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<HDU�&RPSOHWHG � ����

3HQHOLWLDQ�LQL�EHUWXMXDQ�XQWXN�PHQHQWXNDQ�NODVLILNDVL�DWULEXW�DWULEXW�NXDOLWDV�
SHOD\DQDQ� NRQVXPHQ� SHQJJXQD� MDVD� ULGHVKDULQJ� URGD� GXD� GL� -DNDUWD�
GHQJDQ� 0RGHO� .DQR�� PHQJDQDOLVLV� SHQJDUXK� SHUVHSVL� SDGD� NXDOLWDV�
SHOD\DQDQ� WHUKDGDS� NHSXDVDQ� SHODQJJDQ�� GDQ�PHOLKDW� SHQJDUXK� WLQJNDW�
SHQGDSDWDQ�VHEDJDL�PRGHUDWLQJ�YDULDEOH�GDODP�KXEXQJDQ�WHUVHEXW��7RWDO�
VDPSHO�SHQHOLWLDQ�LQL�DGDODK�����UHVSRQGHQ�SHQJJXQD�OD\DQDQ�ULGHVKDULQJ�
URGD� GXD� GL� -DNDUWD�� .ODVLILNDVL� DWULEXW� NXDOLWDV� SHOD\DQDQ�PHQJJXQDNDQ�
0RGHO� .DQR�PHQXQMXNNDQ� GDUL� ��� DWULEXW�� WHUGDSDW� �� DWULEXW� DWWUDFWLYH�� ��
DWULEXW� LQGLIIHUHQW GDQ����DWULEXW�RQH�GLPHQVLRQDO��0HODOXL�DQDOLVLV� UHJUHVL�
MDPDN�� GLSHUROHK� KDVLO� EDKZD VHFDUD� VLPXOWDQ� SHUVHSVL� SDGD� NXDOLWDV�
SHOD\DQDQ� PHPLOLNL� SHQJDUXK� SRVLWLI� GDQ� VLJQLILNDQ� WHUKDGDS� NHSXDVDQ�
SHODQJJDQ �)�������  ����������������GDQ�QLODL�5

� �������'DUL� OLPD�GLPHQVL��
WHUGDSDW�WLJD�GLPHQVL�\DQJ�EHUSHQJDUXK�VLJQLILNDQ�VHFDUD�SDUVLDO�WHUKDGDS�
NHSXDVDQ� SHODQJJDQ�� \DLWX� GLPHQVL� VDIHW\�� SHUVRQQHO GDQ� LQWHUDFWLYLW\�
'HQJDQ�PHQHPSDWNDQ� WLQJNDW� SHQGDSDWDQ� VHEDJDL�PRGHUDWLQJ� YDULDEOH�
WLGDN�WHUEXNWL�EDKZD�KXEXQJDQ�SHUVHSVL�SDGD�NXDOLWDV�SHOD\DQDQ�GHQJDQ�
NHSXDVDQ� SHODQJJDQ� WLGDN� GLSHQJDUXKL� ROHK� WLQJNDW� SHQGDSDWDQ� \DQJ�
EHUEHGD��GHQJDQ�QLODL�VLJQLILNDQVL ������

.H\�ZRUGV� NXDOLWDV� SHOD\DQDQ��PRGHO� NDQR�� ULGHVKDULQJ�� NHSXDVDQ
SHODQJJDQ��WLQJNDW�SHQGDSDWDQ
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7KH� SXUSRVH� RI� WKLV� VWXG\� LV� WR� H[DPLQH� WKH� FODVVLILFDWLRQV� RI� VHUYLFH�
TXDOLW\�DWWULEXWHV�RQ�PRWRUF\FOH�ULGHVKDULQJ�VHUYLFHV�LQ�-DNDUWD�XVLQJ�.DQR�
0RGHO��&XVWRPHU�SHUFHSWLRQV�RI�VHUYLFHV�TXDOLW\�DWWULEXWHV�DUH�H[DPLQHG��
DQG� WKH� LQIOXHQFH� WRZDUGV� FXVWRPHU� VDWLVIDFWLRQ� ZDV� DQDO\]HG�� /HYHO� RI�
LQFRPH�ZDV�DOVR�WHVWHG�DV�PRGHUDWLQJ�YDULDEOH�RQ�WKLV�UHODWLRQVKLS��7RWDO�
VDPSOH� RI� WKLV� UHVHDUFK� DUH� ���� FXVWRPHUV� RI� ULGHVKDULQJ� VHUYLFHV� LQ�
-DNDUWD��7KH�.DQR�0RGHO�FODVVLILFDWLRQ�VKRZHG�WKDW�IURP����DWWULEXWHV��ILYH�
ZDV� DWWUDFWLYH� TXDOLW\�� WKUHH� LQGLIIHUHQW� DQG� ��� RQH�GLPHQVLRQDO�� 0XOWLSOH�
UHJUHVVLRQ� DQDO\VLV� UHSRUWHG� WKDW� SHUFHLYHG� VHUYLFH� TXDOLW\� LQIOXHQFHG�
FXVWRPHU�VDWLVIDFWLRQ�SRVLWLYHO\�DQG�VLJQLILFDQW� �)�������� ����������������
DQG�5� YDOXH�RI��������7KUHH�IURP�ILYH�GLPHQVLRQV��VDIHW\��SHUVRQQHO�DQG�
LQWHUDFWLYLW\�� UHSRUWHG� KDYLQJ� D� SRVLWLYH� DQG� VLJQLILFDQW� UHODWLRQVKLS� ZLWK�
FXVWRPHU� VDWLVIDFWLRQ�� 7KLV� VWXG\� DOVR� UHYHDOHG� WKDW� WKH� UHODWLRQVKLS�
EHWZHHQ� SHUFHLYHG� VHUYLFH� TXDOLW\� ZLWK� FXVWRPHU� VDWLVIDFWLRQ� ZDV� QRW�
LQIOXHQFHG� E\� WKH� OHYHO� RI� LQFRPH� DV�PRGHUDWLQJ� YDULDEOH E\� WHVWLQJ� WKH�
OHYHO�RI�LQFRPH DV�PRGHUDWLQJ�YDULDEOH��W� ���������VLJ���������

.H\� ZRUGV�� VHUYLFH� TXDOLW\�� .DQR� 0RGHO�� ULGHVKDULQJ�� FXVWRPHU�
VDWLVIDFWLRQ��OHYHO�RI�LQFRPH�


