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Abstract

The main purpose of this study was the bank market segmentation or in other words,
dividing bank market into distinct groups of customers who might require separate
marketing mix. Gaining this purpose, 640 questionnaires were gathered. To
investigate the reliability of questionnaires, content and face validity approaches
were used. Furthermore, for the estimation of the reliability of questionnaires,
Cronbach coefficient was computed at 0.92. For the analysis of data, statistical
approaches including factor analysis, cluster analysis and chi-square test were
applied. Principal components analysis revealed the 61 bank choice criteria being in
the form of 9 factors, accounting for 65 percent of cumulative variance. Cluster
analysis was then employed to divide the customers into 3 clusters due to their
similarity of respondents to the main 9 factors. Moreover, chi square test showed
that the clusters, associated with educational levels, marital status, family income,
individual income and internet using rate, were different. As a result, rather than
trying to compete in an entire market, each bank must identify the parts of the
market to serve the best.

Keywords: Benefits sought; Market segmentation; Factor analysis; Cluster analysis;
Bank services

JEL: M31



—tde) Y4 byl fdrwgS g gudlo 4)2 \YA

(2 9 2

4A0\R0

ol 035l |y (63U Ol i O sl s e 5 oy Slodst Conior il sladle b
o e oLl 5 (Jlo Sl sn s aaadl 5,5 SLaG slio (oo a5 GESTL sl
R e P R R | P P T ST R Y ST R T > CR NG PRI PP P
Ol e ds Sl CodS oyl 0 ol 5o el 03,571 g g ooy Dl 1) 515L ol Lo
S e S iy Dokt oS 53 68T L AT o slad 4 (265 13l o el
FYL G GVL ladaT s Sl Dledst oS atblys gogy pebo 4y a5 b g S 0 S
5 (Bennett & Higgins, 1988) ol i =iy Lo i go s Sladst 1 (6 e oslizul
(V44Y) (6 giml 5 59 gl L 53 oo 55, > » (Bowen & Hedges, 1993) 5L (e A 58
Gl ol Dleds o ge 55 48T Lol Jle o ptege palr LS 48T A1 e 0L
Gl S 55 (BB, o s (V44A) (s 5 S e S 0 (0 BT 0B
e S Sl Sl il 55 el plogdle 33 8 o Jeole Sladst CliST 3 b Sl i
2l 3,13 (6 ey el (S glite Ol e (1 1 Sladst CodS slie 1S plAS s 4l
RSP L NG GG Q%ru,g&Téqgmwwu&wouW\
il y Cundst OT a0 S T,IS Al 5 n 48T 13 (sla iom) Ol it 1 ool (glaos S

Al S e

S5k S s
LS oo 1l S 53 5 slasdl (6555 SloteT (1 ook s 65 LB s (oot 25y
pbie ol 258 o gmime 5 (UI5L 3 ealie o Sl 31 (S Olsie 4 5 el (g e
5 dpamme Lol 3 Saal s ol .5 S €, (1409) el L e 05 e ) e
L i i 1 5ad Ol 538 ol ) a3l ulby (3Ll (65 55 loe  (Dleuts
Ol 5 4 gy 53 58S S (Kon 13k 63185 &) 0 41 (Keal 13k oS 4o el
Szl Ot gy by Al 5" B e 13l e (5l e Dls U s s
(S5L) &S 5 aibs L s o (sitivos S alie lasal ot b glaad 5 53 Sladst b J graome



Y4 sl yo wghin slaso Lyl )Ly ¢ bage

sl &S aus Ol glaai s gl dilgm b opl 516 5 Conl by § 0T olulis
Lizme (VAVA) Ay 5. S ol b ol 5l5k e jolie 4t oS 5 Jold oo o154
b oo b Dol @ 05550 95 33 53 5L (g de Slus OBl (V) tgs iow

ML e S 95 -
st o eSS Tl il 3 4 ek iy Dl 3 eks 43 8IS 4 sla i,
531 Gies 45 o S e Oy 45801 (VAVA) a5 1y 55 ol Soslis L(Grreen, 1977)
Gima Uy e odde cpl 53 ol 43 8 SIS w1y il gy oS et 1 b o g
L O e (6803 e o L 5 5 Ol s c(5o10 5 Jud 3l ok el s 51 (sl ke sle
Do st 15 Sl b OT (el (5031 G gl 1S e (shog 5
0 SR 0l w00 8 o Jol 6 Ko wly Sy oy B0 (e
£33 ol 3 (o5 0 03 S on e 1) Wl 5 ol 5 (e e Sls (i Sl Gl g5
0t 3Ll G s By Joloni 5 (et Jelond O gt 0 e iz SIS S| Dl
(VAVF) 5515 5 5T eJls Olgie .33 5 09037 dtnly 5 s (5o sukte o dlaly S b ol
sl plomil 33 oo b o b g Jlab 1y SIS 0 )ls 65 8T sl g (s 2 81 (STl
5 S 55k slaeSSl 0l te e slss o lalis JLss 4 (VAAY) Ol gl 5 0yl
Jebowr 5 oo (slaail so ulows 1 bzl L (V449) 3 yial . dis (5 5low Slyliel sS4
Erosn ) oo g oDl 4 kal o 4 OL e &S 5 g (pl 4 oy IS 4 (et
Ay s Calien o lbanas (slaos S (1 (6 i Contl Sledst S slayl plaS” &8

I - - .. o e . . 5 s - .
48 518 ol Geien Sl 3 g0 Ciltes Slaai Sl 2as ) pl as Soeses o2)

oMol oL 15k ambensT .S eslizul (6 2t (5108 51 (sl T 51 15 oo Sy ke oS ol a1l e sazms 215l atbeeT -

Ol s .l (PrOMOtION) i 5 slac s 5 (Place) ol «(Price) s «ProduCt) J e Jols 5 355 o ocasl "4p"

= Jber |, (Physical Evidence) ;s aal,s 5 (Process) b s, «(PEOPIe) sls I8 (slapb b o 4w Sleds 15k
iles S aslsl ad gl

2- Prior

3- Cluster



—tde) Y4 byl fdrwgS g gudlo 4)2 YW

(a2 9 32
iz 511, O3 gmar g BB 5 (6,8 03l Skl (VARY) Ceel 3 vl (e O 0 4
Slalllas 58 ol &8 T 5153 8 oo stalive Slidios ol 55 LBl &8 WSl o 5OS e

e 0D (P Sl A (s eyl 8wy p 3y ge ) el Ol e Ol geas gl
248 (6,05 DLk 3,15 5L ebilagil b amlie 55 ol 2w OT o511 b 5 (65T 5
sy se slac e 1 Colas g 3 ool Sl 13 5 ds 6 Sy geo i ) el
Gl it gy 534S ol SKis o gde 4.l Hlay 555 5 ol Olsezil jide 53 &S a
5 s Lo 5 0l s Lol (gla i semmmie BLSLI ST ol 0T 555 s oalie 1,
o3l SIS gy S e dbateas (] 03,57 b 6y o 13 5 S
Slin 2 Ol i 5 4 8 515 ol 350 O Raals Comar 60 (b (2l 03 S o0
Jl 53 2% 5 oS 58 (0 plil el Ol e 0 i3 8 o (s 4l LS ey (sl ST
MolS 05,8 93 5 o3litul LS - 800is (sliddi ot pa) 5 oS ks Olse 53 ulows 5114VS
Sl bl o ylas 4 S g 5 BB gm0 a5 L ST SLulis 1) O zie 51 Sogline
(STl sl Lo ylas 3l aslizal L (VAAF) oSG g 5 S5 cpiomon 3 5 oline [ SGuSS L
Sl 53 6L 515 alin Lo S mi (1 Jale Jebos 51 LT Lalisls plonil aulie ()87
sLal 51088F) 580 ) 5 JB 55 ¢S s S oaliul o Lo aman (sls oukte (6 lslime O 90 3T
5 ool A0 S eslinal HU sla s olelkis gl (W, 5l 3) Sledst ciS” ool
IS an ) el Jolows 0L i Uil o) 50 Sblje o e (plolid 51,5 (1499) O STl
Sl oslizal b Giod ol 55 313 plowl (5 55 )3 (glanlllas (Yooo) Comjlo 5 ildT s §
(sl g o (6,8 LKL aslsl 53 5005 8 lels Jule ot o ool glaadd po Judos
Lo iz LT o8 ol s (61 55 Qw35 157 0p03T 513 815 b a3 Ol 2t

s 8 oslisal o b ol Sslie KouS L a5 (LS onar

Kotler, ) el a8 g i bl 5 51 S ol csble pobre 1) Lk sl ide Dilasetio 5 oy 5 S y8 o3Il Ol )
(1988

Sl a8 gl ise Jau 8 51 S ol il g5 BLST (65T s 5 03001 51058 Candts (6l b 5150 (sla jides =Y
(Kotler, 1988)



A sl yo wghin slaso Lyl )Ly ¢ bage

Sl 513k Guis ik S

Sl S 3y o a8 pladatntio L La el e gaome &S5 415k s ptom Sls
ol Sl (Weinstein, 1994) 5, 4 o o3liul o Kan slaos, S 4 0L e 03 S idu
ol i i 5 B0l (S EC e (sl it Jold ST 15k sy o
sl ok 0315 b e ) o

Sl Laos 8wy 5L e Jald (sl 2w 51 655 nl (s Wb Camasr sy i
(M o ¢ Jad aT ) o2l Sl s 055 (i e Jod I (LSS maz Sba ite
A5 oo gl sl S5l (s idm 3 U ki a3l ealizal Bl oo ol 5 Kin b e
5 al COAVE) o 5 O ge (Kotler, 1988) ol o3l b LT J 287 5 (5,8 031001 5
CVAAD) 1,8 5 (il COAAY) 7o ST 5 Jlgss il (VAAD) 555 5 i (1AVA) 01,10
il 31 00885) 5, il 5 (VARF) jom o sn 5, 5le ((VARF) HLT 5 Sito s «(144Y) 55,
Sla S 5 b eSSl Ol e slaatal s 5 )5 53 (6 )loline S5l o dn 1, Kias 3
&S 5 (0AVY) 0K 5 S35 ((VAPA) STl s Ko o b 1Al Calibes o5 Wi onenr
5L 5 e S s (LB e bt o (6518 Gla s & Bl 53 (14VF) S
LS Glag il 4 A Sl e S LoD Ol e 5H(Y0) ey ST
O3 )8 €0889) S 5 plgion 55 S ol Doy gt 43,8 0 03 5 S 0 4S5
Ol e b amar (sla e 51 UL eSTL a8l 51T 1) 8 550 5 5 o le 5 (144F)
Sl b Ol ol o hend BLILIAST Condly () o8 e (S o ool iy fiey sl
ST e sl oo ls 3 e g (6 i

L s (S5 oS lie s Oy 5 B0l sy iy )3 s als) by jide
Sy i 3l S I S (Kotler, 1988) W s go pomdl (ks (slaes 8 4 Cpaind
5 oAls e (lie o aalllan ol 55 ol Lol (VARF) &g sl 87 55 (6T 2 L2 0
S 8 laalan 55 s oLl $STL 0L it 51 e el 5131 Il ok 4 )3
(st Gl (sla by 4 DL Su 5 (glun 2 Ol e cdisls plonil (Y2 0¥) 56 5 0 g
Al o O Si 55 Sl 5ok 31 3550 55 Sy i 3l g ) A S 51505 S s
SLeMb! Wil g ide 51 g5 cpl s 487 ST o O (Y44 9) e 5 om0 5SSL o Je O 20
S W15 i s ads L a3 a0l T 5 (6,805 g ¢ S5 6w 0555 o>



—tde) Y4 byl fdrwgS g gudlo 4)2 vy
(a2 9 32
QL?..UJ.?MQ&‘}SGAJJSWYKM:JAJJJ‘}\)\IAJC};'Ls;.;ui.;d.:LsSLL'a-
ub))‘meLgubeL L)aé}h}\)&nq\a Q‘f@@}scw“

Carmd 9 08 s D35l (Gl 1 OL il (6518 (G idey 53 ()L, (s A

s Calibee (sLaes 8 4y sl 5550 SLl3e 5 (551355 und s 63 e Ol n oS o3lizul
(VAAY) 6N 5 (VAVW) & e 5 2 COVAVE) 5515 5 5T c(VAVE) O1Kan 5 o )T i 5 o
S SLS e s 08 aS eslinal) S eslitul Coand s 45 s S| Kia g ales
5 O o VAVI) (613 sl 13 Jle (slal5b (go idw (sliue |y (At oS o Liul
,ﬂw,)&_,ﬁ,\_,g;d.x_gum@bu}w,&u 1 ESSU 5L (VAVA) |5 sgme
S i (Ol e HUSH 35 g (5L T50) STl Lol (slasbme slin KL 1L S
55 €0AVR) JEs, C0AWY) Bl 5 0 3u3 oy cVAVE) 236 5 LS 58 00y sk T 55 oo
S x5 elgis c(\««f),gdjs,J@,;&G(\«AA),,L;,@)& VAAF) o SC
s S enlial ST L (i idw (6 b jaine 51 (Ye e ) Cimmjla s sWWIT ((144F)
Ll La slme o] gy 1 4 45 Dlalllae 51 (6 K3 05 8,18 s 1 Dl ol i

iles S eslitul (s 5 0 Ob jziwe (gl &SSL

LSl Dbl &l b pio Sbd ylxo
PS5 dal o o WESGL 0L e o8 L3 g ol 0 Gy > 0 (3L b (pdios
las aly sl a0 Alsn 3o b ol 31 3l (6 mie Caanl T (gl Sladst SuiS kel
Sl o 3 5oy i 53 Smir Sl G s i o S S8 28 3 150
Sl 1y Lajsbmn ol 01 S5 51 o s 4l 487 lailen 5 S o il J s 5 s
) 03 ST Gl (S e Ceaed 1l 53 55 ol 1 ilesls 13 L 1L sk s
Jowl ods 03,91 ) UL‘H:J,A;);w@u%S,’.] 55b on 03581 (sl ok plosil 4
L LS Jowe 4 055 65555 8 Satls IV 65890 ) 2 (142Y) a3l Gl (slaaly
G0 0 33 ESTL aliw s 4 old &1 Sledst kS 5 (6 2 L eSSL Lol Sike Jsb cails
S O 457 2L 55 (VAAD) O et jlo 5,8 oo )13 &SSL Sliasl (glajlas o 5 IS 50
Al e SUL Ll )3 bajlme o age p Wl 358 5 4o 5 cpls o Ol 5 S s

OLEG s 48 ol )ls oles 0L i Sl ol dos oml Glaasl bl 5 rionen



vy sl yo wghin slaso Lyl )Ly ¢ bage

a1 OLaeSTL (o5l 0L e a8 ST Sl > 5 &KL Ol 1) 358 0 S5 s
2 e SGL J 058 S 8L 53 (VAAP) )y o) S e Ol Balas O 50
(i o3t 5 Y s b (LS Slelw S o Ll LT (6 8 amnad Al 3 1y il
505 AR 15 Gda slaasy 53 S Jw p 035 (6140 o 5 Sl L LIS oo 4 0550855 5
A8 olaslns s gy Aima T sl plonit 5 5 )3 laadllan Jlo Olas 55 55 (VAAP) il
Db A sl o lolae B, 58S ESS s Gl (S (S e ealizad OT 10114
s ity (Ol i g izl o ie s 51 (6t Somal elar Jolge oS 51 0L il
G 45 s plas blam S e Ol |y 55 eSSL osl gl 5 Ol s a5 506
3 O b 5lasls b i S (5 b ol G5 a3 55 (Sl 5 elaz!
Sl el S 8 6t s i 25— AT Sl 4 (I Jule ST O
Iy 6 e Jamn g5 SSTL sl 53 sas Jalge ™ 510 aladr (650540l " 31 eslizul L (14AR)
3 mos e as YL 5 50 Csls o gy Sl s Ol andllas ol glaasl 5 ST o lalis
Ol e 385 03,51 53 (VAAR) 5l 5 gl il 1y Slsel op 5V ol o OISl 5 2 g
Ll Juale Les cndis el § ams LT dUs S ) ooMnl slacSSb & S |
G LESSL ol Ol )5 age i Oliw s 4o 5 (IS 5 5b 4 il ai oDl slaeSSL
3y50 s 53, Oledime 0L e &Sl Obasil glaylas (V444) ol 5 SIS (Jyl kS o
SO S35 5 Jy 27555 4 S 5 G Ll (IS b 4 sl ) addllas
sy S il s (VA4Y) 5,0 5 STl i £ o 15 Jolse op 5108 506 (o je) 5o
DLl 5 s ¢ s 053l Slodst 9357 oal 3 (iS5 5 g5 il b LIS Jomn 4 035
03t Dl gl Al o (K58 0l e ST Dbl (glaslmn o o ol Jonaos
LSl 5 S sg 5 5 om0 (L O g (s au ja 0390wl ool 0l (V44Y) ST
b3 (184Y) oS S clo Olen 53 . ;8 oo 13 oS poni Slis 0,0 ols Joams
0352 145 = cply Jrams Ol 5 S s I Joun b s 0 05 32 605 5 cunnn 3 03101 87
Lt )lne o 5l st s 5o 4y Olisabsl 5 slazel Sl (IS 5 o Candst 0SSl Jo
Obleds o ESOL Sl (o jloms 457 Ay a2l 4 (VA4F) Og5ls il o &SSL Ol

1- AHP



—tde) Y4 byl fdrwgS g gudlo 4)2 \ V¥

G,,J..zjmdyduuu@,ﬂaﬁjcﬂ;;u,u.,u)mﬁ&L@wouﬁ;i
um\rmdu)wu S L3y obaslas o 5 Mlju“s,u@\;,\,,‘pj
js)u)‘suuj})uolﬂU&,uut,utéu)t.&a(\«wm,.u;@,z);&u
>}Mg,_>|>,‘_§_,uu,€_w6u)wmd\_www |l 55 (o Lo oman
el Layle s 51 i &w&ajubdﬁct\,,,wuwmuﬂ@,‘yu
AU Lajlas oo Coetl o ldama gl S5 545 513 0Lt andllas ol cogdle 4 .5,05
“;.a.xs-g}ao;}{&ﬁgd,lfjcﬁ@b;\;ou,;(\ﬂ%)gftilf,wuwua.a.;)\;
oL 5 5 bl e LoDl ST oLl (slaslne op Sgr S (25555 5 6013505
(sl U LS foome a0 035 €05 5 clads 4 3 oSSl O gl (IS st il 53 (1440)
@S T Sla i SSb Sl gl )las o S 03 & VL S5m0 5005 0 50l o g0
b e g (T 5 a0 (1888) 058 Glal ol s
Cosl s (V449) Sl Jlw Oles 53 .S o Blod 355 UL Ol 5o by Sliug) 457 Lizun
LS el 55 b i ;i_,uubwmuwg,wu;fw,ﬂ;,;,wﬂcws
e ) e O e 45T Wl y 4 ol 40 (189A) (55110 5 wSTBsbLe il s
L;uug.;y;L;,L*W.w\ouﬁtd\,{&p&”u)mp@y\,éﬂ@bou\,;
o&ins 310 s 355 ows O350 s 45 45 55 OT 51 (S (Y0 41) (5 pmn sallamms
Sl 5y s 5505 p e glaolKiws welw YF Slodst (S5l & pgd ls po 5
0313 Bl (YY) 5t 93 sl e OL gmiils (5l o STL sl glajlas oy 5 1S 56
ol5 03 o i3 5 40;@ &5 cosde 4 il g Dbl Slae o U sl leb > (slae sl
S e il ol guls b S o )5 aslme o Fagn 005 53 ESL L (S e
Sl fl s o3l sl T o pleml aih (i 5 ) S b mer 8 S5 50
15 ek 4 a5 s lne ol Sl 487 3L 5 Lo Olas 55 ok 5 e 2353 baslne (o
5 i > Jod S ol sla (S5 Vb o 231 L 0 e S0 G 3 0L e
J-zf-«‘ﬁ‘”/-@‘-’s'ﬁ‘ﬁé‘-‘u“"S@LGJT“\%-;‘-W;@;EJJbaf.‘i4%}“3-&”
a5 s L (Y0¥ ke s (J Geliosd gl 3 5T 0 587 a3 Ol s S 55 5 &L O
L;J_:fﬁ_,e;4_;,_1;,“4_;4;‘,\Qu.\_;u;_fq_*b,gwhuuy»@ycwg
5 Pl (s Camar SOl car S1.0,8 o )13 Waslne o ege 005 53 (5 e



'Y sl yo wghin slaso Lyl )Ly ¢ bage

éi.ij.s(Y~~\°).>)\J_?)&A)>..\)\.'l_?w,§l_?u)ww\wl@):jogﬁméaw.;\
1 eSSl Ol (glaslas s Sl B o135 5 s 5590 1) (6 280 VMY ¢ 4S anlllas
<SS Ll s 1y Cal o i OLSIbI (i g5 487 sls OLad baadl .l 5 by b 5o
3 Sl ¢ 3 (g3lasl Lol s 5 Sledst 1 (glos 28 Cads 4510 s s .ol azils
i S155m 03, iy a5l OLS Coenl &7 Lin g ol se alam I Candst (g 2 5 5L
):}L;\deﬁwlm.lf@@dul{)K&u@&L_():}:&:j@olﬁﬂm
}';‘)df.iJ)J'J}'f°JJ$LSJ-?#'Q'U-CL~°)Q)>Q‘)LM‘)&QQJ€”;W“QL€J
(ol ola b 5 Jbe Sleds 1 b g 1y ESTL Ol (glaslrs d Coaal (Y1 00)
&uu“;__&z,ag,\.ut,-\u_i,_.,\_;g;wjjw\,;p\QJK,OQ...(ljg\,ulmgw
cpls a e (STl O e cancs OG5 0SS L (L Yo B18) O g 0L e sla sl
23 ply e (OLidind o gy ¢ codes adlyl Slodst 03,28 (b K5 ol (23l
%\})ah&lﬁﬁxaﬁ&u)\.ﬁawcé\éﬁého”umjﬁas\}lecuujz.».s
c;\;QL&J(YH?)UJJ\)&«A)J}ijwd_:&ﬁ@u..\b;@,bbd3‘55-6;‘..:.»...45
Lg\ﬂngii:J»lpﬁj\ui:{&f)ﬁ.pcow}43‘}“946;&503;5):4&\»45-@]“
SLasban a5 5 e ol U S (Y0 A) e G gl il oo Cmal il (6 2k
el (6,53 Sl a1 i s e 3,105 (g lsline gl O jo 5 OB e <STL ol
&bul:-(_ﬁﬁj_wst.:‘)&:&‘w%\.ﬁr\:—g&J‘b@&lﬁoﬁ\‘)l{)cﬂabb-)oy)

Lo s Jl oy ol 5 d sy

3855 () 9 oudd LA (sla jlans lgh a1 —(V)J gun

s LlayLuzso

4= Jlo PR

cO1)sLuLs O3 ) deyt QO AVE) oy us!
RV L QAN =TI QRELD FE R
s s (V1) SLLLS o gutiwdla () 24Y)
HQEEES EYSEIEY QEEED FERUEEEEEY QEEY) Fyik:
adzyle g woilidl £(V397) OsSle 5 wlein
oY) oodes (Y1) sewell (YY)

SOl Oyl \




—tde) Y4 byl fdrwgS g gudlo 4)2

\Y#

(i

)

s SUoLssO 1) sLiolss (a1 )dsy !l c(VAAT) gy s
S0 oy AY) S St (VA9Y) 38 yuaS,s
HCEER D BTN Y QEER ) FETWEEY QEER D

5 5o (V) SLLLS 5 gotwlle ((V19¢) 0y le

9 Rw dods

H QLD RERSEEEIEY QRLE) Nyt SUERaEY QLY. Fyik IyLs )
£(V397) oSl 5 wleian (OV237)on ]l
(YY) cioyle g sLadl «(haaaA Liglyloa
o S 2
Ger) poe QY0 1) wodons ppan]
cio e s pwslidl £ 88)0nuling tO Ao | 27 95 8 e
i i G ) Jeel el Y
SO
H QERES RYEREINEY QRS EEE R yoew
PEENFERGEEY QEVY) Ry G IFaEY RV Nk ey L .
s o t(V198)pmuin O ))sLoLs (Y aAT) < ~w“:“’3—; .
TCRER) FYSTRIETCISL) IOV CRNRD JEye * o
PRSSPREEY QKD VS E ) BV RN i -
(\'"/\) s f(V"f))Jl}_?
g SU OIS LLs (V39 ) g g gl
5 ot ¢(V297) sysadwl ¢(VA9Y) s ) Sy i aSyS slaoylgao| o
Gy sdoyle | &Sy gLis)Ls
Yo I (149F) LaSls ; 22 0= Sy
() sswsll 1QO897) 0oSle 5 wleino | ] L
Olhes plo
~ 5T
adoyle 5 woladl f(VA99) oty (V19 ) ) U”.‘g “Tf
(V"') BT v Y
dd> Olodas
s
O )] 30 Oledbl A
4R
3Sag o3l cQOVAA0) T 5o T c(VAVE) oyl
HCEER D BTN Y QEER ) FETWEEY QEER D
f(OV190)SLuLS g gowdls $(V29%) oy dbwl L
TR ETTEIEETCELT) FETE U ONY CEE T RS T S UR R Soo= : P q
QY sewell (V337) OpSle 5 wleins Bre -
PRNSSPREEL QERRD PUT IR R R Y QRERD JSS PR
(v 0) et g oades cQY ¥)oyl o
¢ 7 Liw! S L H l T
(199%) oyt (\M\)su_gg (ahre) EEE Vs taf o
f(Y"\) S ow gL f(Y"') by lw ¢ woilall Y QL,o_x"_i .
PRNSSPEEEL QERRD PUE IR R R Y QRERD JETES PN \ L
Gyt e
(YY) > (1) gayle fOIN)sSLLLS il ae
( Do ( ) 0so ( ) 2 )Lz S N
[GERYS ISYTARTCRETY) VEIRFIRSETE Jom o
G ) e c(QVAA) ST L 0 a>g Gusal | VY
woobladl c(V99) oeSls 5 wleine ¢(OVAN)SLLS 0O pal yd
(Y V) ie> g oyes (Y ) sy lw oyglde wlous | VY

(QERE) PSR eE PR QEEAD IS PR

Ll




\YY sl yo wghin slaso Lyl )Ly ¢ bage

R AN S}
ooy le 5 woladl ¢(VA97) sysatiwl (V19 ) olis,yLs
oY) sowsdl c(Yerr) ARUENOOUS I
(SRS 4_3')'
s SUOLS tOVaA D) zoed OV Gowyasl
$(V29F) oty g des ¢(099Y) gl Ss 0 aSeS sy LS ole lw
1(0997) oSl 5 wleins 1(V385)g0abing JERENITN
oY) sowedl (X)) SOy le g ws Ll
9 O do
O ) Gy LSy | V1
_ _ oS, LS
H QEVL) JE SR PNEY QEVYD INFEINET QA2 NV ERE)
cOV9F9) oty 5 does £(VAAY) 4Sey onls daw OBy
c(V199) sy eatiw!l (VDS LLLS 5 guiwlls o YLy | VY
(Y ) adoyle o wolall (VA7) goadi) La 02 sw
o)) souwsll ‘
s(OV99Y) s 085500505 5 SLOLS (VIS LILLS 2oy LS
() adoyle o wolall £(VA97) oy atiwl = ool | YA
(VoY) sawell 2Ly oleas
) e
s(V99Y) 4085 100505 5 SLOLS (VIS LLLS 5o yLladeld
() ooy le 5 woladl (V199 0ol 3y90 slagla) '
oL
9 éJuT
(1) )gost | G0 e
Jo sl o
J5 Lo
‘ slom s
() aooyle o wobadl QYAVE) Gowyasl o gouS sl |
> olus
() ol g ws Ll sl 352 ]y
Sae y B
(v o) syl s wsLall ”—’L’ tjj_'e Yy
(S NS 4_3')'
QAN s gl | F2EE 2o o
Gwl g5 Lo
-
IR G Y
Oaro) i e,T s ahe) oo, La | 2> 207 8521 ¢,
as oy L2
- gl o0
CEEED NEECS IR RTINY CEERY Y Dlods S g |y
— _ O
() aioyle o woladl fQO AL | LSy LS jalb | VY




—tde) Y4 byl fdrwgS g gudlo 4)2 \YA
(e 9 3
(Fo)) sawsll (Y ) clonle s woblidl | 20 “’“j;;'; YA
(o)) sswsll (Y ) clonle s wobladl | 20 ”*j_@_:'; Y4
() coonle s o woladl £(VA9F)gnaliy) wgi‘i““‘ Yo
() aioyle oy woladl OV AAA) o) S5 oyl asl | v
£QO9Y) s Se nase s 5 SLLS (VA ) IS, FEY
5 wleine ¢(V949) oheaiwl t(VA9F)mulb) slao LSws | YY
) edonle g wilaldl £(V897) oSl Sl o33
s(Y) conlw g gwsladl £(VA97) oy g il L g::—’
() sswsll e ) W
SRR ENS
(O aY)sLiLs o d oSl oy, | Y
OV o 5 gswsso (OVATY)asls
fOVrA0)gswistyle cOVAA DIy c(OVAVE) Hawyas]
HQEERD EMEENELY QRVED REE IR ENY QRYY-) REYRY
OV9Y) xS Sos(V19Y) 5089400555 5 SLILLS
PEEVRINONT CEEL) WS ASRNINIEY CELY) FUPI BT SRETOL Y
s 199) oty f(V290)pls 5 5o f(V290)S LS
fOVA) wsS Lol ole ¢(V297) 0sSls o pwleinos
(YY) sowell (Y ) oy le o wolall
(QERAD FES] SR IS QERAD NS P
cOAYE) o g gsuwsso (OVATY)asls
H QEYY) FYVEEENIFEEY QRLVED NIEETEEY QLTS RYPENE]
HQEERD EMEENRTY QRVE)D NEE PR ENEY QRYY-) AT
TCEER) FECESCUTY GEEL) PR FEUUT N SURE TR U . -
s opswlls V33F) anly s does (VAP s 0352 $=2255 1y
cO ) omlin) (O90) a5 5 on 1(130)sLiLs S s e
OVA) Sl ole ¢(V997) 0sSls o pwleinos
YY) sowell (Y ) adyle o wolLall
(CRRLD PE TSNS I GRER) NEGPR
OV o 5 gsusse OVTIY)gasls
H QEYY) Ry IFEEY QEVED NIESTREY QENE D WPSENE]
HQEERD EMEENETY QRVED JE G PR ENEY QRYY-) AT
fO ) rS S (VY 58y 1aseS 5 SLLLS : .
PRI QTS T N T CE R U B v at I
cO U)ol (O90) a5 5 oo (190)sLiLS D e
OVA) S Lol e £(V297) 0sSLl> 5§ wleinos
YY) sowedl (Y ) adyle o wolLall
(v(v)ﬁ;)u 5 e(s(v;v)wﬁa
el S EEY QRLRD EY R RSNY QL2 FEREY .
() sswstl (o) aint | SO 2 | T
Gr) ooy le 3 woladl Q497 godon)y | olis obudos | v
aizsbe s eolidl fO9Y) 50 S50 Ss S 5 SLILLS | s palb |
o)) spwelt (Y ) S5




\y4 sl yo wghin slaso Lyl )Ly ¢ bage

cioy Ll g il s(ha4Y) 43, oS 5 SLioLs 1o L
J s IS 2 R 6y
(QERED) SSL
3 |
() coonle s guobladl ¢V AAN) oL W;_’*: $ Y
: : § . I ;
[QEEDEFSTRIRTCRLED NFSTRETGRYYS vy e
(O90)SL5LS 45 guabiwlla :
Sy
() aooyle o woladl (V29 ) ! L sle ! o5 | £
OLSHLS bwgs
J QEEED BRUPW I IEY QRERY HFEPE) el xS |
G) ooy le y wolidl Q190 Sl ole | SOy gLisy LS
TCRRR) SETFIURRTIFTCREL) NI B i R
o 93| . ¢ . . "
(Y A)ﬁ—’ 3 O (Y Y)u—é—lﬁa (P'}/‘T’L“-‘))
T -
Cood)sst s oudss tQOAV) s 5 gsans| 0352 200 gy
. . . ol e s
oyeiiw! £(OV29Y) 4SS0 oxls c(VAA) IS,
s s (V1) SLLLS ¢ gutiwdla (V247) ' L
f(Y ) sswell £(1337)gen8iis ((V490) als ‘f”;;’ =)
(S S W}
PRSP QREERD FEPY IR R QR D NS P -
(Y e0) e
. . G i o)yl asl
1A wsosdole (VAAT) gy o) RETEY $9
sty pa 4
> Lo aSow (o | o
B u’_x_bj pde
obas | LS Sl | o)
"L
$(VA9F) ol o doss ¢(VA9Y) 4S5y 4 o Ls D=
(7)) sawsll £(V297) o, iiul Rkt B
B9 Jodwao
jl oo Laiwl
O30 s LI ole £(V39F) aly o dosy Sk BN
sosl o
H QEAED NYVEFEINEL QRS BRI P
J QREED NINIEET QYLD B REEIE RN FENIEY QRPRD Fpye
$(V99Y) 51853008, 5 SLLLS ¢(V39))SLLS TSt T R
HCEEED FYBIEIE QR LD FETEEEY QR L D PER PRI g SO Ly Joew
f(OV199) 00850059 f(V190)S LS 4 guadiwlls
O 118)goaling
s(VaA0) 1 a7 ¢(VAA0) G guiiy Lo 9 Olgew
OV9Y) s o (O 1N)sLioLse(VAA) ST 5 L Jond LSl | oo

Ge)ostss Q) sowsll cQNRY) S0 5 o) Ls




—tde) Y4 byl fdrwgS g gudlo 4)2 \¥e

(i 9 2

LS ab s
([QEERD TP 31 ol by LS | o
(W RES

o t(V19Y) 985110y S 5 SUSLS ¢(VAAT) gy 080 ¢l 4dy>

(48) syew!l ¢V 9Y) xS SO Jbw >V

aodls
adoyle 5 o woladl QV29Y) xS o f(VAA0) 15,7 5 o Ladis |

(QERRD) L GLioabl
Auww g0

oA

5 |y |
(0299) syeitwl (O )pmed (OAAT) 1l 4 o5 | T 2 BT o
" ¥ ULAJJ[J

s wd LS
4> Llao d olws 4o T
SO0 Goyb

S o LS w
> lao W) I RN

(oo

sladas>las j1 458, 8, cowl oud gardio oyliw Ly 4S5 soylen - *
Sublg e Adlde Gl guddee bwg s BLASS

(Yer) Commslo s (odldlT anllan 51 b 1o 03 58 oo oalin ) o)leds S 5 a7 ) shailen

ST 0L e (slaog S gLalis 4 pltdl onuie 5 0 plisl il 3 S5 s &8 Slalllas o3
Sl gL s L 55 (Yoo 0) Sl 5 medIT aclllan Lal ol 5 g Shal S
oml 3 0L i gl 5 L0l Gla S5 S b 4 Sl 0L ie o5 lEC e
I8 Ol (sliwly 53 2313 5 o8 b sl anlllan 5 opl 51 ASl o Comal Sl 55 e
S n S ST 487 bl Sl ey b 4 S OL e SIS0l gLl 0 5Dle

ol 0313 515y 3590 15 Ob i (65l 5 g LEONs) (il b Sy 5

G (199
plosil & Yorrees Lo Cmmar L 0l 6555 e (o3 g g 53 Giiod 0]
e S g ods 4§ L 55 oleT amel Ol sie 4 Jw VA (VL 5131 alS 5 ol 4

ol 0 03l (Glab (6,84 gad 5, 3 4 g

L saiphas Ha Jglaie 5 el lig des—(V)Jsd

hle Lo

A 5 oI e
e sgsle

T3]

slad g oo




V¥ sl yo wghin slaso Lyl )Ly ¢ bage

Ul s 9 A& oo 4G VY 4 (o513 g bl L Gollas g IS 1l 87 5 5 nl &
Slioe = o pitadin (sla o )3 505 e 3 8 55 Ghle (] 53 15l ol LIB o
S LT i .(Sekaran, 2001) diil La e sldas ol Ve bear 5 sl (VAAD) Sl L
PRS- SN 1S A 1 ajgﬁwlﬂ‘;ﬁ;)yﬂ Gaiod ol 3 el Lol (gla e sluas
A% 454.(::@)'35 andllas 5 90 sblie j3 aeliiw p sde AV s ((de PV ) & sai JBl 4 olaws
e 53 51 o ] (SLaplE 03 gy (5 3 8 a3l Laesls ot (gl aslitin
Sl A o3lial ate 53 51 Laesls (55T amar Dl (ool b (sl 1l oslizal (glal> 5o
i 534S 3 S s s m Dl (KL OB (glaslne i) 53 (AT 4 ol
L5305 eSSl cnd by b (LSt amlan ¥ 5o b Sl e A il 5 0T 0ty
L (el ok 03,557 ) ojled Jpdor 53 ol Cod) 43,5 e 38 oy VL JLe gk
W & ot gl idmy s 8 a5 (2500 55 o lg aalitin  Laasily ol 3l osli
Sl oslial O o Jidu 0,8 oo 5T pax 1) D8 wasiuly (s mer sl S5
LBl e ST OL e g (5L ite &S5 oS 25 8 a 03101 5 O asaly &
03Ul (Bl oo (B0l ke G &1y (SOb Slotst b GUST 513 3 STyl e s 25w

Al OB s 5 S oa iblons DU iy 53 1 Oliala g yls (5550 co3 5 i pdy &S5 o dmn YU Lo 5k (51l (3131
(Kamakura et al, 1991) asty o5 05 8 25 5 lagbls 25!



—tde) Y4 byl fdrwgS g gudlo 4)2 \YY

(a9 32
M.W@\,ofusyggu@_@y}wdw\?J..u(.,%d:sq.g,f@
N Jels) &S 5Ll O liie Al s 40 45 35 ESSL Ol jlae Y Jolis sl 5 olg
S anliiin p olay onie S i oo (5,8 03101 (5,05 Cuanl 3L Lt D 5 3,1l Coanl
53 o3kl 35 50 (i lre 45 LowiT 51l odld oslitul — o s 5 ()5 50— abte ol
DS o 5 oo st 3l 5 Sl o 8 ol el w38 Sl 5 (65 Sle 3l aslitin
Sl gl gma ols) Gl el (Lilos ST Al ClS 5 CuaS b3 51 asliiin OV g
,\ﬁ\&wgg,\_;‘.;b:ﬁglfkjdb”\;\tﬂ;.uldﬁwgl,,@,uﬁ;gk;\
S SIS dos SV 03 5 oLl O3 5 s 5le (5 Al g Sl (5 S o510
S350 T Ve 350 53 05037 Shw 8l ol b aelidin y cpl el S5 o8 le lael 5,57
Joolse (Lalis (sl Gt 33 al s )31y S acslows /A Ly ST ST o i e s
Sl e 5 48 dlesl °M/6)JT@-’.- laosls 5550 53 Jolo Jhows 5 4 s SSGSS (a5 e
S edals |y ol o i ;505 G L &S SI5L sla jidu 5l pateie jlad 03,57 Cows 4
Ot BT o sb i a8 ol g late 4y ol 53 5 s 8 eslinal glad o oo 5 45
5 Sl @_L (o sl 3l eslatwl Ol e ¢ g LS e la pate g odd Sluls glaas =
3o, RuSG 3 S 93 ol U 305 355 gladaly (SOb Slodst b g LT 515 STl

A ealaisl O 93 L;Lf QJ.U'T

-
e il g Sl pip Wyl Al e
O 33 S15 O 03T Osa3l $a3T per
ot s a3l
Lo haga)l slase—(Y) Jgua
u-"'ﬁ')-é Loy Lr;lﬁl-}—é . . Lo e
. 211 > ) &
YA YYO BB
$¥/A £ 34
Lr}|£|)J Loy o kr}‘}‘\/\;é . L.GT Q o
. . [C W) &= =

W/'¥ Yy YA — YY¥




s

s L a0t s Loy 1 L s s

Yo/ KA Yo — Y

Yy /v Y FA ¥Y — YA

\EVA VY Y ¥4 — ¥)

W/¥ \As Ff - A%

o/ ¢ Y ¢ oY — 04

Y/ A YA oYLy Ly g f

\ZA \ aS slaooly
r"ﬁ‘ff’.*“’” sl do L5 cyrdy sylol au)ss

Yo/¢ \ 7 ¥ > 52

Y¥/¥ \%s Joa Lo
r"ﬂ'*f’.*“’” =l Jib sy LeT auyes

VA VYO 21 3T

Y/ \4 iy Lo

\VA: A PR

Y/v s &b 3y

\VA ) o Ui Su Jg 3

\VA' AR 1 a L

\PAi YA Hlo 4Lz

v/ Y Y 0 dih g 4B

\7A YV w by LS

v/¢ YY PESRIY

yv/¢ YV Loy LS

#/4 ¥ ¥ o2 A1 g yeal gasloo

\TA YV o) do

¥/¥ YA Sl

v/4 )Y g0

v/y \A pS slaool
R L SE el el Ol oae solal an)es

[P on} dda o 03| ¢ 5=

VA o) Olesas 3013 YO+ 31 jiaS

\AVA} Y44 OLlogs Hlja O L5 YO+ (G

Yo/¥ KA Ologs H13m YO+ LS5 drr o

Oloss

Vi/7 Vo Ostao S 51 i

A 4 s slaoslo
"_’UIJ.J.MJJ “r’“‘ﬁ‘“u s Aol yo ol oo sy lel a0y eS

YA YYY Ologs y13a Yo+ 31 jaS

VA \EA! Ologs H13m Oy L5 YO+ (o

\R7 Al Yoy Ologs Hlia YO+ L5 0 Gy

s /b ) Osbao S LS Sl 5e Ver (o

Ologs

AN Y Osadao S0 51 U

A \ pS slaool
U_)I"J“J.'m” =l oNpad Gl jas solal go)ss

vy/y YAy 2 Ly odad A 8L

0¥/ A s o2 LAy odead 1yl




—tde) Y4 byl fdrwgS g gudlo 4)2 \¥¥

(a2 532
\RVA A s odad syl
\VAi B pS slaool
ol gl 48 Loy I aleas Ly UiaT 31 5,8 Iyl
= oo SO
4 ¥y pS o
\RVA VYO as
fy/A YA Do oo
\RV A VY Y SLlu)
/- ¥o Sy s
VA 2 ps slaosle
v/4 Yo pS o
YY/A Y a4 ps
Y AL A YYA bwgio
Yy/¥ Yo o)
A OA s e
sl

A 0 9030 $lasey : &
J).\_’: u.»/l_w‘ u’l‘f’ J},&@ 43‘)‘ W}: )LﬁT \_JB BE) Mw‘ﬂ BE) C)-\Lﬂ le.&b,:ou Ls\.&ab\b
M@ﬁpb\)uaby).rdw* o)La.fu

(V3L Aol Jolgs) Slole Jalas §) Jolas sladisls o
s gazes S5 03,5 o3l zida 4S5 Sl (g lT Gla ) as gazes I JSize sle o
Gl el o ba s | e (ele o (Kling, 1993) ol bassls 3l odomy
429\.0:MJ@(:\}U‘-\JJ‘J&Y\JTSWQbﬂ@rﬁbg&uﬁdb;d.Lua);
,;fuajfggduﬂngﬁcg;égwmuﬁu@@,{Q\}:{\,ux@
4:_j»|.>é@éb@ﬁ:a;fg&ﬁ@é;@\ssﬁﬂi@QL&;PQL:»
OLES |y oy 350 Jrale U oS 5 S5 L i Slog S 8 45 58 5 sud Ol 55 oo iy
Ll ol odalie Lg\.ak;:...,.us a.\.;a.s;)\.:da\f.l.a.s@

ol cnlie —ale o (6l anliin ;oS 51> Ol LAo.)‘}J:chi\_ﬁ 5T s
slrosle bl 55 2 oS CL L s KMO o 5o T Hls sxe ol fe s a5 b dzei
VMY L o KMO 0 a 5T Sl teT oy 0in ST a B 1 ol g bt plonil (611 olike
KMO) a8 o Al Jole Jdowd (gl ol g 1y Gaosd slrosls (698 id Hsb a0 &S ol




\¥o sl yo wghin slaso Lyl )Ly ¢ bage

Sl Lrosls ity ot Sl il 1055 65 a2 5 Sl Ol 53 K 5 b o
cla_w)szj_.iu_»&)l_.,éjjsédjisd_;xnCLMJJJQM)QQJA}T(.@\QALQM
dolaze it o Sl eslizal b ¢ bl (slaadl o is, 51 ol Julows (13 kBl o I gmn o/ 0 )
o LT s 55,148 Jale @ 5 el 4 szl s oolizal uSTley sl ¢ 55 5
bl wl el V/PYY 5 V/AY (Y/YV Y/OVY F/XFe XFVAY QO/PFY V/YE e NV /PYY
J_ﬁlj;.u;u_»c:_.,z;bot,,j_;;,.)u,,wu,;;ajadaﬁdﬁwa‘ww.,\_gf

Wl 0k 03,55 o5la S 5 0L ol slasb b of o

Sl ole

rl S a 518 ol Jle o5 03 e VY oS 55 e i ¥ o led g 4 4 5 L
Slodst 31 (g e 05, 08T eSSL OLS I8 & lge 5 S21s Hlas VY &S das oo Ol J gl
Lg,&_wﬁ}aiu‘u»'4:\)\L;\ﬁgﬁyots,sgwlgwﬁ@j:)(,\;,t s
b g Laaral s S 55 QLS el  JSCie o (sl OIS, e 5 SaleT (oS,
SOl 8 G e 5 (B gtin J s Gl 3 5y (SSU o 9 0 55 (2SSl OLST,18
L',:__.;\,J:w;t_i,bjl,\_@;v\/\\wg._,awjﬂ&pupﬁo;ﬁ@uf}cub
23 PR AYY Slaml i e e Sle s a5 LS e laslre Jels 5l S
) Joole opl b 5 dal  SU Oleds Sl dnd eins 0Lis Ll o oS 5 opl oSl Ol s
03 55 ST Sl 3 s oo folo pl 4 2V o jad & L 2t s S (6510 pb 0 Sl
L 56 &S OLS L8 6l 5 (6ol Caan

o ywd Jole

(shole b S o o 1 ST bl 3o s3 VA a5y p ke VY 5 e Jale b3
o 93 el Gl g 53 AV G /PFA lal i o e e a5 b oS e glalae
Sl LT 53055 G s oS (SOb coBbans bl 53 0390 5L S Y sb () Slel Jule
J\-‘-’J)JR)‘WQU&A‘)QW‘)}&K};@—&?JJW}‘M‘J}-&@
B LS oo 5 Sl 355 (b 5 IS Joe 4 035 E03 5 Sl 5 (slaeas
rl i VLo e 48T Sl it 3l STl 4 35 o s oy Ll Ll o Jule ol ki S
(Joole ol a5 diib o OT Sladst 5 ESTh a4 w23 S g Jlis 4 dins o ule



—tde) Y4 byl fdrwgS g gudlo 4)2

A fg

Sl I o Al ge (s 5ile —(¥) J9u2

(2 9 2

-*‘i-bf L;)\f(al} (g yd)

Jole slayly 5 Jol ge
YYA JUL O gde 4o -uloddd oy Yerr yo Laylo

-Cuw

ol Aides /YYA sl> 4o

o le
1 J

o le
AJ

o le
v J

o le
7 Jd

2 Le
6 J

2 Le
¥ Jd

»le
A |

2 Lle
Y Jd

slaylazas
o Llais|

YYA

9 R dads
IyLs

00 Ady g S
sl plSl

sladings
9 Ouijb
o.>|}_3L>'

YYY

9 Oi‘—.’l)
slao) Ly
SOl gLisHyLs

0 0d9 o

095 o LZT
Sleus H s b
NEEREN

A s
Y Oledb!

S

FYe

L5y pl
oLSHLS

POy o
ple =

Y AN

0 o jwS Jub
Oyl oleas
o L

Dl dsjw
Jey e

0529 Ol

7YY

O3S pal 3
oyglie Olous

7YY

OLSHLS sl uxS
slom 2240
G0 d > 4_“)|)|




'YV

s L a0t s Loy 1 L s s

s LS ole luw

9 O do
Sy LSSwyo

YV

S0 slale)
S

4 e 9 u_f.)L.oT
sl gLis,Ls
JSlws J>

S slon e
olus SO GO S
et

syl 3S—=

ShSde 43

ol gy

S0 d > 4_‘3|)|
Golhe Li o
S Gwl g Lo

7¥A

Gai> 45 SOl
asly g o8
-J_g_ﬁjo_n

Y Olaeus Geyw
.

GLSHLS b

00 o Il arS

S gl

0 o= olaxS

D 9sS

9 O
o ol LS ol

SOl 01 a4l

va-

24239
slao L& wo

")IJHJP




—tde) Y4 byl fdrwgS g gudlo 4)2

YFA

(i 9 1

31 AR5
slao L& wo
B BERYES

Worh Sl oy

4 0o S0
y LS J=

00 S0
45

YAY

\AR!

S Syly dg>g

ol olrad s

S e b
S Ly

o e lb

902 >l b
S5 L

Sl solodly

AYo

sledSwl g3 Sy
lwg 5 s b
oLsSHLS

oAA

oS 4>
Soly gLis,yLs

o b o f
(el s/olu>)

ply S0 4 f
DT g5

YAE

0992 o2l

T¢o

Gg o 0] A4l
oL

gy pr
4S0d OO

Sad xhd pue
SO Lo

dBwyy e ss
Sy

oLl g Cx_l_g_@_ui
ply Juas

O Uwgy HLis
89w Jadwe

Yy

3 oo L adwl
soal o
by




V¥4

s L a0t s Loy 1 L s s

H ol By LS

WS

AYY

0282 sl Ldy>

dlode | a3
4 oL ab!l
L g0

TY .

sy (LS
Ol olus 4o

O o Liwo
Pl w) (o

o

FYY
v/

AYY
v/

YV
v/

dYY
v/

Y.
v/

Yy Y
v/

FYY
V4

Y§
v/

7YY
W/

\

03y Ll ude

FAY
v/

vy
\V4

YYY
v/

YYO
v/

¥V
V4

v A
¢/

YYY
1/

q .Y
W/

YFY
va/

wolooly Aoy

To Al G S

VAR

VAN

VAN

VAN

VAN

VAR

VAR

VAN

/AN

¢ Laig s sLadl

&2 olbiwls Taio

Sl CBlages ol

5 st ipls 1 Somly e g cCads a2 05 by daes YL e CS s

crl 5,8 e 5 Jale cal i3 53 KL L (S 4 o liel 4 g s cply s OISl
L sS e laslne Jale 5L i 0 e 1) ST Geiliols 51 o3 /YT 6 paa ) La e
o s Sl b ezl 4y .l Ol g 53 /POA L H/AND jlasl i o o Lo ay ax g
o L olael 5 pls SoL s 5 ol sl Jle el JLs @S was o ol cpl 4 YL
Oyt ) 53 il I ey S s (goliamdl Cdla ol Sl Sl il o oy
ol b ke ole (slajb il o 555 311 ms 81 YU 3 g 3L 53 JLs 4 108 03 o
Jole ol 65515 03 e pls w5 pls Joaosd Ol 5 g 457 el OT
A odesls (1 SOL SMgudd Jole col 3L uite 93 ool s 4 S 5 ol L kilazils

1- Eigenvalue

2- Variance explained in percentage values




—tde) Y4 byl fdrwgS g gudlo 4)2 \ O
(2 9 32

= Oliun ole

SO G955 (b 5 (3 (G Al ol Sl (SKL oIl 1 (S S el Jole
33 /Y U /8FF Slaml i e Sl s a5 b S e laslae Jole 5l .l es g

Jole cpla oYL o i aS L i A oo s 1 IS uibyly Sl e )3 #10AD g ol Ol g
SLls Lol 3b ) Comnl pimmen 5 S o0 5 e (K58 Dkt i3 oo
Azes Pl

(& 53) (pg0e ol

‘\)L{,Gﬂ@bcvﬁjg)y\fba\);a:)w ‘&poﬁ;\&.{;ﬁgdﬂu
53lezel il 5 eSTL (61331 camd 53 Slads s o g g Coial W gy ot o
SLaslne Al (655 35) (o gne daf Sy 15 oo Lo ke (ool 032 s 30 0 Olinabo|
a5 L OT lasbme lale 5L 5 dS oo s 1y ST ulsls 5l deo 55 8/FVD 87
5 SSL gl el )3 L35 5 Como .ol Ol g 55 /ADY b+ /¥YA Sl 25 o s Lo
Jole pla @V o e &8 G e Al ails Jole ol 53 1) 5L op 2l sy gl S
A B (6oL ) Caenl Cwds 1)1 as) 3 (6l p s

297 ol
wﬁ,@ﬂL;),Tyf;\uu;,moT);&uf.u,&;g@o;ﬁmﬁﬁ4{ (P s S
gamrme 53 Lo it 0,8 o 513 i el 353 Sl G Sl Dl & g e
oAl a a5 LS e glaslas Jole 5l S oo o 1) ST bl Sl e ys F/YYO
SSTL St 03 5 i s o 4o ol pl 53 ol Ol 3 AT B+ /PY Sl i
lins oo Jole iy oVl o jed o7 G e (ol SSL (o) sT o ool aila 1l o 2t

S)ls e 5 BB Ceal

Bb3gin Jolo

&f@}cﬁb—j})‘jé‘)‘)‘fﬁc%&g%&d:;jpé\ﬁqMéuﬁﬁﬁﬁﬂJﬁb



VO sl yo wghin slaso Lyl )Ly ¢ bage

M&Ybofudsg\iﬁw'//\A/\j'/Q'Yj'/A'V)\@‘Q)LG\_,.;}MJ;MLSLG)W
o5 G 05T s 4 b O ples (5B 0 g Do Jlai| 51 i clins oo Jule
S o Bl 1 35050 ol 555 SSL bl 45 5 4,8 e 3V

Okl ke

ol Sl Sledst 05 28 Cab camd 55 SleMbl 4w 23 031 5 5 Ol 33 Slades 55
L osS e slaslne Jale 5L les 5515 Jole a3 55 Jlo oslin Slads 0357 o0l 5
Sl ey Y/AVY ij_a.?u).ﬁjg:,_w‘ Olu g 53 t/AYQ L o /PVY jlasl i > w jlaaxg
Jorle nl s (ool 31487 Wbl gn 550 00l LS G5 Glo ke S o S 1 JST il
9 Okiwgs a0l g oo Sledbl ol b e Sledbl 8Ly JUis 4 457 Lias o YU o e
ASL;)}_&»QBA}}QLGWHUN&@.Mlgw):msjsw)glijnfybolit&"\'
&l 0d 5550 Jale ¢S S e 1 0L 2t 4 0T (sl 3L 53 JUS 5 b s bloes &SSL
s o (63 Caeal fole cpl e oS ol SLS

o ole

Jols 1) G s Ul 3 i o311 ST LSS aded o 57 ol e Sl
Olugi 53 +/OYN B o /Ved Jlasl it o e le a am 5 b S de slajlas sle b3 sd oo
a5 48 ulas a5 S e e 1y S bl S e d YIPAY 6 gazes 55 5 Sl
Sele 5L o i 1 Joale 53 (Lo () (83 g o8s 5 551 s shos o510
A3 8 S el o ol cdiily 0

Slbgs hubd
oy Lelalin b Laesls (sidues ;8 (sl bl Jry oS5 cslad s ot 5 4 525
o Dlalin L Laesls (glad g Jlows 5 40 25 G b 51l LT (o5 arps L cals
= Ol e 03,8 (s ibu st sy nl 3B or e o 1 pileze 5 (Sen (slaazs
S oS sl 5 ol 55 Le L(Brandt, 2005) 353 po o3lizel Ol alals sle



—tde) Y4 byl fdrwgS g gudlo 4)2 \OY

(2 9 32
cu_,ﬂ,;dflj_?.;p@u;&;méfmw;ﬁéfmggugﬁuuf;\,\a:wp,g
o 35 30 ol o 2 0 me Ll 5 e T o0 s 4 aSSST S 5 (6 S Jilu
DL oS 5 LT el o 55,80 i 53 1) SISE o frege on o il Sty 5 25
Aol ol oslinal claaci g 3wl 4 3 (6,5 el (S S0 ol (o A
oualiie alols o 53 6855 (6 i 45T ol _aLKin L g sl oy g LBl s
e 5 4ASST S (g o S Mo Slin 0 5 F oyleds Sl (Brandt, 2005) 55 5
3Ll U 35,8 o odaline 45 5 b Olan das oo OLES 1) ad g 25 b &S5 (gl alols
(Ol 5 s a5 L oS S o by 2alS 5L Lt aSOT e 5 (65w S D (a5

wlin ol ol Cos leslamal omman AL o0 550 (du Jie (6l dngs Sl sl oy
b a3 el 45 el OT ol & Ko gl s o ST S 5 (550 S
MM?JAM@‘O-\AT 90)\-&.&dj-‘>)buu‘}>c‘)jJﬁ@}\?ﬁi“)u\?wﬂ)

.@‘cMTﬁj)JM
O ) gl (5 33 SOe —(¥) Jgua
S d=S s SYo S yo yarS 90 RS g St
La 4ib g WSy | gib R s S dols
) YYFPYFP/FPQY¥
Y YYCAY/Ya) LAV ARR \VARRE V/d430
Y Yyayre/Zooay -y7a/AYY WAL VAN
¥ YYAYYZVN ¥ Y R ATARY) WARES \WARDN
A YYAPN/NYY -v./a49¥ WAL \VARS
¢ YYAYAZYYY -Y\/MY§ VAR \VARE
@42 olbhwls Igxaios
4SIST So —(0)d 932
S d=S s e Sl yo yarS BB i i W ONR)
Loabys SPU! b LS5 ST SaSUST &he  lwls
) YYEYE/VAY
Y Yyaaoa/Zvyva A YAZK \WARE V/d430
Y YYVYV/SYA 2T ARA WAAR YAy
¥ YYOA?/AN$ AR AVARAR VARR Y/ YA
A YYYOV/9N 0 AR EVARR ALY \VARS
¢ YYvyv/eay ARV ARA VARA: \WARE

@42 olbhwls Igxaios

laadiod 3595 -(%) 9o
(Loyd) gfF ol 0aS335 doyd 3 urd
%y ALY %y ALY Yvo | ) g




\ov sl yo wghin slaso Lyl )Ly ¢ bage

U VA U AAVA Va4 Y
%y /¢ %y /¢ V¢ Y
AREYA AREYA A% o dd LSy
ARV ¥ Js

32 olbiwls Taio
Molsul ST Ladudiga 581 5o —(V) Jgua

oSy pow dbgS pgd digs Jgl digs Jole
¥,V ¥, ¥ YL,AY ¥, 0 o lusl Jale
¥,ov f, 8 Y,ve Y,Y0 > Joale
¥, 1A f,A YL,AY Y,v4 SOl odgws Jale
¥, f ¥,V ¥, AA Y, YA Sodad ol Ll Joale
F,ve f,00 F,Y¥f Y,an (S0u03) osas Jals
¥,A0 f,v4 ¥,V ¥,0 o9l Jule
¥,V ¥LY YA Y,¥PY Lo Godio Jols
¥, 0A ¥, 44 ¥, 70 YL oledb! Jols
Y, ey ¥, A YLAY Y, 9 G Jale

G2 olbiwls Teaio

) Ay

35T YFO Jals el SI3U Jidu o 568 55 oS b sl F ojled Jgdr w42 55 b
ﬁt‘va,wdjqp&u.&gdd_&m,awﬁoym,;wv&@\(@m)
S s oo (Sl Vgl 5 (6K 55) (osme Jolse 4 1) ool o 2 I3 1 i
Gl 655 Sl Sl (sl 4 51 5 (K 55) (oges Jole b3 53 48 amd 3 Sleds
23 513 dn 4y 53 Coenl b3 15 SOU S Mged Jole 315 0L zé 1 azws oyl
BER ] U P S COUVe I S - Y - SR PNT P- PP O ST N g W s
ol 8 sl das o o 2end ale 4 1) Coetl o 208 5L s (glaand b dus s
P53 Gl | iy ab s ol Ob j2he 555 o slad 4 (6loliS un Jale Dol OL 2t
s )18 el ol 53 48T S e o pa ¥ 1 i Ll 5l 5 45 3 Bl L
el o ;310 s s slaad s (6l o 1 &7 o 53 oy 5 &S 5lie Gl

R T
3] r"-’“;..;'ﬁ."'u"gs‘ }.S.w_ “bc\iﬂr?c’-j\w)bvv\6@\6}&»\%%&&&?&\
cc_g)\.suMJJGéﬁ&‘wj(&fj)@}«ﬁ&‘f&‘f‘)%«k‘d}&fubb



—tde) Y4 byl fdrwgS g gudlo 4)2 \ oY

jé}gc,\m&if@\,wu};ﬁ,upﬁiwuwpwmﬁﬁzﬁj
N 2313 5 Cad oy (645 o ¢ i ) 5 G s Jule B ins oo a5
K3 sl i 5l it 5 dias e 63b5 Coeal UL o311 4 OLigl Ik slaiand S5
S STk e it pl a8 gl ST LS el 6,8 e )3 DS 6 s
! Bl SL S Jale 003 0l ol g b 5 Comnl 0 ide 1395 08 Hlad 0 ge ke
b g ol 53 Glaae oy 4 4T (6585 e G L5515 1) el o ST L1501 S
Sl e Dy a5 1 EEe cpl il e 315 s 5 LIS Sl eslatal Ol e 0358 ge 0

LS e 03lizal s 355 SO S50 S0 (glacand I S

¥ dhgs>

S G e w0 ST 1) g0 o 5l o3 ¥4 /F 4Tl (5 200 V4P el ad 5
S &S Ol 5 dims o Jalge alad 0 (6505 Lo &5 Somnl cijls 13 idw cnl 5o
St omal Jalge Sosbanlin ;s Ll 5 (&K 35) (osme Jolge S5 ks ol
)\J_s(&_ijsj)@w&b&s,gssisp,yicwﬁwﬂﬁjw\.wb;,u“i\
Jeole o3 53 48 Cos sl w305 Ob e 1 azws ol 6l 1y (9505 Hlas Cal cLila §
e Jole dls 15 i pl 53 a8 S rie oy 40 i (gl 00,8 e 5l 5 e s
RV S 15 S B S i (SSL 0t Jole 5 ladi st Jule K05 3 b 5105 e
ﬁ@\.ﬂajo;ﬁ

Slabigs Judodi 3l ool Cuwd 4 Dls> bl
pdeaT s 4y 5 bl S ol ot 48 8 036 23S Sliions 3 45 o o6 S
e 5 lalime (gladd 5 Ol 5 od OT D5 clikims (1449) &S 55 5 S caz S50 oo
i LT s 5 oo 33 4 40 g0 el € plol G ) 3 47 ()87 55T s &
P S oD 5 B ol o o 4y e p g ST L ilan 3 e O g
5455 BB (G 55) (agee Jole 6l m 1) ol g i | b5 Al aes a3 i
2 (V889) S5 s 5 S o5 & LI el Ol WG sk 5 (S0 58 Dldizns ol 5o
ool T Sy oL 3 O 5 o iy or tolin Ll gl g 0 50 S 5 40 50 &7 Al



V00 sl yo wghin slaso Lyl )Ly ¢ bage

bl oo T Sy Ol g 457 5 505 Ol 55 S slaze]

Oy 98 SU 003 51 Jol> Slaaidly

LS 5l sl b anar Sl Sy 5 5l b LT oS Jlge ol 4 ey 51,
et o o T3S o o (Bl gl o3 8 o3linal Oy 93 (S 09057 Sl b
S JRmn 33 L 35l 5 g 5 Sladaly O e (o Ldlomanr Sl piie ol oLl
(25 51 e3lizal Ol jae ¢ SOb Slodst b oS T 3155 STl ¢ S5 Jous 050 .45,
3 B e Lo 5 L O LU Wia g (e ke 00 5 3 Ol o 5 Jle £ 5L
JAU Carad 9 ¢ D (e ..LaT).a ol gl .LAT)J S e das olis J.:l>=7 Qi‘ Gl:.,
(A Jgde) Al oo Las e baad g L il 3l eslanad Ol s

ez 33T s —(A) Ut

S0 phw 4> oylal I Lo .
: ¥ L Lo S32s
syl sl )l O
VAN VY \KVAZA1 O
VAR \ \VARE: Slalio>
VARS ¥ /A0 SWaf
VAR YA Yv/ay¢ Joad
VAR \ Y/800 Jo LS auxri g
S AN A ) YARES Gyl oyed adhios
S A YY/Y o 0ol g5l 4Ty
AN A \RVARN o dal o
5 Ladw! ol
VAR A YAZY DA Sl el ol
a0
YAYS YA \AZAAA e gl

@42 olbhwls Igxaios

i M3 g odlgils wel 53

o3 0F il a sl ulS La it 5 031 515 T )5 457 s o 0L s s
):..uﬁfw)\}dju;&)s);chQujQ}:L:néiij\ﬁtg.u-\'ﬁﬁk;u@:yﬂ'
Db j\J_:.‘.ng.\_ATJ.sLMJ\}ZL&-MJJOV.M\{@QJWAWK@\fﬁthguf
S obesl gt L yls Ol g O sakes &K S i (gkeT )3 brosl gl o yn Ve g 5 Lyls Ol g
MMTJA.AJ;@)‘JBQ}S-):@\O:J_):L;AATJAJEJJ'\.UJ:)\JBC):&&}&):
.;,\“;\jsumT,;\{G@.mw@w}g




—tde) Y4 byl fdrwgS g gudlo 4)2 \OoF

(2 9 32

O Mz

S8 L STl K5 slaas s 1 VL Ul a8 5 OMamd o o 515 0L ol
)lel@_\ﬂp;tgu}&-):..\_})b)\ﬁQ?M\JAMMQML;\)\A45
W):QTM)AJ\JSYL{&)&JIJAGAKJJ\JQMASG:l}\w)sjwloju:.a
Mz 113 5,8 o 13 g 4 g5 53 45T Sl e o p3 0 Zulg 55 5 Bl e e
3,8 o3 B ad g 93 Oaned el 1 g 4 g Al o AN

Sl curog
r)béufjjww\c-wbwmJﬁu.ﬁ‘}‘bdﬁﬁj\u&é})\'?f&BJJ
&“_MA‘M)J“Y’

S g | 31 oolatw! O o
335 AT paw &K L 5 S e walinal S5m0 51t iyl 3 Jsl ad s 55 ST SLS
o 5 Al o ety 65l a8 p g3 (S48 B Sl o (] S r 03linal 5zl
338 e enlinal OT 1 by diles S5 eslizal Mol izl 51 ad g pl Lo 5 O

.-U)‘-U)ijwu;i\l{.ﬁgjréLhQTﬂ\SJJ@:JJﬁcw‘;d.ﬁw‘b"‘fﬁcr).\&d‘,ﬁ-.ﬁ)‘}a

S5 dom §
el coal s @ gl a5 L bl 55 kaie bl ST e 5 L5 ety 2L
5w s late OLiglsy Kos 511y 355 Al oo 0T G2 b 51 dgdie g8 55 s glaeSSL o7

235 (o 0
:lq;ﬂ,&ijcgl&.ﬁ!@lﬁLgc:ﬁ@w,c)v\.:‘jcafb}:Ql.a.b’-}f\e\fldaj\
b (SU STl o dgmte S a1 (5 2he stz L) mlaw OS2
Qﬁ@tﬁ))‘f.@;@gﬂfu&)y.‘-‘jr‘.\:;‘.‘.w‘&jb)‘v\;‘j@c@‘ob‘bﬂﬁuv\.&b(}u



\oY sl yo wghin slaso Lyl )Ly ¢ bage

33,15 0L e sl STL Ol 53 GlodisS pnd A (oo s ole bl Ll )
Sl mal (ol 53 (b )ls KdK L Jslize slaioblb i ol 51487 eSSl
s T 511G s 3ld) L, a5 55 oS ms Jole S5 Olgie 15 0T a3 ol 50
Sl slin Sitm 39,0 Hled 4 (goge sl Jale p s ad 5 O 2 6y ad sliad oS
Cenl Jale ) ol sla ke 805 Co b 51 il o 4l s 5 8,5 slaeSSL b
oS sl S eSOL sl adsl Cova Wl 5 o L ol ) 51 aols Jsl s (sl oS
Llods w556 4

et p s (gab 55 (6 Tl (6315 el (sl sl 4l 5 (sl (L S Jule
Sl 8 ol ot 5 B S5 il e ol o 5 et g p53 b g gl 5 1 e e
Jams Ol 5 s 5 5L 5550 SO 53 Slael 4 (o s 3L p g 5 093 Sl ton
WS 0 7 5 4 Dol (e el gl

G =4S (635 el (S50 Olkizs (Dledts L 15L et Coenl  Lolis 51 S
L S 5y e a5 Lo S L35 e 3l L 0SS 4 ol ks
Sy JoB sl 6l m amsT Lol s g oo K5 adbl 5 Olebis 5 Ol g ¢ 15 (gL2d cOlazs L
Sl gy BB Cwds cpl &1yl lsedge oS ol Slojle el 5 a5 AL (s
St kS S50 Ol G b S8 0 s Sleds S5 o L laeSTL ¢ 4
4_;\93,3&;».\5gﬂ,agawwﬁuuu@@L;ﬂ,au\)y\)g.vuﬂfﬁu@\);f
Ui Sl 63U amal ule 313 QLS Sl Gt 135 T 51 (S e gme )50 o
Syla oL rhe £

il ) g0 SV 35 Szl 4 W1 8513 (K 55) (grsme Jolo 353 S g laslons
2348 Slita da a a)ls |y Sl o 2 5L plad (61 slne ol Sl 0 0 ST e

)sw;o}_q-jC,.:'.e\g(aj_wujﬁ-jwjaabuu-gkcfﬂ@x)\ajijé;])\dﬁjﬁ-

Sl oo oLl (S LS (sLis  dlonS 1a 53 5 s o goast 5,5 HListl 13 L SplS 1 5 edlie O g 4=
(Trout,2000)
)LE:J\J_:AQLQ.H;)\LA._U)\AL;N}JV.AOT_,.«»J{)4:.3\:‘)QT}M\YK-&P(&.&Q\)M{#A{@\]L}h;}:jﬂélww—"

‘A).;@Lﬁjlﬁmq‘u_)uul{[_)T[_)L«\.Eék_;‘)b)‘l.u@DJJ)TJ{'))M‘JBBJ\..«L:L:AT.:J.A}FL@JTLBU‘JJ_}‘A



—tde) Y4 byl fdrwgS g gudlo 4)2 \OA

\,J_.Lc&_usﬁi;Jﬁuﬁjlu:ﬁ&pu&p.M>gl,wt&j;ﬁu§;p§j¢$
G bd (2lob sl Jole opl ) (g rie Sanl G 0357 155 bl adls L5 o
o) o Yol (ol 43 8135 Jale gl 53 7 Gl st 51 (6 S0l 03 8 s
TS a1 Sl STl ek 03 S pleze (s

L;),Toﬁ,gddu&p,;,uryjd,\duaf;&\j@\w';ﬁmL;),TQ;J,Lo
OLisl; ;s 51 edsS late Ol a5 50 (505 £ 55 ol 31 1 oo it Sy 01,805
Glagsl s 5las 1,8 a3 @u&p 56 o 0L e 1 3L 0y S S s bzl
S s onlanal L de

2Lj Slads o e 0 (2S4S i b e oo ol el Sl Sl gl 1SS
o 5 sl Gla idu (61 i o Sl g bslns cpl (2S48 5 (555 p (510l eSS
Sl dlan 1 (5l 8 sl 3,13 1) Cmal ooty (545 50 3> 2o 6l 5 AL o LISk
Glrely sl LESSL 5 dil oS ez o) &S5 Wl 5 0 Sy a0 b Lil 5 ad iSTas 5 S
Sy e sl gl ks o Lal T 31 & a VU s & (s g

m 3 Sl )55l YIS L duglie 3 Sledst 5550 53 b1 Sl dima LIS
OB S U e p oY Ll 10 o 5 Sl ey o Dl 0313 )l 5
4 Y rane O e 03 95 o ey ) S e (6 et bl adias st el oS
el Glodst dgn 555 Lo 7 oS SRS b ST (6 miy Olaebl 5 slazel alad Sl
)gd@gﬁ“.qu\:\,w;aiwd\@uw;&u}s;\,&;ﬂ.;ﬁ¢
L 0,8 e 3 3l gl 5 Oknss a5 3l St 2y cdigls )3 e 5 Ul slaad
s gr plonil $SL ST Sl

033U Ol e b (353 DLl 1S 8 31 55 eSS o4l Ol e Lb Colg 5o
3 2l pal dms oo 0L 1) (VL 035l o GLISI L baael ST 5557 1 1, OT  Jlaz
335 o mie (265 5150 53 Gosn GESL & 2 4 eSSl b

,a.x_.‘zrl_,,;l@u#wlﬁﬁfabjgwdla.a.?,'.,\,:b.@ou/;ai.?c.:y"53,{%}_\.«:__)1:56;.4,'(,@@\4
Wl 0357 izia 4 WWAY Jlo s 1,3 Ol Lissl

.,u_u@Cp\)"cﬂu;,);ﬂ\L@ﬂu;,ﬂ“)u;,f)u;}&p WJle Ol g 4 =Y



V04 sl yo wghin slaso Lyl )Ly ¢ bage

References:

1- Alfansi, L. & Sargeant, A. (2000). Market segmentation in the Indonesian

banking sector: the relationship between demographics and desired

customer benefits. International Journal of Bank Marketing, 18(2), 64-74.

Almossawi, M. (2001). Bank selection criteria employed by college students

in Bahrain: an empirical analysis. International Journal of Bank Marketing,

19(3), 115-125.

Anderson, W., Cox, E., & Flucher, D. (1976). Bank selection decisions and

market segmentation. Journal of Marketing, 40(January), 40-45.

4- Awe, R. Y., & Waters, D. (1974). A Discriminate Analysis of Economic,

Demographic, and Attitudinal Characteristics of Bank Charge-Card

Holders: A Case Study. Journal of Finance, 29(973-980).

Bennett, D., & Higgins, M. (1988). Quality means more than smiles. ABA

Banking Journal.

Bennett, J. J., & Chonko, L. B. (1984). A Segmental Approach to Packaging

Bank Products. JOURNAL OF RETAIL BANKING (Spring/Summer).

Bennett, J. J.,, & Wilkes, R. E. (1985). An Appraisal of the Senior Citizens

Market Segment. JOURNAL OF RETAIL BANKING, VII(Winter), 57-64.

Bobinski, G.S. and Assar, A. (1994), "Division of financial responsibility in

baby boomer couples: routine tasks versus Investment:, In Costa, J.A.

(Ed.)., Gender Issues and Consumer Behavior, Sage Publications, London

9- Bowen, J. W., & Hedges, R. B. (1993). Increasing Service Quality in Retail
Banking. JOURNAL OF RETAIL BANKING, 15, 8-21.

10-Boyd, W., Leonard, M., & White, C. (1994). Customer preferences for
financial services: an analysis. International Journal of Bank Marketing, 12,
9-15.

11-Brandt, A. (2005). Cluster Analysis for Market Segmentation. University of
Toronto, Toronto.

12-Currim, 1. S. (1981). Using Segmentation Approaches for Better Prediction
and Understanding from Consumer Mode Choice Models. Journal of
Marketing Research, 18(August), 301-309.

13-Devlin, J. F. (2002). An analysis of choice criteria in the home loans market.
International Journal of Bank Marketing, 20, 212-226.

14-Devlin, J. F. (2002). Customer knowledge and choice criteria in retail
banking. Journal of Strategic Marketing, 10, 273-290.

15-Devlin, J. F., & Gerrard, P. (2004). Choice criteria in retail banking: an
analysis of trends. Journal of Strategic Marketing, 12, 13-27.

16-Easingwood, C. J., & Storey, C. D. (1993). Marketplace success factors for
new financial services. Journal of Services Marketing, 7, 41-54.

17-Elliot, M. B., Shatto, D., & Singer, C. (1996). Three customer values are key
to marketing success. Journal of Retail Banking Services, 18, 1-7.

18-Erol, C., & EI-Bdour, R. (1989). Attitudes, behavior and patronage factors
of bank customers towards Islamic banks. International Journal of Bank
Marketing, 7, 31-38.

19-Erol, C., Kaynak, E., & R., E.-B. d. (1990). Conventional and Islamic banks:
patronage behavior of Jordanian customers. International Journal of Bank
Marketing, 8, 25-35.

e

3

5

6

®



—tde) Y4 byl fdrwgS g gudlo 4)2 \Fe
(2 932

20-Fitts, R., & Mason, J. (1977). Market Segmentation Research-applications to
Bank Services. Omega International Journal, 5, 207-214.

21-Frank, R.E. (1968), "Market segmentation research: Findings and
implications™, The Application of the Sciences to Marketing Management,
John Wiley & Sons, New York

22-Frank, E., W.F. Massy, and Y. Wind. (1972). Market segmentation.
Englewood Cliffs: Prentice-Hall, Inc

23-Green, P. E. (1977). A new Approach to Market Segmentation. Business
Horizons, 20(1), 61-73.

24-Haron, S., Ahmed, N., & Planisek, S. (1994). Bank patronage factors of
Muslim and non-Muslim customers. International Journal of Bank
Marketing, 12, 32-40.

25-Harrison, T. (1994). Mapping Customer Segments for Personal Financial.
International Journal of Bank Marketing, 12(8), 17-25.

26-Holstius, K., & Kaynak, E. (1995). Retail banking in Nordic countries: the
case of Finland. International Journal of Bank Marketing, 13, 10-20.

27-Javalgi, R. G., Armaco, R. L., & Hoseini, J. C. (1989). Using the analytical
hierarchy process for bank management: analysis of consumer selection
decisions. Journal of Business Research, 19, 33-49.

28-Johnson, R., & Sullivan, A. (1981). Segmentation of the Consumer Loan
Market. Journal of Retail Banking(September), 1-7.

29-Kamakura, W.A., Ramaswami, S.N. and Srivastava, R.K. (1991). Applying
Latent Trait Analysis in the Evaluation of Prospects for Cross-selling of
Financial Services, International Journal of Research in Marketing, 8 (4), 329-
349

30-Kaynak, E., & Kucukemiroglu, O. (1992). Bank and product selection: Hong
Kong. International Journal of Bank Marketing, 10, 3-16.

31-Kazeh, K., & Decker, W. (1993). How customers choose banks. Journal of
Retail Banking, XIV(Winter), 92-93.

32-Kennington, C., Hill, J., & Rakowska, A. (1996). Customer selection criteria
for banks in Poland. International Journal of Bank Marketing, 14, 12-21.

33-Kline, Paul (1993), an easy guide to factor analysis. Mir Sandsi, Seyed
Mohamad, Agha azimi, Ali, Karimi Bakhsh, Masoome, & Alee, Mohamadvali,
(First ed.): Daneshgahe Imam Hoseyn Pub. (in Persian)

34-Kaotler, Philip (1988), Marketing management: analysis, planning,
implementation, and control. Froozande, Bahman, (First ed.): Atropat Pub.
(in Persian)

35-Laroche, M., Rosenblatt, J. A., & Manaing, T. (1986). Services used and
factors considered important in selecting a bank: an investigation across
diverse demographic segments. International Journal of Bank Marketing, 4,
35-55.

36-Lawson, R., & Todd, S. (2003). Consumer preferences for payment
methods: a segmentation analysis. International Journal of Bank Marketing,
21(2), 72-79.

37-Lee, J., & Marlowe, J. (2003). How consumers choose a financial institution:
decision-making criteria and heuristics. International Journal of Bank
Marketing, 21, 53-71.




V2N sl yo wghin slaso Lyl )Ly ¢ bage

38- Lymperopoulos, C., Chaniotakis, I., E., & Soureli, M. (2006). The importance
of service quality in bank selection for mortgage loans. Managing Service
Quality, 16(4), 365-379.

39-Machauer, A., & Morgner, S. (2001). Segmentation of bank customers by
expected benefits and attitudes. International Journal of Bank Marketing,
19(1), 6-18.

40- Martenson, R. (1985). Consumer choice criteria in retail bank selection.
International Journal of Bank Marketing, 3, 64-75.

41-Mason, J. B., & Mayer, M. L. (1974). Differences between high-and-low-
income savings and checking account customers. The Magazine of Bank
Administration, 65(June), 48-52.

42-Mathur, A., & Moschis, G. P. (1994). Use of Credit Cards by Older
Americans. Journal of Services Marketing, 8, 27-36.

43-McDougall, G., & Levesqu, T. J. (1994). Benefit Segmentation Using Service
Quality Dimensions: An Investigation in Retail Banking. The International
Journal of Bank Marketing, 12, 15-23.

44-McKechnie, S. (1992). Consumer buying behavior in financial services: an
overview. International Journal of Bank Marketing, 10, 4-12.

45-Meadows, M., & Dibb, S. (1998). Assessing the implementation of market
segmentation in retail financial services. International Journal of Service
Industry Management, 9(3), 266-285.

46-Minhas, R. S., & Jacobs, E. M. (1996). Benefit segmentation by factor
analysis: an improved method of targeting customers for financial services
The International Journal of Bank Marketing, 14, 3-13.

47-Mylonakis, J., Malliaris, P., & Siomkos, G. (1998). Marketing-driven factors
influencing savers in the hellenic bank market. Journal of Applied Business
Research, 14, 109-116.

48-Omar, O. E. (2008). Determinants of retail bank choice in Nigeria: a focus
on gender-based choice decisions. Service Business, 2.

49-Riggall, J. (1980). A new study: how newcomers select banks. ABA
Journal(July), 93-94.

50-Smith, W. (1956). Product Differentiation and Market Segmentation as a
Alternative Marketing Strategy. Journal of Marketing, 21, 3-8.

51-Speed, R., & Smith, G. (1992). Retail Financial Services Segmentation. The
Service Industries Journal, 12(3), 368-383.

52- Stafford, M. (1996). Demographic discriminators of service quality in the
banking industry. Journal of Services Marketing, 10, 6-22.

53-Stanley, T. O., Ford, J. K, & J., R. S. (1985). Segmentation of Bank
Customer by Age. International Journal of Bank Marketing, 3(3), 56-63.

54-Sternthal, B., & Craig, S. C. (1982). Consumer Behavior, an Information
Processing Perspective. Englewood Cliffs: Prentice-Hall.

55-Tan, C. T., & Chua, C. (1986). Intention, attitude and social influence in
bank selection: a study in an Oriental culture. International Journal of Bank
Marketing, 4, 35-54.

56-Trout, Jack. (2000). Differentiate or die: survival in our era of Killer
competition, Mir shahi, Ahmad, (first ed.): Fara Pub. (in Persian)

57-Sekaran, Uma. (2001). Research Methods for Business: A Skill Building



—tde) Y4 byl fdrwgS g gudlo 4)2 \FY

(2 932

Approach. Saebi, Mohamad. Shirazi, Mahmood. (in Persian)

58-Weinstein, A. (1994). Market Segmentation: Using Demographics,
Psychographics, and Other Niche Marketing Techniques to Predict and
Model Customer Behavior (first ed.): Probus Pub.

59-Wind, Y. (1978). Issues and advances in segmentation research. Journal of
Marketing Research, 15, 317-337.

60- Yankelovich, D., & Meer, D. (2006). Rediscovering Market Segmentation.
Harvard Business Review, 84(2), 122-131.

61-Yue, H., & Tom, G. (1995). How the Chinese select their banks. Journal of
Retail Banking, XIV(Winter).

Received: 2 May 2009
Accepted: 3 Mar 2010



