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�����:    #$%� �%&'�� (�)*� +� ��� )���' �, -�.���, /��0� 1)2 �� 3 /��0� 3 ���,�� 3 �45�)67 ��* 8�9��,�� �7 �.���, 1)2 3 �.���, :�;�

)5�7 �.,�� /5�)67. ��� =�� >�?4�� 8)��@ -��.' )���' �, ���), /��0� -��A�*)5�7 8)�*� /B���, 3 �45�)67 C4.  
���: �45�)67 D�,)E +� �0���� 3 �0�� F��+ �� ���,�� 3 �45�)67 G@��, �7 �.���, 1)2 3 �.���, :�;� -��.'.  
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�:  -��� �.H�$,=�� +   I�%B'�� 3 �4%5�)67 D�,)E +� �0���� 3 �0�� F��+ �.���, 1)2 3 �.���, :�;� FJ �� �@ /�� �� ���,+   �%7 FJ
�-� ��*��	4, �:*�' /�.03 �F�)�+�� ��).' �)�+�� -��EJ -� ��.���, D�.�� ��).'    ���%� �%���7 ���, �45�)67 D�,)E =�� 3 DK�LM' #$�

/�� �4��N. /�� 8)5 8���4�� �,��O��P +� �* 8��� ��3J ��N ���7.  
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��:  ��).'"
Q  F+
R  �'ST  �@ �H���RT  ����* FJ �� ���, 83�N8)��@ �. )��T3 �0�� ���"T �0���� ��� (3 
"Q �.���, 1)2 83�N �� ��� 

)
TW 3 �0�� ���"
 �0�������( ���� )�45�� �� X*3YP ����� �@ )�� 8��� :��O'.        �%.,�� +� 3 )%���7 F��%6' �6%5 >�%Z �%&$�, -@�� ����� -��
)�)5 >�?4�� 8��� ����L' ���N ����� D��L7 X*3YP.  

�����: * �4��� �@ ��� F�O� ���� �7  �[@R/WT 3 8)��@ �.���, F��+ )
�� ������ �� �.���, �]� )���]      3 �%0�� ���%,�� �4%5�)67 D�,)%E +�
�/
Q )���7 �0���� )
�� .3 �0�� F��+ �.���, :�;� )���, �����, �0����: �D�,)E �7 +���   �D�,)%E F��%7 �_`, 3 )��,    �F�%�@��@ >�%E ��%4�� 

� ��* �7 ���4��/,)E =�  3�D�,)E /���@ +� F������ �D�,)E F��7 ���a, ��45�)67 D����,� ���3 3 /7�� /��2�      �%7 ���%�� b�%&! /%��2�
�c��dP 1�9�* �F��@��@ e���, ��[2 D��6, 3 �4!�� f��!� ��7 X,��J.  G%@�, �� ��5J �� /�3� ���3 ��3)M, )
�� g&� ��    �%.���, :%�H�
���@ �@h ��E) .��, 1)2 :�;��0�� F��+ �.� 3 �3� )���, �����, �0����      �/%5�)67 G%@�, �%7 /���%� :%M, F��7     ��%���* +� 8���4%�� 1)%2

�� -�.���,  DK�O, :!�* FJ� 3 ��i� �7 �� F�����), c��dP 1)2 �����, +� �E�7        ��%* /%B���, 1�%a�� 1�%9�* �%7 �4%5�)67 F�%�@��@ �[a2 
�� D�,)E /��3)M, G@�, 3 /5�)67  �������FJ �* �� �-�.���, +��� �7 ���N j��P �7 �
�LE k5GP -4���� #����. �� X*3YP l��4�  I�B'��

�7 3 �0�� F��+ �� �.���, :�;�  3 F�)%�+�� ��).'3 F��+ -� -�7 �@ ��� F�O� �N �[E�), ��*��	4, e�!�7 D�,)E +� �0����   3 �%.���, D�%.�� 
+� �E�7 �7 DK�LM' #$� ���� ��., �$7�� :�;� /�� �45�� ���3    )TS/T< p .(�� X*3YP l��4�  3 �%0�� F��+ �.���, 1)2 :�;� �7 I�B'�� 

+� �0���� ��� F�O� �N �[E�), ��*��	4, e�!�7 D�,)E �� �.���, 1)2 :�;� �E�7 -�7 �@       -��%EJ -%� �F�%�+ -%� ��%*��	4, �7 �0�� F��+
�)�+�� /�� �45�� ���3 ���� ��., �$7�� )TS/T< p.( ��N �[E�), ��*��	4, -�7 ���� ��., ���,J �$7�� ���� + 3   1)%2 :%�;�    F�%�+ �%.���,

)O� 8)�� �0����.  
���� ����� 	 ���:  %, /��0� F�G�, F��7 ;�7 �� �45�)67 �_`, D�,)E �m��� X*3YP -�� +� 8),J /�)7 l��4� +� 8���4�� �7�)  �%.���, 3 F����

�* FJ 6� ���,�� 3 �45�)67 G@��, �7)���, �i� �7 ��3�0 �45�)67 D�,)E +� 8���4�� /.   h�%?'� �B�'�' �,� -�H`�, ��5 �, ��6�O�P -��A�*
f�4�� �� -�.���, +��� f��� �7 =��4, D�,)E �' )��@ �* FJ  ��%5 8��� ����.         ��%E /@��%O, 3 ���N��%�7 /%6� 1+; ��%* �%��,+ /%�� 1+;

)�J C*��� F�O'K�O, :! �� F�����),.  
� ���	����! ��: �"#��� $�% 	 �"#��� &�'( )*+�,�� 	 *+�, -��. )*�/��0� 1���23!��� *���,( 	.  
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s .t��4��P )5�� u���5��] 
v .F���� ���,�� �45�)67 D�,)E 3 ��5GP 1�[2 8�9O��� ���,�, 3 ���4��P 8)�O��� ��[2 D��* �o2 
w . F���� ���,�� �45�)67 D�,)E 3 ��5GP 1�[2 8�9O��� ��5GP ����� =K�� 3 /���), 8)�O��� ��[2 D ��* �o2 
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�DK�6�' F��7 C*��� 3 13�)'   ��%* /%B���, ���9�P   �%O?7�_�

�D�,)E �F�,�� l��4�  ��%���7 >��  �:�%��P  ��B, �9��%9x  �%H
3 D�%%%2K�� �� �%%%* /%%%B���, /%%%���@ ��%%%7 1�%%%� )Carol 3 
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QQS .(��    3� �4%5�)67 D�,)%E �%m��� ���,+   �%��i�
������%%�3 �[%%
�: )
()%%��7 �4%%5�)67 D�,)%%E  F��3J�%%7 ���%%7

)��5 �*� F�,+�� 1��, z�* ��*+���. )��7 D�,)E -��   p%��
����9O�P D�,)E :,�@ �� ����'+�73 ���,�� )�*� X5�P .)�( 

      X%?7 ���%7 �4%5�)67 /%B���, F��%@ C*��� ���7 8�� -��467
��*�653 �*�4�3� 1��, +� �N�G7  /B���, D�,)E ),J��@ �.��'

3 ��H3� �45�)67 ���3  /%�� e���, =���� 1�i� k�.   /%����
�� �2��4�� �7 F��@� F�6������    �%�4B, �4%5�)67 1�i� ���P

     �%�7 �4%5�)67 �%�H3� ��%* /%B���, �7   8)%5 /%��) .  �����)%

nv{| .( /%%5�)67 F�,+�%� ���%%6� )
QQ" (  �%%@ /%%�� )%&4.,

��45�)67 ��H3� ��* /B���,  �@ /�� ��3�0 ��* /B���,  �%7
��� 3 8��7 r�B� :7�� ���6� �� 3 ����� f�4�� �� �* 8�����E 

���� �.,�� #$� ���N �,.     :%,�@ /@��%O, �%7 �* /B���, -��
��� �����m� �, ��5 3 +� �i�  ���G*  �%, ���%
 �7 F3�&,  )%5�7. 

      �%.,�� �4%5�)67 1�%i� ��d%P�� k%���' G� ��H3� ��* /B���,
3 ��B67 }2�7 �@ /��  3 �2�%�4�� /�.03 /��O�P   ���%L4��

�, �N�� .~;��., �45�)67 /B���, D�,)E ��  1�a�� #$� ��
�, ��5 : �� �%@ /B���, r3� #$�      �%�H3� D�,)%E #$%� -%��

5�)67 ��* ���E g��' �45�)673 �45�)67 G@��, �/ 3 ���,�� 
 ��%%O�P)�x �4%%5�)67 F�%%�@��@ g%%��' 3 F�+��%%67  ��%%*�,�,

�, C*��� 8)�� c+�,J ���4�3� ��5.    �%@ /%B���, 13� #$�
��  ~;�%�., D�,)E #$� -�� ��    3 F�4%��65 /%5�)67 G%@��, 

F�4�����7 �*�, 1�a�� ��65 � ��5.    �%@ /%B���, 1�� #$�
�� �� D�,)E #$� -��  G%@��, ,    3 ��%O@ G%@�, �%� �� �%&$� 

3 �45�)67 k� z��� D���`,�9��   �%, C*��%� ���,��  ��%5 
)�����)
 
�WT.(       ��%��G, �'�,)%&, D�%.H�$, �%��,+ -%�� ��

5�)67 G@��,4   �F��%7 f�4%�� :%7�� �7 �� ���,��3 �   3 /%���@
�4���� /��� )��.  3 ���9O�P ��7��@ ���,�� 3 �45�)67 G@��,

��&'�� �� ��H3� /B���,      /�%� �%7 F���%��7 F��� b�%� +� 3 8���
�%%6���� ��%%* 8�%%9��,�� 3 :%%�2 ���4%%�����7� )%%�*�@ �%%,.  ��

 ����P�%� ��* 8�9��,�� �7 ����&,  F�4%�����7  �%*   ��%* e%$, 3 
    �� ��%467 �%4! 3 f�%�� :7�� D�,)E �45�)67 ��* 8�9��,��

 )%�*� �, �m��� ��5GP D�,)E +� ����h ����� ���7.    83K%2 �%7
�, ���G*  D�,)%E F�N)��@ /����� ����H�� �45�)67 ��* /B��

 +� �4�@ �45�)67 G@��, �� �45�)67F�4�����7 �*   �%* e%$, 3 
)5�7 �, )Omally  3Forrest �n���.(  

  �%%@ )�4%%�* F�%%�+ G%%@��, �%%7 -�.���%%, -��4%%O�7 �%%��� +�   
 X%%%5�P /%%%M' �%%%.,�� �� �� C6%%%� -��%%%' 8)%%%�2 )%%%����

Carol)�F�����*3 
QQS( .7� 7 ���'    ���)%, /��%0� �%���� �
    8)%�*� /%B���, 3 �4%5�)67 C4��� =�� >�?4�� 8)��@ -��.'  

�)5�7 �,    ���%7 ��%�., ��6x -�.���, /��0� e[� �7 �$7�� ��
�* FJ  +� k� �* �7 �7��4�� �@ /�� 8)5 �4��N �i� ���* FJ   

 /��0� F�G�, 3 ���@ 3 8�����E �.���, �7 )���' �, �%* FJ  +�
4����� D�,)E  )%5�7 �_`%, �.    +� )%�'��B2 �%*���., -%�� :  ���%,

 X���J 3 F)5 ��� �F)5 �4���dP >�E �-4��N ���� /��*�
�4!�� 3. 7 � ���4�3� 3 ���+��H� ��4�� :�B� +� ���*���., 83K2

 �8)%�*� /B���, F��@��@    X�%@�3 �9��%9x �%* FJ    �%7 /B%��
��!      )%���� ���%� �i�)%, G%�� ���)%, C)Davis 3Greenly� 


QQ".( �%%&�&M' ��  �%%��� +� �%%]�B!�%%L,  �%%7"TT  �%%.���,
 +� 8)��@
"  �4%5�)67 G@�, ��      F�4%�7�2 ��%* �6%5 +� �%��


 ���.3 A�*:��y' -�� �,��O��P  �7 F��J +� �� �* g��'
 /��0� Xa�� ��i�,�* FJ +�   �4%5�)67 D�,)E  )%5 1�%a��. 

 �@ ��� F�O� l��4�"T )���7 �0���� )
��. RS   ���%�� +� )
��
��3� +� �0���  3 /%5�)67 G@�, F��7"/
Q    e%���,�� +� )%
��

�G@�, ��@ D�2�� F��7 Q/�Wk���[@ ���3 1)2 +� )
��  ��*
��LL?' "/
Q)
�� �k5GP �7 ���B'�� r��5� +� Q/��  )%
��

 )�4%5�� /���5G@��, �� D�,)E �m��� ��E�' +�. R/
�  +� )%
��
3 �0�� ����� Q/�W     )%&4., �%0���� ���%�� +� )
��   �%@ )%���7

  �%7 �� �45�)67 DK�O, 3 F�,�� 8�M� F��5GP �%* FJ   C�%6�'
)��@ ���. �/R" 3 �0�� ����� )
��
/�
   �%0���� ����� )
��

3 �����7 f��!� D��
 �� )�45�� F��7  G@�, �:�O, -45��
 >�?4�� -�H3� ���,�� 3 �45�)67�* FJ )*��E �.���, ���7 ��7 
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QQ".( � �7 ���' �7 �dH    3 �4%5�)67 D�,)%E /%��*
3 ���,��    ��%* �E�%5 ���,+ �� 1���� 3 ��,J -4��N �i� �� �7

     -%�� �� F�%�+ /��%0� 1)%2 3 /��0� /��*� 3 F���� �45�)67
3 ���,+     +� ���9%O�P 3 �%.,�� /,K%� 3 /5�)67 ��! ���7

     )%���47 FJ l��%4� �%' /%�� 8)5 1�a�� ��&M' -�� �6�����7 +3�7
�5 /6� �� �_`, �,�N   D�)%� 3 p.%0 I�&� 3 �6������� /E�

 /6� g7��h -�H�q�, ���7 �����*�� 3 8��7 �45�)67 D�,)E
       D�,)%E +� F�%�+ >�%[$, 8���4%�� 3 ��3�%0 ��%6�G�� �,���7

)5�7 �45�)67.  
'�� ���  

  /%�� �� �%��,+ =�� +� X*3YP -��.     D�%2K�� ��3J��%N ��G%7�
/�� 8��7 X?7 3� �7 :�4O, �� �,��O��P. ��  X?7 r3�
S 

    F��%��* 3 F�%�+ ���%� ��* �L?O, �7 I�7�, r�`� �%* FJ 
/�� 8)5 ��$,.   �%.���, :�;� 8��7 �� �,��O��P 13� /���

      8)%���N C�%i�' ���%,�� 3 �4%5�)67 G%@��, �7 �.���, 1)2 3
/��.      +� 8���4%�� �%7 �4%5�)67 G%@��, -�%�.' +� �P �9O*3YP     

� 8)��@ �.���, F��+ �45�)67 ��* 8)�3�P�  �� �i� ���, r��
���&M'   8)%��@ �%.���, e�!�7�� �* ����� )    ��%7 k%� +� X�%7

�� �.���, ��&M' r�� r�� (  3 8��%� ����%L' c3 � �7   1)%2
�.���, )�� �.���, ��B��   �%�&M' r�%� r�� (   8��%�� >�%?4��

/��. ���, �� /�� �@h �7 1+;    �%�[@ �%.���, 1)2 ��* �����
 r�%� �� �� ��B�� g&� �@ ����+      /%5�)67 G%@�, �%7 �%�&M'

  )%���7 8)%5 >�?4�� ����� F���2 �7 )�� �45�� �.���,.   ��%�
    k%� �� X*3Y%P ���%, ��*)!�3 r+��, �7 �.���, �7 �9O*3YP
        �� ��)%�, D;��%� F�%�J �%7 ���%o! �B!�%L, �%� 3 ��[�
     �%� 3 8)%��@ �%.���, 83�%N �G� ����� �7 ���' �7 �� �,��O��P

   F�%�J +� )%���7 �.���, 1)2  3 /%�� 8)�%��P     1)%2 �%� /��%0�
+� �� F��+ /��0�        r�`%� k%� F)�%��P �%7 �4%5�)67 D�,)%E

/�� 8��@ �?O, . �.H�$, -�� ��"
Q  ���),)�RT   �� �%��
 3 8)��@ �.���, 83�N
"Q �� ���    �%.���, 1)%2 83�%N(   ���%,

)�4��N ���� ����7  �%�� D),     r�%$7 8�%, 3� D�%2K�� ��3J
)�,�a��.     ��%B42� -�%�.' /%6�    3 ��%4M, ��%B42� c3� +� �%�[2

   8)%5 8���4%�� �)a, F�,+J c3� +� ��[2 ���42� -��.' /6�
/��.  ��Ga' /6� ���B�4�� 3 ���
�' ��,J +� X*3YP -�� ��

/�� 8)5 8���4�� �* 8��� :�[M' 3.     �94%�B�* -�%�.' /%6�
       +� �%�@ �%N �%[E�), ��%*��	4, 3 X*3Y%P �[%
� ��	4, -�7

  ���%,J F�,+Jz   �%�.' /%6�3    ��%*��	4, F�%�, �94%�B�* -
   ��%@ ���%,J F�,+J +� X*3YP �[
� ��	4, 3 ���@ �N �[E�),

/�� 8)5 8���4�� 3�.    r3�)%� D��%L7 X*3YP D�2K�� ��[@
  /%�� 8)%���N C�i�' �B�� 3 �[$, ���3��� ��+�'.    ��G%�� 1�%�

       �%* 8��� :%�[M' 3 �%�Ga' /%6� 8���4%�� ���%, ��'���,�@ 
SPSS/�� 8��7.  

  
(��	�  

���  ��%* 8�9��,�� �7 �.���, :�;� �7 I�B'�� �� X*3YP ��* �4
  �%0���� 3 �0�� F��+ �� F��6' >�Z �&$�, ���,�� 3 �45�)67
       ���%, ��*)%!�3 F�%�, +� �%@ ��� F�%O� �4%5�)67 D�,)E +�

 /���@� �0�� 8)��@ �.���, X*3YP �%* FJ   �4%O�7 �%7   :%�;�
  �%%6�' 3 )%%���� /%%B�, >��%%�S/� %%5�� -�.���%%, )%%
 �� -4        

�       )%���@ �%@h ��%E �%.���, /%[2 �� ��%5J �%� /�3. +�   F�%�,
��0���� 8)��@ �.���, X*3YP ���, ��*)!�3   /%���@� �%* FJ 

�D�,)E F��7 ���a,    �G%@��, ��%@ /2�%� F��7 e���,   ��%�3
��45�)67 D����,� �D�,)E �7 +���  �D�,)%E F��7 �_`, 3 )��, 

)E �7 -45�� ���4�� 3 :���P >�E ��4��  /%B�, j��P D�,
)����. ��*   �� G%@�, �� ��5J �� /�3� -45�� :�H� F��J +� k�

)����� �@h �.���, :�;� �G� ) 8���5 r3)�
.(  
  �%%7 �%%.���, 1)%%2 :%%�;� �%%7 I�%%B'�� �� X*3Y%%P ��%%* �%%4���   
    F�%�+ �� F��%6' >�%Z �&$�, ���,�� 3 �45�)67 ��* 8�9��,��

    F�%O� �4%5�)67 D�,)%E +� �%0���� 3 �0�� ���    83�%N �� �%@
 �0��S
 �3� :�;� �7 )
��       G%@�, �%7 /���%� :%M, F��%7

�/5�)67      DK�%O, :%! �� �%* FJ /@��%O, 1)%2   �F�%5��E
 �.���,�� �
�LE k5GP �7   )%���7 8��%@�@h.    F�%�+ F�%�, +�

)
�� �.���, 1)2 83�N �� �0����    3 �%�i� �%7 :%�;� ����+ 
�D�%%�[� +� �%%E�7 �� -�.���%%, c��d%%P 1)%%2 r�%%a2  F��%%7

�F�%%�@��@ �/@��%%O, 1)%%2  3 �%%
�LE k%%5GP �%%7 �%%.���, 
�� /%%5�)67 G%%@�, �� D�,)%%E /��3)%%M, �%%@h  )%%���7 8��%%@              

) 8���5 r3)��.(  
  

)�#* �+#	� � ,-�  
    �� �%[@ ��%� �%7 �%@ ��� F�O� X*3YP ��* �4���    F�%�+ -�%7

3 �0�� �.���, 1)2 3 8)��@ �.���, +� �0����  �D�,)%E R/WT 
J)
��3 �0�� D�,)E+� �* F �/
T)���7 �0���� )
�� . :%�;�
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n- ��y� :M, �7 /5�)67 G]�, F��7 ���G�/  n�s  ��  s�  �/��  

s- /5�)67 G]�, �� ��5J �� /�3� -45��  {  �/v  |  |  

v- >�*h 3 >��� �[��3 F��7 f�4�� ��  n{{  {/{n  vn  �/��  

w- G]�, �� D�,)E F��7 ���a,  ss�  �/��  w|  n||  

�- /5�)67 G]�, ��] D�2�� F��7 e���,  n��  ��  s|  �|  

�- /7�� dE� 3 c��dP F�,+ F��7 e���,  n�{  �v  sn  �/�s  

�- G]�, �� �45�)67 D���y,� ���3  ss�  �/��  w|  n||  

{- G]�, �� �45�)67 D�,)E �7 +���  sv|  n||  v�  �/��  

�- G]�, �45�)67 D�,)E F��7 �_�, 3 )��,  sv|  n||  v{  ��  

n|- �* /B���, ����� /6� ���] /�3 (�
  n{�  v/{n  �  �/n�  

nn- dP 1�9�* �7 ����� b�&! 3 /7�� /��2�c��  sn{  {/�w  n�  �/w�  

ns- ���), �7 F��]��] >�E ��4��  sv|  n||  v�  �/�s  

nv- D;��� �7 j��P �� F��]��] e���, ��[2 D��6,  sn�  s/��  nw  v�  

nw- �45�)67 DKyO, :! �� -�.���, �i� �7 ���'  nvv  {/��  w  n|  

n�- G]�, �� �45�)67 ��* /B���, 13�)' 3 ���N �P  n{{  {/{n  s�  �/�s  

n�- �45�)67 :���, e���, c+�,J  n�s  {/�w  ns  v|  

n�- G]�, �7 �.���, �� X,��J 3 �4!�� f��!� -45��  ss{  n/��  n�  �/w�  

n{- F�y, �� �� �45�)67 /,)E =�� ��* �7 -45�� ���4��  sv|  n||  w|  n||  

n�- D�,)E /���] +� F������  sv|  n||  s{  �|  

s|- +� /B���, ���,�� F��B� F��9� F�)�+�� ����  nv{  �|  ss  ��  

sn- F��9�� �7 e���, :M, F���2 �7 G]�, �7 �.���, ��
�'  ss�  �/��  n|  s�  
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n- /��y� :M, �7 /5�)67 G]�, F��7 �3�  ��    �n  ns  v/s�  
s- ),J 3 /�� /6� e���, >�*h 3 >��� �[��3 F��B�  �|  v/w�  n|  w/sw  
v- /5�)67 G]�, ��] /2�� F��B� e���,  �n  v/ws  n{  �/wv  
w- D�,)E /6� /7�� dE� 3 c��dP F�,+ F��B� e���,  w�  w/w�  n{  �/wv  
�- D��[� �E�7 �� -�.���, c��dP 1)2 3 ��i� �7  s�     s�  v|  s/�v  
�- G]�, �� �45�)67 D���y,� ��B�  n  �/|  s  �/w  
�- G]�, �� �45�)67 D�,)E �7 +��� 1)2  nw     nv  ns  v/s�  
{- G]�, �� �45�)67 D�,)E -4���� 8)��� �7  n  �/|  n�  �/v�  
�- /B���, ����� 1�9�* �7 F��]��] �[a2 �45�)67 ��*  s�     s�  vv  �/{|  

n|- /7�� /��2� 1)2 3 /5�)67 G]�, �Z�[5  nv     ns  ss  �/�v  
nn- F��J �'3��' �7 3 F��]��] /����� ��4��  �  v/{  n�  �/v�  
ns- D;��� �7 ���9?��P �� F��]��] F��7 ���3��  n  �/|  v  v/�  
nv- -�.���, ���y�* 3 ��y��* +� 8���4�� 1)2  ��     �n  v|  s/�v  
nw- G]��, �� F�,�� 3 �* /B���, ���9�P 1)2  v�     v�  n�     v�  
n�- �45�)67 :���, ���, �� �5+�,J D���y,� ��B�  sw  s/ss  n�  v/w�  
n�- DKyO, F��7 /6� F��]��] �7 ���42� 1)2  v  �/s  �     n�  
n�- F�)�+�� ���� +� /B���, ���, �� ����9�  w�  w/w�  n�  �/v�  
n{- ��'�
�LE �5GP �7 �.���, �� #�  ��     �n  v|  s/�v  
n�- G]�, �7 �.���, �� ���* /&���, 1)2 3 �N�����E ���4��N  w�  �/w�  ns  v/s�  
s|- -�.���, +��� �7 F��B� �9?��P 3 G]�, �� D�,)E /��3)M,  n�  �/nv  vs     �{  

  
 3 �%0�� F��+ �.���,  +� �%0����   3 �4%5�)67 D�,)%E   ���%,��

, �����,)���: �D�,)E �7 +��� �D�,)E F��7 �_`, 3 )��,  ��4��
�F��@��@ >�E       +� F�%����� 3 /,)%E =�%� �%�* �%7 ���4��

�D�,)E /���@: �D�,)E F��7 ���a, ��45�)67 D����,� ���3 
3 /7�� /��2�    �c��d%P 1�%9�* �%7 ����� b�&! /��2�   D��%6,

�F��@��@ e���, ��[2   3 �%4!�� f�%�!�   ��%7 X%,��J .  g%&�
�G@�, �� ��5J �� /�3� ���3 ��3)M, )
� ��   �%.���, :�H�

)���@ �@h ��E.  
  ��� F�%O� X*3Y%P ��* �4���       F)%��, �%6�' F��%9� �%@ ���%�+

G%%@�, �%%7 �%%.���, 1�%%9�* �%%7 F�)%%�+�� )%%���7 �%%4�@ ���,        �%%. 
)���@ �,. )*�a, ��&M' l��4� )
�R"(    /%�� 8��� F�%O� C*

     %7 �%.���, 1�%9�* �%7 �%@ ������,   �%6�' F��%9� G%@�, �   F��%7
D�%,)E /%����� /6� �4%�] )�� 8��7 rG�, �� F�%%O��)�+��  

  
)�� 8��@ �.���,.     �%.���, G%@��, �%7 ��4%O�7 D�.�� �@ ����+  

   3 ��%�N �%P :%�, �[�;� �7 )���@ �,    �� �%* /%B���, 13�)%' 
�G@�,     ��4%O�7 /%B�, j%��P �45�)67 :m��, e���, c+�,J
)%%����.%%��7 3 8��+ p%%
J� )
�RS( �%%@ )%%�� �4%%5�� F�%%�7 C%%*        

   D�%.���, X��G%�� �7 F����, D�.���, ���N �P �%* FJ   /%6�
/�� �_`, D�,)E /�����. )�45�� ��';�7 DK�LM' �@ ����+ 

       3 D�,)%E d%E� /%6� c��d%P F��%7 e%���, :�, �[�;� �7
)���� ��4O�7 /B�, j��P F��@��@ e���, ��[2 D��6,.  

� X*3YP ��* �4��� �0�� F��+ �.���, 1)2 :�;� �@ ��� F�O
3 +� �0����   3 �4%5�)67 D�,)%E    )%���, �����%, ���%,�� :�3� 

:M, F��7 �/5�)67 G@�, �7 /����  �����* +� 8���4�� 1)2
�� -�.���,  DK�O, :!�* FJ�   3 �%�i� �%7    c��d%P 1)%2

�� F�����), �D��[� +� �E�7      �%7 �4%5�)67 F�%�@��@ �%[a2
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, 1�a�� 1�9�*��* /B��� �� D�,)E /��3)M, G@�, 3 /5�)67 
 ��������* FJ �� �-�.���, +��� �7 ���N j��P    -4%���� #%���

��
�LE k5GP /�� 8��7.  
 g��'Kareem 3  F�����*)
QQ� (�� �O*3YP ���,  ����7

 �� F�����)%, /��0�   3 �4%5�)67 DK�6%�'���,  �� ���%,�� 
F�4�����7 3 G@��, N 1�a�� �$� �45�)67�)��� 3 ��  �����, FJ

�/��0� )���, �� 3 D�,)E F��7 f�4��   F��%7 r�
�H� :6�
�* FJ� +� DK�6�' ����G�� g�M, �i�  �:�%��P ��4��   /%���@

�/B���, /��N���� ����7 ���, �* /B���, ����4��.  F�O� l��4�
), �@ ����+� �0���� F����  �* /B���,]  )%�� �45�� :���' �4�

G@�, FJ �@ �� 7F�4����� ��6�O�P F��9�� �7 �� )��@ ��   /%6�
3 D����., ���9�P  �%� G@�, FJ �7 D�,)E  F�4%�����7   �%.���,

)��@. �� �� ���, 3 D�,)E F��7 f�4��   F��%7 r�
�H� :6�
�%%* FJ�  �%%7 8)%%��@ �%%.���, F����)%%,F�4%%�����7  �%%7 /B%%��

G@�, �7 -�.���,    )�4%5�� ��4%O�7 /��%0� /5�)67.   F���%,
+ �7 /B�� )�4%5�� D�,)E +� ��4O�7 /��0� F��.   F�����)%,

3 ���G�� g�M, �7 /B�� �4����     ��4%O�7 /��%0� DK�6%�'
)�45�� . �45�)67 D�,)E /���@ +� /��0� 3 ),J�� #$� -�7

 /5�� ���3 I�B'����� �7  ��%O�7 /��0� ),J�� C@ ����� ���
)�4%%5�� �%%* /%%B���, �%%m��� /%%���@ ���%%, ��. �%%7 ���%%��  #$%%�

K�LM'�� �';�7 D ���, �� 3 D�,)E F��7 f�4��  DK�6�'
 3 )�4%%5�� /��%%0�  �%%7 ���%%��    �%%' -���%%P DK�%%LM' #$%%�

 )�4%5�� /��0� D�,)E /���@+��4O�7.   )%
�� �%6�'   +� �%�@
���@ �@ )�45�� 8��5� �4�� -�� �7 -�.���,  �45�)67 �%* FJ �� 

3 �45�)67 D�,)E 13�)' �7     �%@ )%�� 8��%@ �, ���O' ���,��
���� 8)�2 DK�O, +� ��� ���, - 3 �45�)67 D�,)E  ���,��

�, )5�7. +� ��� ���+ 3 ���9O�P D�,)E -�� �m��� (�)*�  �$�
3 �����7 ���� �, D�,)E -�� ���9�P )5�7.  

  F�%�+ �.���, 8)�2 :�;� �@ ��� F�O� X*3YP -�� ��* �4���
3 �0�� D�,)E ���, �� �0����: �F��7 ���a,   �%���,� ��%�3 D

�� �G@�, �)��, D�,)E �7 +���   �D�,)%E -4%���� �_`, 3 )��, 
   �G%@�, �� /,)%E =�%� ��* �7 ���4��    /%���@ +� F�%�����

3 D�,)E e���,   �%[M, F��%�2 �7 /5�)67 G@�, F��7   /%6�
/�� 8��7 D�,)E /�����.   F�%�@��@ ���, �� 8)�2 :�;�����

�>�E I�B'�� :,�5 ��6, 3 ����� b�&! 3 /7�� /��2�  �%�[2 D
 e���,�* FJ /�� 8��7.   F�%�+ �� �.���, 1)2 :�;� ���� +�

�G@�, �7 /���� :M, F��7 �3� :,�5 �0��   3 ��%���* 1)2
      3 F�%5��E �4%5�)67 DK�%O, :%! �� F�����)%, �����*

   /%�� 8��%7 �%
�LE k5GP �7 �.���, �� #���'.  %7 �  83K%2
 b�� ����, �7 83K2 �0���� F��+ �.���, 1)2 :�;�3 ��i� �7 

), c��dP 1)2��D��[�+� �E�7 �� F����    �%7 F�%�@��@ �[a2
��* /B���, ����� 1�9�*    F��%7 �%���� 3 D�,)E /��3)M, FJ

�*   G%@�, F��B� e���, 3 /5�)67 G@�, ��  F��%�2 �%7   �%[M,
  ��%%7 8)%%5 �%%@h D�,)%%E /%%����� /%%6�.  �)%%�!�)
�R� (        

�, �NY�3 +� )����   ��, �4%5�)67 D�,)%E ��*   3 F��%7 e%�
      D�,)%E e%�@�' -��%467 �%7 D�,)%E -��.' ��.� F��7 �,��

����9O�P      D�,)%E �%m��� �%�.� F��%7 ���@ ����&'��3 ���,��
�� ��%%*+��� �%%7 e%%���4, +� F��%%7 f�4%%�� �%%i� ����%%����	� 

����L4�� ��9�*��  �45�)67 D�,)E ���G* F��7 /E���P :7��
3 3 ���,�� �, D�,)E F��7 �[�2 )5�7.  �dH ��5 �, ��6�O�P

3 =�� ���, �� �, D�,)E �m��� 8�M�q    h�%?'� �%B�'�' �%,� -�H�
)�����  =��4, D�,)E �'   f�4%�� �� -�.���, +��� f���� FJ

�* 3 ��5 8��� ���� F��+    X%5�P /%M' G@��, �7 8)��@ �.���,
)���N ���� �&$�, F��*.  �����* +� �45�)67 DK�O, ��� ��

 8���4�� F�����), ��E��5 3    3 bh�%! F��%5GP ���N���7 �7
  �%4E���P F�����), �4O�7 >d� �7 G@��, ���9��� �� �L?4,

��5. 83K.7     �%* /%B���, ���%�� �� :�a.' +� ���9O�P /6�
g��' ��6�O�P F��@��@      �%7 ��%@ C�%�&' /%��2� �7 �@��5 �,

     ���%@ �3�%�� ���N��%�7 -�%�A�* 3 F��@��@ �L?' e�!
�1+; �� ��3�0 D�,)&,���N ��6, C6, -�� �7 �7��4.  

  
�$./ � ���&/  

   ������%
 t��%y�* +� �] )��� u, 1+; ��E �7 �9O*3YP ~���0
YP /��.,3      u4%5�)67 D�,)%E 3 uy%5GP 1�%[2 8�9%O��� uO*

  FJ �%%��?7�4] 3 um�%%,�, 3 t��4%%��P 8)y%%O��� �F��%%�� u��%%,��
)���� u����)�3 3 �yO' 8)yO���.  

  
0��1�  

)�!��F��,�] �.nv�� . '�%�! ��,J ����H��, )�P� �/5�)67�    +� F��%6'
 �M�
 �8��+����' D���O4��s�.  

�8��+ p
J )�.�. ����7 ����� �0�. 
�RS .    /%6� -�.���%, �%���7
   ���%,�� 3 �4%5�)67 G@��, �7 8�����E C�i�' 3 ������7 +� ���9O�P D�,)E

-�3G� F�4��65.8�����E /5�)67.  D�M�
 �1��6x 8���5R�-S�.  
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REASONS OF REFERRING AND NOT REFERRING OF SATISFIED AND 
UNSATISFIED WOMEN FROM HEALTH SERVICES, TO OUTPATIENTS 

DEPARTMENT (O.P.D) 

Nikpour, S. MS�1 Yosefi, R. MS
2  Javadi, F. MS3 Hosseini, F. MS4 

ABSTRACT 
Background: Assessing the reasons of referring and not referring to O.P.D (outpatients department) 
and the satisfaction level of the clients can be one of the health promotion aims, because selection 
of the health system or the health provider, is the result of one’s level of satisfaction. 
Objective: Assessing the reasons of referring and not referring of satisfied and unsatisfied women 
from health services to O.P.D (s), and the role of personal variables in this matter. 
Design: This was a field study Research, in which the reasons of referring and not referring of 
satisfied and unsatisfied women from health services, were determined by using a questionnaire. 
Sample: 419 women between the age of 17 to 50 years were assigned in two referring (270) and not 
referring (149) groups. Among the first group we had 230 satisfied and 40 unsatisfied and in second 
one (108 satisfied and 41 unsatisfied) clients. All Residences of western region of Tehran. 
Results: The results showed that 80.7% of all cases were completely satisfied with the health 
services, they had had received, and the remaining 19.3% were not satisfied. The reasons of 
referring in both satisfied and unsatisfied groups were as follow: need of health services, efficiency 
and usefulness of the medical care, good support of the staff, availability of all kinds of medical 
assistance in the center, their confidence in services, charge free appropriate quality and availability.  
Only 3.5% referred because they had friends or relatives who were working there. The reasons of 
not referring in satisfied and unsatisfied groups were as fallow: long way between the center and 
home, lack of the participation of clients in their health promotion program, anarchy, rush of 
personnel limitation of services, having a pereferance for a private physician. The results showed a 
significant relationship between some of the referring reasons. In both satisfied and unsatisfied 
groups with the age, number of children, number of referrals, and the educational level (P<0.05). 
Also there was a significant relationship between some of not referring reasons in satisfied women 
with the age and the age of the last child (P<0.05). 
There were no relationship between not referring reasons in unsatisfied women with personal 
variables. 
Conclusion: Based on the findings it is suggested to employ proper health services, and establish all 
kinds of specialties according to the client’s needs. It is also recommended to the health providers, 
to let the clients participate in their problem solving programs. 
Key Words: Reasons of referring (to O.P.D), Not referring (to O.P.D), Satisfied 
and unsatisfied women, Health services. 
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