðǠøɆȪȱä éíɀøƴ ȴɆøɆȪǩ AVE  āǼøȱ çäƘøȢǪƫä ǦøȺȵǠȮȱä 
ǬøɆǵ ȜøɆƤ ȴɆøȪȱä æîɀøȎƮ ƙøǣ ƅìà ǦøȶɆȩ (0.593) ǦøȶɆȩ ɂøȲȝà Ƃâ (0.758). ƔøȱäĀ þà Ǣøƶ 

ǦǤǪȞȱä ȸȵ ɂȲȝà ǠȾȲȭ þɀȮǩ 0.5.  ĀŽ ǦȺȵǠȮȱä çäƘȢǪƫä Ȱȭ þà ȘǵɎȹ Ƙǹɉä (ǦȶɆȩ ÛǦȩɎȞȱä 
ÛÞɍɀøȱä æìɀøǱ úǼøȎȱä ȸøȵ ǦøɆȱǠȝ çǠɅɀǪøȆƞ ȜøǪȶǪǩ ǠőäȀøȉǘȵĀ (ǦøȩɎȞȱä ŸîǠøȪǪȱä Ȱøȭ þà Ăà 
ƘøȢǪƫä ȸøȵ ȀøǮȭà ȸȶøȒǪɅ 50% ɎǮøȶȥ Ȁøȉǘƫä ȸɅǠøǤǩ ȸøȵ çäȀøȉǘȵ (Rqua1) ǦǤøȆȹ ȀøȆȦǩ 

80.50% ȸȵ ȸɅǠǤǪȱä ǠȶɆȥ ȨȲȞǪɅ  ƘȢǪƞ ǦȶɆȩ ǦȩɎȞȱä Ȝȵ þɀǣȂȱä. 
- úǠȆǩɍä ɄȲǹäǼȱä:  ȴɆøȩ üɎøǹ ȸøȵ ɄȲǹäǼøȱä úǠøȆǩɍä ǦøɆȩɀǭɀȵ ȻɎøȝà üĀǼƨä óȀȞɅ

 ƘøȢǪȵ ȰøȮȱ ëǠøǤȹĀȀȭ ǠøȦȱä ȰøȵǠȞȵ ȴɆøȩĀ ǦøǤȭȀƫä ǦøɆȩɀǭɀƫä ȴɆøȩ ɄȽĀ çǠǤǮȱä ȴɆȪǩ Ɣȱä çɎȵǠȞȵ
ɄøøøøȅǠɆȪȱä éíɀøøøøȶȺȱä ŽÛ ǬøøøøɆǵ ƎøøøøǪȞǩ  çɎȵǠøøøøȞƫä ǢøøøøøȲȡàøøøøøȾȶȚȞȵ Ž æǼøøøøɆǱ ȴɆøøøøȩ çäíǠ  íâ

 ëǠǤȹĀȀȭ ǠȦȱà ǦȶɆȩ çïĀǠƟǦȶɆȩ ǦǤǪȞȱä ) ȸȵ ƎȭàƔȭƛ( Ž ǦǤȭȀƫä ǦɆȩɀǭɀƫä ȴɆȩ çïĀǠƟ Ǡȶȭ Û
 ǠøøȾȶȚȞȵ80%  ǦøøǤǪȞȱä ȸøøȵ Ǝøøȭà ɄøøȽĀ) ȸøøȵ ƎøøȭàƔȭƛ(̪  ȜøøǪȶǪǩ çäƘøøȢǪƫä ȜøøɆƤ þǚøøȥ ȼøøɆȲȝĀ

 ȸøøøøȮƹ ȼøøøøȺȵĀ ɄȲǹäǼøøøøȱä úǠøøøøȆǩɍä ǦøøøøɆȩɀǭɀȵ ȸøøøøȵ ǦøøøøɆȱǠȝ çǠɅɀǪøøøøȆƞɍä ȴɆøøøøɆȪǩ Ž ǠøøøøȾɆȲȝ ìǠøøøøȶǪȝ
çǠɆȑȀȦȱä îǠǤǪǹäĀ ɄȲȮɆƬä éíɀȶȺȱä. 

2.5.3. ǦɆȩäǼȎƫä ǦɅȂɅǠȶǪȱä ðǠɆȪȱä éíɀȶȺȱ 

üɎǹ ȸȵ ðǠɆȪȱä éíɀȶȺȱ ǦɅȂɅǠȶǪȱä ǦɆȩäǼȎƫä ȴǪɅ  ƘȢǪȵ ȄɆȪǩ Ɣȱä çäȀȉǘƫä þǖǣ ȨȪǶǪȱä
Ȁǹß ȸȵǠȭ ƘȢǪȵ ȄɆȪǩ ɍ ƙȞȵ ȸȵǠȭÛ  ĀɂȲȝ ìǠȶǪȝä ȴǪɅ ǦɅȂɅǠȶǪȱä ǦɆȩäǼȎƫä ȴɆɆȪǪȱ  ȴȽà

ǠƵĀ ȸɅîǠɆȞȵ: Ȁȭîɍ ȰɆȹîɀȥ îǠɆȞȵ )Fornell Larcker ( îǠɆȞȵĀ)HTMT:( Heterotrait-
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Monotrait  Ratio (Henseler, Ringle, & Sarstedt, 2015)  Āȅ ȴǪɆìǠȶǪȝɍä  ɂȲȝ
üĀǼƨä Ž Ǵȑɀȵ ɀȽ Ǡȶȭ Ƙǹɍä äǾȽ 6. 

üĀǼǱ 6: ǦɆȩäǼȎƫä ǦɅȂɅǠȶǪȱä ȱȲçäƘȢǪȶ ǦȺȵǠȮȱä ȸȵ üɎǹ îǠɆȞȵ(HTMT ) 
  ) ǦȩɎȞȱä æìɀǱRquality( ) þɀǣȂȱä Ȝȵ ǦȩɎȞȱä ǦȶɆȩRvalue( 

) þɀǣȂȱä Ȝȵ ǦȩɎȞȱä ǦȶɆȩRvalue( 8,000  
 ) ǦȆȅǘȶȲȱ þɀǣȂȱä ÞɍĀloyalty( 8,218 0,830 

îǼȎƫä: ȸȵ  ìäǼȝâ ǦǮǵǠǤȱä ìǠȶǪȝǠǣ çǠǱȀƯ ǰȵǠȹȀǣ (Smart PLS .v3) 

îǠøøøøɆȞȵ ȴɆøøøøɆȪǩ ǰǝǠøøøøǪȹ üĀǼøøøøƨä óȀøøøøȞɅ)HTMT( ǬøøøøɆǵ  ȴɆøøøøȩ ȜøøøøɆƤ þàHTMT  ȸøøøøȵ Ȱøøøøȩà
 ǦǤǪȞȱä āɀǪȆȵ0.9Û  éíɀƴ Ž çäƘȢǪƫä ƙǣ ȂɅǠȶǪȱä ǦǶȍ Ƃä ƘȊɅ Ǡȵ äǾȽĀȱä ȨøȲȞǪƫä ðǠɆȪ
ÛǦȅäîǼȱǠǣ  çäƘøȢǪƫä ƙǣ ùɎǪǹä Ăà ǦøȅĀîǼƫäǠøȾȺɆǣ ǠøȶɆȥ  ǠȾŏǠøȊǩ ýǼøȝĀȥ ȰøǮƹ ƘøȢǪȵ ȰøȮ
ȼøȆȦȹ.  ȴɆøøɆȪǩ ƘɅǠøȞȵ ýäǼǺǪøøȅä üɎøǹ ȸøøȵ ǦøøȅäîǼȲȱ ðǠøɆȪȱä éíɀøøƴŹ  ȼøøɆȲȝ çɎɅǼøøȞǩ ÞäȀøǱä

çäȀȉǘƫä ȐȞǣ ùǾƜÛ ȼɆȲȝĀ Ź ǠȾǪɆȩäǼȎȵĀ çäƘȢǪƫä ǦɆȩɀǭɀȵ ȴȝìÛ  ȸȮƹ ȼȺȵĀɍä ìǠȶǪȝ
ǠȾɆȲȝ ȰɅǼȞǪȱä ǼȞǣ  .ɄȲȮɆƬä éíɀȶȺȱä ȴɆɆȪǪȱ ǦƩǠȍ ǠŒàĀ ǦȅäîǼȱä Ž 
6.3-  çǠɆȑȀȦȱä îǠǤǪǹäĀ  ɄȲȮɆȾȱä éíɀȶȺȱä ȴɆȪǩ 

 çǠøǤǭâ ìȀǲƞǦɆȩäǼøȎȵĀ ǦøɆȩɀǭɀȵ  éíǠøƴðǠøɆȪȱä  Ā ÞǠȦɆǪøȅäȴøȚȞȵ ȴɆøɆȪǪȱä ƘɅǠøȞȵ)Outer  

Loadings̪AVE̪HTMT̪Cronbach's Alpha ̪Composite Reliability (  ȴǪøøɅ
üǠȪǪȹɍä ȴɆɆȪǩ Ƃä  ǰǝǠǪȹ éíɀȶȺȱä ǦɆȺȪǩ ýäǼǺǪȅǠǣ ɄȲȮɆƬä 2Bootstrapping  ǠȽȀȥɀɅ Ɣȱä

                                                                        

 2   ǦøǱǾƴPLS-SEM  Ȁȥɀøǩ ɍ îäǼøƲɍä çɎɆøȲǶǪȱ ǠøȥɎǹT  ȴɆøȩĀ ǦøɆȲȶȞȱäP )P Values ȬȱǾøȱĀ ÛǦøȱɍǼȱä çäȀɅǼøȪǩ āǼøȵ ȴɆøɆȪǪȱ (
 ǦøøɆȲȶȝ ÞäȀøøǱä ɂøȲȝ ìǠøøȶǪȝɍä ƙøȞǪɅBootstrappin g  ÞǠøøȖǹɉä ȻǾøøȽ ýäǼǺǪøȅä ȸøøȮƹ .ǦɆøȅǠɆȩ ǦɅƕøøȆǣ ÞǠøøȖǹà ȀȥɀøɅ ĂǾøøȱä (æƕøȆǤȱä)

 ȴɆøøøȩ ǢøøøɅȀȪǪȱ ǦɆøøøȅǠɆȪȱäT  ȴɆøøøȩĀP. )æƕøøøȆǤȱä ùȀøøøȞǩBootstrapping çǠøøøȹǠɆǤȱä Ǧøøøȝɀȶƭ ȸøøøȵ çǠøøøȺɆȞȱä ǢǶøøøȅ æìǠøøøȝâ ǦøøøȪɅȀȕ ǠøøøŒǠǣ (
 .çǠøøȹǠɆǤȱä ǦøøǤɆȭȀǩ Ž ƘøøɆȢǪȱä äǾøøȽ Ȱøøș Ž çäȀøøȵ æǼøøȝ îǠøøȆȵ éíɀøøƴ ȀɅǼøøȪǩ Ž çǠøøȺɆȞȱä ȻǾøøȽ ýäǼǺǪøøȅä Ż ÛüäǼǤǪøøȅɍä Ȝøøȵ ǦɆǝäɀøøȊȝ ǦøøȪɅȀȖǣ

 ǢǶøøȅ ɄøȢǤȺɅ ÛæƕøøȆǤȱä ǦøɆȲȶȝ ÞäȀøøǱä ȰɆȢøȊǩ ǼøȺȝ5000   ÛǦɅƕøøȆǣ ǦøȺɆȝ Ǧøøȝɀȶƭ ǠøȾɅɀǪƠ Ɣøøȱä çäǼȽǠøȊƫä ìǼøøȝ ȄøȦȹ ȸȶøøȒǪɅ ǠøȾȺȵ Ȱøȭ
 ȴɆȩ Ƃä ǦȥǠȑâ .ǦɆȲȍɉä çǠȹǠɆǤȱäT  ĀP  æƕøȆǤȱä ǦøȪǭ çɍǠøƭ ýǼȪǩ ǠȒɅà ȼȹǠȥ îǠȆƫä çɎȵǠȞƫä Ǧȱɍì ȀɅǼȪǪȱ æƕȆȱä ǦɆȲȶȝ ǠȾȵǼȪǩ Ɣȱä

 ǦøȪɅȀȕ ɂøȲȝ ìǠøȶǪȝɍä ɄøȢǤȺɅĀ ÛéíɀøȶȺȱä çäȀɅǼøøȪǩ îäȀȪǪøȅä üɀøǵ çǠøȵɀȲȞƫä ȸøȵ äǼøɅȂƫBCa .ǦɅƕøȆǣ ǦøȪǭ çɍǠøƭ ÞǠøøȊȹɍ  ȸøøȮƹ ǼøɅȂȶȲȱ
:ɂȲȝ öɎȕɋä  ÛǦȆȵǠƪǠǣ ǦƤȀǩ Ā ÛǼǪȅîäï ÛȰȮȺɆȡ ÛǨȱǠȽ ÛîǠȽ)2020 ǦǶȦȍ Û248(. 
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 ǰȵǠȹȀǣSmart PLS ̪  Ā ǦȑƕȦƫä çǠȩɎȞȱä ȴɆɆȪǪȱ Žȱä çǠɆøȑȀȦȱä îǠøǤǪǹäĀ ɄøȲȮɆƬä éíɀȶȺ
 ȔɆøȅɀȱä ƘøȢǪƫä Ƙǭǖøǩ āǼøȵ ǠøȵĀ  ȜǣǠǪȱä  ƘȢǪƫǠǣ ǘǤȺǪȱä ɂȲȝ  ȰȪǪȆƫä ƘȢǪƫä æîǼȩ āǼȵ  Ăà

 ǦȩɎȞȱä Ž) ƘɅǠøȞƫä ȸøȵ Ǧøȝɀȶƭ ɂøȲȝ ǼøȶǪȞǩ  ȜǣǠøǪȱä ƘøȢǪƫäĀ ȰȪǪøȆƫä  ƘȢǪƫä ƙǣR2 .̪F2̪ 

Q2 ̪øøøȵǠȞƫ ǦɆǝǠøøøøȎǵä ǦøøøȱɍìæȀøøøȉǠǤƫä ƘøøøøȡĀ æȀøøøȉǠǤƫä îǠøøøøȆƫä Ȱ  ȰǹäǼøøøøǪȱä ǦȲȮøøøȊȵ ȌɆǺøøøøȊǩĀ
 îǠɆȞȵ üɎǹ ȸȵ ǦǞǤȺǪƫä çäƘȢǪƫä ƙǣ ɄȖƪäVIF:ɄȲɅ Ǡȶȭ ( 

ȰȮȊȱä 3:  ɄȲȮɆƬä éíɀȶȺȱä çäîǠȆȵ ȴɆɆȪǩ ƙǤɅǦɆȺȪǩ ýäǼǺǪȅǠǣ  Bootstrapping  

 
îǼȎƫä: çǠǱȀƯ ǰȵǠȹȀǣ (Smart PLS) 

1.6.3. ȴɆɆȪǩ ȰǹäǼǪȱä ɄȖƪä ƙǣ çäƘȢǪƫä Ž éíɀȶȺȱä ɄȲȮɆƬä ǦȅäîǼȲȱ  

 ȸȵ æȀȉǠǤȵ ƘȡĀ æȀȉǠǤȵ îǠȆƫä çɎȵǠȞȵ ǦɆǝǠȎǵɋä ǦȱɍǼȱä ȴɆɆȪǩ Ƃâ üǠȪǪȹɍä ȰǤȩ
 ǦȲȮȊȵ āɀǪȆȵ ȌǶȥ ȴȾƫäȱä Ƃâ éǠǪƲĀ ÛɄȲȮɆƬä éíɀȶȺȱä Ž çäƘȢǪƫä ƙǣ ȰǹäǼǪ

 ȴɆȩ ȴɆɆȪǩ üɎǹ ȸȵ ǦȲǹäǼǪƫä ǦɆȖƪä ǦȩɎȞȱä ȌǶȥVIF :ȻǠȹìà üĀǼƨä Ž ƙǤȵ ɀȽ Ǡȶȭ 
üĀǼǱ 7: ȌǶȥ ǦȲȮȊȵ ƙǣ ɄȖƪä ȰǹäǼǪȱä äƘȢǪƫäç 

VIF  )Variance inflation factor( 
   ǦȩɎȞȱä æìɀǱ

(Rquality) 
 þɀǣȂȱä Ȝȵ ǦȩɎȞȱä ǦȶɆȩ

(Rvalue) 
ǦȆȅǘȶȲȱ þɀǣȂȱä ÞɍĀ 

( loyalty) 
 (Rquality)      3,153 
 (Rvalue) 1,000   3,153 

îǼȎƫä: ǰȵǠȹȀǣ çǠǱȀƯ ɂȲȝ ìǠȶǪȝɍǠǣ ǦǮǵǠǤȱä ìäǼȝâ ȸȵ (Smart PLS) 


