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Abstract:

The main objective of our research is to shed light on measuring the impact
of the quality of electronic services on customer satisfaction, as this study was
based on a theoretical framework specific to the quality of electronic services and
customer satisfaction to contribute to the analysis and interpretation of the results
obtained by adopting the SPSS program also version 26, as well. 100 electronic
guestionnaires were distributed to a sample of Algeria Post's customers (Ghardaia),
and the study concluded that there is a positive, statistically significant effect
between the dimensions of the quality of electronic services (tangibility, reliability,
responsiveness, security, communication, information) on customer satisfaction, as
well as The research included a set of recommendations aimed at improving the
quality of electronic services in the institution

key words:E-services, customer satisfaction, quality dimensions, servperf,
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Cronbach's Alpha N of Items
.937 37
Gaiad)
Frequency Percent Valid Percent Cumulative Percent
Valid S 61 61.0 61.0 61.0
il 39 39.0 39.0 100.0
Total 100 100.0 100.0
Cmad)
Frequency Percent Valid Percent Cumulative Percent
Valid 4w 20 28 28.0 28.0 28.0
L 20 ol 48 48.0 48.0 76.0
4. 35 M 20 o 12 12.0 12.0 88.0
4w 50 (e sSI 12 12.0 12.0 100.0
Total 100 100.0 100.0
(el ghsal)
Frequency Percent Valid Percent Cumulative Percent
Valid i) 6 6.0 6.0 6.0
L e 16 16.0 16.0 22.0
g5l 35 35.0 35.0 57.0
=l 43 43.0 43.0 100.0
Total 100 100.0 100.0
G DA
Frequency Percent Valid Percent Cumulative Percent
Valid z> 10000 csebi 51 51.0 51.0 51.0
z2 30000 2 10000 ¢ 33 33.0 33.0 84.0
230000 (s S 16 16.0 16.0 100.0
Total 100 100.0 100.0
gl
Frequency Percent Valid Percent Cumulative Percent
Valid abhisa 19 19.0 19.0 19.0
s 39 39.0 39.0 58.0
s allec 30 30.0 30.0 88.0
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Total
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12
100

12.0
100.0

12.0
100.0

100.0

A2 gl gocn 1 guas paidlai g SHaB gay i) Jndloty ypsns parciali

Frequency Percent Valid Percent Cumulative Percent
Valid 1.00 7 7.0 7.0 7.0
2.00 23 23.0 23.0 30.0
3.00 20 20.0 20.0 50.0
4.00 36 36.0 36.0 86.0
5.00 14 14.0 14.0 100.0
Total 100 100.0 100.0
A a0 8505 50T 3 s paS
Frequency Percent Valid Percent Cumulative Percent
Valid 525.8) 50 & 6 6.0 6.0 6.0
G 50 e 20 20.0 20.0 26.0
Lale 5idd) 50 24 24.0 24.0 50.0
G5 36 36.0 36.0 86.0
Lolaid] 50 14 14.0 14.0 100.0
Total 100 100.0 100.0
A g A e ilagaiide a0 LTl gibiana s siiuulat A 55
Frequency Percent Valid Percent Cumulative Percent
Valid 258 g 15 15.0 15.0 15.0
Gl s e 21 21.0 21.0 36.0
Lale i) ga 22 22.0 22.0 58.0
G5 29 29.0 29.0 87.0
Lelaiad) 50 13 13.0 13.0 100.0
Total 100 100.0 100.0
3018 i gaB gally i) UL Sllaalalailldidl paliad o s jlga
Frequency Percent Valid Percent Cumulative Percent
Valid bl ga 11 11.0 11.0 11.0
G850 y& 24 24.0 24.0 35.0
Lile 5isd) 50 31 31.0 31.0 66.0
Gilse 29 29.0 29.0 95.0
Lelaisd] 5 5 5.0 5.0 100.0
Total 100 100.0 100.0

Ao BB i 30 prhesns sl g SSIVIAD pallashy
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Frequency Percent Valid Percent Cumulative Percent
Valid bl ga 8 8.0 8.0 8.0
Gl e 19 19.0 19.0 27.0
Lale 5idd) 5o 20 20.0 20.0 47.0
Gilsa 34 34.0 34.0 81.0
Lelaiadl o 19 19.0 19.0 100.0
Total 100 100.0 100.0
J sanalila gf Jgaaliodss g SCIYIdasillilal guaalliCay
Frequency Percent Valid Percent Cumulative Percent
Valid Ba5) 50 S 8 8.0 8.0 8.0
G 5a e 11 11.0 11.0 19.0
Lale 5idd) 50 26 26.0 26.0 45.0
Gilse 38 38.0 38.0 83.0
Lolaid] 50 17 17.0 17.0 100.0
Total 100 100.0 100.0
e Uadl gan g paanal€ind l o SV aai ey iid lanats
Frequency Percent Valid Percent Cumulative Percent
Valid 525.8) 50 & 13 13.0 13.0 13.0
G 50 e 20 20.0 20.0 33.0
Lle 5i8) 50 30 30.0 30.0 63.0
G5 29 29.0 29.0 92.0
Lelaiad) 50 8 8.0 8.0 100.0
Total 100 100.0 100.0

Y. et LA ot ARt (i Y i a3 3l s s

Frequency Percent Valid Percent Cumulative Percent
Valid 525.8) 50 & 8 8.0 8.0 8.0
Gl s e 12 12.0 12.0 20.0
Lle 5i88) 4o 19 19.0 19.0 39.0
il sa 41 41.0 41.0 80.0
Lelaiadl o 20 20.0 20.0 100.0
Total 100 100.0 100.0

) A g ASNIA LRI glasbeaillala siad i) Jadly phesse (A8 pulgpialanililiCadss g SaiYidasillthaic

Frequency Percent Valid Percent Cumulative Percent
Valid bl ga 19 19.0 19.0 19.0
G850 p& 17 17.0 17.0 36.0
Lale i) ¢a 28 28.0 28.0 64.0
Gl s 23 23.0 23.0 87.0
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Total

13
100

13.0
100.0

13.0
100.0
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100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid 52.088) 50yt 13 13.0 13.0 13.0
B8 ge 16 16.0 16.0 29.0
Lle i) 50 29 29.0 29.0 58.0
Gilsa 34 34.0 34.0 92.0
Lalaizd) 5 8 8.0 8.0 100.0
Total 100 100.0 100.0

gullaaic A8ad 5 CYULasdLlabaatl)

Frequency Percent Valid Percent Cumulative Percent
Valid Bad) 9oy 11 11.0 11.0 11.0
B8 5e 17 17.0 17.0 28.0
Lile izl 5o 31 31.0 31.0 59.0
Gilse 31 31.0 31.0 90.0
Lalaizd) 5 10 10.0 10.0 100.0
Total 100 100.0 100.0

PR NIRPPS UL VRIS NI PRI TS L R RVPF- WL VO

Frequency Percent Valid Percent Cumulative Percent
Valid Ba58) 50 S 18 18.0 18.0 18.0
Gl e 23 23.0 23.0 41.0
Lale 5138) 50 21 21.0 21.0 62.0
) 29 29.0 29.0 91.0
Lelaiad) 50 9 9.0 9.0 100.0
Total 100 100.0 100.0

de juufiaatafatCUiiallatiag gatiniduu gall

Frequency Percent Valid Percent Cumulative Percent
Valid a8l g 12 12.0 12.0 12.0
Gl e 23 23.0 23.0 35.0
Lle i8) 50 26 26.0 26.0 61.0
Gilse 25 25.0 25.0 86.0
Lol g 14 14.0 14.0 100.0

Total 100 100.0 100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid 5a008) 5a yu 7 7.0 7.0 7.0
G 50 e 20 20.0 20.0 27.0
Lale 5idd) 5o 26 26.0 26.0 53.0
il sa 34 34.0 34.0 87.0
el g 13 13.0 13.0 100.0
Total 100 100.0 100.0
(.92 1L plraradualid jous i Jadlay salalaty
Frequency Percent Valid Percent Cumulative Percent
Valid 525.8) 50 & 9 9.0 9.0 9.0
G 5a e 13 13.0 13.0 22.0
Lle 5i8) ga 23 23.0 23.0 45.0
G5 36 36.0 36.0 81.0
ezl 50 19 19.0 19.0 100.0
Total 100 100.0 100.0
(B ASUALLS 8 LAk i 3ol iy
Frequency Percent Valid Percent Cumulative Percent
Valid 525.8) 50 & 10 10.0 10.0 10.0
38 ge 16 16.0 16.0 26.0
Lale i) ga 27 27.0 27.0 53.0
G5 36 36.0 36.0 89.0
Lol g 11 11.0 11.0 100.0
Total 100 100.0 100.0

Ao MVABURIL 5o ) ganal) (L Sl prdncy paldl g ASIYUILa i b S addillgila gl aasaiaiad g SIS

Frequency Percent Valid Percent Cumulative Percent
Valid Ba58) 50 S 10 10.0 10.0 10.0
38 ge 13 13.0 13.0 23.0
Lale i) ¢a 18 18.0 18.0 41.0
) 29 29.0 29.0 70.0
Lelaisd] 5 30 30.0 30.0 100.0
Total 100 100.0 100.0
A g S e lic AL slrallulad 5 Slasy
Frequency Percent Valid Percent Cumulative Percent
Valid Ba5) 50 S 6 6.0 6.0 6.0
G8) e p& 24 24.0 24.0 30.0
Lle i) 50 27 27.0 27.0 57.0



Lalaiad) ga

Total

35

100

35.0
8.0
100.0

35.0
8.0
100.0
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92.0
100.0

A palldaliallicn g Il g5 gaad A anila glaa i) Jadlay yud pads jo

Frequency Percent Valid Percent Cumulative Percent
Valid 258 g 9 9.0 9.0 9.0
G 50 e 19 19.0 19.0 28.0
Lile 5 5a 28 28.0 28.0 56.0
il sa 34 34.0 34.0 90.0
ezl 50 10 10.0 10.0 100.0
Total 100 100.0 100.0
L pacaal padBbrila glraste i g ASIYULa2At) b g
Frequency Percent Valid Percent Cumulative Percent
Valid 8258 g 11 11.0 11.0 11.0
G 5a e 18 18.0 18.0 29.0
Lale 5 5a 30 30.0 30.0 59.0
G5 33 33.0 33.0 92.0
ezl 50 8 8.0 8.0 100.0
Total 100 100.0 100.0

Y& ... Aatilliia g man ( Lgab AN alliyi g SSVULaANEaT Luaiaile slnadusun palli s

Frequency Percent Valid Percent Cumulative Percent
Valid 8258 g 10 10.0 10.0 10.0
38 ge 20 20.0 20.0 30.0
Lle 5i88) 4o 25 25.0 25.0 55.0
G5 29 29.0 29.0 84.0
Lol g 16 16.0 16.0 100.0
Total 100 100.0 100.0
A g SN gadn JHLe slaalDiSiity 3iad pallasy
Frequency Percent Valid Percent Cumulative Percent
Valid B8 ga yie 12 12.0 12.0 12.0
38 ge 20 20.0 20.0 32.0
Lile 5isd) 50 31 31.0 31.0 63.0
) 32 32.0 32.0 95.0
Lelaisd] 5 5 5.0 5.0 100.0
Total 100 100.0 100.0




a1 sbian i g Sl S, o gal
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Frequency Percent Valid Percent Cumulative Percent
Valid 258 g 13 13.0 13.0 13.0
G 50 e 28 28.0 28.0 41.0
Lile i) 5 35 35.0 35.0 76.0
il sa 17 17.0 17.0 93.0
Lalaid) ga 7 7.0 7.0 100.0
Total 100 100.0 100.0
43S ash g8 5 g Mgl Ui LaBLS Jaule Ao g SNV ULa 2 NLa) )5 Loy
Frequency Percent Valid Percent Cumulative Percent
Valid 525.8) 50 & 7 7.0 7.0 7.0
G 5a e 21 21.0 21.0 28.0
Lale i) ga 24 24.0 24.0 52.0
G5 30 30.0 30.0 82.0
ezl 50 18 18.0 18.0 100.0
Total 100 100.0 100.0
T $a sl g sy Idaadllddariiuallilatlaaal) gdall) jaals
Frequency Percent Valid Percent Cumulative Percent
Valid 525.8) 50 & 8 8.0 8.0 8.0
38 ge 18 18.0 18.0 26.0
Lale i) ga 26 26.0 26.0 52.0
G5 38 38.0 38.0 90.0
Lol g 10 10.0 10.0 100.0
Total 100 100.0 100.0
b 5 dai) glad pal¥ A iedusun pallillaiyliSey
Frequency Percent Valid Percent Cumulative Percent
Valid Ba58) 50 S 5 5.0 5.0 5.0
G 5e 22 22.0 22.0 27.0
Lile s 5a 33 33.0 33.0 60.0
) 28 28.0 28.0 88.0
Lelaisd] 5 12 12.0 12.0 100.0
Total 100 100.0 100.0
BRIV POVECIFI AP R YW
Frequency Percent Valid Percent Cumulative Percent
Valid B0 ga yie 11 11.0 11.0 11.0
38 ge 23 23.0 23.0 34.0
Lle i) 50 17 17.0 17.0 51.0
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Gilsa 35 35.0 35.0 86.0
el g 14 14.0 14.0 100.0
Total 100 100.0 100.0
ANy pilasie) b 8]
Frequency Percent Valid Percent Cumulative Percent
Valid 258 g 6 6.0 6.0 6.0
G 50 e 12 12.0 12.0 18.0
Lile 5 5a 26 26.0 26.0 44.0
il sa 45 45.0 45.0 89.0
Lolaid] 50 11 11.0 11.0 100.0
Total 100 100.0 100.0
Az giliislaaliad] yif iy s 3a8 aledadBalld g SSYUilasdll
Frequency Percent Valid Percent Cumulative Percent
Valid 525.8) 50 & 8 8.0 8.0 8.0
G 5a e 32 32.0 32.0 40.0
Lale i) ga 24 24.0 24.0 64.0
il sa 21 21.0 21.0 85.0
ezl 50 15 15.0 15.0 100.0
Total 100 100.0 100.0
giladd goun gallic Lo LiilBaalian
Frequency Percent Valid Percent Cumulative Percent
Valid 8258 g 11 11.0 11.0 11.0
38 ge 20 20.0 20.0 31.0
Lale i) ga 26 26.0 26.0 57.0
G5 33 33.0 33.0 90.0
Lol g 10 10.0 10.0 100.0
Total 100 100.0 100.0
51 25) B gralu i) 5 s sl YU pallile 52 93 gallie taallings)
Frequency Percent Valid Percent Cumulative Percent
Valid B0l g 7 7.0 7.0 7.0
38 ge 23 23.0 23.0 30.0
Lale i) ¢a 21 21.0 21.0 51.0
) 32 32.0 32.0 83.0
Lelaisd] 5 17 17.0 17.0 100.0
Total 100 100.0 100.0
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S il Jadlay 8 gaaladiol paiuld g

Frequency Percent Valid Percent Cumulative Percent
Valid 52.088) 5a yo 11 11.0 11.0 11.0
G850 & 14 14.0 14.0 25.0
Lale gigd) 5 23 23.0 23.0 48.0
35 35.0 35.0 83.0
Lol s 17 17.0 17.0 100.0
Total 100 100.0 100.0
el ) Al g leal) T gial)
D)y A e i di e dle 5 )lge
ple (s SN algar A pAense i il iy ikt B85 ae daladll (8 (puila sall
A s sl dess s L i) Bpas 5l e seld Juat) ladiy @l sal a0 Y
e e A yiSIY) deadl] Sl 3y dsdas
N Valid 100 100 100 100
Missing 0 0 0 0
Mean 3.2700 3.3200 3.0400 2.9300
Median 3.5000 3.5000 3.0000 3.0000
Std. Deviation 1.17082 1.12708 1.27857 1.08484
Sum 327.00 332.00 304.00 293.00
B BENURTETR IR
Gk oo Ldlaad aasy
oYL gall oy deadll o Jpanll (Say deadd) i dlae o Y A Gl
Soal ypdensd S Sles o 00 A Y e JSE A0 YD da )l RS ¢ Al
dagaia s Aidy Cilaglae Jsana aila sthal &isan 0535 ... &)
N Valid 100 100 100 100
Missing 0 0 0 0
Mean 3.3700 3.4500 2.9900 3.5300
Median 4.0000 4.0000 3.0000 4.0000
Std. Deviation 1.21983 1.14040 1.15902 1.17598
Sum 337.00 345.00 299.00 353.00
aadl) Qlh e
Jranill (S Ay 5 ySIY
do g lgle(pn dnse 2y Aie Cuaiad BEBENURTETR WGP
abu Jlal agind el cilasall IR G i sl JuaiYl vie ey 3l ella g iat Asns 5l
A IV Aol Jundi ol aBgie sa LS A Y el Lo Joandll ) e AU G L s 8 ) JSL)
) . O iyl e Ll die A8y, 5 5K s XS Ao
N Valid 100 100 100 100 100
Missing 0 0 0 0 0
Mean 2.9400 3.0800 3.1200 2.8800 3.0600
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Median 3.0000 3.0000 3.0000 3.0000 3.0000
Std. Deviation 1.30128 1.16063 1.14838 1.26555 1.23763
Sum 294.00 308.00 312.00 288.00 306.00
e e (530 B
daad dll aile slas
alall & 5300 (3 Gilaadll (e 33O
Ladai¥) aladiuly W 2 3 G gl A g SN
L5 IV Gl ¢ g A pusy 0 5a) 2y ey Aadail i 5all o lliay i 5al( ¢ il 5 ausy)
el ATM TEP ) 0l lashes gadali G ALE pe s daal ¢ Al ddladl 8
N Valid 100 100 100 100
Missing 0 0 0 0
Mean 3.2600 3.4300 3.2200 3.5600
Median 3.0000 4.0000 3.0000 4.0000
Std. Deviation 1.13369 1.19979 1.15102 1.31287
Sum 326.00 343.00 322.00 356.00
Cla slan A sall (i ya
Dl a g g ya Glaadll Coua’ dliade
e 0 dean i s Claglae A IV cleaall 855 B3lELY) o) sall A5 )
O A Claslaall Aaliall Gy pll Gy Joa A88y Claslaa o L as ¢ pan
A5 ySIY) daadll o pall oY )
N Valid 100 100 100 100
Missing 0 0 0 0
Mean 3.1500 3.1700 3.0900 3.2100
Median 3.0000 3.0000 3.0000 3.0000
Std. Deviation 1.06719 1.12864 1.12900 1.22512
Sum 315.00 317.00 309.00 321.00
Gleadl) aladin) seluy Cilalhiadllg
S GLOU adsall pnty - Aleliilly Soahs asall  Slad) e A g ySIYI (b deadinall
Jsa da ¥ cleglaall (Baas sl on Osl 4] glisg Lo RS A5 YT Aanall - 3R (e A 5ally JlaiY) Sy
A STy daadl) Aol AlSe B zs=slh iy (sl b Gulaill Sl sl
N Valid 100 100 100 100 100
Missing 0 0 0 0 0
Mean 2.9800 2.7700 3.3100 3.2400 3.2000
Median 3.0000 3.0000 3.0000 3.0000 3.0000
Std. Deviation 1.10078 1.09963 1.19507 1.11119 1.07309
Sum 298.00 277.00 331.00 324.00 320.00
A g iKY claaall
B st (S Lusge il (e dediall | JlBaal il 33 9 gall il slaall e (ol
wngiseadin) ledplpd ST Lee duall Jial yn dsusall e Ulagl b dsdd s S @isd) e a5 e pladily
BHBNI Sioall y p 22 g S Lileas Hhasd g Z8aL Lealoay 3l 5al) Sta i
N Valid 100 100 100 100 100 100
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Missing 0 0 0 0 0 0
Mean 3.1800 3.4300 3.0300 3.1100 3.2900 3.3300
Median 3.0000 4.0000 3.0000 3.0000 3.0000 4.0000
Std. Deviation 1.25029 1.03724 1.20985 1.17116 1.20013 1.2313:
Sum 318.00 343.00 303.00 311.00 329.00 333.00
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Jaseal) laady)
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 5.176 1.446 3.580 .001
A galall il gal) 1.130 111 715 10.138 .000
a. Dependent Variable: ¢V L=
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 5.003 1.608 3.111 .002
dplaieyl 1.077 117 .680 9.193 .000
a. Dependent Variable: c» ) L
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 6.416 1.353 4,741 .000
Alaiuy) 1.062 .107 .708 9.937 .000
a. Dependent Variable: c» ) L
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 7.526 1.462 5.149 .000
oWy .879 .105 .648 8.413 .000
a. Dependent Variable: c» ) La
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 5.920 1.535 3.856 .000
il sladll 1.066 118 .674 9.042 .000
a. Dependent Variable: &3 L
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 6.611 1.600 4.132 .000
Ju=sy .823 .100 .639 8.230 .000

a. Dependent Variable: ¢ 3 La

asxial) jaady)



Unstandardized Coefficients

Standardized

Coefficients

LB;M\ 408

Model B Std. Error Beta t Sig.
1 (Constant) 1.004 1.477 .680 .498
A galal) il sl .627 151 .397 4.165 .000
Aalaey) -.055 .205 -.035 -.269 .788
iy .367 .168 .245 2.185 .031
B -.014 .155 -.010 -.089 .930
L slaall .320 .168 .202 1.900 .061
Juaiy) .187 118 .145 1.585 116
a. Dependent Variable: cp ) L
O Bl )Y Jalas
Correlations
A salal) il sall | dalaie ) | Alaiay) oY) il glaal) Jlaiy) ol Ly
Ls galal) il sl Pearson Correlation 1 744" | 620" | .681" 561" 592" 715"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100
Aalaie ) Pearson Correlation 744" 1 770" 799" 744” 613" .680"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100
Ayl Pearson Correlation .620™ 770" 1 717" 776" .649™ .708™
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100
A Pearson Correlation .681" 799" | 717t 1 687" .693" .648™
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100
e sladll Pearson Correlation 561" 744" | 776" 687" 1 .635™ 674"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100
Juaiy! Pearson Correlation 592" 613" | .649" .693" .635™ 1 .639™
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Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100
ol by Pearson Correlation 715" .680" | .708" .648™ 674" .639™ 1
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100
**_Correlation is significant at the 0.01 level (2-tailed).




