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� 3HQHOLWLDQ� LQL� EHUWXMXDQ� XQWXN� PHQJDQDOLVLV� SHQJDUXK� NXDOLWDV� OD\DQDQ�
SHQ\HOHQJJDUDDQ� /DODOD)HVW� ±� ,QWHUQDWLRQDO� )RUHVW� 0XVLF� )HVWLYDO� ����� SDGD�
NHSXDVDQ� SHQJXQMXQJ�� 6DPSHO� \DQJ� GLJXQDNDQ� SDGD� SHQHOLWLDQ� LQL� DGDODK�
SHQJXQMXQJ� � /DODOD)HVW� ±� ,QWHUQDWLRQDO� )RUHVW� 0XVLF� )HVWLYDO� ������ 0HWRGH�
SHQJDPELODQ�VDPSHO�\DQJ�GLJXQDNDQ�SDGD�SHQHOLWLDQ�LQL�DGDODK�SHQ\DPSHODQ�QRQ�
SUREDELOLWDV�PHQJJXQDNDQ�WLSH�FRQYLQLHQFH VDPSOLQJ��6DPSHO�SDGD�SHQHOLWLDQ�LQL�
EHUMXPODK� ���� UHVSRQGHQ� \DQJ� EHUXPXU� DQWDUD� ��� KLQJJD� ��� WDKXQ� GDQ�
PHQJXQMXQJL�ODQJVXQJ�DFDUD�/DODOD)HVW��������
� 3HQJXPSXODQ�GDWD�SHQHOLWLDQ�LQL�PHQJJXQDNDQ�NXHVLRQHU�\DQJ�GLVHEDUNDQ�
VHFDUD�GDULQJ��0HWRGH�DQDOLVLV�GDWD�\DQJ�GLJXQDNDQ�DGDODK�DQDOLVLV�OLQHDU�EHUJDQGD��
+DVLO�GDUL� SHQHOLWLDQ� LQL�PHQHPXNDQ�EDKZD�� WLJD� GLPHQVL�NXDOLWDV� OD\DQDQ� \DNQL�
NXDOLWDV�OLQJNXQJDQ�ILVLN��NXDOLWDV�LQWHUDNVL�GDQ�NXDOLWDV�KDVLO�EHUSHQJDUXK�SRVLWLI�
GDQ�VLJQLILNDQ�SDGD�NHSXDVDQ�SHQJXQMXQJ��%HUGDVDUNDQ�KDVLO�SHQHOLWLDQ��LPSOLNDVL�
PDQDMHULDO� \DQJ� WHODK� GLSDSDUNDQ� PDND� GDSDW� GLVLPSXONDQ� XQWXN� WHUFDSDLQ\D�
NHSXDVDQ�SHQJXQMXQJ�PDND�SHQ\HOHQJJDUD�KDUXV�PHPSHUKDWLNDQ�NXDOLWDV�OD\DQDQ�
\DQJ�PHPEHULNDQ�SHQJDUXK�\DNQL�NXDOLWDV�OLQJNXQJDQ�ILVLN��NXDOLWDV�LQWHUDNVL�GDQ�
NXDOLWDV�KDVLO��

.DWD�NXQFL��.XDOLWDV� OD\DQDQ��.XDOLWDV� OLQJNXQJDQ�ILVLN��.XDOLWDV� LQWHUDNVL��

.XDOLWDV�KDVLO��.HSXDVDQ�SHQJXQMXQJ�
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7KLV�VWXG\�DLPV�WR�DQDO\]H�WKH�HIIHFW�RI�HYHQW�VHUYLFH�TXDOLW\�/DODOD)HVW�±�
,QWHUQDWLRQDO�)RUHVW�0XVLF�)HVWLYDO������WRZDUG�YLVLWRUV¶�VDWLVIDFWLRQ��7KH�VDPSOH�
XVHG� LQ� WKLV� VWXG\� ZDV� D� YLVLWRU� WR� WKH� /DODOD)HVW� �� ,QWHUQDWLRQDO� )RUHVW� 0XVLF�
)HVWLYDO� ������ 7KH� VDPSOLQJ� PHWKRG� XVHG� LQ� WKLV� VWXG\� ZDV� QRQ�SUREDELOLW\�
VDPSOLQJ� XVLQJ� D� FRQYHQLHQFH� VDPSOLQJ�� 7KH� VDPSOH� LQ� WKLV� VWXG\� DUH� ����
UHVSRQGHQWV�DJHG�EHWZHHQ����WR����\HDUV�DQG�GLUHFWO\�YLVLWHG�WKH�/DODOD)HVW������
HYHQW��

7KH�GDWD�FROOHFWLRQ�RI� WKLV� VWXG\�XVHG�D�GLVWULEXWHG�RQOLQH�TXHVWLRQQDLUH��
7KH�GDWD�DQDO\VLV�PHWKRG�XVHG�LV�PXOWLSOH� OLQHDU�DQDO\VLV��7KLV�VWXG\� IRXQG�WKDW��
WKUHH�GLPHQVLRQV�RI�VHUYLFH�TXDOLW\��QDPHO\�WKH�TXDOLW\�RI�WKH�SK\VLFDO�HQYLURQPHQW��
WKH�TXDOLW\�RI�LQWHUDFWLRQV�DQG�WKH�TXDOLW\�RI�UHVXOWV�KDYH�D�SRVLWLYH�DQG�VLJQLILFDQW�
HIIHFW� RQ� YLVLWRU� VDWLVIDFWLRQ�� %DVHG� RQ� WKH� UHVXOWV� RI� WKH� VWXG\�� WKH� PDQDJHULDO�
LPSOLFDWLRQV� WKDW� KDYH� EHHQ� SUHVHQWHG� FDQ� EH� FRQFOXGHG� WR� DFKLHYH� YLVLWRU�
VDWLVIDFWLRQ��WKH�RUJDQL]HUV�PXVW�SD\�DWWHQWLRQ�WR�WKH�TXDOLW\�RI�VHUYLFH�WKDW�JLYHV�DQ�
LQIOXHQFH�QDPHO\�WKH�TXDOLW\�RI�WKH�SK\VLFDO�HQYLURQPHQW��WKH�TXDOLW\�RI�LQWHUDFWLRQV�
DQG�WKH�TXDOLW\�RI�UHVXOWV��

.H\ZRUGV�� 6HUYLFH� TXDOLW\�� 3K\VLFDO� HQYLURQPHQW� TXDOLW\�� ,QWHUDFWLRQ� TXDOLW\��
2XWFRPH�TXDOLW\��9LVLWRUV�VDWLVIDFWLRQ
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