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7KH�,QIOXHQFH�RI�3URGXFW�DQG�6HUYLFH�4XDOLW\�WRZDUGV�&XVWRPHUV¶�6DWLVIDFWLRQ�DQG�
/R\DOW\

�6WXG\�&DVH��.25$1�6,1'2�

(QWLWOHG� 7KH� ,QIOXHQFH� RI� 3URGXFW� DQG� 6HUYLFH� 4XDOLW\� WRZDUGV� &XVWRPHUV¶�
6DWLVIDFWLRQ�DQG�/R\DOW\�� WKLV�WKHVLV�DLPV�WR�ILQG�RXW�WKH� LQIOXHQFH�RI�SURGXFW�TXDOLW\�
WRZDUGV�FXVWRPHUV¶�VDWLVIDFWLRQ�� WKH� LQIOXHQFH�RI�VHUYLFH�TXDOLW\� WRZDUGV�FXVWRPHUV¶�
VDWLVIDFWLRQ��WKH�LQIOXHQFH�RI�SURGXFW�TXDOLW\�WRZDUGV�FXVWRPHUV¶�VDWLVIDFWLRQ�DQG�WKH�
LQIOXHQFH�RI�FXVWRPHUV¶�VDWLVIDFWLRQ�WRZDUGV�FXVWRPHUV¶�OR\DOW\�

7KLV� LV�D�GHVFULSWLYH�UHVHDUFK�ZLWK�GDWD�DQDO\VLV�XVLQJ�TXDQWLWDWLYH�DSSURDFK��
7KH�SRSXODWLRQ�RI� WKLV� UHVHDUFK� LV�.25$1�6,1'2¶V�FXVWRPHUV��4XHVWLRQQDLUH�KDG�
EHHQ�JLYHQ�WR�����UHVSRQGHQWV��,Q�WKH�HQG��IURP�WKRVH�QXPEHUV��RQO\�����KDG�EHHQ�
DQDO\]HG�� 7KLV� UHVHDUFK XVLQJ� VWUXFWXUDO� HTXDWLRQ� PRGHOLQJ� �6(0�� DV� D� PHDQ� WR�
DQDO\]H�WKH�GDWD�

7KH�DQDO\VLV� UHVXOWHG� LQ� WKH�FRQFOXVLRQV� WKDW�����3URGXFW�TXDOLW\�KDV�SRVLWLYH�
LQIOXHQFH�VLJQLILFDQWO\�WRZDUGV�FXVWRPHUV¶�VDWLVIDFWLRQ�����3URGXFW�TXDOLW\�KDV�SRVLWLYH�
LQIOXHQFH� VLJQLILFDQWO\� WRZDUGV� FXVWRPHUV¶� OR\DOW\�� ��� 6HUYLFH� TXDOLW\� KDV� SRVLWLYH�
LQIOXHQFH� WRZDUGV� FXVWRPHUV¶� VDWLVIDFWLRQ� VLJQLILFDQWO\�� ��� 6HUYLFH� TXDOLW\� GRHV� QRW�
KDYH� SRVLWLYH� LPSDFW� WRZDUGV� FXVWRPHUV¶� OR\DOW\� VLJQLILFDQWO\�� ��� 6DWLVIDFWLRQ� KDV�
SRVLWLYH�LQIOXHQFH�WRZDUGV�FXVWRPHUV¶�OR\DOW\�VLJQLILFDQWO\�

.H\ZRUG�� 3URGXFW� 4XDOLW\�� 6HUYLFH� 4XDOLW\�� &XVWRPHUV¶� 6DWLVIDFWLRQ�� &XVWRPHUV¶�
/R\DOW\
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7HVLV� LQL� EHUMXGXO�3HQJDUXK�.XDOLWDV�3URGXN�GDQ�.XDOLWDV� /D\DQDQ� WHUKDGDS�
.HSXDVDQ� GDQ� /R\DOLWDV� 3HODQJJDQ� �6WXGL� .DVXV� .25$1� 6,1'2��� 6HODLQ�
PHQGHVNULSVLNDQ�WLQJNDW�NHSXDVDQ�GDQ�OR\DOLWDV�SHODQJJDQ��WHVLV�LQL�EHUWXMXDQ�XQWXN�
PHQJHWDKXL� SHQJDUXK� NXDOLWDV� SURGXN� WHUKDGDS� NHSXDVDQ� SHODQJJDQ�� SHQJDUXK�
NXDOLWDV�OD\DQDQ�WHUKDGDS�NHSXDVDQ�SHODQJJDQ��SHQJDUXK�NXDOLWDV�SURGXN�WHUKDGDS�
NHSXDVDQ� SHODQJJJDQ�� SHQJDUXK� NXDOLWDV� OD\DQDQ� WHUKDGDS� OR\DOLWDV� SHODQJJDQ��
VHUWD��SHQJDUXK�NHSXDVDQ�NRQVXPHQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ��

3HQHOLWLDQ� LQL�PHUXSDNDQ� ULVHW� GHVNULSWLI� GHQJDQ� DQDOLVLV� GDWD�PHQJJXQDNDQ�
SHQGHNDWDQ� NXDQWLWDWLI�� 3RSXODVL� GDODP� SHQHOLWLDQ� LQL� \DLWX� SHODQJJDQ� .25$1�
6,1'2� .XLVLRQHU� GLVHEDU�NHSDGD���� UHVSRQGHQ�



LY

1DPXQ� SDGD� DNKLUQ\D� KDQ\D� GDWD� GDUL� ���� UHVSRQGHQ� \DQJ� GLRODK�� 7HNQLN�
\DQJ� GLJXQDNDQ� XQWXN� PHQJDQDOLVLV� SHQHOLWLDQ� LQL� DGDODK� VWUXFWXUDO� HTXDWLRQ�
PRGHOOLQJ �6(0���

%HUGDVDUNDQ� KDVLO� DQDOLVLV� GDWD� GDSDW� VLPSXONDQ� EDKZD�� ���� .XDOLWDV� SURGXN�
PHPLOLNL� SHQJDUXK� SRVLWLI� WHUKDGDS� NHSXDVDQ� NRQVXPHQ VHFDUD� VLJQLILNDQ� ����
.XDOLWDV� SURGXN� PHPLOLNL� SHQJDUXK� SRVLWLI� WHUKDGDS� OR\DOLWDV� NRQVXPHQ VHFDUD�
VLJQLILNDQ�� ��� .XDOLWDV� OD\DQDQ� PHPLOLNL� SHQJDUXK� SRVLWLI� WHUKDGDS� NHSXDVDQ�
NRQVXPHQ VHFDUD� VLJQLILNDQ�� ��� .XDOLWDV� OD\DQDQ� WLGDN� PHPLOLNL� SHQJDUXK� SRVLWLI�
WHUKDGDS�OR\DOLWDV�NRQVXPHQ VHFDUD�VLJQLILNDQ��GDQ�����.HSXDVDQ�PHPLOLNL�SHQJDUXK�
SRVLWLI�WHUKDGDS�OR\DOLWDV�NRQVXPHQ VHFDUD�VLJQLILNDQ�

.DWD�.XQFL��.XDOLWDV�3URGXN��.XDOLWDV�/D\DQDQ��.HSXDVDQ�3HODQJJDQ������� /R\DOLWDV�
3HODQJJDQ


