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ABSTRAK 

3HQHOLWLDQ� LQL� EHUWXMXDQ� XQWXN�PHQJDQDOLVLV� SHQJDUXK� NXDOLWDV� SHOD\DQDQ�

GDQ� NHSXDVDQ� WHUKDGDS� OR\DOLWDV� NRQVXPHQ� H�FRPPHUFH� %�&� GL� -DNDUWD� 6HODWDQ��

'DWD�SULPHU�GDQ�VHNXQGHU�GLNXPSXONDQ��'DWD�VHNXQGHU�GLNXPSXONDQ�GDUL�EHUEDJDL�

VXPEHU� VHSHUWL� MXUQDO�� EXNX� GDQ� SXEOLNDVL� ODLQ� \DQJ� WHUNDLW�� 'DWD� SULPHU�

GLNXPSXONDQ�GHQJDQ�PHQJJXQDNDQ�NXHVLRQHU� \DQJ�GLEDJLNDQ�NHSDGD� UHVSRQGHQ�

GHQJDQ� VDVDUDQ�GL� -DNDUWD�6HODWDQ��3HQHOLWLDQ� LQL�PHQJJXQDNDQ� WHNQLN�SXUSRVLYH�

VDPSOLQJ��GDQ�WHUNXPSXO�VHEDQ\DN�����UHVSRQGHQ��%HUEDJDL�XML�VWDWLVWLN�GLJXQDNDQ�

VHSHUWL� XML� YDOLGLWDV�� XML� UHOLDELOLWDV� GDQ� XML� DVXPVL� NODVLN�� 3HQHOLWLDQ� MXJD�

PHQJJXQDNDQ� PHWRGH� DQDOLVLV� UHJUHVL� EHUJDQGD�� GDQ� GLWHPXNDQ� EDKZD� NXDOLWDV�

SHOD\DQDQ� WLGDN�VHFDUD� VLJQLILNDQ�PHPSHQJDUXKL� OR\DOLWDV�NRQVXPHQ��6HPHQWDUD�

LWX�� NHSXDVDQ�PHPLOLNL� HIHN� SRVLWLI� GDQ� VLJQLILNDQ� WHUKDGDS� OR\DOLWDV� NRQVXPHQ��

.XDOLWDV� SHOD\DQDQ� GDQ� NHSXDVDQ� EHUVDPD�VDPD� PHPLOLNL� SHQJDUXK� SRVLWLI� GDQ�

VLJQLILNDQ� WHUKDGDS� OR\DOLWDV� NRQVXPHQ�� 'LVDUDQNDQ� EDKZD� SHUXVDKDDQ� GDSDW�

PHQLQJNDWNDQ�HPRWLRQDO�IDFWRU�WHUKDGDS�NRQVXPHQ��VHKLQJJD�QDQWLQ\D�NRQVXPHQ�

GDSDW� WHUXV�EHUPLQDW�XQWXN�EHUEHODQMD�SDGD�SHUXVDKDDQ� ODQJJDQDQQ\D��3HQHOLWLDQ�

OHELK� ODQMXW� GLKDUDSNDQ�PDPSX�PHQFDNXS� WHPSDW� SHQJDPELODQ� UHVSRQGHQ� \DQJ�

OHELK�OXDV�VHSHUWL�SDGD�NRWD�NRWD�ODLQQ\D�GL�,QGRQHVLD� 
 
.DWD�.XQFL��NXDOLWDV�SHOD\DQDQ��NHSXDVDQ��OR\DOLWDV�
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ABSTRACT 

 7KLV�VWXG\�DLPV�WR�DQDO\]H�WKH�HIIHFW�RI�VHUYLFH�TXDOLW\�DQG�VDWLVIDFWLRQ�RQ�OR\DOW\�RI�

%�&�H�FRPPHUFH�FXVWRPHUV��%RWK�SULPDU\�DQG�VHFRQGDU\�GDWD�ZHUH�JDWKHUHG��6HFRQGDU\�GDWD�

ZHUH�JDWKHUHG�IURP�YDULRXV�VRXUFHV�VXFK�DV�MRXUQDOV��ERRNV�DQG�RWKHU�UHODWHG�SXEOLFDWLRQV��

3ULPDU\� GDWD� ZHUH� FROOHFWHG� XVLQJ� TXHVWLRQQDLUH� ZKLFK� ZHUH� GLVWULEXWHG� WR� WKH� WDUJHW�

UHVSRQGHQWV�LQ�6RXWK�-DNDUWD��8VLQJ�D�SXUSRVLYH�VDPSOLQJ�WHFKQLTXH��D�WRWDO�RI�����UHVSRQGHQWV�

ZHUH�JDWKHUHG���9DULRXV�VWDWLVWLFDO�WHVWV�VXFK�DV�YDOLGLW\��UHOLDELOLW\�DQG�FODVVLFDO�DVVXPSWLRQV�

WHVWV�ZHUH�HPSOR\HG��8VLQJ�D�PXOWLSOH�UHJUHVVLRQ�DQDO\VLV��SDUWLDOO\��LW�ZDV�IRXQG�WKDW�VHUYLFH�

TXDOLW\�GLG�QRW�VLJQLILFDQWO\�DIIHFW�FXVWRPHU�OR\DOW\��0HDQZKLOH��VDWLVIDFWLRQ�KDG�D�SRVVLWLYH�

DQG� VLJQLILFDQW� HIIHFW� RQ� FXVWRPHU� OR\DOW\�� 6HUYLFH� 4XDOLW\� DQG� 6DWLVIDFWLRQ� MRLQWO\� KDG� D�

SRVLWLYH�DQG�VLJQLILFDQW�HIIHFW�RQ�FXVWRPHU�OR\DOW\��,W�LV�VXJJHVWHG�WKDW�FRPSDQ\�FDQ�LQFUHDVH�

HPRWLRQDO�IDFWRU�WR�WKH�FXVWRPHUV��WKXV�FXVWRPHUV�FDQ�EH�LQWHUHVWHG�WR�VKRS��)XUWKHU�UHVHDUFK�

LV�H[SHFWHG�WR�LQFOXGH�ZLGHU�VFRSH�RI�FRUUHVSRQGHQWV�WR�RWKHU�FLWLHV�RI�,QGRQHVLD� 

.H\ZRUGV��VHUYLFH�TXDOLW\��VDWLVIDFWLRQ��OR\DOW\� 


