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,QGXVWUL�SHQHUELWDQ�PDMDODK�FHWDN�PHUXSDNDQ�ELVQLV�\DQJ�PHQJDQGDONDQ�
UHYHQXH� GDUL� SHQGDSDWDQ� LNODQ� GDQ� VLUNXODVL� EDLN� ODQJJDQDQ� PDXSXQ� UHWDLO��
6HLULQJ� FHSDWQ\D� SHUNHPEDQJDQ� PHGLD� RQOLQH� PDMDODK� FHWDN� PHQJDODPL�
WHNDQDQ� EHVDU�� 6HKLQJJD� KDPSLU� VHPXD� PDMDODK� PHQJDODPL� SHQXUXQDQ�
SHQGDSDWDQ� GDUL� NHGXD� VXPEHU� UHYHQXHQ\D�� 6HPHQWDUD� GL� VLVL� ODLQ� NHKDGLUDQ�
PHGLD� RQOLQH� \DQJ� GLGXJD� PHQJJHURJRWL� UHYHQXH� PDMDODK� FHWDN�
SHQGDSDWDQQ\D�UHODWLYH�PDVLK�NHFLO�KDQ\D�VHNLWDU������GLEDQGLQJ�PHGLD�FHWDN�
ZDODX� DQJND SHUWXPEXKDQQ\D� GDUL� WDKXQ� NH� WDKXQ� VHFDUD� SHUVHQWDVH� FXNXS�
VLJQLILNDQ��.DUHQD�LWX��ZDODXSXQ�WUHQGQ\D�GDODP�EHEHUDSD�WDKXQ�WHUDNKLU� WHUXV�
PHQXUXQ�� SDUD� SHQHUELW� PDMDODK� FHWDN� PDVLK� PHQJDQGDONDQ� ELVQLV� PDMDODK�
FHWDN� VHEDJDL� SHQ\XPEDQJ� UHYHQXH� \DQJ� MDXK� OHELK� EHVDU�� VDPELO�
PHQJHPEDQJNDQ�ELVQLV�PHGLD�GLJLWDOQ\D�

%HEHUDSD� NDMLDQ� WHRUL� GDQ� SHQHOLWLDQ� WHUGDKXOX�PHQJXQJNDSNDQ� EDKZD�
XQWXN�PHPSHUWDKDQNDQ�ELVQLV�PDMDODK�FHWDN�SHQHUELW�KDUXV�OHELK�PHPSHUEHVDU�
MXPODK� SHODQJJDQQ\D� GLEDQGLQJ� SHPEHOL� UHWDLO�� .DUHQD� GHQJDQ� VHPDNLQ�
EHVDUQ\D� MXPODK� SHODQJJDQ� SHQHUELW� OHELK� PHPLOLNL� NHSDVWLDQ� UHYHQXHQ\D�
GDODP� MDQJND�SDQMDQJ�GDQ� OHELK�VWDELO��'DUL�VLVL� LWXODK� �SHQHOLWLDQ� LQL�EHUWXMXDQ�
XQWXN� PHQJHWDKXL IDNWRU�IDNWRU� DSD� \DQJ� PHPSHQJDUXKL� SHPEDFD� PDMDODK�
XQWXN� EHUODQJJDQDQ�� 0HWRGH� \DQJ� GLJXQDNDQ� DGDODK� SHQGHNDWDQ NXDQWLWDWLI
GHQJDQ� PHQJDQGDONDQ� VXUYH\� OHZDW� NXHVLRQHU�� $ODW� EDQWX� SHQJRODKDQ� GDWD�
PHQJJXQDNDQ ([FHOO��6366����GDQ�6WUXFWXUDO�(TXDWLRQ�0RGHO �6(0��

+DVLO� SHQHOLWLDQ� LQL� PHQXQMXNNDQ� EDKZD� IDNWRU�IDNWRU� \DQJ�
PHPSHQJDUXKL� SHPEDFD� PDMDODK� EHULWD� XQWXN� EHUODQJJDQDQ� DGDODK� NXDOLWDV�
OD\DQDQ�SHQHUELW�PDMDODK��.HPXGLDQ�VHFDUD�EHUXUXWDQ�GLLNXWL�IDNWRU�NXDOLWDV�ILVLN�
PDMDODK�� NXDOLWDV� OD\DQDQ� FXVWRPHUV� VHUYLFHV�� NXDOLWDV� NRQWHQ�� UHSXWDVL� GDQ�
EUDQG�� IDNWRU� KDUJD�� RE\HNWLYLWDV� SHPEHULWDDQ� GDQ� SURPRVL�� SURPRVL�� NRQWHQ�
PDMDODK�� KDUJD�� LQVHQWLI�� UHSXWDVL� SHUXVDKDDQ� GDQ� WHUDNKLU� NXDOLWDV� ILVLN�
PDMDODKQ\D��'DUL���IDNWRU�\DQJ�WHUEHQWXN�IDNWRU�NXDOLWDV�OD\DQDQ�PHQMDGL�IDNWRU�
\DQJ� SDOLQJ� GRPLQDQ� PHPSHQJDUXKL� SHPEDFD� PDMDODK� EHULWD� XQWXN�
EHUODQJJDQDQ�

.DWD�NXQFL��SHPEDFD�PDMDODK��SHODQJJDQ��EHUODQJJDQDQ��NXDOLWDV�OD\DQDQ
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3ULQW�PDJD]LQH�SXEOLVKLQJ�LQGXVWU\�LV�D�EXVLQHVV�WKDW�UHOLHV�RQ�DGYHUWLVLQJ�
DQG� FLUFXODWLRQ� UHYHQXH� IURP� ERWK� VXEVFULSWLRQ� DQG� UHWDLO�� $V� WKH� UDSLG�
GHYHORSPHQW� RI� RQOLQH� PHGLD� SULQW� PDJD]LQH� XQGHU� SUHVVXUH�� 6R� DOPRVW� DOO�
PDJD]LQHV� GHFUHDVHG� UHYHQXH� IURP� ERWK� VRXUFHV� UHYHQXHQ\D��:KLOH� RQ� WKH�
RWKHU� KDQG� WKH� SUHVHQFH� RI� RQOLQH� PHGLD� WKDW� DOOHJHGO\� XQGHUPLQHG� WKH� SULQW�
PDJD]LQH�UHYHQXH��UHYHQXH�LV�VWLOO�UHODWLYHO\�VPDOO��RQO\�DERXW�����FRPSDUHG�WR�
WKH�SULQW�PHGLD��$OWKRXJK�WKH�ILJXUH�SHUFHQWDJH�JURZWK�IURP�\HDU�WR�\HDU�LV�TXLWH�
VLJQLILFDQW��

7KHUHIRUH�� DOWKRXJK� WKH� WUHQG� LQ� UHFHQW� \HDUV� FRQWLQXHV� WR� GHFOLQH�� WKH�
SULQW�PDJD]LQH�SXEOLVKHUV�VWLOO�UHO\�RQ�SULQW�PDJD]LQHV�EXVLQHVV�WKDW�JHQHUDWHV�
JUHDWHU�UHYHQXH��ZKLOH�GHYHORSLQJ�LWV�GLJLWDO�PHGLD�EXVLQHVV�

6HYHUDO� WKHRUHWLFDO� VWXGLHV� DQG� SUHYLRXV� UHVHDUFK� UHYHDOHG� WKDW� WR�
PDLQWDLQ� WKH� SULQW� PDJD]LQH� EXVLQHVV�� SXEOLVKHUV� VKRXOG� IXUWKHU� HQODUJH� WKH�
QXPEHU� RI� FXVWRPHUV� FRPSDUHG� WR� UHWDLO� EX\HUV�� %HFDXVH� ZLWK� WKH� JURZLQJ�
QXPEHU� RI� FXVWRPHUV�KDYH� WKH�DVVXUDQFH� UHYHQXHQ\D�SXEOLVKHUV�PRUH� LQ� WKH�
ORQJ� UXQ� DQG� PRUH� VWDEOH�� )RU� WKLV� UHDVRQ�� WKLV� VWXG\� DLPV� WR� GHWHUPLQH� WKH�
IDFWRUV� WKDW� DIIHFW� WKH� PDJD]LQH� UHDGHUV� WR� VXEVFULEH�� 7KH� PHWKRG� XVHG� LV�
TXDQWLWDWLYH� DSSURDFK� E\� UHO\LQJ� RQ� WKH� VXUYH\� WKURXJK� TXHVWLRQQDLUHV�� 7RROV�
GDWD�SURFHVVLQJ�XVLQJ�([FHO��6366����DQG�6WUXFWXUDO�(TXDWLRQ�0RGHO��6(0��

5HVXOWV� RI� WKLV� VWXG\� IRU� UHDGHUV�ZKR� VXEVFULEH�� � GHPRQVWUDWH� WKDW� WKH�
IDFWRUV�RI�VHUYLFH�TXDOLW\�PDJD]LQH�SXEOLVKHUV�EHFRPH�WKH�PRVW�GRPLQDQW�IDFWRU�
LQIOXHQFLQJ� WKH� PDJD]LQH� UHDGHUV� WR� VXEVFULEH�� 7KHQ� VHTXHQWLDOO\� IROORZHG��
FXVWRPHU�VHUYLFHV�TXDOLW\��SK\VLFDO�PDJD]LQH�TXDOLW\��FRUSRUDWH�UHSXWDWLRQ�DQG
EUDQG��SULFH��REMHFWLYLW\��DQG�SURPRWLRQ�

.H\ZRUGV��PDJD]LQH�UHDGHUV��VXEVFULEHUV��VXEVFULSWLRQ��VHUYLFH�TXDOLW\


